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 bl izdk'ku dk dksbZ Hkh fgLlk izdk'kd dh iwoZ 

vuqefr ds fcuk] fdlh Hkh :i esa ;k fdlh Hkh 

rjg ls] bysDVªkWfud] eSdsfudy] QksVksdkWih] 

fjdkWÉMx ;k vU;Fkk fdlh iquizkZfIr iz.kkyh esa 

laxzghr ;k izsf"kr fd;k tk ldrk gSA 

 bl iqLrd dks bl 'krZ ds v/khu iznku fd;k 

tkrk gS fd bls O;kikj] fdjk,] iqu% fcØh esa ;k 

vU;Fkk izdk'kd dh lgefr ds fcuk ugha mi;ksx 

fd;k tk,xk] ;fn ;g ml ckbafMax ;k vkoj.k 

ds :Ik esa gS ftlesa bls izdkf'kr fd;k x;k gSA 

 bl izdk'ku dk lgh ewY; bl ist ij eqfnzr 

ewY; gSA jcj dh eqgj ;k fLVdj }kjk ;k vU; 

fdlh rjhds ls dksbZ ewY; la'kksf/kr djuk xyr 

gS vkSj bls Lohdkj ugha fd;k tk,A 

 

  

 

izdk'ku ny  

izeq[k] izdk'ku izHkkx        %     

eq[; laiknd   %      

eq[; O;kikj izca/kd   %     

eq[; mRiknu vf/kdkjh ¼izHkkjh½ %     

laiknd             %     

mRiknu vf/kdkjh           %     

 



 

 izLrkouk		
 

jk"Vªh; ikB~;p;kZ :ijs[kk] 2005 ¼,ulh,Q&2005½ esa ikB~;Øe ds iz{ks= esa dk;Z vkSj f’k{kk dks tksM+us] bUgsa 
vf/kxe ds lHkh {ks=ksa esa vkil esa feykus ds lkFk laxr pj.kksa ij viuh ,d igpku nsus dh flQkfj’k dh 
xbZ gSA blesa le>k;k x;k gS fd dk;Z ls Kku vuqHko esa ifjofrZr gksrk gS rFkk blls egRoiw.kZ O;fDrxr 
vkSj lkekftd ekU;rk,a iSnk gksrh gS] tSls vkRe fuHkZjrk] jpukRedrk vkSj lg;ksxA dk;Z ds tfj, O;fDr 
lekt esa viuh txg cukuk lh[krk gSA ;g ,d ‘kSf{kd xfrfof/k gS ftlesa lekos’k dh varfuZfgr 
laHkkO;rk gSA vr%] ,d ‘kSf{kd O;oLFkk esa mRiknd dk;Z esa ‘kkfey gksus ds vuqHko ls O;fDr lkekftd 
thou ds egRo dks le>rk gS vkSj lekt esa fdldk egRo gS vkSj fdls egRo nsuk gS] bls tkurk gSA 
dk;Z esa lkexzh ;k vU; yksxksa ¼vf/kdka’kr% nksuksa½ dk esy tksy ‘kkfey gS] bl izdkj izkÑfrd inkFkksZa vkSj 
lkekftd laca/kksa dh xgjh O;k[;k ,oa mUur izk;ksfxd Kku dk l`tu gksrk gSA  
 

dk;Z vkSj f’k{kk ds ek/;e ls Ldwy ds Kku dks cM+h vklkuh ls Nk= ds Ldwy ls ckgj ds thou 
ls tksM+k tk ldrk gSA blls fdrkch fo|k ls gVdj Ldwy] ?kj] leqnk; vkSj dk;ZLFky ds chp dk varj 
feV tkrk gSA ,ulh,Q&2005 esa mu lHkh cPpksa ds fy, O;koklkf;d f’k{kk vkSj izf’k{k.k ¼ohbZVh½ esa Hkh 
cy fn;k x;k gS tks ;k rks viuh Ldwyh i<+kbZ chp esa jksd dj ;k bls iwjk djus ds ckn O;kolkf;d 
f’k{kk ds ek/;e ls vfrfjDr dkS’ky gkfly djuk pkgrs gSa vkSj @ ;k vkthfodk dekuk pkgrs gSaA ohbZVh 
ls ,d vafre ;k ^^vafre vkJ;** fodYi ds LFkku ij ,d ^^ojh;rk izkIr vkSj izfrf”Br** fodYi iznku 
djus dh mEehn dh tkrh gSA 
 

blds vuqorZu ds :Ik esa] ,ulhbZvkjVh us fo”k; {ks=ksa esa dk;Z dks ‘kkfey djus dk iz;kl fd;k gS 
rFkk ns’k ds fy, jk”Vªh; dkS’ky ;ksX;rk :ijs[kk ¼,u,lD;w,Q½ ds fodkl esa Hkh ;ksxnku fn;k gS] ftls 27 
fnlacj 2013 dks vf/klwfpr fd;k x;k FkkA ;g xq.koÙkk vk’oklu :ijs[kk gS ftlesa Kku] dkS’kyksa vkSj 
eukso`fÙk ds Lrjksa ds vuqlkj lHkh ;ksX;rk,a gkfly dh tkrh gSaA ;s Lrj] ,d ls nl rd xzsM fd, x, gSa] 
ftUgsa vf/kxe ds ifj.kkeksa ds lanHkZ esa ifjHkkf”kr fd;k tkrk gS] ftUgsa Nk= dks lh[kuk vfuok;Z gS] pkgs os 
bls vkSipkfjd] xSj&vkSipkfjd ;k vukSipkfjd rjhds ls gkfly djrs gSaA 
 

,u,lD;w,Q esa Ldwyksa] O;kolkf;d f’k{kk rFkk izf’k{k.k laLFkkuksa] rduhdh f’k{kk laLFkkuksa] 
egkfo|ky;ksa vkSj fo’ofo|ky;ksa dks ‘kkfey djrs gq, jk”Vªh; rkSj ij ekU;rk izkIr ;ksX;rk iz.kkyh ds fy, 
lkekU; fl)kar vkSj fn’kkfunsZ’k rS;kj fd, x, gSaA        
 

bl i`”BHkwfe ds rgr] jk"Vªh; 'kSf{kd vuqla/kku vkSj izf'k{k.k ifj"kn~ ¼,ulhbZvkjVh½ dh ?kVd 
bdkbZ] iafMr laqnjyky ‘kekZ dsanzh; O;kolkf;d f’k{kk laLFkku ¼ih,l,llhvkbZohbZ½] Hkksiky] }kjk d{kk 9 ls 



 

12 ds fy, O;kolkf;d fo”k;ksa gsrq ekWM~;wyj ikB~;p;kZ vk/kkfjr vf/kxe ifj.kkeksa dk fodkl fd;k gSA bls 
ekud lalk/ku fodkl ea=ky; dh ek/;fed vkSj mPprj ek/;fed f’k{kk ds O;kolk;hdj.k dh dsanzh; 
izk;ksftr ;kstuk ds rgr fodflr fd;k x;k gSA 

;g ikB~¸kiqLrd tkWc jksy ds fy, jk"Vªh; O;kolkf;d ekudksa ¼,uvks,l½ dks /;ku esa j[krs 
gq, vkSj O;olk; ls lacaf/kr vuqHkokRed vf/kxe dks c<+kok nsus ds fy,] lh[kus ds ifj.kkeksa ds 
vk/kkj ij ikB~̧ kØe ds vuqlkj fodflr dh xbZ gSA blls Nk=ksa dks vko';d dkS'ky] Kku vkSj 
n`f"Vdks.k izkIr djus esa l{kerk feysxhA 
 

eSa blds fodkl ny] leh{kdksa vkSj lHkh laLFkkuksa ,oa laxBuksa ds ;ksxnku ds izfr vkHkkj O;Dr 
djrk gwa] ftUgksaus bl ikB~;iqLrd ds fodkl esa leFkZu fn;k gSA 
 

,ulhbZvkjVh Nk=ksa] v/;kidksa vkSj vfHkHkkodksa ds lq>koksa dk Lokxr djrh gS] ftlls gesa vxys 
laLdj.kksa esa bl lkexzh dh xq.koÙkk ds lq/kkj esa enn feysxhA     
�

âf"kds'k lsukifr   
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ikB~;iqLrd ds ckjs esa  
 

chrs o"kks± esa fjVsÇyx ds {ks= eas ,d mYys[kuh; ifjorZu ns[kk x;k gSA bl {ks= ds fy, c<+rh gqbZ 
vk;] 'kgjhdj.k vkSj eukso`fŸk ;k lksp esa ifjorZu Hkfo"; esa fodkl dh fuf'Pkrrk dh vksj ladsr 
djrs gSaA fjVsy ekWy] 'kkWÇix vkmVysV~l dh c<+rh la[;k] lqijekdsZV dks dq'kyrkiwoZd vkSj izHkkoh 
<ax ls izcaf/kr djus gsrq vk/kqfud izca/ku rduhdksa ds vuqiz;ksx dh vko';drk gksrh gSA fjVsy 
foi.ku dh lQyrk lgh xzkgd dks lgh txg vkSj lgh le; ij lgh mRikn iznku djus ij 
fuHkZj djrh gSA blls fjVsy izpkyu ds izHkkoh izca/ku dh vko';drk gqbZ gSA fjVsy m|ksx esa 
rsth ls o`f) gksus ls fofHkUUk ukSdjh ¼job½ Hkwfedkvksa tSls fcØh lg;ksxh ¼lsYl ,lksfl,V½] dSf'k;j] 
LVksj lapkyu lgk;d ¼operations assistant½] LVksj dk;Zdkjh ¼executive½] vkfn ds fy, izf'kf{kr 
dNZe;ksa dh ekax dks c<+kok fn;k gSA  
laxfBr fjVsÇyx ds {ks= esa ,d fcØh lg;ksxh] lexz fcØh dk;ks± dks djus ds fy, ftEesnkj gS 
tSls fd [kjhn ds fy, izfØ;k ØsfMV ,Iyhds'ku] LVksj dks lqjf{kr j[kuk] LoLFk vkSj lqj{kk 
igyqvksa dks  cuk, j[kus esa enn djuk] xzkgdksa dks mRiknksa dk izn'kZu djuk]  lgh mRikn pquus 
esa xzkgdksa dh enn djuk] xzkgdksa dks [kjhnkjh dh lqfo/kk ds fy, fo'ks"kK lgk;rk iznku djuk] 
oLrqvksa vkSj lsokvksa dh fcØh dks vf/kdre djuk] xzkgdksa dks O;fDrxr fcØh vkSj lsok ds ckn 
¼post-sales½ lsok dk leFkZu iznku djuk] fjVsy LVksjksa esa xzkgd dh f'kdk;rksa dk lek/kku djus 
vkfnA fcØh lg;ksxh ¼sales associate½ dk izeq[k dk;Z mRikn dh xq.koŸkk dks iznNZ'kr vkSj 
fuNZn"V djds fdlh daiuh ds mRiknksa dks cspuk gSA    
 

d{kk 11oha ds fy, fcØh lg;ksxh dh ikB~;iqLrd esa geus ikap bdkb;ksa dks 'kkfey fd;k gS ftlesa Nk=ksa 
dks fjVsy fcØh ds ewy fl)karksa ij f'k{kk çnku dh tkrh gS vkSj ftleas fjVsy fcØh dh ewy ckrsa] xzkgdksa 
dks fcØh lg;ksxh lsok,a] fjVsy O;kikj dks laHkkyus gsrq dkS'ky vkSj fcØh lg;ksxh ds drZO;ksa vkSj 
ftEesnkfj;ksa ds fooj.k fn, x, gSaA Nk=ksa dks ØsfMV ,Iyhds'ku dh foLr`r çfØ;k fl[kkus ds fy, ftlesa 
ØsfMV fcØh] ØsfMV tkap vkSj çek.khdj.k çkIr djus ds fy, lqfo/kk,a vkSj 'krsaZ 'kkfey gaS] ØsfMV ;ksX;rk 
dk fu/kkZj.k djus gsrq ØsfMV vko';drkvksa vkSj rduhdksa dks lalkf/kr djuk 'kkfey gSA Nk= vius xzkgdksa 
ds fy, lgh mRiknksa dk p;u djus ds fy, ra= dks çHkkfor djrs gSa ftlesa fcØh ds rjhds] fcØh çpkj 
xfrfof/k;ka] iz'uksa vkSj fVIif.k;ksa dk tokc nsuk vkSj fcØh dks can djus dh rduhdsa 'kkfey gSaA os mRikn 
tkudkjh çnku djus ij dsafnzr xzkgdksa dks nh tkus okyh fo'ks"kK lgk;rk dks le>rs gSa] xzkgdksa dks 
mRikn [kjhnus gsrq çksRlkfgr djus dh rduhd] O;fDrxr lsok vkSj fcØh ds ckn lsok lgk;rk çnku 
djus ds ckjs esa tkurs gaSA os LokLF; vkSj lqj{kk çca/ku fl[kkus ij /;ku dsafnzr djrs gSa ftlesa LokLF; 



 

vkSj lqj{kk vko';drkvksa] midj.k vkSj lkexzh dh O;k[;k dh tkrh gS] nq?kZVukvksa vkSj vkikr fLFkfr;ksa ls 
fuiVus vkSj nq?kZVukvksa vkSj vkikr fLFkfr;ksa dh fjiksVZ dh tkrh gSA 
 

bl Nk= ikB~¸kiqLrd dks ^fcØh lg;ksxh* ds tkWc jksy ds fy, vius gkFkksa ls djus ij lh[kus ds 
vuqHko (hands‐on  learning  experience), ds ek/;e ls Kku vkSj dkS'ky iznku djus ds fy, 
fodflr fd;k x;k gS] tks vuqHko ds tfj, lh[kus dk ,d fgLlk curs gSaA vuqHko ds tfj, 
lh[kus ls O;fDr fdlh pht dks lh[kus dh izfØ;k ij /;ku dsafnzr djrk gSA blfy,] lh[kus dh 
xfrfof/k;ka v/;kid ij dsafnzr gksus ds ctk; Nk= ij dsafnzr gSaA ikB~¸kiqLrd dks O;kolkf;d f'k{kk 
ds Nk=ksa ds fy, mi;ksxh vkSj izsjd v/;kiu & vf/kxe lalk/ku lkexzh cukus gsrq fo"k; vkSj 
m|ksx ds fo'ks"kKksa vkSj f'k{kkfonksa dh fo'ks"kKrk ds ;ksxnku ds lkFk fodflr fd;k x;k gSA tkWc 
jksy gsrq ikB~̧ kiqLrd dh lkexzh dks jk"Vªh; O;kolkf;d ekudksa ¼,uvks,l½ ds lkFk tksM+us ds fy, 
i;kZIr /;ku j[kk x;k gS rkfd Nk=ksa dks ;ksX;rk iSd ¼D;wih½ ds lacaf/kr jk"Vªh; O;kolkf;d 
ekudksa ¼,uvks,l½ esa mfYyf[kr izn'kZu ekunaMksa ds vuqlkj vko';d Kku vkSj dkS'ky izkIr gksA  
fo'ks"kKksa us d{kk 12 dh bl ikB~¸kiqLrd dh leh{kk dh gS rkfd ;g lqfuf'Pkr fd;k tk lds fd 
lkexzh u dsoy ,uvks,l ds vuqlkj cukbZ xbZ gS] cfYd vPNh xq.koŸkk dh Hkh gSA bl 
ikB~¸kiqLrd ds ek/;e ls doj fd, x, ^fcØh lg;ksxh* ds tkWc jksy ds fy, ,uvks,l 
fuEukuqlkj gSa % 
 

1- vkj,,l @ ,u0128 & oLrqvksa vkSj lsokvksa dh fcØh vf/kdre djukA 
2- vkj,,l @ ,u0129 & O;fDrxr fcØh vkSj fcØh ds ckn dh lsok lgk;rk iznku j[kukA 
3- vkj,,l @ ,u0130 & xzkgd ds eu esa viuh vkSj laxBu dh ldkjkRed Nfo cukukA 

 

4- vkj,,l @ ,u0132 & xzkgdksa dh fparkvksa dks nwj djukA 
5- vkj,,l @ ,u0133 & lsok dh fo'oluh; iznk;xh dks O;ofLFkr djukA 
6- vkj,,l @ ,u0134 & xzkgd ds lkFk laca/k esa lq/kkj djukA 
7- vkj,,l @ ,u0135 & lsok laca/kh fparkvksa dh fuxjkuh vkSj lek/kku djukA 
8- vkj,,l @ ,u0136 & lsok esa fujarj lq/kkj dks c<+kok nsukA 
9- vkj,,l @ ,u0137 & fjVsy Vhe esa çHkkoh <ax ls dke djukA 
10- vkj,,l @ ,u0138 & ,d laxBu esa çHkkoh <ax ls dke djukA 

 
ikB~¸kiqLrd dh bdkbZ 1 xzkgd dh leL;kvksa dks gy djus ls lacaf/kr gS ftlesa xzkgd dh leL;kvksa dh 
igpku djuk vkSj lquuk] xzkgd dh leL;kvksa ls fuiVus gsrq laxBukRed çfØ;k,a] xzkgdksa ds lkFk 
ckrphr vkSj mUgsa vk'oLr djuk vkSj xzkgdksa dh leL;kvksa dks gy djus ds ckn çfrfØ;k çnku djuk 
'kkfey gksxkA bdkbZ 2 esa lsok dh fo'oluh; iznk;xh ds ckjs esa foLrkj ls ckr dh xbZ gS] ftlesa xzkgd 
lsok çnku djus dh çfØ;k vkSj ç.kkfy;ksa dks 'kkfey fd;k x;k gS] xzkgd lsok iznk;xh dks cuk, j[kk 



 

x;k gS] xzkgd lsok dh tkudkjh dh fjd‚fMaZx vkSj MsVk ds HkaMkj.k ds fy, dkuwuh vko';drk,a gSaA bdkbZ 
3 esa xzkgd laca/k çca/ku ls lacaf/kr gS] ftlesa xzkgd laca/k çca/ku dk ifjp;] xzkgd vkSj laxBu dh 
vko';drk dks larqfyr djuk] xzkgdksa dh vis{kkvksa dks iwjk djuk] çHkkoh lapkj 'kkfey gSA bdkbZ 4 esa 
lsok esa fujarj lq/kkj dh O;k[;k djrk gS] tks xzkgd lsok esa lq/kkj] xzkgdksa dks nh xbZ lsokvksa ds çHkko] 
QhMcSd dk fo'ys"k.k vkSj lsok dkmaVj esa cnyko esa lq/kkj ij dsafnzr gSA bdkbZ 5 esa Vhe vkSj laxBu esa 
dke ij /;ku dsafnzr fd;k tkrk gS] mifLFkfr vkSj O;ogkj ds fy, laxBu ds ekudksa dh O;k[;k dh tkrh 
gS] Vhe odZ dks leFkZu iznku fd;k tkrk gS] bl izdkj fjVsy laxBu vkSj Vhe ds y{; vkSj mÌs’; çHkkoh 
<ax ls dke djrs gaSA 

 

 

 

iqUue ohjS;k 
,lksfl,V izksQslj vkSj izeq[k 

O;kikj vkSj okf.kT; foHkkx  
ia- laq- ‘k- dsanzh; O;kolkf;d f’k{kk laLFkku] Hkksiky  

 



 

 ikB~¸kiqLrd fodkl Vhe 
lnL;  

1- vk'kh"k dqekj ikaMs] lsYl Vªsuj] 05&jhxy dLrwjh] vo/kiqjh] Hksy] Hkksiky ¼e/; izns'k½ 
2- p- lR;ukjk;.k] lgk;d izksQslj] okf.kT; foHkkx] ukxktqZu xouZesaV dkWyst] ukyxksaMk & 508 

001 ¼rsyaxkuk½ 

3- /kes±nz ok".ksZ;] iz/kkukpk;Z] n;ky xzqi vkWQ baLVhV~¸kw'kal] y[kuÅ ¼mŸkj izns'k½ 
4- th- ujflEgewNZr ¼lsokfuo`Ÿk½] izksQslj vkSj funs'kd] okXnsoh fMxzh vkSj ih- th- dkWyst] 

guedksaMk] okjaxy ¼rsyaxkuk½ 
5- xhrk rksej] ,lksfl,V izksQslj] izca/ku ladk;] Jh xq# lanhiuh baLVhV~¸kwV vkWQ izksQs'kuy 

LVMht+] mTtSu ¼e/; izns'k½ 
6- ftrsanz 'kekZ] Kku lykgdkj] bEisDV ,tqds;j ,aM yÉux lkWY;w'kal] Hkksiky ¼e/; izns'k½ 
7- dkejku lqYrku] izk/;kid] iafMr tokgjyky usg: baLVhV~̧ kwV vkWQ fctusl eSustesaV] foØe 

fo'ofo|ky;] mTtSu ¼e/; izns'k½ 
8- ,y- lqek ckyk] ek- la- izca/kd] xzhu dusD'ku izk- fyfeVsM] gSnjkckn ¼rsyaxkuk½ 
9- ih- lqxqudj jsM~Mh] ,lksfl,V izksQslj] okXnsoh fMxzh vkSj ih-th- dkWyst] guedksaMk] okjaxy 

¼rsyaxkuk½ 
10- jekdj jk;tknk] izksQslj ¼lsokfuo`Ÿk½] lkekftd foKku f'k{kk foHkkx] {ks=h; f'k{kk laLFkku] 

Hkksiky ¼e/; izns'k½  
11- _pk Jheky] jln izf'k{kd] Mh,e&10@4 nzks.kkpy VkWi] usojh fgYl] yky ?kkVh] Hkksiky ¼e/; 

izns'k½ 
12- #nz lkbZackck] okf.kT; ds izksQslj vkSj iwoZ iz/kkukpk;Z] egkRek xka/kh fo'ofo|ky;] ukyxksaMk] 

izkpk;Z ¼lsokfuo`Ÿk½] yky cgknqj dkWyst] okjaxy ¼rsyaxkuk½ 
13- f'koukxljhuq] lgk;d izksQslj] okf.kT; foHkkx] xksiky jko iVsy xouZesaV fMxzh dkWyst] ikjMh 

ch jksM] HkSalk] ftyk fueZy ¼rsyaxkuk½ 
14- 'kksHkk oxhZt] vuqla/kku v/;srk] ,uvkbZvkjMh ifj;kstuk] ,uvkbZvkjMh] gSnjkckn ¼rsyaxkuk½ 
15- lquhy ,l- nslkbZ] O;k[;krk ¼O;kolkf;d½] tkx`fr twfu;j dkWyst] xksÇ/kxykt] ftyk dksYgkiqj 

¼egkjk"Vª½ 

16- lq"kek nsoh] O;kolkf;d çf'k{kd & vkj,l ,aM ,e] th,l,l,l] pcwrjk] gehjiqj ¼fgekpy çns'k½ 

17- Vh- Jhfuokl jko] çksQslj] okf.kT; vkSj O;kikj çca/ku foHkkx] ,lMh,ylhbZ] dkdrh;k fo'ofo|ky;] 
okjaxy ¼rsyaxkuk½ 



 

18- ryr flíhdh] O;kolkf;d v/;kid ¼fjVsy½] ukscksbpk gk;j lsdsaMjh Ldwy] nqykgkV] ukScksbpk] ftyk 
y[kheiqj ¼vle½ 

 

lnL;&leUo;d  

MkW- iqUue ohjS;k] lgk;d izksQslj vkSj izeq[k] O;kikj vkSj okf.kT; foHkkx] ih,l,llhvkbZohbZ 
¼,ulhbZvkjVh½] Hkksiky ¼e/; izns'k½ 
 
leh{kd  

1- vkf'krk johanzu] çHkkjh çeq[k] ih,eMh] ,ulhbZvkjVh] ubZ fnYyh 

2- ds oh Jhnsoh] lgk;d çksQslj] Mhlh,l] ,ulhbZvkjVh] ubZ fnYyh 

3- ,e- m"kk] çksQslj ¼lsokfuo`Ùk½ vkSj v/;{k] ,,e,l ;wth vkSj ihth d‚yst] fo|kuxj] gSnjkckn 

4- lhek JhokLro] ofj"B O;k[;krk] ftyk f'k{kk vkSj çf'k{k.k laLFkku ¼MkbV½] jkftanj uxj] ubZ fnYyh & 
110060 

5- f'kçk oS|] çksQslj] lkekftd foKku foHkkx] ,ulhbZvkjVh] vjfcanks ekxZ] ubZ fnYyh 
 



 

 

vkHkkj  
 

 

jk"Vªh; ‘kSf{kd vuqla/kku vkSj izf’k{k.k ifj”kn~ ¼,ulhbZvkjVh½ bl ikB~;iqLrd ds fodkl esa lg;ksx ds fy, 

ifj;kstuk vuqeksnu cksMZ ¼ih,ch½] jk"Vªh; ek/;fed f'k{kk vfHk;ku ¼vkj,e,l,½ ds lHkh lnL;ksa rFkk ekuo 

lalk/ku fodkl ea=ky; ¼,e,pvkjMh½] Hkkjr ljdkj ds vf/kdkfj;ksa ds izfr gkfnZd vkHkkj O;Dr djrh gSA 

ifj”kn lqJh ljkst ;kno] izksQslj vkSj Mhu ¼'kS{kf.kd½] vkSj lqJh jatuk vjksM+k] izksQslj vkSj izeq[k] 

ikB~;p;kZ v/;;u foHkkx dh vkHkkjh gS ftUgksaus bl iqLrd dks vafre :Ik nsus ds fy, vius fu”Bk iw.kZ 

iz;kl fd, vkSj leh{kk dk;Z’kkykvksa dk leUo; fd;kA  

ifj”kn bl ikB~¸kiqLrd ds ewY;kadu vkSj lq/kkj ds fy, lqÖkko nsus gsrq leh{kk lfefr lnL;ksa & f'kizk 
oS|] izksQslj] okf.kT; foHkkx] ,ulhbZvkjVh] vjfcanks ekxZ] ubZ fnYyh] ,e- m"kk] lsokfuo`Ùk çksQslj vkSj 

v/;{k] ,,e,l ;wth vkSj ihth d‚yst] fo|kuxj] gSnjkckn] lhek JhokLro] ofj"B O;k[;krk] ftyk f'k{kk 

vkSj çf'k{k.k laLFkku ¼MhvkbZbZVh½] jkftanj uxj] ubZ fnYyh] vkf'krk johanzu] çHkkjh çeq[k] ih,eMh] 

,ulhbZvkjVh] ubZ fnYyh vkSj dsoh Jhnsoh] lgk;d çksQslj] Mhlh,l] ,ulhbZvkjVh] ubZ fnYyh ds 

;ksxnku ds izfr vkHkkj O;Dr djrh gSA ifj"kn dh vksj ls bl ikB~¸kiqLrd ds fodkl esa lg;ksx vkSj 
ekxZn'kZu iznku djus ds fy, ia- laq- ‘k- dsanzh; O;kolkf;d f’k{kk laLFkku ¼ih,l,llhvkbZohbZ½] Hkksiky 
ds la;qDr funs'kd] jkts'k [kack;r ds izfr gkfnZd /kU;okn izsf”kr gSA  
ikB~¸kiqLrd dh rS;kjh ds nkSjku fujarj izksRlkgu vkSj lgk;rk djus ds fy, , 'kadjS;k] izksQslj 
¼lsokfuo`Ÿk½] okf.kT; vkSj O;kolk; izca/ku foHkkx] dkdrh;k fo'ofo|ky;] okjaxy ds izfr fo'ks"k 
/kU;okn gSA ikBîØe leUo;d iqUue ohjS;k dks bl ikB~;iqLrd ds fodkl esa muds vFkd ç;klksa vkSj 

;ksxnku vkSj rLohjsa çnku djus ds fy, vkHkkj O;Dr fd;k tkrk gS ¼fp= 1-1] 1-2] 1-3] 1-6] 1-7] 2-10] 2-

11] 2-12] 3-2] 3-3] 3-4] 3-5] 3-7] 3-8]3-9 4-1] 4-2] 4-4] 4-5] 4-6] 4-7] 4-8] 5-3] 5-7] 5-8] 5-9]½] bu ds 

vykok vU; best fiDlkcs] fØ,fVo d‚eUl] fdLiat] f¶yadj] fiDly] vuLIyS'k ls çkIr dh gSA ge bl 

ikBîiqLrd dks fodflr djus esa enn ds fy, Vhuk feJk] lgk;d çksQslj ¼lafonkRed½] O;kikj vkSj 

okf.kT;] ih,l,llhvkbZohbZ] Hkksiky foHkkx ds fy, Hkh vkHkkjh gSaA ge xhrk rksej vkSj lquhy dqekj lkgw 



 

ds fy, Hkh vkHkkjh gSa] ftUgkasuss iqLrd ds fodkl esa lgk;rk çnku dh gSA ge lkexzh dh Vkbfiax vkSj 

jpuk esa ts-,e- okysl] daI;wVj v‚ijsVj xzsM 2 }kjk çnku dh xbZ lgk;rk ds fy, Hkh vkHkkj O;Dr djrs 

gSaA fodkl dksxh] xzkfQd dykdkj ¼lafonkRed½ vkSj fiadh frokjh] xzkfQd fMtkbuj ¼lafonkRed½] 

ih,l,llhvkbZohbZ] Hkksiky ds fy, fp=ksa dh fMtkbu djus ds fu”Bkoku ç;klksa dks Hkh fof/kor Lohdkj 

fd;k tkrk gSA 

  ifj"kn bl iqLrd dks vkdkj nsus esa - - - - - - - ] lgk;d laiknd ¼lafonkRed½] - - - - - - - - - - - - - ] 

çwQ jhMj ¼lafonkRed½] vkSj - - - - - - -- - - - - - -] d‚ih gksYMj] çdk'ku foHkkx] ,ulhbZvkjVh ds çfrfyfi 

laiknu vkSj cgqewY; ;ksxnku dks Lohdkj djrh gSA - - - - - - - - - - - -] MhVhih v‚ijsVj] vkSj - - - - - - - 

- - - - - - -] MhVhih v‚ijsVj ¼lafonkRed½] çdk'ku foHkkx] ,ulhbZvkjVh ds fu”Bkoku ç;klksa dks Hkh 

fof/kor Lohdkj fd;k tkrk gSA ifj"kn Hkkjrh; O;kolkf;d Nk=ksa ds fy, ,d xq.koÙkkiw.kZ ikB~;iqLrd 

çnku djus ds mís'; dks lkdkj djus esa foÙkh; lgk;rk vkSj lg;ksx ds fy, ekuo lalk/ku fodkl 

ea=ky; dh vkHkkjh gSA 
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21oha lnh esa fjVsy fcØh dk {ks= ?kjsyw vkSj lkFk gh nqfu;k Hkj esa cM+s iSekus vkSj ifjek.k esa c<+k gSA esVªks] 
o‚yekVZ lewg tSlh fjVsy Jà[kykvksa ds oSf'od foLrkj ls fjVsy dkjksckj dks vkSj vf/kd pqukSrhiw.kZ cu 
x;k gSA vkt] lqij ekdsZV] fMikVZesaVy LVksj] gkbij ekdsZV] e‚y vkSj u‚u&LVksj fjVsfyax tSls eYVh ysoy 
ekdsZfVax vkSj Vsyh ekdsZfVax] ikjaifjd fjVsy O;kikfj;ksa] tSls g‚dlZ] xz‚lj vkSj osaMj] vkfn ds lkFk 
ysu&nsu djrs gq, ;k lg&vfLrRo esa gSaA c<+rs fjVsy cktkjksa ds dkj.k] iwjs Hkkjr esa ukSdjh ds fofHkUu 
volj [kqy jgs gSaA fjVsy {ks= esa dSfj;j fofHkUu tkWc jksy ds :i esa gS tSls fd fjVsy çca/kd] LVksj 
izpkyu lgk;d] dSf'k;j] O;kikjh] fcØh lg;ksxh] çf'k{kq lg;ksxh vkfnA  

Hkkjr esa fjVsy fcØh bldh vFkZO;oLFkk ds LraHkksa esa ls ,d gS vkSj bldk ldy ?kjsyw mRikn dk yxHkx 
10 çfr'kr fgLlk gSA fjVsy m|ksx dks ,d m|ksx ds :i esa ikapoka LFkku izkIr gS vkSj —f"k ds ckn nwljk 
lcls cM+k fu;ksDrk gS] tks Hkkjr esa mTTkoy vkSj jksekapd jkstxkj ds volj çnku djrk gSA fjVsy O;kikj 
viuh ekdsZfVax çFkkvksa esa rsth ls ifjorZu ds nkSj ls xqtj jgk gSA fjVsy fcØh miHkksDrkvksa dks lkeku 
cspus vkSj miHkksDrk dh t:jrksa dks iwjk djus dk O;kikj gSA  

,d fcØh lg;ksxh vFkok lsYl ,lksfl,V vke rkSj ij fjVsy okrkoj.k esa ekStwn miHkksDrk dks fcØh djus 
okyk O;fDr gS tks ,d O;kikj ds fy, laHkkfor xzkgdksa ds lkFk tqM+rk gS vkSj mudh vko';drkvksa ds 
vuq:i mRiknksa dk irk yxkus esa mudh lgk;rk djrk gSA fcØh lg;ksxh xzkgdksa dh lsok djus ds 
fofHkUu drZO;ksa vkSj ftEesnkfj;ksa dk ikyu djrk gSA fcØh lg;ksxh fcØh ds y{; çkIr djrs gSa vkSj 
xzkgd fcØh lsok esa lq/kkj djrs gSaA bl bdkbZ esa xzkgd ds ljksdkjksa dk lek/kku djus ds ckjs esa crk;k 
x;k gSA fcØh lg;ksxh xzkgdksa dh leL;kvksa dks laHkkyrk gS rFkk mR—"V xzkgd lsok çnku djus ds fy, 
ftEesnkj gksrk gSA 
 

leL;kvksa ls fuiVuk çR;sd xzkgd dh ,d vko';d xfrfof/k gSA ;g lsok foQyrk ds dkj.kksa dh igpku 
djus ds fy, ,d eap Hkh çnku djrk gSA fdlh Hkh laxBu gsrq çxfr ds {ks=ksa dks igpkuus dk ;g ,d 

bd
kb
Z 

1

xzkgd dh fparkvksa dk 
lek/kku djuk 

(RESOLVE CUSTOMER 
CONCERNS) 
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vPNk ekSdk gSA tc leL;k dk tYnh] çHkkoh vkSj dq'kyrk ls fu/kkZj.k fd;k tkrk gS rks bl ckr dh 
cgqr laHkkouk gS fd f'kdk;r djus okyk xzkgd oQknkj ¼loyal½] LFkk;h xzkgd esa cny ldrk gSA ftl 
rjg ls fjVsylZ  xzkgd dh f'kdk;r dk mÙkj nsrs gSa vkSj mls laHkkyrs gSa] mldk O;kikj vkSj ml fo'ks"k 
xzkgd ds lkFk Hkfo"; esa gksus okyh fdlh Hkh ckrphr ij lh/kk çHkko iM+sxkA xzkgd lsok ds eqís ls fuiVuk 
fuf'pr :i ls vklku ugha gSA tc xzkgd dks dksbZ f'kdk;r gks ;k dksbZ leL;k gks ftldk lek/kku 
fd;k tkuk gks] rks og lek/kku ikuk pkgrk gS] cgkuk ugha lquuk pkgrk gSA ;fn dksbZ fjVsy LVksj 'kkunkj 
xzkgd lqfo/kk çnku djrk gS vkSj çfØ;kvksa dk ikyu djrk gS] rks f'kdk;rsa de gksaxhA  

 

blls igys fd dksbZ xzkgd dh leL;k dk lek/kku djuk 'kq: djsa] bl rF; ij fopkj djsa fd og 
okLro esa leL;k dk ^^lek/kku^^ ugha djuk pkgrk gSA dqN ekeyksa esa] ,d O;fDr dsoy fujk'kk ls cpuk 
;k dqN vPNk lquuk pkgrk gSA blfy, fcØh lg;ksxh ds fy, xzkgd dh ckras lquuk vkSj /kS;Z j[kuk 
t:jh gSA dbZ ekeyksa esa] tc xzkgd d‚y djrk gS ;k fjVsy LVksj esa vkrk gS rks mls vDlj ,d lek/kku 
fey tkuk pkfg,A lcls vPNh izFkk ;g gS fd deZpkjh dks dsoy lq>k, x, mÙkj ds fu"iknu esa lgk;rk 
ds fy, lquuk vkSj çLrko nsuk pkfg,A   

yxkrkj vkSj ges’kk f’kdk;rsa feyus ls fjVsy LVksj dh czkWUM dh best ij çHkko gks ldrk gSA bl eqís ij 
dkcw ikus gsrq] çca/ku dks leh{kk djuh pkfg, rFkk ewy dkj.kksa dk irk yxkuk pkfg,A Hkys gh ;g 
lgdfeZ;ksa ds chp xzkgd dh f'kdk;r gks] bl ij rRdky vkSj egRoiw.kZ dkjZokbZ dh tkuh pkfg,A xzkgdksa 
ds fy,] f'kdk;rksa vkSj çfØ;kvksa dk lko/kkuhiwoZd vkSj fo'oluh; ikyu muds dkS'ky ds Lrj dks n'kkZrk 
gS rFkk mUgsa ,d lans'k feyrk gS fd mudh f'kdk;rksa dks xaHkhjrk ls fy;k tkrk gSA leL;k ls fuiVus dks 
ekeys ds vk/kkj ij fy;k tk ldrk gSA tcfd] ;fn ;g ,d ekud izpkfyr çfØ;k ¼standard operating 

procedure½ gS rks ;g xzkgdksa gsrq çca/ku dh fpark dks n'kkZrk gSA  
 

blls deZpkfj;ksa dks ifjfLFkfr;ksa dks cgqr ldkjkRed] l{ke vkSj çHkkoh <ax ls laHkkyus dk vf/kdkj 
feyrk gSA xzkgdksa dh ckras /;ku ls lquus] ckrphr djus vkSj vk'oLr djus ds ckn( fjVsylZ ;k fcØh 
lg;ksfx;ksa dks ,d vof/k ds vanj çfrfØ;k ¼feedback½ nsuh pkfg, vkSj okafNr leL;kvksa ij ppkZ djuh 
pkfg,A xzkgd vkSj fjVsyj ds chp fo'okl dk ,d Bksl ca/ku fodflr djus ds fy, ;g vko';d gksxkA  

bl i`"BHkwfe ds lkFk] xzkgdksa dh fparkvksa ds lek/kku ij orZeku bdkbZ dks pkj l=ksa esa foHkkftr fd;k 
x;k gSA igys l= esa xzkgdksa dh leL;kvksa dks igpkuus vkSj lquus dk o.kZu fd;k x;k gS] nwljs l= esa 
xzkgdksa dh leL;kvksa ls fuiVus gsrq laxBukRed çfØ;kvksa dh O;k[;k dh xbZ gS] rhljs l= esa xzkgdksa ds 
lkFk Li"V ckrphr vkSj vk'oLr fd;k x;k gS rFkk pkSFks l= esa ckj&ckj xzkgd dh leL;kvksa dks laHkkyus 
dk o.kZu fd;k tkrk gSA 



 

                                                                                                                                                                 
                                                                                              

xzkgd dh fparkvksa dk lek/kku djuk             3                   

l= 1 % xzkgd dh leL;kvksa dh igpku djuk vkSj mUgsa lquuk ¼Identifying and 

Listening to Customer’s Problems½ 
,d dgkor gS fd ^,d larq"V vkSj [kq'k xzkgd ,d nksLr ¼dqN yksxksa ½ dks crkrk gS( ,d nq[kh xzkgd 
nqfu;k dks crkrk gS ¼vius vf/kdka'k tkudkj yksxksa dks½^A ;g lp gS ;k ugha] ekStwnk xzkgd dks cuk, 
j[kus gsrq ,d u;k xzkgd çkIr djus esa vf/kd ç;kl ¼effort½ vkSj O;; yxrk gSA ekStwnk ;k oQknkj 
xzkgd dks [kksuk cgqr cM+h {kfr gSA 

[kjkc lapkj] vlH;rk ¼rudeness½] [kjkc lsok] vfo'oluh;rk ;k mis{kk dh dsoy ,d ?kVuk ds dkj.k 
xzkgd nwljs ;k çfrLif)Z;ksa ds LVksj ij tk ldrk gSA ;fn xzkgd dq'ky vkSj Rofjr lsok gkfly ugha 
djrs gSa] rks os f'kdk;r dj ldrs gSaA ge vius xzkgdksa dh fdu leL;kvksa dk lek/kku dj jgs gSa\ ;fn 
ge xzkgdksa ls iwNsa] rks os D;k dg ldrs gSa\ ;fn ge mu dfBukb;ksa dks jSad djus dk vuqjks/k djrs gSa] rks 
D;k dksbZ vk'p;Z gksxk\ Hkfo"; esa bl rjg dh iqujkof̀Ùk ls cpus gsrq xzkgd dh leL;kvksa dks lquus vkSj 
fcØh lg;ksxh dks vko';d fn'kk&funsZ'k çnku djus dh vko';drk gSA tc Hkh fjVsylZ  }kjk xzkgdksa dh 
leL;kvksa ij /;ku fn;k tkrk gS] rks xzkgdksa dk eukscy ¼morale½ vkSj larqf"V Lrj c<+ tkrk gSA  

;g xzkgd dh oQknkjh vkSj vo/kkj.k ¼retention½ dh vksj tkrk gS] tks LVksj dh o`f) vkSj lQyrk ds 
fy, ,d ewY;o/kZu gSA blfy,] çR;sd fjVsyj dks xzkgdksa dh leL;kvksa ds ckjs esa lko/kku jguk gksxk] 
;fn dksbZ gks vkSj f'kdk;rksa dks de djus gsrq lq/kkjkRed mik; çnku djrk gSA 

D;k djsa vkSj D;k ugha djsa ¼DO’S AND DONT’S½ 

D;k djsa % xzkgdksa dh leL;kvksa dh igpku djuk vklku dke ugha gSA blds fy, xzkgdksa ds euksfoKku 
vkSj muds dk;ksaZ dks le>us ds Kku dh vko';drk gksrh gSA xzkgdksa dh leL;kvksa dh igpku djus gsrq 
fcØh lg;ksxh ds fy, fuEufyf[kr fcanq mi;ksxh gSaA blfy,] fcØh lg;ksfx;ksa dks ,slk djuk pkfg,( 

 xzkgdksa dks cSBus ds fy, iwNsaA 
 lgh leL;k dks igpkusa vkSj mls gy djus dk ç;kl djsaA 
 ,d vknr cuk,a] ,d fxykl ikuh vkSj pk;@d‚Qh vkWQj djrs gq, f'k"Vkpkj viuk,aA 
 ,d leL;k dks gy djus dk ç;kl gksrk gS rkfd xzkgd le> lds fd og fdruk egRoiw.kZ gSA 
 xzkgdksa dks ;g eglwl djk,a fd leL;k dks lqudj mUgsa egRo fey jgk gSA 
 miyC/k dksbZ Hkh nLrkost ;k vU; i`"BHkwfe tkudkjh ,d= djsaA 
 vuq'kaflr lek/kku ds fu"iknu dh lqfo/kk gsrq cl mudh ckrsa lqusa vkSj çLrko nsaA 
 tc fcØh lg;ksxh] xzkgd ds lkFk la;qDr :i ls fdlh leL;k dk lek/kku djrk gS] rks xzkgd 

dks LokfeRo dk vuqHko gksrk gS fd ,d vPNk fu.kZ; xzkgd dks Lo;a djuk pkfg,A 
 dqN fLFkfr;ksa esa] dksbZ lek/kku lq>kus okys [kqys fljs okys iz'u iwNsaA 
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 mnkgj.k ds fy,] eku yhft, fd dksbZ [kjhnkj ,d ,slk mRikn ^,Dl^ pkgrk gS tks fjVsyj ds 
ikl LV‚d esa ugha gSA ;g dgus ds ctk;] fd ^^eq>s [ksn gS] ;g mRikn LV‚d esa ugha gS]^^ fcØh 
lg;ksxh ,d ç'u iwN ldrk gS tSls] ^^vkidks D;k yxrk gS fd mRikn &^ok;^&& ,d fodYi ds 
:i esa dke djsxk\^^ fcØh lg;ksxh us vc prqjkbZ ls ;g dgs fcuk ,d lq>ko fn;k gS] ^^vki 
mRikn&^ok;^& dk mi;ksx dj ldrs gSa] blds ctk;] mlh mís'; dh iwfrZ gksrh gSA^^ 
 

 ges'kk ;g tkuus dk ç;kl djsa fd tc xzkgd d‚y djrs gSa ;k vkrs gSa rks xzkgdksa ds eu esa 
vDlj lek/kku gks ldrk gSA 

 xzkgd dh leL;kvksa ds dkj.k dh igpku djsaA  
 xzkgdksa ds lkeus vkus okyh Hkfo"; dh leL;kvksa ds ckjs esa igys ls tkuus ds fy, varKkZu 

¼intuition½ dh Hkkouk j[ksaA 
 xzkgdksa }kjk crkbZ xbZ leL;kvksa dks le>us dh {kerk gksA  

 

D;k ugha djsa % 

 fcØh lg;ksxh dks vU; deZpkfj;ksa] uhfr;ksa ;k çfØ;kvksa ij vaxqyh ugha mBkuh pkfg,A 
 fcØh lg;ksxh dks xzkgd ds lkFk la?k"kZ ugha djuk pkfg, tSlk fd fp= 1-2 esa fn[kk;k x;k gSA 
 dHkh&dHkh] xzkgd 100 izfr'kr xyr gks ldrs gSa] ysfdu eqíksa ij dh xbZ cgl ls dsoy f'kdk;r 

dks c<+kok feysxkA 
 ckrphr dks fdlh Hkh le; fdlh Hkh xzkgd ds lkFk cgl esa ugha cnyus nsaA 

 

xzkgdksa dh leL;kvksa dh igpku djus ds lzksr ¼SOURCES OF IDENTIFYING THE CUSTOMERS’ 

PROBLEMS½ 
xzkgdksa dh leL;kvksa dk irk yxkus ds fy, dqN lzksr gSaA os bl çdkj gSa % 

 xzkgdksa ls fyf[kr ;k ekSf[kd :i esa çfrfØ;k ysaA 
 fcØh lg;ksfx;ksa ls çfrfØ;k ysaA 
 dS'k IokbaV ls çfrfØ;k ysaA 
 ehfM;k] lkekftd lewgksa] lkekftd xfrfof/k;ksa vkfn tSls turk ls çfrfØ;k ysaA 
 xzkgd lq>ko c‚Dl ¼fu;fer tkap vko';d½A 

 

xzkgdksa dh leL;kvksa dh igpku gsrq VwYl ¼TOOLS FOR IDENTIFYING CUSTOMERS PROBLEMS½ 

lgh tkudkjh çkIr djuk ,d pqukSrhiw.kZ dk;Z gks ldrk gS( fcØh lg;ksxh dks vko';d tkudkjh ,d= 
djus gsrq ç'ukoyh tSls Vwyksa dks rS;kj djuk pkfg,A ç'ukoyh esa [kqys fljs okys ç'u ds lkFk&lkFk can 
fljs okys iz'u ;k nksuksa 'kkfey gks ldrs gSaA 
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d½ [kqys fljs okys iz'u ¼Open - Ended Questions½ % eqíksa dks ifjHkkf"kr djus] Li"V djus] 
tkudkjh ,d= djus rFkk Hkkxhnkjh çkIr djus ds fy, [kqys fljs okys ç'u vPNs gSaA bu ç'uksa ds 
fy, vusd mÙkjksa dh vko';drk gSA mÙkj NksVs okD; ;k dqN vf/kd yacs gks ldrs gSaA ;s ç'u 
vDlj D;k] dSls] dgk¡] dc vkSj D;ksa ls 'kq: gksrs gSa ¼fp= 1-1½ mnkgj.k ds fy,] ^^okgu [kjhnrs 
le; xzkgd dks çHkkfor djus okys dkjd D;k gSa\^^  

  

fp= 1-1 % [kqys fljs okys iz'u  

bl çdkj ds ç'u iwNdj tkudkjh ,d= djds] fjVsyj fofHkUu xzkgdksa dh leL;kvksa dh lgh 
rLohj ¼picture½ dk foLrkj ls irk yxk ldrk gSA 
 

[k½ can fljs okys iz'u ¼Close-Ended Questions½ % can fljs okys ç'u esa NksVs mÙkj gksrs gSA 
can fljs okys ç'u dHkh&dHkh Rofjr çfrfØ;k çkIr djus] U;wure Hkkxhnkjh çkIr djus] ckrphr 
dks fu;af=r djus] tkudkjh dh iqf"V djus rFkk fcanqvksa dks Li"V djus ;k iqf"V djus gsrq ewY;oku 
gksrs gSa tSlk fd fp= 1-2 esa fn[kk;k x;k gSA mnkgj.k ds fy, % 

 D;k vkidh csVh bl mRikn dk mi;ksx dj jgh gS\ ¼gka ;k ugha½ 

 vkius gekjh lsokvksa dk fdruh ckj mi;ksx fd;k gS\ ¼,d fof'k"V la[;k½ 

 D;k vki uhyk ;k yky jax ilan djrs gSa\ ¼nks oLrqvksa ds chp ,d fodYi½  

 

  

fp= 1-2 % can fljs okys iz'u  

[kqys fljs okys iz'u 
 vkidks gekjs mRikn ds ckjs esa dSlk yxk\ 

 fcØh ds ckn lsokvksa ds ckjs esa vkidh D;k jk; gS\ 

can fljs okys iz'u 

vki i<+kbZ esa fdruk le; yxkrs gSaA 

d½ 1&8 ?k.Vs] [k½ 9&18 ?k.Vs] x½ 18 ?k.Vs ls vf/kd 
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ç'u iwNus dk egRoiw.kZ mís'; xzkgd dh okLrfod fparkvksa dh igpku djuk vkSj mldh leL;kvksa dk 
lek/kku djuk gSA mnkgj.k ds fy,] xzkgd LVksj ij vkrk gS vkSj ySiV‚i okil djuk pkgrk gS D;ksafd 
;g dke ugha dj jgk gSA fcØh lg;ksxh xzkgd ls ç'u iwNdj mldks f'kfiax ds vfrfjDr O;; ds fcuk 
;k xzkgd dks lsok rduhf'k;u d‚y fd, fcuk leL;k dks gy djus esa enn dj ldrk gSA xzkgd lsok 
dk;Zdkjh ;k fcØh lg;ksxh ySiV‚i ds ckjs esa i`"BHkwfe dh tkudkjh ekax ldrk gS vkSj fQj leL;k ds 
ckjs esa dqN fof'k"V ç'u iwN ldrk gSA fuEufyf[kr tSls ç'u mi;qDr gks ldrs gSa %  

 ;g dkSu lk e‚My gS\ 
 leL;k D;k gS\ 
 D;k blesa vks,l dh leL;k gS ;k vkjafHkd leL;k gS\ 
 D;k cSVjh dh dksbZ leL;k gS ;k bldh cSVjh pktZ ugha gksrh gS\ 
 D;k vkius ns[kk Fkk fd ikoj dkWMZ ij etcwrh ls tqM+k gS ;k ugha\ 
 D;k vkius fdlh vyx fo|qr vkmVysV dk mi;ksx djus dk ç;kl fd;k gS\ 
 D;k vkius xkjaVh ;ksX; ikoj fLVªi vkWu djus ds fy, tkap dh gS ;k ugha\  

 
xzkgdksa dh leL;kvksa dk vuqeku yxkus gsrq fn'kkfunsZ'k ¼GUIDELINES TO ANTICIPATE CUSTOMERS’ 

PROBLEMS½  

xzkgd dh leL;kvksa dk vuqeku yxkuk fcØh O;fDr@lg;ksxh dh ,d egRoiw.kZ xfrfof/k gSA mls xzkgdksa 
dh leL;kvksa dk vuqeku yxkus rFkk mudh igpku djus gsrq fuEufyf[kr fn'kkfunsZ'kksa dks /;ku esa j[kuk 
gksxk % 

1- blls igys fd fcØh lg;ksxh fdlh dkjZokbZ ds ckjs esa fu.kZ; ys lds] mls lcls igys leL;k dk 
Lo:i vkSj laHkkouk dks tkuuk pkfg,A ,d xzkgd vDlj ;g ugha le> ikrk gS fd leL;k dks 
vPNh rjg ls] [kkl rkSj ij lapkj ls tqM+h v{kerk esa dSls le>k tk,A ,sls ekeyksa esa] fcØh 
lg;ksxh dks FkksM+h [kkst chu@ igys ls vuqeku yxkus dk dke djuk iM+rk gSA mls ç'u iwNuk 
pkfg, ;k miyC/k tkudkjh dk vkdyu djuk pkfg,A  

2- vlqfo/kk ds fy, {kek ;kpuk djds dfBukb;ksa dks de djuk 'kq: djsaA xzkgd pkgrk gS fd dksbZ 
ftEesnkj gksA ,d lk/kkj.k rjhds ls Þvlqfo/kk ds fy, eq>s [ksn gS( eSa vkidh enn dSls dj 
ldrk gw¡\^^ fcØh lg;ksxh dk ,slk Bksl joS;k xzkgdksa ds lkFk vPNs laca/kksa dks fLFkj djus esa 
dkQh ennxkj lkfcr gksxkA 

3- fcØh lg;ksxh dks leL;k dh ftEesnkjh ysuh pkfg,] Hkys gh okLro esa og lh/ks rkSj ij blds 
fy, ftEesnkj ugha gksA ;g /;ku fn;k tkuk pkfg, fd xzkgd dh utj esa] fcØh lg;ksxh ;k 
lkeus okyk O;fDr LVksj dk çfrfuf/kRo djrk gSA blfy,] ml O;fDr dks ftEesnkj gksus ds fy, 
^^pquk^^ tkrk gSA  
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4- fcØh lg;ksxh dks vU; deZpkfj;ksa] uhfr;ksa ;k çfØ;kvksa ij vaxqyh ugha mBkuh pkfg,A 
5- xzkgd dks crk,a fd dksbZ Hkh O;fDr tks fjVsyj ds dkmaVj ij ckrphr dj jgk gS] mls bl ckr 

dk cgqr vQlksl gS fd leL;k gks xbZ gS vkSj bls gy djus gsrq tks Hkh laHko gksxk og tYnh 
vkSj çHkkoh <ax ls djsxkA 

6- leL;k ds ckjs esa vkSj tkusa rFkk tc Hkh laHko gks] lh/ks xzkgd ls ckr djuk 'kq: djsaA 
 

dbZ çdkj ds xzkgdksa ds lkFk O;ogkj djuk fujk'kktud gks ldrk gS] ysfdu ;g cgqr larks"ktud Hkh gks 
ldrk gSA dbZ ckj] fcØh lg;ksxh fofHkUu ckgjh vkSj vkarfjd xzkgdksa ds lkFk lkSnk ¼deal½ djrs gSa] 
ftuesa Øksf/kr] vlarq"V] vfu.kkZ;d] ekax djus okys] gkoh gksus okys] ckrwuh ;k vlH; xzkgd 'kkfey gSaA 
vius lHkh ç;klksa esa fjVsylZ  dk y{; lHkh xzkgdksa ds lkFk feydj dke djuk pkfg, rkfd muds Øks/k 
;k :[ksiu vkSj vlH;rk dks 'kkar fd;k tk ldsA 

xzkgd lsok esa leL;k dk irk yxkus dh çfØ;k ¼PROCESS OF SPOTTING CUSTOMER SERVICE 

PROBLEM½   

xzkgd lsok iwoZ&[kjhn pj.k @ [kjhn i'pkr ds pj.k esa xzkgdksa dks lsok iznku djus dk çko/kku gSA 
xzkgd lsok esa os çkFkfedrk,a 'kkfey gksrh gaS tks O;kolkf;d laxBu miHkksDrk lsok dks çnku djrk gS 
¼fp= 1-3½A 

mR—"V xzkgd lsok çnku djus gsrq fjVsy QeksaZ dks vius LVkQ lnL;ksa dks çf'k{k.k nsus ds fy, /ku dk 
fuos'k djuk pkfg,A bl rjg] LVkQ ds lnL; xzkgdksa dks laHkkyus gsrq çf'kf{kr vkSj dq'ky gks tkrs gSaA 
xq.koÙkk iw.kZ lsok xzkgdksa ij ldkjkRed çHkko Mkyrh gSA ;fn xzkgdksa dks fjVsy vkmVysV ls vfrfjDr 
ns[kHkky vkSj lsok,a fey jgh gSa] rks os ,d oQknkj xzkgd cu ldrs gSaA oQknkj xzkgd viuh ckrksa }kjk 
vPNkbZ QSykus ds ek/;e ls vf/kd O;kikj yk,axsA fcØh Lrj esa o`f) QeZ ds jktLo esa o`f) dks n'kkZrh gSA  

 

fp= 1-3 % xzkgd lsok leL;k dks laHkkyuk 

fodYi dh igpku ¼Identifying Option½ 

;g dqN ,slk gksuk pkfg, tks fdlh Hkh xzkgd lgk;rk çfrfuf/k ds fy, mi;ksxh gksuk pkfg, % ,d funsZ'k 
ftldk ikyu fcØh lg;ksxh }kjk xzkgdksa dks lq[kn mÙkj nsus gsrq djuk gksrk gSA 

fodYi dh 
igpku 

vU; fodYi 
dh igpku 

djuk 

fodYi dh 
iqf"V djuk 

fodYi dk 
p;u 

;fn ,slk gksrk 
gS] rks leL;k 
dk lek/kku 
ugha gksrk gS 
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vU; fodYi dh igpku djuk ¼Identify Other Option½ 

xzkgdksa dks rjg&rjg dh ijs'kkuh gksrh gSA xzkgdksa dh leL;kvksa dks Jsf.k;ksa esa foHkkftr djds] fjVsyj ;k 
fcØh dk;Zdkjh xzkgd dh leL;kxzLr fLFkfr dks vklkuh ls gy dj ldrs gSaA  

fodYi dh iqf"V djuk ¼Confirm the Option½ 

fjVsyj de le; esa leL;k dk ewY;kadu djrk gS vkSj leL;k dks gy djus ds fodYi dh iqf"V djrk 
gSA ;gka leL;k ds çHkkoh lek/kku çfØ;k ds fy, lkr pj.k fn, x, gSaA  

 leL;k dks igpkusaA 
 le>sa fd leL;k dgka gSA 
 lcds fgrksa dks le>saA 
 mi;qDr lek/kku ¼fodYi½ [kkstsaA  
 fodYiksa dk ewY;kadu djsaA 
 fodYi@ dbZ fodYiksa dks pqusaA 
 le>kSrs dk nLrkosthdj.k djsaA 
 laHkkoukvksa ij lgefr ds ckn fuxjkuh vkSj ewY;kadu vkrk gSA  

 

fodYi dk p;u ¼Selection of Option½ 

daiuh ;k lsok çnkrk ds fy, fodYi dk p;u cgqr egRoiw.kZ fcanq gS D;ksafd blls fdlh Hkh xzkgd dh 
leL;k dks lqy>kus esa egRoiw.kZ Hkwfedk fuHkkbZ tkrh gSA ;g lsok çnkrk gsrq dke dks vklku cuk ldrk 
gSA  

;fn ,slk gksrk gS fd leL;k dk lek/kku ugha gksrk gS ¼If case, the problem is not resolved½ 

;fn lsok çnkrk leL;k dk lek/kku djus esa l{ke ugha gSa rks mUgsa bu dqN pj.kksa dk ikyu djuk  
pkfg, %   

 lsok çnkrk dks leL;k dks le>uk pkfg,A 
 ;fn lfoZl ds nkSjku bls Bhd djus esa le; yx ldrk gS lsok çnkrk dks mRikn dks cny nsuk 

pkfg,A  
 mUgsa leL;k dks vius ofj"B dkfeZdksa ds ikl Hkstuk pkfg,A 
 lsok çnkrk dks xzkgd ds fodYi dh iqf"V djuh pkfg, rkfd os viuh leL;k dks vklkuh ls le> 

ldsa rFkk 
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 os dqN gh le; esa viuh leL;k dk lek/kku dj ldrs Fks ;k dqN gh le; esa viuh lVhd leL;k 
dk lek/kku dj ldrs FksA  

 

izk;ksfxd vH;kl 
xfrfof/k 1 

xzkgdksa dh f'kdk;rksa ls fuiVus ds fy, fo|kfFkZ;ksa ds dkS'ky esa lq/kkj djus gsrq] vius fo|kfFkZ;ksa ds 
lkFk bl xfrfof/k dk ç;kl djsaA 

vko’;d lkefxz;ka 

isu@isafly] uksVcqd] tkap lwph vkSj Vªkmtj 

izfØ;k 

Nk= dks esUl fo;j fjVsy LVksj ds çca/kd ds :i esa dk;Z djus ds fy, dgk tkrk gS vkSj ,d xzkgd 
us fiNys lIrkg ds v‚MZj esa ls ,d Vªkmtj okil dj fn;k gSA flykbZ <hyh gksus ds dkj.k xzkgd us 
Vªkmtj okil dj fn;kA ;g bl LVksj dh pkSFkh Vªkmtj gS ftls çnf'kZr djus ds ckn ls okil dj 
fn;k x;k gSA tc xzkgd us 'kq: esa vkbVe [kjhnk Fkk vkSj tc mlus vkbVe okil fd;k rks mlus 
fcØh lg;ksxh ds ckjs esa ,d viekutud fVIi.kh dhA tkap&iM+rky djus ij vkius ik;k gS fd 
blds fcØh lg;ksxh Jh veu Fks] tks dsoy dqN gh g¶rksa ls daiuh ds lkFk dke dj jgs gSa vkSj ;g 
muds vpkud vyx rjg ls dke djus ds LoHkko ds ckjs esa dh xbZ nwljh f'kdk;r gSA  

d½ vkius fdu leL;kvksa dh igpku dh gS tks O;kikj dks udkjkRed :i ls çHkkfor dj jgh gSa\ 

[k½ vki bl tkudkjh dk mi;ksx O;kikj esa ldkjkRed ifjorZu djus ds fy, dSls djsaxs\ 

xfrfof/k 2 
utnhdh fjVsy LVksj ij tk,a vkSj ns[ksa fd xzkgdksa dh f'kdk;rsa dSls ntZ ¼lodged½ dh tkrh gSa\ 

vko’;d lkefxz;ka 

isu@isafly] uksVcqd] tkap lwph vkSj Vªkmtj 
 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mudk vfHkoknu djsaA 
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4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA
5- fjVsy LVksj ds deZpkfj;ksa ls fuEufyf[kr ç'u iwNsaA 

 

d½ xzkgd }kjk oLrqvksa vkSj lsokvksa ds ckjs esa f'kdk;r ntZ djus gsrq fdl ek/;e dk mi;ksx fd;k 
tkrk gS\ 
i. bZ&esy 
ii. VsyhQksu 
iii. ,l,e,l 
iv. O;fDrxr 
v. dksbZ vU; 

[k½ fjVsyj xzkgd dh f'kdk;rksa dks dSls ntZ djrk gS\ 
i. f'kdk;r iqfLrdk 
ii. vkokt dh fjd‚fMaZx 
iii. ohfM;ks 
iv. çnku fd;k x;k çksQkekZ 
v. lq>ko ckWDl 
vi. dksbZ vU; 

x½ f'kdk;rksa dk fo'ys"k.k djsa vkSj ,d fjiksVZ rS;kj djsaA 
6- mÙkjksa dks uksVcqd esa fy[ksaA 
7- vius voyksdu ds vk/kkj ij ,d fjiksVZ rS;kj djsaA 

 
 

xfrfof/k 3 

utnhd ds ,d e‚y esa tk,a vkSj xzkgdksa dh leL;kvksa dh igpku djus gsrq fjVsylZ  }kjk mi;ksx 
fd, tkus okys fofHkUu lzksrksa dh tkap djsaA 

vko’;d lkefxz;ka 

isu@isafly] uksVcqd] tkap lwph  

izfØ;k 

1- ikap ls Ng Nk=ksa dk ,d lewg cuk,aA 
2- mUgsa fjVsy vkmVysV esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fjVsy fcØh lg;ksxh ds deZpkfj;ksa ls fuEufyf[kr ç'u iwNsaA 
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d½  fjVsyj }kjk xzkgdksa dh leL;kvksa dh igpku djus ds lzksr D;k gSa\ 

i. xzkgd dh çfrfØ;k 
ii. fcØh lg;ksxh dh çfrfØ;k 
iii. turk ls çfrfØ;k 
iv. xzkgd cSBd dh O;oLFkk 
v. lq>ko c‚Dl 

[ 

[k½  vius MsVk fo'ys"k.k ds vk/kkj ij ,d fjiksVZ rS;kj djsaA 
- - - -  - - --  - - - - -  - - - -  - - --  - - - - -  - - - -  - - --  - - - - -  - - - -  - - --  - - - - -   
- - - -  - - --  - - - - -  - - - -  - - --  - - - - -  - - - -  - - --  - - - - -  - - - -  - - --  - - - - -   
- - - -  - - --  - - - - -  - - - -  - - --  - - - - -  - - - -  - - --  - - - - -  - - - -  - - --  - - - - -   

 

6- mÙkjksa dks uksVcqd esa fy[ksaA 
7- vius voyksdu ds vk/kkj ij ,d fjiksVZ rS;kj djsaA 

xfrfof/k 4 

xzkgd dh leL;kvksa dh igpku djus esa mi;ksx fd, tkus okys VwYl vkSj ,sls Vwyksa ds mi;ksx ds 
lkFk muds O;fDrxr vuqHko ds ckjs esa iwNrkN djus gsrq utnhdh fjVsy vkmVysV ij tk,aA 

vko’;d lkefxz;ka 

isu@isafly] uksVcqd] tkap lwph  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fjVsy fcØh lg;ksxh ds deZpkfj;ksa ls fuEufyf[kr ç'u iwNsaA 
6- ^xzkgdksa dh leL;kvksa dh igpku^ djus ds fy, dkSu ls midj.k mi;ksx esa yk, tkrs gSa\ 

d½ [kqys fljs okys iz'u  
[k½ can fljs okys iz'u 

7- vius [kkstksa ds vk/kkj ij ,d fjiksVZ rS;kj djsaA 
8- d{kk esa fjiksVZ çLrqr djsa vkSj Nk=ksa ds lkFk ppkZ djsaA 
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viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- fcØh lg;ksxh dks xzkgd dh f'kdk;rksa dks /;ku ls - - - -  - - --  - djuk pkfg,A 
2- ;fn fjVsyj }kjk xzkgdksa dh leL;kvksa ij /;ku fn;k tkrk gS] rks xzkgd dk eukscy vkSj 

larqf"V] Lrj - - - - -  - - --  - - - - -  - - --  -  gksxkA  
3- ;fn fcØh lg;ksxh] xzkgd ds lkFk la;qDr :i ls fdlh leL;k dk lek/kku djrk gS] rks 

xzkgd dks - - - -  - - --  - - - - -  - - --  - yxrk gSA   
4- ç'u nks çdkj ds gksrs gSa] tks [kqys fljs okys vkSj - - - -  - - --  - - - - -  - - --  -gksrs gSaA   
5- fcØh lg;ksxh dHkh Hkh fdlh Hkh fcanq ij ckrphr dks - - - - -  - - --  -  esa cnyus dh vuqefr 

ugha nsrk gSA   
 

[k- cgq oSdfYid iz'u 

1- lhvkj,e ij dsafnzr gS 
¼d½ çca/ku 
¼[k½ xzkgd  
¼x½ ysunkj 
¼?k½ mijksDr lHkh 

2- buesa ls dkSu fjVsyj }kjk xzkgd dh leL;k dh igpku djus dk lzksr ugha gS\ 
¼d½ fcØh lg;ksxh dh çfrfØ;k 
¼[k½ xzkgd feysa 
¼x½ lkekftd lewg 
¼?k½ dk;Zdkfj;ksa dh cSBd  

3-  fjVsyj dks vU; - - - - -  - - --  - ij viuh vaxqfy;ka ugha mBkuh pkfg,A 
¼d½ deZpkjh 
¼[k½ xzkgd  
¼x½ ysunkj  
¼?k½ buesa ls dksbZ Hkh ugha 

4- [kqys fljs okys iz'u ç'u oxhZ—r djus] vkSj ,df=r djus okys eqíksa dks ifjHkkf"kr djus ds fy, 
vPNk gS - - - - - - - - - - - - - - A 
¼d½ Kku 
¼[k½ vkykspuk  
¼x½ tkudkjh 
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¼?k½ mijksDr lHkh 
 

5- can fljs okys ç'u ,d laf{kIr ;k - - - - -  - - --  - mÙkj dks çksRlkfgr djrs gSaA 
¼d½ nks 'kCn 
¼[k½ rhu 'kCn  
¼x½ ,dy 'kCn 
¼?k½ buesa ls dksbZ Hkh ugha  

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- fcØh lg;ksxh dks lgh ç'u iwNdj vkSj le>dj lgh dfBukbZ dks igpkuuk pkfg,A 
2- fcØh lg;ksxh dks vU; deZpkfj;ksa] uhfr;ksa ;k çfØ;kvksa ij ladsr djuk pkfg,A 
3- eqíksa dks ifjHkkf"kr djus] Li"V djus] tkudkjh ,d= djus vkSj Hkkxhnkjh çkIr djus ds fy, [kqys 

fljs okys ç'u vPNs gksrs gSaA 
4- can fljs okys ç'u ,d laf{kIr mÙkj ds fy, çsfjr djrs gSaA 
5- fcØh lg;ksxh dks xzkgd ds lkFk feydj yM+uk pkfg, pkgs xzkgd 100 izfr'kr xyr gSA 

 

?k- dkWye feyku djsa  

 dkWye , dkWye ch 
1- tc fcØh lg;ksxh fdlh leL;k dk 

lek/kku djrk gS 
, D;k vki uhyk ;k yky ilan 

djrs gSa 
2- xzkgd] xzkgd dks yxrk gS ch rdZ 
3- gka ;k uk esa mÙkj nsuk fdlls lacaf/kr 

gS\ 
lh can fljs okys ç'u 

4- fdlls lacaf/kr ç'u] dc Mh nksuksa 
5- ckrphr dks ,d --------------esa cnyus dh 

vuqefr u nsa 
bZ LokfeRo 

6- ç'ukoyh esa [kqys fljs okys] can fljs 
okys vkSj  

,Q [kqys fljs okys ç'u 

 

³- laf{kIr mÙkj okys iz’u  

1- [kqys fljs okys ç'u ls vki D;k le>rs gSa\ 
2- can fljs okys ç'u ls vki D;k le>rs gSa\ 
3- igpku xzkgd leL;k dk lzksr crk,aA 
4- ikap can fljs okys ç'u nsaA 
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p- y?kq mÙkj okys iz’u  

1- xzkgdksa dh leL;kvksa dks /;ku ls lquus ds D;k ykHk gSa\ 
2- xzkgdksa dh leL;kvksa dh igpku djus ds fofHkUu lzksr D;k gSa\ 
3- xzkgdksa dh leL;kvksa ls fuiVus esa D;k djsa vkSj D;k u djsa ds ckjs esa ppkZ djsaA 
4- xzkgdksa dh leL;kvksa dh igpku djus ds fy, D;k fn'kk&funsZ'k gSa\ 
5- [kqys fljs okys iz'u vkSj can fljs okys ç'uksa ds ckjs esa mi;qDr mnkgj.kksa ds lkFk ppkZ djsaA�

 

N- vius izn'kZu dh tk¡p djsa 

1- D;k vkius fjVsy O;kikj dks çHkkfor djus okyh leL;kvksa dh igpku dh gS\ lwphc) fd;k x;kA 

2- xzkgdksa dh leL;kvksa ds lzksrksa okyk ,d pkVZ cuk,aA  

3- fjVsyj }kjk xzkgdksa dh f'kdk;rksa vkSj f'kdk;rksa ij tkudkjh ,d= djus ds fofHkUu lzksrksa dk irk 
yxk,aA 

4- xzkgdksa dh leL;kvksa dh igpku djus ds fy, lk/kuksa dk çLrko nsaA 

5- çnf'kZr djsa fd xzkgd dh f'kdk;rsa dSls ntZ dh tkrh gSa vkSj mudk lek/kku fd;k tkrk gSA 
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l= 2 % xzkgd dh leL;kvksa ls fuiVus ds fy, laxBukRed çfØ;k,a 
¼Organizational Procedures to Deal with Customer’s Problems½   
 
fjVsylZ dks xzkgdksa dh leL;kvksa ls O;kikj esa eqíksa ;k laHkkfor leL;kvksa dh igpku djus dk volj 
feyrk gSA lcls lQy fcØh lg;ksxh os gksrs gSa tks xzkgdksa dh dfBukb;ksa ij rqjar dkjZokbZ ¼persuasion½ 
djrs gSa vkSj mUgsa de ykxr ds lkFk rFkk de le; ds vanj mi;qDr rjhds ls gy djuk lqfuf'pr 
djrs gSaA ,d egRoiw.kZ lQyrk dkjd ;g gS fd lsok çnkrk dh leL;k&lek/kku {kerkvksa dk foi.ku 
dSls fd;k tk, rkfd laHkkfor ;k ekStwnk xzkgd ;g tku ldsa fd lsok çnkrk muds fy, D;k rS;kjh dj 
ldrk gS vkSj os lsok çnkrk ds lek/kkuksa dk mi;ksx djrs gq, le;] /ku ;k ç;kl dSls cpk ldrs gSaA  

D;k fdlh xzkgd }kjk lsok çnkrk ;k fjVsyj ds lkFk leL;k lk>k djuk ,d ekSdk ;k [krjk gS\  

lHkh laxBu] tks lh/ks xzkgdksa ds lkFk ysu nsu djrs gSa] mUgsa ;g tkapus gsrq fuEufyf[kr fcanqvksa dks 
le>uk pkfg, fd D;k leL;k muds fy, fljnnZ gS ;k mudh xyrh dks lq/kkjus rFkk xzkgd ds fo'okl 
dks cukus dk volj gS &  

1- leL;k,a çkIr djuk ;k rks gS %   
– ,d nnZukd vkSj vlgt fLFkfrA 
– xzkgdksa dks larq"V djus dk ekSdkA 

2- bu lHkh ls ijs] ,d leL;k ds fy, % 
– eqvkotk ysuk pkgrk gSA 
– egRoiw.kZ vkSj mi;ksxh tkudkjh nsrk gS 

3- fcØh lg;ksxh gSa % 
– f'kdk;rksa ds ckjs esa viuh ckr j[kdj lqj{kk djrs gSaA 
– f'kdk;rksa ds fy, [kqykA 

4- fcØh lg;ksxh djrs gSa % 
– nks"k dgha vkSj Mky nsrs gSaA 
– vlarq"V xzkgdksa dh t:jrksa dks igpkurs gSaA 

5- leL;kvksa dk lek/kku gksrk gS % 
– gy djus dh rduhd ds lkFkA 
– fujarj lq/kkj izFkk ls tqM+h ,d O;ofLFkr çfØ;k ds lkFkA 

6- leL;k,a] tks cu ldrh gSa f'kdk;r % 
– de fd;k tkuk pkfg,A 
– bUgsa çksRlkfgr vkSj Lokxr fd;k tkrk gSA 
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la{ksi esa] ,d leL;k fjVsyj dks xzkgd dk fo'okl c<+kus] nh?kZdkfyd laca/k cukus dk volj nsrh gS ¼;fn 
fjVsyj f'kdk;rksa dk Lokxr vkSj lek/kku djrs gSa rks xzkgd nwljh ckj lsokvksa dk mi;ksx djsaxs½] lsok 
foQyrkvksa dks Bhd djsa vkSj xzkgdksa dks viuh vksj ls leFkZu nsus okys O;fDr ds :i esa layXu djsaA 

xzkgdksa dh leL;k,a ¼CUSTOMERS PROBLEMS½  

dqN xzkgd fjVsyj ds vkmVysV ij igqaprs gSa D;ksafd &  

 mRikn] lsok ;k ifjos'k ds çfr mudh vis{kk,a iwjh ugha gqbZ gSaA 
 mRikn esa dqN leL;k,a gSaA 
 blls vlarks"k ds ckn mudk xqLlk ‘kkar gks tkrk gSA 
 nkok ds vuqlkj okLrfod lsok vkSj ekud ds chp varj ekStwn gSA 
 blls ml fjVsyj dh lsok dks csgrj cukus esa enn feyrh gSA 
 blls mu vU; yksxksa ds fy, ljksdkj iznf’kZr gksrk gS tks ml fjVsyj dh lsok dk mi;ksx djrs 

gSaA 
 fjVsyj xyr tkudkjh nsrk gSA 
 fjVsyj [kjkc xzkgd lsok çnku djrk gSA 
 fjVsyj us mRiknksa@lsokvkas dh vf/kd dher pqdkbZA 
 muds ikl i;kZIr tkudkjh dk vHkko gSA 
 xfrfof/k esa dqN nsjh gks jgh gS tSls dS'k IokbaV] cnyus dh çfØ;k vkfnA 
 xSj&mÙkjnk;h lsok çnkrkA  

 

gkykafd leL;k dk lkeuk djus okys lHkh xzkgd fjVsy LVksj ij viuh leL;k ntZ djkus ds fy, ugha 
vkrs gSaA muesa ls dqN ogka ugha igqap ikrs D;ksafd & 

 mUgsa yxrk gS fd ;g f'kdk;r djus dh ckr ugha gS D;ksafd blds fy, le; ;k ç;kl dh 
vko';drk gksrh gSA 

 os vkxs lksprs gSa fd fdlh dks mudh leL;k ;k mlds lek/kku dh fpark ugha gksxhA 
 os ugha tkurs fd dgka tkuk gS vkSj D;k djuk gSA 

 

xzkgdksa dh rLohjsa tc os viuh leL;kvksa ds lkFk vkrs gSa 

tc xzkgdksa dks leL;k,a gksrh gSa rks os buesa ls fdlh gko Hkko ds lkFk fjVsyj ds LVksj esa igqaprs gSa &  

d½ dBksjrk 

[k½ Bhd ls ckrphr djus gsrq lkSgknZiw.kZ lkekftd dkS'ky dh deh 
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x½ cspSuh 

?k½ cgqr mÙksftr 

³½ fjVsyj dh lhekvksa ds ckjs esa le> dh deh 

p½ vlH;rk 

N½ vrkfdZdrk 

xzkgd leL;kvksa dks laHkkyuk ¼HANDLING CUSTOMER PROBLEMS½ 

O;kikj esa fdlh u fdlh fcanq ij çR;sd O;fDr dks ijs'kku ¼distressed½ xzkgd ls fuiVuk pkfg,A blesa 
eqík ,d rduhd dk mi;ksx djrs gq, fLFkfr dks laHkkyus dk gksrk gS] tks xzkgd dks ;g lkspus gsrq NksM+ 
nsrk gS fd fjVsyj ,d çfrf"Br daiuh ds fy, dke djrk gSA  

xzkgd dh leL;kvksa dks gkFk esa ysrs le;] fuEufyf[kr ckrksa dks /;ku esa j[kuk pkfg, &  

 fcØh lg;ksxh dks xzkgdksa dks lEeku ds lkFk lacksf/kr djuk pkfg,A 
 lapkj vkidh viuh vksj ls gksuk pkfg,A tSls ^^eq>s [ksn gS^^ ^^ge^^ ughaA 
 xzkgd ij iwjk /;ku nsa vkSj mlls vka[kksa dk laidZ cuk, j[ksaA 
 xzkgd dh leL;k dks mlds O;fDrxr 'kCnksa esa lkjkaf'kr djsa rkfd ;g r; fd;k tk lds fd xzkgd 

us fLFkfr dks lgh <ax ls le>k gS ;k ughaA 
 xzkgd dh leL;k ds mÙkj dks le>us dk ç;kl djsaA 
 ;gka rd fd fdlh mís'; ds fy, Hkh xzkgd dks d‚y cSd djsa ( tc rd xzkgd dks larks"ktud 

mÙkj ugha fey ldk gksA 
 xzkgd dks leL;k dk fgLlk ugha ladYi dk fgLlk cuk,aA fdlh Hkh volj ij xzkgdksa ds lkFk 

viuh vksj ls j{kkRed gksus dh dksf'k'k u djsaA 
 gj le; 'kkar jgsaA 
 vkykspukvksa dks O;fDrxr :i ls u ysaA 
 xzkgd ls ekQh ekaxsa] Hkys gh [kjkc lfoZl esa fjVsyj dh xyrh u gksA 
 tSls okD;ka'kksa dk mi;ksx djrs gq, xzkgd ds lkFk lgkuqHkwfr fn[kk,a % ^^eSa vkidh Hkkoukvksa dks 

le> ldrk gwâ ^A 
 xzkgd dks crk,a fd D;k fd;k tk ldrk gS vkSj D;k ugha fd;k tk ldrk gSA 
 irk djsa fd xzkgd ds vlarks"k dks larqf"V esa cnyus ds fy, D;k djuk gksxkA 
 ;fn xzkgd lek/kku ds fy, lger gksrs gaS] rks mudk fopkj cnyus ls igys 'kh?kzrk ls dk;Z djsaA 
 QkWyksvi cuk, j[ksaA 
 xzkgd dks mldh leL;k ds lek/kku dh çxfr ds ckjs esa lwfpr djsaA 
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 dHkh Hkh fdlh xzkgd ds lkFk cgl thrus dh dksf'k'k u djsaA 
 

laxfBr rjhds ls leL;kvksa ls fuiVus ds fu;e ¼RULES FOR HANDLING PROBLEMS IN 

ORGANIZED WAY½ 

xzkgdksa dh leL;kvksa dks O;ofLFkr rjhds ls laHkkyus gsrq fjVsylZ dks ftl rjg ls Ng fu;eksa dk ikyu 
djuk pkfg,] os bl çdkj gSa %  

1- ,d dk;Zuhfrd ;kstuk cuk,a % fjVsylZ ds ikl leL;kvksa ij ,d Li"V] yphyh] Lokxr ;ksX; vkSj 
[kqyh çfØ;k gksuh pkfg,A tc dksbZ xzkgd laxBu dks csgrj cukus esa vkidh lgk;rk djus gsrq 
viuk le; çnku djrk gS rks xzkgd }kjk crkbZ xbZ leL;k ,d migkj gSA 

2- leL;kvksa ls fuiVus esa fcØh ;k ÝaV&ykbu LVkQ dk izf’k{k.k vkSj çca/ku % fjVsylZ dks fcØh 
deZpkfj;ksa dks leL;kxzLr xzkgdksa ls laidZ djus vkSj muds vkokxeu ¼movements½ dks cuk, j[kus 
dk fo'okl fnykuk pkfg,A f'kdk;r dk vPNh rjg çca/ku djuk dksbZ vklku dke ugha gSA çca/ku 
dks larqf"V ds lkFk xzkgd lsok çnku djus esa blds egRo dks Lohdkj djuk pkfg,A bl mís'; ds 
fy,] fjVsy laxBuksa dks xzkgdksa dh leL;kvksa ls çHkkoh <ax ls fuiVus gsrq fcØh yksxksa ¼fp= 1-4½ dks 
çf'k{k.k çnku djuk pkfg,A çf'k{k.k vof/k ds nkSjku fcØh O;fDr ¼lsYl ilZu½ fcØh ij /;ku nsaxs 
vkSj /;ku dsafnzr djsaxs fd xzkgdksa dk vfHkoknu dSls fd;k tk,] xzkgdksa ds lkFk dSlk O;ogkj fd;k 
tk,] xzkgdksa dks lkeku dh fcØh dk fu.kZ; ysus ds fy, dSls euk;k tk,] xzkgd lsok dh leL;kvksa 
dks dSls laHkkyk tk, vkSj leL;kvksa dk lek/kku dSls fd;k tk,A  

  
fp= 1-4 % deZpkfj;ksa dks çf'k{k.k  
lzksr % https://rb.gy/w3gjmn 

 
3- f'kdk;rksa ls fuiVus ds fy, i;kZIr çkFkfedrk vkSj vf/kdkj çnku djuk % deZpkfj;ksa dks bl ckr 

ij /;ku nsuk pkfg, fd f'kdk;rsa muds lapkyu ds fy, ,d 'kh"kZ egRoiw.kZ oLrq cuh gqbZ gSa] vkSj tks 
dksbZ Hkh muls laidZ djrk gS] mUgsa iwjh rjg ls fofu;fer djus gsrq vko';d vf/kdkj gksuk 
vko';d gSA 

4- leL;k dh tM+ rd igqapuk % ,d ckj xzkgd dh leL;k dk /;ku j[kus ds ckn ;g irk yxkuk 
pkfg, fd ,slk D;ksa gqvkA ;fn ;g ,d fjVsy laxBu uhfr gS] rks bls cnyus ij fopkj djuk 
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pkfg,A ;fn ;g uhfrxr çfØ;k gS tks Qkbu&Vîwfuax ds fy, vko';d gS] rks bldk laKku ysaA 
fdlh Hkh 'kkfey fcØh lg;ksxh vkSj çca/kdksa ls ç;kl djus ds fy, dgsa vkSj bl ij /;ku nsaA 

5- lHkh lzksrksa ls leL;kvksa dks lalkf/kr djuk lqfuf'pr djsa % leL;kvksa dks ntZ djus ds pkj eq[; 
rjhds ;gka fn, x, gSa & O;fDrxr :i ls] VsyhQksu ds ek/;e ls] bZ&esy@baVjusV ds ek/;e lsA 
laxBu dks lHkh leL;kvksa dks dq'kyrk ls laHkkyuk pkfg,A 

6- leL;kvksa dk fo'ys"k.k djsa vkSj lHkh ds lkFk lk>k djsa % laxBuksa dks vkarfjd çfØ;kvksa] çf'k{k.k] 
fof'k"V deZpkfj;ksa@çca/kdksa ds lkFk leL;kvksa ds ckjs esa cgqr lkjh tkudkjh çkIr djuh pkfg, 
¼fp= 1-5½A  Analyze the Problems and Share with Everyone: Organizations must 
acquire a lot of information about problems with internal processes, training, 
specific employees/managers (fig. 1.5). 

 

  

fp= 1-5 % leL;kvksa dk fo'ys"k.k vkSj lk>k djuk Analyzing and sharing problems 

lzksr % https://bit.ly/2KKBzGK 

xzkgdksa dh leL;kvksa ls fuiVus ds fy, pj.k ¼STEPS TO DEAL WITH CUSTOMERS’ PROBLEMS½ 

fdlh Hkh O;kikj eas vius xzkgdksa dh f'kdk;rksa ls çHkkoh <ax ls fuiVus ls nq[kh xzkgdksa dks mRlkgh 
çeksVjksa esa cnyus dk lqugjk volj feyrk gS] vFkkZr mUgsa O;kikj dk fgLlk cuk;k tk ldrk gSA 
xzkgd&mUeq[k pj.k] ftuls xzkgdksa dh leL;kvksa ls fuiVus esa enn feyrh gS] ;s fuEukuqlkj gSa %  

1- [kjhnkj dks tks dguk gS mls /;ku ls lqusa] mls ckr iwjh djus nsa % fcØh lg;ksfx;ksa dks lykg nh 
tkrh gS fd xzkgdksa ds lkFk O;ogkj djrs le; j{kkRed ¼defensive½ u gksaA xzkgd O;fDrxr :i 
ls vkils f’kdk;r ugha dj jgk gS( ;kn j[ksa fd xzkgd dks dfBukbZ gS vkSj og ijs'kku gSA fcØh 
lg;ksxh tks lqu jgk gS mls ;g çnf'kZr djus ds fy, nksgjk,a fd mlus lqu fy;k gSA 

2- fouez vkSj fpafrr rjhds ls iwNrkN djsa % fcØh lg;ksxh xzkgd ls vf/kd tkudkjh çkIr dj 
ldrk gS( fcØh lg;ksxh xzkgd ds –f"Vdks.k dks csgrj rjhds ls le>sxkA 

3- ,d nwljs ds lkFk lgkuqHkwfr % ,d O;kikj ds ekfyd dk mís'; fcuk fdlh rdZ ds leL;k dk 
lek/kku djuk gksrk gSA blfy, xzkgd vkSj fcØh lg;ksxh nksuksa i{k ,d nwljs ds lkFk lgkuqHkwfr 
j[krs gSaA 
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4- fcuk xyrh ds ekQh ekaxsa % tc dksbZ xzkgd lksprk gS fd fcØh lg;ksxh bZekunkjh ls ekQh ekax 
jgk gS] rks blls vke rkSj ij fLFkfr Bhd gks tkrh gSA nwljs O;fDr ;k oxZ dks nks"k u nsaA cl 
dgsa] ^^eq>s blds fy, [ksn gSA^^ 

5- xzkgd ls iwNsa] ^^leL;k dk i;kZIr lek/kku D;k gks ldrk gS\^^ % xzkgd bls vyx vyx le>rk 
gS fd ,d lEekutud lek/kku D;k gks ldrk gS( mldh ijs'kkuh dks de djus ds fodYiksa ds 
:i esa ,d ls vf/kd lek/kku lq>kuk csgrj gSA  blfy,] fcØh lg;ksxh leL;k dks gy djus esa 
xzkgd ds ek/;e ls Hkkxhnkj cuuk pkfg,A fjVsy [kjhnkj ges’kk yxkrkj lgh ugha gksrk gS vkSj 
bldk vFkZ ;g gS fd dfBukb;ksa dks gy djuk vDlj vf/kd egRoiw.kZ gksrk gS tks lgh gSA ;fn 
fjVsy laxBu [kqn dks ;k nwljksa dks nks"k fn, fcuk xzkgd dh leL;k dk lek/kku dj ldrk gS] 
rks blls xzkgdksa ds lkFk&lkFk fcØh lg;ksfx;ksa ds ruko dks de fd;k tk,xk] lHkh ij bldk 
çHkko csgrj gksxk vkSj blds ifj.kkeLo:i xzkgdksa dh larqf"V gksxh ¼fp=  
1-6½A   

 

fp= 1-6 % xzkgdksa dh leL;kvksa ls fuiVuk 

xzkgd lsok leL;kvksa dk lek/kku ¼RESOLVE CUSTOMER SERVICE PROBLEMS½   

fjVsy QeksaZ esa xzkgdksa dh f'kdk;rksa dks dSls laHkkyuk gS] ;g ,d cgqr gh egRoiw.kZ igyw gS] ftldk vFkZ 
gS 'kkar jgsaA tc dksbZ xzkgd fcØh lg;ksxh ds lkeus f'kdk;r çLrqr djrk gS rks /;ku j[ksa fd leL;k 
O;fDrxr ugha gS( og lh/ks fcØh lg;ksxh ij vkØked ugha gS ysfdu dqN gn rd bldk dkj.k ml 
le; dh ifjfLFkfr gSA 

 vPNh rjg ls lqusaA Øksf/kr xzkgd dks xqLlk fudky ysus nsaA 
 leL;k dks Lohdkj djsaA 

lek/kku iznku djsa

ekQh ekaxs

lgkuqHkwfr fn[kk,a 

/;ku ls lqusa 

tkudkjh izkIr djsa 
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 rF; çkIr djsaA 
 lek/kku izLrqr djsaA  

 
xzkgd dh leL;k dk lek/kku djus ds fy,] uhps fn, x, fn'kk&funsZ'kksa dk ikyu djsa % 

lek/kku ds ckjs esa xzkgd ds lkFk ppkZ djsa % lsok çnkrk dks ges'kk mlds }kjk fd, x, lek/kku ij ppkZ 
djuh pkfg, rkfd xzkgd dks mudh leL;k ds fy, larqf"V feys vkSj os ;g lqudj [kq'k gksaxs fd leL;k 
dk lek/kku gks x;k gS vkSj blls xzkgd dks xzkgd lgk;rk ç.kkyh esa fo'okl gksrk gS  

p;u dks ykxw djsa % lsok çnkrk ds fy, ;g egRoiw.kZ gS fd og ml fodYi ds p;u dks ykxw djs ftls 
xzkgd leL;k dks gy djus ds fy, cukuk pkgrk gS vkSj xzkgd dks daiuh vkSj muds mRikn ls tqM+s jgus 
ds fy, [kq'k vkSj lgk;d cukrk gSA daiuh ds fy, xzkgd dh larqf"V cgqr t:jh gSA 

xzkgd dks dkjZokbZ ds ckjs esa lwfpr djsa % daiuh dks vius xzkgd dks ml dkjZokbZ ds ckjs esa lwfpr djuk 
pkfg, ftldk mi;ksx mUgksaus viuh leL;k dks gy djus ds fy, fd;k gS rkfd xzkgd dks ml lsok ds 
ckjs esa laf{kIr tkudkjh fey lds] tks daiuh lsok O;fDr }kjk çnku dh xbZ gS vkSj D;k ;g yach vof/k 
ds fy, oS/k gS 

xzkgd larqf"V ds lkFk lek/kku dh tkap djsa % daiuh dks ges'kk vius xzkgdksa ls lsok ds ckjs esa mudh 
larqf"V ds ckjs esa çfrfØ;k ysuh pkfg,] tks mUgsa çnku dh xbZ FkhA çR;sd daiuh dks vius xzkgdksa ls ;g 
izfrfØ;k ysuh pkfg, fd os lsok çnkrk lek/kku ls larq"V gSa] tks mUgsa çnku fd;k x;k FkkA  

lek/kku ls larq"V u gksus ij dkj.k crk,a % daiuh dks xzkgd ls mlds vlarks"k ds dkj.kksa dh tkap djuh 
pkfg,A daiuh dks mudh lsok dks vPNk cukus vkSj xzkgdksa dks larq"V djus gsrq lHkh dne mBkus pkfg, 
rkfd xzkgd ,d gh fjVsy nqdku ls ckj&ckj vf/kd mRikn [kjhn ldsaA   

izk;ksfxd vH;kl 
xfrfof/k 1 

fjVsy [kjhnkjh ls lacaf/kr xzkgdksa dh leL;kvksa dks le>us ds fy, fdlh e‚y esa tk,aA 

vko’;d lkefxz;ka 

isu] isafly] uksVcqd] tkap lwph  

izfØ;k 

¼dksbZ Hkh Nk= bl xfrfof/k dks fo"k; v/;kid vkSj mlds ekrk&firk dh vuqefr ds ckn dj 
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ldrk gSA½ 
1- fdlh Hkh e‚y esa uksV cqd vkSj isu ysdj tk,aA 
2- ,d fMikVZesaVy LVksj dks <wa<saA 
3- ml LVksj ds lacaf/kr foHkkx ls vuqefr ysus ds ckn xzkgd lsok foHkkx esa ,d ?kaVs rd [kM+s 

jgsa vkSj xfrfof/k;ksa dks ns[ksaA 
4- xzkgdksa dh fofHkUu çdkj dh leL;kvksa dks uksV djsa vkSj xzkgdksa vkSj xzkgd ns[kHkky dk;Zdkjh 

customer care executive ds chp ckrphr ns[ksaA 
5- bl ckjs esa lkspsa fd tc vki xzkgd ds LFkku ij vkSj ml xzkgd ns[kHkky dk;Zdkjh ds LFkku 

ij gksaxs rks vki D;k djsaxs vkSj mls fy[ksaA 
6- ;g Hkh ns[ksa fd xzkgdksa us fdl çdkj dh fofHkUu leL;kvksa dks vatke fn;k vkSj vf/kdkjh 

mu ij dSls çfrfØ;k nsrs gSaA çR;sd ckrphr dh eq[; lkexzh fy[ksaA 
7- vxys fnu fo"k; v/;kid vkSj lgikfB;ksa ds lkFk viuh lwph vkSj fopkj lk>k djsa vkSj 

laHkkfor lek/kkuksa ij ppkZ djsaA blds vykok] xzkgdksa dh leL;kvksa ls fuiVus gsrq dk;Zuhfr 
fodflr djus ds fy, bl ppkZ ds ifj.kkeksa dk mi;ksx djsaA 
 

xfrfof/k 2 

fdlh Hkh fjVsy laxBu esa tk,a vkSj fjiksVZ dh xbZ leL;kvksa vkSj miHkksDrk dh leL;kvksa dks gy 
djus ds rjhds dk irk yxk,aA 

vko’;d lkefxz;ka 

isu] isafly] uksVcqd] tkap lwph  

izfØ;k 

1- ikap ls Ng Nk=ksa dk ,d lewg cuk,aA 
2- mUgsa fjVsy vkmVysV esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fjVsy LVksj deZpkjh @ fcØh lg;ksxh ls fuEufyf[kr ç'u iwNsaA 

d½  xzkgd }kjk crkbZ xbZ leL;k,a D;k gSa\ - - - - - - - - -  
i. - - - - - - - - - 
ii. - - - - - - - - - 
iii. - - - - - - - - - 
iv. - - - - - - - - - 
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[k½  leL;k dks gy djus gsrq fdu rduhdksa dk mi;ksx fd;k tkrk gS\  

i. - - - - - - - - -  
ii. - - - - - - - - - 
iii. - - - - - - - - - 
iv. - - - - - - - - - 
v. - - - - - - - - - 

 

xfrfof/k 3 

xzkgdksa dh leL;kvksa ls fuiVus dk rjhdk tkuus ds fy, Hkwfedk fuHkk,aA Nk=ksa ls xfrfof/k çfØ;k 
ds vk/kkj ij ,d fLØIV rS;kj djus dks dgsaA 

vko’;d lkefxz;ka 

isu] isafly] uksVcqd] LekVZQksu dk czks'kj @ iSE¶ysV  

izfØ;k 

1- rhu Nk=ksa dk ,d lewg cuk,aA 
2- ,d Nk= fcØh lg;ksxh ds :i esa] ,d çca/kd ds :i esa vkSj ,d xzkgd ds :i esa dk;Z 

djrk gSA 
3- xzkgd % LekVZQksu ij xzkgd dh leL;k dh f'kdk;r vkrh gS vkSj mls fcØh lg;ksxh ds 

ikl ntZ djk,aA  
4- fcØh lg;ksxh % leL;k dks laHkkyus vkSj le>kus gsrq xzkgd ds lkFk ppkZ 'kq: djrk gSA 

;fn xzkgd vk'oLr ugha gS rks og çca/kd ls fey ldrk gSA 
5- fcØh lg;ksxh % çca/kd ls feysa] leL;k dh tkudkjh nsa] vkSj le; fudky dj mldk 

lek/kku djsaA 
6- fcØh lg;ksxh % LekVZQksu dh ejEer ds laca/k esa xzkgd dks lans'k nsa vkSj le; nsaA 
7- xzkgd % dqN le; ckn xzkgd] fQj ls fjVsy LVksj ij tkrk gS vkSj LekVZQksu ds ckjs esa 

iwNrk gSA  
8- fcØh lg;ksxh % fjis;j fd, x, LekVZ Qksu dks xzkgd dks lkSai nsa] mls /kU;okn nsa vkSj mls 

fQj ls vkus ds fy, dgsaA 
9- xzkgd % LekVZQksu ysa vkSj /kU;okn dgsaA  
10- v/;kid lHkh çfrHkkfx;ksa dh ekSf[kd vkSj xSj&ekSf[kd lapkj 'kSfy;ksa dk voyksdu djrk 

gSA  
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xfrfof/k 4

lsok laca/kh ckrphr vkSj xzkgdksa }kjk [kjhns x, mRiknksa dh leL;kvksa ds ckjs esa O;kogkfjd vuqHkoksa 
dks fy[ksa vkSj ppkZ djsaA 

vko’;d lkefxz;ka 

isu vkSj isij] 6 dqlhZ  

izfØ;k 

1- çR;sd esa 5 Nk=ksa dks ysdj muds lewg cuk,aA 
2- fdlh Hkh çdkj dh xzkgd lsok ckrphr ds ckjs esa O;fDrxr vuqHko fy[kus ds fy, dgsaA  
3- dqN daifu;ksa ds uke fyf[k, vkSj crk,a fdl rjg ls os viuh xzkgd lsok dh leL;kvksa dk 

lek/kku djrs gSaA 
4- fQj lewg ppkZ 'kq: djsa rFkk çnf'kZr djsa fd daifu;ka viuh xzkgd lsok dh leL;kvksa dks 

dSls laHkky jgh gSaA  
5- çR;sd lewg }kjk ppkZ dh xbZ lsok ckrphr çLrqr djsaA 
6- lewg ds vU; lnL;ksa vkSj v/;kid }kjk ç'u iwNs tk,aA 
7- lewg ds lnL;ksa }kjk ç'u dks Li"V fd;k tk,A 
8- lsok ckrphr ij ,d fjiksVZ rS;kj djsa vkSj v/;kid ds ikl tek djsaA  

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- dksbZ leL;k fjVsyj dks xzkgd c<+kus dk volj ns ldrh gS- - - - -  - - --  - A 
2- fjVsy LVksj @ fcØh lg;ksxh dks xzkgd dh leL;k dk lek/kku ,sls rjhds ls tks lqfo/kktud 

gks] - - - - -  - - --  - ] ;k le; ij djuk pkfg, A 
3- fdlh xzkgd ds lkFk O;ogkj djrs le;] ftlds lkeus dqN leL;k,a gSa] fcØh lg;ksxh dks 

xzkgdksa dks - - - - -  - - --  - }kjk lacksf/kr djuk pkfg,A 
4- ,d ckj tc xzkgd dh leL;k ij /;ku fn;k x;k vkSj irk pyk fd ,slk D;ksa gqvk] ;fn ;g 

,d fjVsy vkmVysV uhfr gS] rks - - - - -  - - --  - ij xkSj djsaA  
[k- cgq oSdfYid iz'u 

1- dqN xzkgd dqN leL;k gksus ds dkj.k fjVsyj ds vkmVysV ij igqaprs gSa D;ksafd - - - - - - - A 
¼d½ mRikn] lsok ;k ifjos'k ds çfr mudh vis{kk,a iwjh ugha gqbZ gSa 
¼[k½ vlarks"k ds ckn viuk xqLlk fudkyus ds fy,  
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¼x½ nkok dh xbZ ekud vkSj okLrfod lsok ds chp dk varj
¼?k½ mijksDr lHkh 

2- tc xzkgdksa dks leL;k gksrh gS] rks os fuEufyf[kr esa ls ,d ;k vf/kd eqnzkvksa ds lkFk fjVsyj 
ds vkmVysV ij f'kdk;r djus ds fy, igqaprs gSa & 
¼d½ dBksjrk 
¼[k½ Bhd ls ckrphr djus gsrq lkSgknZiw.kZ lkekftd dkS'ky dk vHkko  
¼x½ cspSuh 
¼?k½ mijksDr lHkh 

3- xzkgdksa dh leL;k ls fuiVus ds pj.kksa esa fuEufyf[kr 'kkfey gSa@ugha gSa & 
¼d½ xzkgd dks tks dguk gS ml ij lko/kkuh ls /;ku nsa vkSj mUgsa gy djus nsa 
¼[k½ nks"kkjksi.k ds lkFk {kek ;kpuk djsa  
¼x½ lgk;d vkSj ijs'kku rjhds ls ç'u iwNsa 
¼?k½ xzkgdksa ls vuqjks/k djsa fd muds fy, dkSu lk lek/kku mi;qDr gksxk\ 

 
x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- fjVsylZ dh leL;kvksa ij ,d vLi"V] l[r vkSj can izdkj dh uhfr gSA 
2- fcØh lg;ksxh xzkgd ls vf/kd tkudkjh çkIr dj ldrk gS(fcØh lg;ksxh mlds 

–f"Vdks.k dks csgrj :i ls le>sxkA 
3- xzkgdksa dh leL;k ls fuiVus ds nkSjku] O;kikj ds ekfyd dk y{; leL;k ij cgl djuk vkSj 

lek/kku ugha [kkstuk gSA 
4- deZpkfj;ksa dks bl ckr ds çfr lpsr jguk pkfg, fd muds lapkyu ds fy, f'kdk;rsa loksZPp 

çkFkfedrk okys rRo gSa vkSj tks dksbZ muls laidZ djrk gS] mls iwjh rjg ls fu.kZ; ysus dh 
'kfDr gksuh pkfg,A 
 

?k- dkWye feyku djsa  

 dkWye , dkWye ch 
1- xzkgd fjVsyj ds vkmVysV ij igqapsa rkfd muds

lkFk -------------gks lds 
, vka[k ls laidZ  

2- f'kdk;r ds lkFk vkus ij xzkgd dh eqnzk ----------------
--------- gksrh gS 

ch O;fDrRo 

3- xzkgd dks ------------------ ij iwjk /;ku nsuk pkfg, vkSj 
vkykspuk djuh pkfg, 

lh Ng fu;e 

4- ----------- dh vkykspuk u djsa Mh xqLlk 
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5- fjVsyj dks ikyu djuk pkfg, bZ okD;ka'k 
6- dk mi;ksx djds xzkgd ds lkFk lgkuqHkwfr fn[kk,a  ,Q dBksjrk  

 

³- laf{kIr mÙkj okys iz’u  

1- f'kdk;r ntZ djkrs le; xzkgd ds f'kdk;r dks ntZ djus dh lwph cuk,aA 
2- xzkgdksa dh leL;k dks O;ofLFkr rjhds ls fu;af=r djus ds Ng fu;eksa dh lwph cuk,aA 
3- vius vki dks xzkgd ds LFkku ij j[kus ls vkidk D;k rkRi;Z gS\ 
4- xzkgd fjVsylZ ds ikl f'kdk;r D;ksa ugha ntZ djkrs\ 

 

p- y?kq mÙkj okys iz’u  

1- vki xzkgd dh leL;kvksa dks dc rkjhQ ekurs gSa\ 
2- xzkgdksa dh leL;kvksa dk dkj.k cuus okys fofHkUu dkjd D;k gSa\ 
3- mu xzkgdksa ds ‘kkjhfjd gko Hkko ;k c‚Mh ySaXost vkSj fofHkUu çdkj dh çfrfØ;kvksa dk çn'kZu 

djsa] ftuds lkeus dqN leL;k gSA 
4- xzkgdksa dh leL;kvksa ls fuiVus ds fy, pj.kksa vkSj fu;eksa dh lwph cuk,aA 
5- xzkgd vius lkFk viuh leL;k dk çfrfuf/kRo djus ds fy, fjVsyj ls laidZ D;ksa djrs gSaA�
N- vius izn'kZu dh tk¡p djsa 

1- fjVsylZ ds lkFk xzkgdksa dh lkekU; leL;kvksa dh igpku djsa vkSj ,d pkVZ rS;kj djsaA 

2- xzkgd dh leL;kvksa dk lek/kku djus dk rjhdk viuk,aA 

3- xzkgdksa dh leL;k ds lek/kku ds fy, viuk, x, fu;eksa ij /;ku nsaA 

4- laxfBr vkSj vlaxfBr fjVsylZ ds lkFk xzkgdksa dh leL;k dks vyx djsaA 
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l= 3 % xzkgdksa dks vk'oLr djus ds fy, ckrphr ¼NEGOTIATE TO 

REASSURE CUSTOMERS½ 

fcØh lg;ksxh dh tkWc jksy ds fy, ckrphr dkS'ky mldh vkRek gSaA ;g ,d ,slh çfØ;k dks lanfHkZr 
djrk gS ftlesa O;fDr ,d vke le>kSrs ij eqíksa dks gy djus gsrq feydj dke djrs gSaA Fk‚Eilu ¼1990½ 
ds vuqlkj] ^ckrphr ds i{k esa ,d O;fDr ;k O;fDr;ksa dk lewg 'kkfey gksrk gSA ckrphr dkS'ky lfØ; 
lquuk vkSj çHkkoh lapkj gSA ;g nks ;k nks ls vf/kd yksxksa ;k ikfVZ;ksa ds chp ,d le>kSrs ij igqapus dh 
ppkZ gSA 

^^xzkgdksa dks vk'oLr djuk vkSj i;kZIr tkudkjh ds ek/;e ls mudk fo'okl cuk, j[kuk egRoiw.kZ gS] 
ctk; blds fd ^dqN ugha feyk^ dgdj mUgsa vlqjf{kr cuk;k tk,A^^ dbZ leL;k,a] iz'u vkSj 
vfuf'prrk,a ¼uncertainties½ xzkgdksa ds fnekx esa NkbZ jgrh gSaA xzkgd lsok çnkrk ls vf/kd çfrfØ;k 
vkSj tkudkjh pkgrk gSA 

xzkgdksa dks izfrfØ;k nsus ds fy, laxBukRed fn'kkfunsZ'k @ pj.k 

fjVsy xzkgd lsok ds eqís ls fuiVuk vklku ugha gSA fjVsyj ds fy, xzkgdksa dh fujk'kktud leL;kvksa ls 
fuiVuk eqf'dy gSA xzkgd jktk gSA xzkgd ges'kk lgh gksrk gSA fjVsyj ds fy, dHkh&dHkh] xzkgd lsok dh 
leL;k dks gy djuk eqf'dy gks tkrk gSA ;fn fjVsyj mR—"V xzkgd lsok çnku djrk gS vkSj çfØ;kvksa 
dk ikyu djrk gS rks xzkgd [kq'k gks tkrs gSaA xzkgdksa dks çfrfØ;k nsus ds fy,] mUgsa lquuk] Lohdkj 
djuk] gy djuk vkSj mUgsa rsth ls lek/kku nsuk vko';d gS ¼fp= 1-7½A  

1- i;kZIr vf/kdkj ds lkFk xzkgdksa dh leL;kvksa dk lek/kku djsa % xzkgd lsok dh leL;k ls fuiVus ds 
fy, deZpkfj;ksa dks çf'kf{kr djuk vko';d gSA xzkgd dh leL;k dks gy djus ds fy,] ml deZpkjh 
dks vf/kdkj nsuk vko';d gS tks blls fuiV jgk gSA çkf/kdkj Åij ls uhps dh vksj vkrk gS vkSj ;g 
crkrk gS fd,d ofj"B vius v/khuLFk yksxksa ls dSls dke djokrk gSA os Li"V :i ls le>krs gSa fd 
xzkgdksa ds lkFk dSls O;ogkj fd;k tk,A çkf/kdj.k dks ftEesnkjh ds lkFk dke djuk pkfg, rkfd 
dke lQyrkiwoZd iwjk fd;k tk ldsA ftlls xzkgdksa dh leL;kvksa dk 'kh?kz lek/kku fd;k tk ldsA  

2- nwljksa ds lkFk dke djsa % xzkgd dh leL;k dks gy djus ds fy, la;qDr :i ls dke djuk vko';d 
gSA laxBu ds lHkh deZpkfj;ksa }kjk xzkgdksa dk /;ku j[kuk vko';d gSA lsok çnkrk xzkgd ds lkFk 
ckrphr dj jgk gSA lHkh deZpkfj;ksa dh Hkkxhnkjh vko';d gS rkfd xzkgd ges'kk [kq'k jgsA 

3- xzkgdksa dks dk;ksaZ ds ckjs esa lwfpr djsa % xzkgdksa dks laxBu }kjk dh xbZ dkjZokb;ksa ds ckjs esa lwfpr 
djuk vko';d gSA xzkgd laxBu dh igyh çkFkfedrk gSA bl çdkj] ;g laxBu dh ftEesnkjh gS fd 
og xzkgdksa dks mRiknksa] lsokvksa] laxBukRed uhfr;ksa] laxBukRed ç.kkyh vkfn ds ckjs esa lwfpr djsA 
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4- tkap djsa fd D;k xzkgd dk;ksaZ esa lgt gS % tc Hkh fcØh lg;ksxh xzkgd dks dksbZ mRikn@lsok,a ds 
ckjs esa crkrs gSa] rks mls mlds ckjs esa lkjh tkudkjh dh vko';drk gksrh gSA fcØh lg;ksxh dks fcØh 
ij /;ku nsus dh t:jr gS vkSj ;g le>us dh t:jr gS fd xzkgdksa dks mRiknksa vkSj lsokvksa ds lkFk 
dSls lgt cuk;k tk,A xzkgd dks lgt cukuk ,d O;fDr dk dke ugha gSA xzkgdksa dks Rofjr lsok,a 
dSls çnku djsa] bl laca/k esa laxBu dks lHkh deZpkfj;ksa dks mfpr fn'kkfunsZ'k nsus dh vko';drk gSA 
tc Hkh xzkgd ds laxBu esa dksbZ leL;k vkrh gS rks leL;k dks gy djus gsrq mfpr ra= LFkkfir 
djus dh vko';drk gksrh gSA  

5- xzkgdksa dks lsok,a çnku djsa % xzkgd lsok vius xzkgdksa ds lkFk vPNs laca/k cuk, j[kus dk lcls 
egRoiw.kZ fgLlk gSA xzkgdksa dh f'kdk;r dk lek/kku djus ds fy, lg;ksfx;ksa dks mfpr rjhds ls 
çf'k{k.k nsuk vko';d gSA xzkgd dh leL;k dks loksZPp çkFkfedrk ds :i esa le>uk vko';d gSA 
lcls igys vkSj lcls egRoiw.kZ ckr ;g gS fd xzkgdksa dh ckrksa dks /;ku ls lquuk pkfg,A xzkgd dk 
le; dherh gS blfy, le; dk çca/ku djsa rFkk mudh lHkh çdkj dh leL;kvksa dks gy djus ds 
fy, le; ij çfØ;k djsaA ges'kk xzkgdksa ds lkFk mfpr O;ogkj djsaA laxBukRed Vhe fuEufyf[kr 
pjkksa ds lkFk xzkgdksa dks vklkuh ls lsok,a çnku djus gsrq ges'kk rS;kj jgrh gS ¼fp= 1-7½A  

 
fp= 1-7 % xzkgdksa dks çfrfØ;k nsus ds fy, pj.k  

ckrphr ds ykHk ¼BENEFITS OF NEGOTIATION½ 

tc fcØh lg;ksxh xzkgdksa dks laHkky jgs gksa rks ckrphr dh vko';drk gksrh gSA fcØh lg;ksxh ç'kklfud 
=qfV;ksa ¼errors½ dks Bhd djus] lkeku dh fMyhojh dh xyfr;ksa dk irk yxkus] {kfrxzLr lkeku dks 
cnyus] ;k ikorh i= ¼acknowledgment letters½ rS;kj djus vkSj Hkstus gsrq ftEesnkj gks ldrs gSaA 
O;fDr vkSj laxBu dh O;fDrxr vkSj O;kolkf;d çxfr nksuksa dks gh ckrphr ds ykHk feyrs gSa tks 
fuEukuqlkj gSa % 

ny ds :i esa dke djsa

i;kZIr vf/kdkj ds lkFk xzkgd dh leL;k dk lek/kku djsa 

xzkgd dks dkjZokb;ksa ds ckjs esa lwfpr djsa

tkapsa fd xzkgd viuh dkjZokbZ esa lgt gS ;k ugha

xzkgdksa dks lsok,a çnku djsa
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1- O;kolkf;d fodkl vkSj dSfj;j dh mUufr % ckrphr ds dkS'ky dks lh[kdj] Hkfo"; dh vPNh 
laHkkoukvksa okys ,d csgrj deZpkjh ds :i esa fodflr vkSj rS;kj gks ldrk gSA  

 

2- fooknksa dk lek/kku % xzkgdksa }kjk lfØ; vkSj /kS;ZiwoZd lquus ls xzkgdksa ds lkFk fookn dk lek/kku 
gksxkA 

3- leL;k dk lek/kku % ;g erHksnksa dks lkSgknZiw.kZ <ax ls gy djus gsrq leL;k lek/kku dkS'ky fodflr 
djrk gSA fofHkUu ijLij fojks/kh fLFkfr;ksa esa O;fDr lek/kku lk/kd cu tkrk gSA 

4- xzkgdksa dh larqf"V % xzkgd blls larq"V eglwl djrs gSa fd dksbZ mudh leL;k ij /;ku ns jgk gS 
vkSj mudh ckr lqu jgk gSA  

5- xzkgdksa dh oQknkjh fodflr gksrh gS % xzkgd oQknkj curs gSa vkSj xzkgdksa ds lkFk fujarj ckrphr ds 
ek/;e ls mRikn @ lsokvksa ls O;fDrxr :i ls tqM+ tkrs gSaA  

6- lapkj esa lq/kkj % fu;fer ckrphr ds ek/;e ls lapkj esa lq/kkj gksxk vkSj ;g lksp curh gS vkSj vPNk 
dusDV @ c‚UM cuk;k tkrk gSA  

7- izksRlkgu % n{krkiwoZd ckrphr ls ckr ekuus dh {kerk c<+rh gSA ;g xzkgd dh leL;kvksa esa Hkkx ysus 
vkSj lek/kku ij igqapus esa nksuksa i{kksa dks ykHk feyrk gSA 

 

xzkgd dks ;g igpkuus dh t:jr gS fd fcØh lg;ksxh@ xzkgd ns[kHkky dk;Zdkjh leL;k dks fuiVkus 
vkSj phtksa dks VªSd ij ykus ds fy, D;k dj jgk gSA ;kn j[ksa fd dqN xzkgd fjVsyj dh xzkgd lsok dh 
xq.koÙkk dks vkadrs gSa vkSj ftl rjg ls fjVsyj xzkgd dh leL;kvksa dks gy djrk gSA dksbZ Hkh fjVsyj 
xzkgdksa dks larq"V djus vkSj mudh dfBukb;ksa dks dq'kyrkiwoZd rFkk çHkkoh <ax ls gy djus ds ek/;e ls 
xzkgdksa dh oQknkjh fodflr djus esa l{ke gSA dHkh&dHkh ,d xzkgd lqfo/kk leL;k ,d xzkgd dks 
QS'kuscy cukus ds volj ds :i esa ykHk nsrh gS] ftldh laHkkouk ugha gks ldrh gS ;fn iwjh ckr vklkuh 
ls lqy> tk,A xzkgd çca/ku nks çdkj ds gksrs gSa % 

1- f'kdk;rsa tgka fcØh lg;ksxh ftEesnkj gSa % dHkh&dHkh ,slk gksrk gS fd xzkgd }kjk dh xbZ 
f'kdk;r ds fy, fcØh lg;ksxh ftEesnkj gksrs gSa mnkgj.k ds fy, fcfyax xyrh] forj.k xyrh 
vkfnA 

2- f'kdk;rsa tgka fcØh lg;ksxh ftEesnkj ugha gSa % dHkh&dHkh xzkgd viuh xyfr;ksa ds dkj.k 
f'kdk;r ntZ dj jgs gksrs gSaA ,sls esa fcØh lg;ksxh dkQh /kS;Z ls dke ysrs gSaA  

 

;g tkuuk Qk;nsean gksrk gS fd fdl çdkj dh f'kdk;rksa dks r; djus gsrq fdlh fo'ks"kK ;k laxBu esa 
fdlh vkSj ofj"B O;fDr dh vko';drk gSA mnkgj.k phtksa esa HksnHkko] fdlh fof'k"V mRikn dh lqj{kk 
vkfn ls tqM+h fopkj'khy f'kdk;rsa gSaA ;g Hkh egRoiw.kZ gS fd f'kdk;r fdlds ikl Hksth tk,] ;fn ;g 
ckgjh fcØh lg;ksxh gS] rks ;g fpark dk fo"k; gSA 
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vke rkSj ij] çkIr vf/kdka'k f'kdk;rksa esa laxBu ds mRiknksa vkSj lsokvksa ds ckjs esa irk yxk;k tk ldrk 
gSA ftrus vf/kd fcØh deZpkjh buds ckjs esa igpkurs gSa] muds fy, xzkgdksa dks Li"Vhdj.k dh O;oLFkk 
djuk vkSj f'kdk;rksa ij utj cuk, j[kuk vklku gksxkA 

xzkgdksa dh leL;kvksa dk lek/kku ¼SOLVE CUSTOMER PROBLEMS½ 

fjVsy vkmVysV ds fcØh lg;ksxh dks xzkgdksa ds lkFk ckrphr djuh pkfg, vkSj xzkgdksa dks leL;kvksa ds 
lek/kku ds fy, çksRlkfgr djuk pkfg,A blfy,] fcØh lg;ksfx;ksa dks ;g djuk pkfg, % 

 fjVsyj ds O;kikj ds fy, uhfr lajpuk] mRiknksa ;k lsokvksa esa cnyko ds çHkkoksa ls voxr jgsaA   
 muds laxBu ij vU; laxr i{kksa ds çHkkoksa ds çfr lpsr jgsaA  
 m|ksx] laxBukRed vkSj O;kolkf;d vH;kl vkSj uSfrd ekudksa dks le>sa] tks mu mRiknksa ;k 

lsokvksa dks çHkkfor djrs gSa ftuls og fuiVrk @ fuiVrh gSA   
 fdlh Hkh lafonkRed le>kSrs dks le>sa tks xzkgdksa ds ikl muds lapkyu ds {ks= ds fy, laxr 

LVksj ds lkFk gSA  
 LVksj dh lsokvksa dks le>sa] tks xzkgd lsok Hkwfedk ds fy, laxr gks ldrh gSaA LVksj }kjk fu/kkZfjr 

fn'kkfunsZ'kksa dk ikyu djsa tks dk;Z dks lhfer djrs gSaA   
 ;fn mu mís';ksa dks iwjk ugha fd;k tkrk gS] rks mUgsa bdëk djus vkSj LVksj ds çHkkoksa gsrq ukSdjh dh 

Hkwfedk ds fy, laxr laxBukRed y{;ksa dks laHkkysaA   
 xzkgd lsok dh leL;kvksa ls fuiVus ds fy, LVksj dh çfØ;kvksa vkSj lajpukvksa dh igpku djsaA  
 xzkgd lqfo/kk leL;kvksa ds mi;ksxh lek/kku dk çca/ku djsaA  
 ckgjh xzkgd ds ek/;e ls xzkgdksa dh oQknkjh vkSj vkarfjd xzkgd ds lkFk csgrj dke djus okys 

ekeyksa dks vaMjjkbV djsaA 
 le>sa fd fdl rjg ls ckrphr djsa vkSj xzkgdksa dks mudh dfBukb;ksa dks gy djus gsrq vk'oLr 

djsaA 
 

xzkgdksa ds lkFk ckrphr djus gsrq 'kkfey pj.k ¼STEPS INVOLVED TO NEGOTIATE WITH 

CUSTOMERS½ 

xzkgd lsok dh leL;k,a xzkgd ds fy, vis{kk—r fujk'kktud gks ldrh gSa] ftlls laxBu ij ncko Mkyk 
tkrk gSA tcfd xzkgd bl çfØ;k ds ek/;e ls dke dj jgs gSa] fjVsyj dk drZO; ;g vk'oLr djuk gS 
fd leL;k dk lek/kku fd;k tk,xk vkSj ifj.kkeksa dh laHkkoukvksa ij ckrphr dh tk,xhA xzkgdksa ds lkFk 
ckrphr djrs le; dksbZ Hkh viuh t:jrksa ds vuqlkj mRiknksa dks rS;kj@O;ofLFkr djds] mRiknksa ds 
laca/k esa ekxZn'kZu@mi;qDr tkudkjh çnku djds] mi;qDr fcØh rduhdksa ds lkFk mls euk ldrk gS] 
mRiknksa dh ckrphr dh dherksa ds lkFk lkSnk dj ldrk gS vkSj xzkgdksa dh larqf"V ds lkFk fcØh djuk 
lekIr dj ldrk gSA bls djus ds rjhds gSa % 
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1- xzkgdksa dks ns[kuk fd os xqLls esa gSa ;k 'kkarA mUgsa vius fny dh ckr dgus nsa vkSj mUgsa viuh fparkvksa 
dks O;Dr djus nsaA fcØh lg;ksfx;ksa dks nwljs dkeksa ugha djus pkfg, vkSj xzkgd ij /;ku dsafnzr 
djuk pkfg,] pkgs og Qksu ij gks ;k vkeus&lkeusA blls vk/kh leL;k dk lek/kku vius vki gks 
tk,xkA blls mUgsa 'kkar djus esa enn feysxhA fcØh lg;ksxh dks xzkgd ds lkFk vka[kksa ls laidZ 
j[kuk pkfg, vkSj ;g n'kkZrk gS fd og mudh fpark dks le>rk gSA  

2- ;fn ;g ,d xaHkhj fpark gS rks muds lkFk lgkuqHkwfr O;Dr djuh pkfg,A mu lHkh leL;kvksa ds fy, 
muds lkFk lgkuqHkwfr j[ksa tks gqbZ gSa ;k mUgsa fcØh lg;ksxh ds lkFk j[kuh iM+h gSA fcØh lg;ksxh dks 
fouezrk ls cksyuk pkfg, vkSj tksj ls ugha cksyuk pkfg,A fcØh lg;ksxh dks xzkgdksa ls bl rjg ls 
ckr djuh pkfg, ftlls mUgsa yxs fd leL;k dk lek/kku gks pqdk gSA   

3- ;fn deZpkjh eksckby ij xzkgd dks çrh{kk djokrk gS] rks ,slk djus ls igys xzkgd ls vuqefr ekaxuk 
csgrj gS] vkSj dkWy ij okil vkrs le; çrh{kk ds fy, xzkgd dks /kU;okn nsuk pkfg,A blls xzkgdksa 
dks vk'ofLr feyrh gS fd fcØh lg;ksxh mUgsa egRo nsrk gS vkSj mudk lEeku djrk gSA   

4- fcØh lg;ksxh dks fcanqvksa dks Li"V djus vkSj leL;k dks la{ksi esa crkus gsrq ç'u iwNus pkfg,] rkfd 
xzkgd dks yxs fd mldh ckr lquh xbZ vkSj og fjVsyj enn djus ds fy, mRlqd vkSj bPNqd gSA 

5- fcØh lg;ksfx;ksa dks xzkgdksa dks crkuk pkfg, fd os leL;k dks le>rs gSa] ftls os bls gy djus esa 
enn djuk pkgrs gSaA mUgsa xzkgdksa dks vkSj vk'oLr djuk pkfg, fd mudh leL;k ds lek/kku ds 
fy, dqN fd;k tk,xkA ;fn fjVsyj us dqN çLrkfor fd;k gS rks og xzkgd dks lwfpr dj ldrk gS 
vkSj ;fn os blls [kq'k gSa rks mldh jk; ys ldrs gSaA  

6- xzkgd }kjk O;Dr dh xbZ lHkh leL;kvksa vkSj lHkh phtksa ij /;ku nsaA Hkfo"; ds lanHkZ ds fy, mUgsa 
xzkgdksa ds MsVkcsl esa fjd‚MZ j[kuk pkfg,A  

7- xzkgd dks ,d le;&lhek nsa ftlds vanj leL;k dk lek/kku fd;k tk,xkA   
8- çR;sd pj.k@çxfr ds lkFk xzkgd dks lwfpr j[ksaA blls ladsr feysxk fd fjVsyj mudh leL;k ij 

dke dj jgk gSA  
9- fcØh lg;ksxh dks O;kolkf;d Hkk"kk vkSj euHkkou ¼pleasing½ 'kkjhfjd gko Hkko cuk, j[kuk pkfg,A   
10- uE; cusa vkSj xzkgd ds lHkh ç'uksa dk rqjar vkSj mi;qDr mÙkj nsaA  
11- xzkgd dh vko';drkvksa vkSj laxBu dh çfØ;kvksa vkSj uhfr;ksa ds chp larqyu cuk, j[ksaA  
 

xzkgd f'kdk;rksa dk lek/kku djsa ¼RESOLVE CUSTOMER COMPLAINTS½ 

xzkgd us f'kdk;r ds :i esa tks dqN Hkh ntZ djk;k gS] fcØh lg;ksxh ;k LVksj esa fdlh vkSj dks f'kdk;r 
r; djus dk ç;kl djuk pkfg, rkfd xzkgd bl fu.kZ; dks Lohdkj dj ldsA mnkgj.k ds fy,] Jh 
dqekj ^eSa ;g lqfuf'pr d:axk fd ,slk nksckjk u gks]A bl chp] eSa vkidks ,d ubZ çfr fn[kkÅaxkA 
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D;k vki blls [kq'k gSa\* ;fn f'kdk;r esa tkap 'kkfey gS ftlesa dqN le; yx ldrk gS] rks xzkgd dks 
mldh f'kdk;r dk lek/kku djus gsrq gj dne ij lwfpr djsaA Hkys gh fcØh lg;ksxh dks dqN ijs'kkuh 
gks jgh gks] xzkgd dks ;g eglwl djuk pkfg, fd lek/kku çfØ;k esa gSA dHkh&dHkh xzkgd lksprs gSa fd 
mudh f'kdk;r ds ckjs esa dqN ugha fd;kA ;fn fcØh lg;ksxh xzkgd dks bldh çxfr ds ckjs esa lwfpr 
djrk gS rks os bldh ljkguk djsaxsA 

xzkgd vkSj LVksj nksuksa ds fy, mi;qDr lek/kku [kkstus ds fy, xzkgd ds lkFk f'kdk;r ds ifj.kke ij 
ckrphr djsaA bldk vFkZ gS fd lek/kku fjVsyj dh uhfr;ksa vkSj çfØ;kvksa ds çfrca/kksa ds vanj gksuk 
pkfg,A dHkh&dHkh fcØh lg;ksxh xzkgd dh t:jrksa dks fcYdqy Hkh iwjk ugha dj ikrk gSA 

,slk blfy, gks ldrk gS D;ksafd fjVsyj dh uhfr;ka vkSj çfØ;k,a mls ,slk djus ls jksdrh gSaA mnkgj.k 
ds fy,] ,d xzkgd tks u'ks esa gS f'kdk;r dj jgk gS D;ksafd ifjpkjd vc vkSj 'kjkc ugha ijkslsxk] ,d 
çca/kd dks ;g le>kuk gksxk fd ;g voS/k gksxkA bl rjg dh fLFkfr;ksa esa] ;g ek;us ugha j[krk fd 
xzkgd fdruk tksj nsrk gS( fcØh lg;ksxh dks uhfr;ksa] çfØ;kvksa vkSj dkuwuksa dk ikyu djuk gksxkA 

,sls esa ckrphr laHko ugha gSA ,d fcØh lg;ksxh ds :i esa O;ogkj dq'ky vkSj lgkuqHkwfriw.kZ gksus dk 
ç;kl djsaA fcØh lg;ksxh dks xzkgd dks fLFkfr ds ckjs esa iwjh rjg ls crkuk pkfg, rkfd os le> ldsa 
fd ekeyk muds gkFk ls ckgj gSA de vk'oklu nsuk vkSj nwljs rjhds ls dqN gn rd vf/kd forfjr 
djuk ges'kk csgrj gksrk gSA 

f'kdk;r dk ftEek ysa vkSj ,d lg;ksxh dks l'kDr cuk,a] xzkgd ls laokn djds mls tkudkjh iznku 
djsaA fcØh lg;ksxh dks lq>kbZ xbZ dkjZokb;ksa ls xzkgd dks [kq'k djuk pkfg,A xzkgd ls iwNsa fd D;k bl 
Lrj ij mudh enn ds fy, vkSj dqN fd;k tk ldrk gSA var esa] ,d f'k"Vkpkj ds :i esa vkSj xzkgdksa 
ds fo'okl dks c<+kok nsus ds fy,] ,d iw.kZ vkSj lVhd fu.kZ; ds lkFk mUgsa vk'oLr djsaA 

izk;ksfxd vH;kl 
xfrfof/k 1 

laxBukRed fn'kkfunsZ'kksa dk çn'kZu djuk nh xbZ ifjfLFkfr;ksa esa xzkgdksa dks mÙkj nsus ds fy, pj.k gSaA 

vko’;d lkefxz;ka 

dqN mRikn ¼bysDVª‚fud mRikn] ,Q,elhth oLrq,a½] isij vkSj iSu 

izfØ;k 

1- Nk=ksa dks fuEufyf[kr fLFkfr;ksa esa xzkgdksa dks mÙkj nsus ds fy, laxBukRed fn'kkfunsZ'kksa dk 
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çn'kZu djus ds fy, dgsaA 
d-  xzkgd ^,^ us ,d fjVsy nqdku ls eksckby Qksu [kjhnkA mls eksckby Qksu esa dqN leL;k 

feyh vkSj og viuh leL;k dks gy djus ds fy, fjVsy nqdku ij igqapkA 
[k-  xzkgd ^ch^ us ySiV‚i [kjhnk vkSj mls ySiV‚i esa dksbZ l‚¶Vos;j miyC/k ugha feykA og 

fjVsy nqdku ij x;kA 
x-  xzkgd ^lh^ us nks o"kZ igys ,d nqdku ls ySiV‚i [kjhnk FkkA mls dqN rduhdh leL;k 

feyh rks og viuh leL;k dks gy djus ds fy, nqdku ij x;kA 
2- Nk=ksa dks mijksDr lHkh fLFkfr;ksa dks çnf'kZr djus vkSj mijksDr leL;kvksa dks gy djus ds fy, 

loksZÙke fof/k fn[kkus ds fy, dgsaA 
 

xfrfof/k 2 

ckrphr ds ykHkksa ij izLrqrhdj.k nsaA  

vko’;d lkefxz;ka 

MªkWbax 'khV] isu] isij] bjstj] dyj isaV~l 

izfØ;k 

1- Nk=ksa ls ckrphr ds ykHkksa ij ,d uksV rS;kj djus dks dgsaA 
2- Nk=ksa ls ikoj IokbaV çstsaVs'ku ;k ekSf[kd çLrqfr rS;kj djus ds fy, dgsaA 
3- Nk=ksa ls bls d{kk esa çLrqr djus dks dgsaA 
4- v/;kid Nk=ksa ds çn'kZu dk ewY;kadu djrk gSA 

xfrfof/k 3 

xzkgdksa ds lkFk ckrphr djus esa Hkwfedk fuHkk,a vkSj mUgsa f'kdk;rksa dks gy djus ds fy, euk,aA 

¼,slh fLFkfr ysa tSls dksbZ xzkgd ,aVh ok;jl l‚¶Vos;j dks vixzsM djuk pkgrk gSA fou&fou 
–f"Vdks.k ds fy, #fp vk/kkfjr ckrphrA bl xfrfof/k esa] xzkgd Jh j‚fcu vkSj Jh jkeiky ds :i esa 
dk;Z djrs gq, fcØh lg;ksxh ds :i esa dk;Z djrs gSaA fjVsy nqdku dk uke tsusDl gSA½ 

vko’;d lkefxz;ka 

isij] iSu] lhMh] ySiVkWi ;k dEI;wVj 

izfØ;k 

1- xzkgd ¼j‚fcu½ us tsusDl dh nqdku dk nkSjk fd;k vkSj fcØh lg;ksxh ¼jkeiky½ dks vius 
ySiV‚i esa ,aVh ok;jl l‚¶Vos;j dks vixzsM djus ds fy, iwNkA 
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2- ¼jkeiky½ vius xzkgd ¼j‚fcu½ dks vius ,aVhok;jl l‚¶Vos;j dks loZJs"B ls çhfe;e Iyku esa 
vixzsM djus dh lykg nsrs gSaA 

3- j‚fcu lger gks x;kA mUgksaus vixzsMs'ku dk [kpkZ iwNkA 
4- fcØh lg;ksxh ¼jkeiky½ % vixzsMs'ku dh ykxr 15000 #i, FkhA 
5- j‚fcu ewY; fu/kkZj.k ls larq"V ugha Fkk vkSj bl jkf'k dk Hkqxrku djus dk tksf[ke ugha mBk 

ldrk FkkA ctV ds eqíksa ds dkj.k og flQZ 5000 #i, dk Hkqxrku dj ldrk gSA 
6- jkeiky us lq>ko fn;k fd xzkgd ,deq'r Hkqxrku fodYi esa NwV nsdj nks fdLrksa esa 15000 #i, 

dk Hkqxrku dj ldrs gSaA bl rjg jkeiky us fu;r Hkqxrku fodYi ds ctk; j‚fcu ds  

7- j‚fcu dks og feyk tks og pkgrk Fkk vkSj jkeiky dks l‚¶Vos;j dh dher de ugha djuh 
iM+hA ;g fou&fou –f"Vdks.k gSA 

8- fou&fou ds –f"Vdks.k ls Mhy iwjh dh xbZA  

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- ftruk vf/kd t:jh - - - -  - - --  -  ladYi mruk gh egRoiw.kZ gSA 
2- ;fn f'kdk;r esa tkap 'kkfey gS ftlesa dqN le; yx ldrk gS] rks xzkgd dks fcØh lg;ksxh 

}kjk viuh f'kdk;r dk lek/kku djus ds fy, - - - -  - - --  - ds dne ds ckjs esa crk;k tkuk 
pkfg,A 

3- fcØh lg;ksxh dks vius laxBu ds fy, mRiknksa ;k lsokvksa ds - - - - -  - - --  - ifjorZu ds 
çHkkoksa ds ckjs esa tkx:d gksuk pkfg,A 

4- vk'oLr xzkgdksa ds lkFk vknku&çnku djus ds fy,] igyk pj.k - - - - -  - - --  - xzkgd gSA 
5- fcØh lg;ksxh dks  - - - -  - - - -  - ugha feyuk pkfg,] mls vius xzkgd ij /;ku nsuk pkfg,] 

pkgs og Qksu ij gks ;k vkeus lkeusA 
6- çkf/kdkj  - - - - -  - - --  - ls - - - - - - - - - - - -dh vksj çokfgr gksrk gSA 
7- xzkgd dh leL;k dks gy djus ds fy, - - - - -  - - --  - dk;Z djuk vko';d gSA 
8- xzkgd ds lkFk ges'kk ,d - - - - -  - - --  -  - - -  lkSnk ;k Mhy djsaA 
[k- cgq oSdfYid iz'u 

1- dksbZ Hkh fjVsyj xzkgd dks çHkkfor dj ldrk gS vkSj xzkgd dks mudh leL;k dk lek/kku djds 
- - - - - - - - - - - - - - - cuk ldrk gSA 
¼d½ czkaM esa oQknkjh 
¼[k½ fu"Bk  
¼x½ lsok esa oQknkjh 
¼?k½ mijksDr lHkh 
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2-  fcØh lg;ksxh QkWyksvi - - - -- - - - - -  - xyfr;ksa dks lq/kkjus ds fy, ftEesnkj gSaA 
¼d½ forj.k 
¼[k½ mldk lq/kkj 
¼x½ izksRlkgu  
¼?k½ mijksDr ls dksbZ Hkh ugha 

3- fcØh lg;ksxh  - - - -- - - - - -  - ls lacaf/kr f'kdk;rksa ds fy, ftEesnkj ugha gSaA 
¼d½ {kfrxzLr oLrqvksa dk çfrLFkkiu 
¼[k½ ikorh i= Hkstuk  
¼x½ fof'k"V mRikn f'kdk;r 
¼?k½ mijksDr lHkh 
 

4- tc fcØh lg;ksxh dks nwljs ls vuqefr dh vko';drk gks rks Lo;a dh lhek dks le>saA 
¼d½ ftEesnkjh 
¼[k½ vf/kdkj  
¼x½ 'kfDr 
¼?k½ ftEesnkjh  

5- xzkgd ds lkFk ckrphr esa lcls igys mUgsa  - - - - - - -  djuk gS pkgs os xqLls esa gksa ;k 'kkarA 
   ¼d½ lquuk 

¼[k½ vihy  
¼x½ tokc nsuk 
¼?k½ mijksDr lHkh  

 
x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- dHkh&dHkh fcØh lg;ksxh xzkgd dh t:jrksa dks fcYdqy Hkh iwjk ugha dj ikrk gSA 
2- fcØh lg;ksxh dks xzkgd dks ,slk vkof/kd iSekuk periodic scale ugha nsuk pkfg, ftlds vanj 

dfBukbZ dk lek/kku gksA 
3- fcØh lg;ksxh dks ;g tkapus dh lykg nsuh pkfg, fd xzkgd flQkfj’k fd, x, dk;ksaZ ls [kq'k gS 

tSlk fd fcØh lg;ksxh us fd;k gSA 
4- fcØh lg;ksxh ç'uksa dks Li"V djus rFkk leL;k dks la{ksi esa crkus ds fy, iwNrk gS] rkfd xzkgd 

dks irk pys fd lacaf/kr lg;ksxh us lqu fy;k gS vkSj og enn djus ds fy, mRlqd vkSj bPNqd 
gSA 

5- fcØh lg;ksxh dks xzkgd dh bPNkvksa vkSj laxBu dh çfØ;kvksa vkSj uhfr;ksa ds chp larqyu ugha 
cuk, j[kuk pkfg,A 

?k- dkWye feyku djsa  
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 dkWye , dkWye ch 
1- fcØh lg;ksxh dks muds çdkj ls ifjfpr gksuk 

pkfg, 

, 
 

Hkk"kk 

2- fcØh lg;ksxh dks xzkgdksa dh f'kdk;rksa dks ntZ 
djuk gksxk 

ch y{;

3- fcØh lg;ksxh dks O;kolkf;d vkSj euHkkou 
'kkjhfjd gko Hkko cuk, j[kuk gksrk gSA 

lh f'kdk;rsa 

4- fcØh lg;ksxh dks laxBukRed O;oLFkk dks le>uk 
gksxk 

Mh lsok

5- fcØh lg;ksxh dks mRikn ij vf/kdka'k leL;k çkIr 
gksrh gS 

bZ MsVkcsl  

 

³- laf{kIr mÙkj okys iz’u  

1- xzkgd dks vk'oLr djus ls vkidk D;k rkRi;Z gS\ 
2- fcØh lg;ksxh fdu f'kdk;rksa ds fy, ftEesnkj gS\ 
3- f'kdk;r ntZ gksus ij fcØh lg;ksxh dks xzkgd ds lkFk lgkuqHkwfr D;ksa O;Dr djuh iM+rh gS\ 
4- f'kdk;rksa ds lek/kku ds nks mnkgj.k nhft,A 
p- y?kq mÙkj okys iz’u  

1- fjVsyj }kjk ,Dlpsat ds ykHk xzkgdksa dks dSls vk'oLr djsaxs\ 
2- vki dSls irk yxk ldrs gSa fd xzkgdksa dh leL;k,a fcØh lg;ksxh dh xyrh ds dkj.k ;k vU; 

lzksrksa ls gSa\ 
3- ppkZ djsa fd laxBukRed uhfr dk Kku ml laxBu esa dke djus okys fcØh lg;ksxh dh dSls 

enn djrk gSA 
4- lkeku dh vnyk cnyh ds pj.kksa dks ifjHkkf"kr djsa vkSj xzkgdksa dks vk'oLr djsaA 
5- ppkZ djsa fd xzkgdksa dh f'kdk;rksa dk lek/kku dSls fd;k tk,A�
N- vius izn'kZu dh tk¡p djsa 

1- mu f'kdk;rksa dks oxhZ—r djsa tgka fcØh lg;ksxh ftEesnkj gSa vkSj pkVZ ij ftEesnkj ugha gSaA 

2- pkVZ ij mu mRiknksa dh igpku djsa] ftuesa xzkgd dh leL;k,a gSa vkSj lwphc) gSaA 

3- xzkgdksa ds lkFk ckrphr djus ds fy, mBk, tkus okys pj.kksaa dk çn'kZu djsa vkSj mUgsa jksy&Iys 
ds lkFk f'kdk;rksa dks gy djus ds fy, jkth djsaA 
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l= 4 % xzkgdksa dh ckj&ckj vkus okyh leL;kvksa dks laHkkyuk ¼HANDLING 

REPEATED CUSTOMERS’ PROBLEMS½ 

daifu;ka xzkgdksa dh fofHkUu leL;kvksa dh igpku djus ds fy, la?k"kZ djrh gSaA çca/ku ny vius 
ÝaVykbu ,tsaVksa ls ckr djus ds ctk; xzkgd losZ{k.kksa] xzkgd Qksdl lewgksa vkSj lykgdkjksa ij iSlk vkSj 
le; [kpZ djrs gSaA ÝaVykbu ,tsaVksa dks iwjs fnu xzkgdksa dk lkeuk djuk iM+rk gSA os xzkgd dh 
vf/kdka'k leL;kvksa dks tkurs gSa ysfdu ÝaVykbu ,tsaV dh tkudkjh vkSj var–Zf"V dh vuns[kh djus ls 
eukscy ¼morale½ ij udkjkRed çHkko iM+rk gS ¼fp= 1-8½A 

 

fp= 1-8 % xzkgdksa dh leL;kvksa ls fuiVuk  

lzksr % shorturl.at/jvAIT 

ckj&ckj xzkgd lsok leL;k dh igpku djuk ¼IDENTIFY REPEATED CUSTOMER SERVICE 

PROBLEM½   

dHkh&dHkh ÝaVykbu LVkQ ;g eku ysrk gS fd dksbZ bldh ns[kHkky dj jgk gSA vke rkSj ij ÝaVykbu 
deZpkjh xzkgd çfrfØ;k ds ckjs esa vU; LVkQ lnL;ksa vkSj fcØh lg;ksfx;ksa ds lkFk laokn djus ds fy, 
rS;kj ugha gksrs gaSA os xzkgdksa ls çfrfnu O;ogkj dj jgs gksrs gSa bl çdkj os xzkgd dh leL;k ls vf/kd 
ifjfpr gksrs gSaA mUgksaus leL;k dh igpku dh ysfdu laxBu dks blds ckjs eas ugha crk;kA dbZ ckj 
xzkgdksa dh leL;k dh tkudkjh çca/ku dks ugha nh tkrh gSA ,tsaVksa ;k deZpkfj;ksa dks xzkgdksa dh 
leL;kvksa dh igpku djus rFkk mudk lek/kku djus dk vf/kdkj ugha gksrk gSA dHkh&dHkh 
,tsaVksa@deZpkfj;ksa dks xzkgd dh leL;k dh igpku djus dk vf/kdkj ugha gksrk gSA xzkgd lsok ds çfr 
lHkh deZpkfj;ksa dks viuk fu.kZ; Lo;a ysus dh vko';drk gSA xzkgd dh leL;k dh igpku djus vkSj 
mldk lek/kku djus gsrq lapkj dh laL—fr ¼culture½ dk fodkl djuk pkfg,A xzkgd leL;k dh igpku 
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djus ds fy, lapkj dh laL—fr fodflr djus dh vko';drk gSA xzkgd dh leL;k] mnkgj.k ds fy, 
lq>ko ckWDl] fyf[kr f'kdk;r i=] v‚uykbu f'kdk;r vkfn dh igpku djus gsrq laxBu }kjk lapkj ds 
fofHkUu rjhdksa dks viuk;k tkuk pkfg,A   

lgk;d deZpkjh xzkgdksa ds lkFk vPNh rjg ls laokn djus ds fy, dke djrs gaSA xzkgd lsok çnku djus 
ds fy, çHkkoh lapkj ,d egRoiw.kZ Hkwfedk fuHkkrk gSA xzkgd lsok dh çfØ;k esa lq/kkj gsrq deZpkfj;ksa ds 
lnL;ksa ds chp lapkj esa lq/kkj djuk vko';d gSA daifu;ksa dks ;g irk gksuk pkfg, fd vius LVkQ 
lnL;ksa ds lkFk dSls laokn djuk gS vkSj lsok çnkrk xzkgd ds lkFk fdl rjg ls ckr djrs gSaA ;fn 
daiuh xzkgd dks mudh lsok ds ckjs esa vk'oLr ugha dj ikrh gS] rks xzkgd vU; fodYiksa dh vksj vkxs 
c<+rs gSaA  

foKkiuksa ls ysdj gksfMaZx] bZ&esy ls ysdj lans'kksa vkSj lks'ky ehfM;k lkbVksa rd fofHkUu Lrjksa ij lapkj 
fd;k tkrk gSA dqN lapkj ladYiukvksa dh vko';drk gS ftudk mi;ksx lHkh laxBu xzkgd ds lkFk 
çHkkoh <ax ls laokn djus ds fy, dj ldrs gSaA xzkgd dh leL;k dks gy djus ds fy, laxBukRed 
deZpkfj;ksa dks /kS;Z j[kus dh t:jr gSA dHkh&dHkh xzkgd ukjkt vkSj Hkzfer gksrk gSA dbZ ckj xzkgd dh 
leL;k dks le>us ds fy, dkQh /kS;Z dh vko';drk gksrh gSA laxBu esa lwpuk çokg çca/ku ds lHkh Lrjksa 
ij gksuk pkfg,A lHkh Lrjksa ij lVhd tkudkjh laçsf"kr djuk çca/kd dh ftEesnkjh gSA deZpkfj;ksa dks  
vius –f"Vdks.k esa lfØ; gksuk pkfg,A tc fdlh xzkgd us fdlh leL;k dks gy djus ds fy, d‚y 
fd;k gS] rks laHkkouk gS fd lek/kku esa t:jr ls vf/kd le; yxrk gS] ,slh fLFkfr esa tc xzkgd 
çfrfØ;k dh çrh{kk dj jgk gks] lfØ; gks vkSj xzkgd dks çxfr ds ckjs esa lwfpr djrk jgsA xzkgdksa ds 
lkFk O;ogkj djus esa lko/kkuh cgqr enn djrh gSA tc deZpkjh xzkgd dh leL;k ij /;ku dsafnzr djrs 
gSa rks vk/kh ls vf/kd leL;k gy gks tkrh gSA xzkgdksa dks /;ku ls lquuk muds lkFk vPNs laca/k cukus esa 
cgqr ennxkj gksrk gSA xzkgd ls dqN Hkh iwNrkN dh tk ldrh gS] ;g fcØh lg;ksxh vkSj vU; LVkQ 
lnL;ksa dk drZO; gS fd os xzkgdksa dks mRiknksa vkSj lsokvksa ds ckjs esa lHkh tkudkjh çnku djsaA os ,slk 
rHkh dj ldrs gSa tc mUgsa laxBu }kjk izLrqr fd, tkus okys mRiknksa vkSj lsokvksa ds ckjs esa iwjh tkudkjh 
gksA xzkgdksa ds chp fo'okl thrus ds fy, bZekunkjh lcls vPNh uhfr gSA xzkgd dks [kq'k djus rFkk 
le;&le; ij mudh leL;k dk lek/kku djus ds fy, xzkgd ds lkFk fu;fer lapkj cgqr egRoiw.kZ gSA  
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xzkgd lsok leL;kvksa ls fuiVus ds rjhds ¼METHODS OF DEALING WITH CUSTOMER SERVICE 

PROBLEMS½ 

xzkgd lsok leL;k dks gy djus ds fy, fofHkUu rjhds gSaA xzkgd lsok çnkrk ds lkFk fofHkUu rjhdksa ls 
ckrphr djrs gSaA xzkgd lsok ls fuiVus dk rjhdk fLFkfr vkSj leL;k ds çdkj ds vuqlkj viuk;k tkuk 
pkfg,A xzkgdksa ds lkFk O;ogkj djus ds rjhds gSa %  

1- lkoZtfud eYVh ehfM;k&fof/k xzkgd leL;kvksa dks gy djus dk lcls rst rjhdk gSA bldh igqap 
yk[kksa yksxksa rd gSA xzkgdksa dh leL;kvksa ds lek/kku gsrq laxBu }kjk lks'ky ehfM;k dk O;kid 
:i ls mi;ksx fd;k tk jgk gSA 

 ykHk % ;g xzkgdksa ds lkFk ckrphr djus dk vklku vkSj fVdkÅ rjhdk gSA tc os lsok çnkrk ds 
lkFk eS=hiw.kZ rjhds ls ckrphr djrs gSa rks mUgsa [kq'kh gksrh gSA 

 gkfu % xzkeh.k bykdksa esa baVjusV dh lqfo/kk ugha gS- [kjkc baVjusV lqfo/kk ds dkj.k xzkgdksa ds lkFk 
laokn djuk eqf'dy gSA dqN yksx v‚uykbu eYVh ehfM;k dks v‚ijsV djuk ugha tkurs gSaA 

2- lh/ks xzkgd ls feysa vkSj yxkrkj feyus okyh leL;k ds fy, rqjar leL;k dk lek/kku djsaA 
yxkrkj feyus okyh f'kdk;r ds fy, xzkgd ls lh/ks feyuk t:jh gSA xzkgdksa ij Hkjkslk cuk, 
j[kus ds fy, mudh enn djuk vkSj bZekunkjh fn[kkuk t:jh gSA ;fn xzkgd igys gh 2&3 ckj 
f'kdk;r dj pqdk gS vkSj leL;k dk lek/kku ugha gksrk gS rks csgrj gksxk fd vki mlls feysa vkSj 
lwfpr djsa fd mudh leL;k dk lek/kku dSls tYnh fd;k tk ldrk gSA çca/ku dks leL;k crkdj 
rRdky dkjZokbZ djsaA 

 

• ykHk % xzkgd dk laxBu ds çfr fo'okl fodflr gksrk gSA ;fn xzkgd ukjkt gS rks og vius 
lkeus lsok iznkrk dks ns[kdj 'kkar gks tkrk gSA 

• gkfu % bl yxkrkj feyus okyh leL;k dks de ls de fd;k tkuk pkfg,A blesa le; yxrk gSA 
3- VsyhQksu uacj@Vksy Ýh uacj miyC/k djkdj leL;kvksa dk lek/kku djsaA dbZ laxBu VsyhQksu ij 

mRiknksa vkSj lsokvksa ds ckjs esa dqN Hkh iwNus dh lqfo/kk çnku dj jgs gSaA xzkgd laxBukRed lsokvksa 
ds ckjs esa dqN Hkh iwNus ds fy, lh/ks laidZ dj ldrs gSaA 

 ykHk % Rofjr vkSj vklku rjhdkA xzkgd laxBu ds mRiknksa vkSj lsokvksa ds ckjs esa dqN Hkh iwN 
ldrs gSaA 

 gkfu % e'khujh dh ejEer dh f'kdk;r dks gy djus ds fy, ;g fof/k mi;ksxh ugha gSA vkSj ;g 
lsokvksa dh iznk;xh ds fy, mi;ksxh ugha gSA  

4- xzkgd çfrfØ;k ysuk ,d foi.ku 'kCn gS tks fdlh O;kikj] mRikn ;k lsok ds ckjs esa xzkgd dh jk; 
çkIr djus dh çfØ;k dks ifjHkkf"kr djrk gSA xzkgd çfrfØ;k ,d foi.ku 'kCn ds fy, gS tks 
fdlh O;kikj] mRikn ;k lsok ds ckjs esa xzkgd dh jk; dh [kjhn dh çfØ;k dks ifjHkkf"kr djrk gS 
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xzkgd çfrfØ;k cgqr egRoiw.kZ gS D;ksafd blls foØsrkvksa vkSj O;kikj ekfydksa dks muds O;kikjksa] 
mRiknksa] lsokvksa vkSj iw.kZ xzkgd vuqHko dh çxfr ds fy, var–Zf"V çnku dh tkrh gSA fo'ys"kd vkSj 
MsVk fo'ks"kK mRiknksa vkSj lsokvksa ds ckjs esa xzkgd dh /kkj.kk ds ckjs esa lHkh çdkj dh tkudkjh 
çnku djrs gSaA tcfd] dHkh&dHkh fjVsylZ dks lh/ks vius xzkgdksa ls mÙkj ugha fey ikrk FkkA ;gh 
lc xzkgdksa dh çfrfØ;k ds ckjs esa gSA 

 
xzkgdksa dh leL;kvksa ds lek/kku ij çfrfØ;k D;ksa egRoiw.kZ gS\ 
xzkgd dh fpark dks gy djus ds vafre pj.k esa] xzkgd lek/kku ds fy, lger gksrk gSA fcØh lg;ksxh 
bl leL;k ds fy, dqN le; ds fy, ekQh ekaxrk gS vkSj vc fjVsyj bls Bhd dj ldrk gS vkSj ekeys 
dks can dj ldrk gS] gS ugha\ nqHkkZX; ls] ;g bruk vklku ugha gSA dHkh&dHkh fjVsyj ;k lsok çnkrk dk 
lek/kku leL;k ds dkj.k dk lek/kku ugha djsxkA 
 

eku yhft, fd xzkgd dks lcfe'ku esa leL;k gS vkSj lek/kku çnkrk fMokbl dks fQj ls 'kq: djus dk 
lq>ko nsrk gSA blls dfBukbZ dk lek/kku gks ldrk gS] ysfdu ;g vf/kd laHkkouk gS fd xzkgd fjVsyj 
ds lsok dsanz ij okil vk tk,xkA ;g vf/kd laHkkouk gS fd tc fjVsyj dk lek/kku Bhd ls dk;Z ugha 
djrk gS rks xzkgd ijs'kku gks tkrs gSaA 

xzkgd lsok esa dke djrs le;] lsok çnkrkvksa dks 'kk;n gh dHkh #dus dk le; feyrk gS vkSj vius 
deZpkjh dks xzkgd dh leL;kvksa dk vuqikyu djus ds fy, dgrs gSaA fQj Hkh] ;gka laforj.k ds dqN 
ldkjkRed fcanq fn, x, gSa tks bu xzkgdksa dks okil laçsf"kr djus esa deZpkjh ds le; dk FkksM+k lk 
fgLlk gSa & 

 fjVsyj ;k lsok çnkrk n’kkZrs gSa fd os okLro esa xzkgdksa ds ljksdkj dh ijokg djrs gSa vkSj bls ,d 
mYys[kuh; vuqHko cukrs gSaA 

 fjVsyj ;k lsok çnkrk ;g lqfuf'pr djrs gSa fd mUgsa fdlh rkdr ls Hkjs gq, xzkgd dk d‚y u 
vk,A 

 fjVsyj ;k lsok çnkrk tkaprs gSa fd D;k mudk lek/kku dke djrk gS vkSj vxyh ckj blds ckjs esa 
lqfuf'pr gksaxsA  

[;fn] fjVsylZ ;k lsok çnkrkvksa ds ikl dksbZ d‚y djus ;k dksbZ bZ&esy Hkstus dk le; ugha gS] rks mudh 
Vhe ,d Lor%LQwrZ ¼spontaneous½ losZ{k.k ds fy, vH;kl dj ldrh gS tks mUgsa O;Dr djsxh fd ;fn 
xzkgd mldh leL;k dks gy djus esa enn djrk gS rks og fdruk [kq'k gksrk gSA 

xzkgdksa ls mudh leL;kvksa ds lek/kku ij çfrfØ;k ds fy, dSls iwNsa\  

,d lQy O;kikj dk fodkl nksckjk vkus okys xzkgdksa ij fuHkZj djrk gS vkSj os rHkh okil vkrs gSa tc os 
fjVsyj }kjk çnku fd, x, mRiknksa @ lsokvksa ls vR;f/kd [kq'k gksrs gSaA fLFkfr lcls [kjkc gks ldrh gS 
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;fn fjVsylZ dks vius xzkgdksa dh leL;k ls dksbZ ljksdkj ugha gS ;k ;fn os muls fpafrr gSa] rks ;g laHko 
gks ldrk gS fd mUgksaus xzkgdksa dh leL;k dks gy djus ij çfrfØ;k ugha yhA ;g le>uk pkfg, fd 
fjVsyj dk çkjafHkd /;ku ,d mR—"V mRikn ;k lsok çnku djus ij gksuk pkfg,A ,d ckj fjVsylZ ds 
ikl og Bksl vk/kkj gks tkus ds ckn ;g nksckjk fd, tkus okys O;kikj ds nwljs Hkkx ij /;ku dsafnzr 
djus dk le; gS] tks rc laHko gS tc os vius vf/kdka'k xzkgdksa dks Hkh] ;gka rd fd mudh leL;kvksa dk 
lek/kku djus okys O;fDr Hkh [kq'k gksrs gSaA  

fjVsylZ ;k lsok çnkrkvksa ds ekStwnk xzkgdksa ds ikl ewY;oku tkudkjh gksrh gS tks u dsoy mUgsa xzkgdksa 
dh vf/kd leL;kvksa dks gy djus vkSj fcØh c<+kus esa enn djrh gS] cfYd fjVsylZ dks ;g Hkh fopkj 
feyrk gS fd os u, O;kikj dks vkdf"kZr djus ds fy, vkSj D;k dj ldrs gSaA bl tkudkjh dks çkIr 
djus dk ,dek= rjhdk ;g gS fd vius xzkgdksa ls iz'u iwNsa vkSj mÙkj lqusa] Hkys gh fjVsylZ us leL;kvksa 
dk lek/kku fd;k gksA 

fjVsyj xzkgdksa ls D;k ç'u iwNrs gSa\ 

dbZ vyx&vyx ç'u gSa] tks fjVsyj fdlh xzkgd ls fjVsyj ds mRiknksa] lsokvksa] xzkgd lsok ¼leL;k 
lek/kku {kerk½ vkSj lexz O;kikj ij çfrfØ;k çkIr djus gsrq iwN ldrk gS ¼fp= 1-9½A 

 

fp= 1-9 % çfrfØ;k 

lzksr % https://bit.ly/2YmajBu 

dqN ewy ç'u tks mBk, tk ldrs gSa] os bl izdkj gaS %   

 xzkgd us ml laxBu dks vius lsok çnkrk ds :i esa D;ksa pquk\ 
 fjVsyj@lsok çnkrk us xzkgd ds fy, D;k lsok iznku dh\ 
 ;fn xzkgd dks dksbZ leL;k ;k leL;kvksa dk lkeuk djuk iM+rk gS] rks D;k mUgsa mfpr lek/kku 

feysxk ;k ugha\ 
 xzkgd mls çkIr gksus okyh leL;k ds ckn dh lsok dk ewY;kadu dSls djsxk\ ¼jsfVax Ldsy çnku 

djsa½\ 
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 fjVsyj us fdu {ks=ksa esa viuh leL;kvksa dk lek/kku djds xzkgdksa dh vis{kkvksa dks iwjk fd;k ;k 
muls vkxs fudy x,\ 

 fjVsyj@lsok çnkrk fdu {ks=ksa esa lq/kkj dj ldrs gSa\ 
 D;k xzkgd nwljksa dks fjVsyj dh flQkfj'k djsaxs\ 
 tc Hkh fjVsyj viuh leL;k dk lek/kku djus gsrq xzkgd dh çfrfØ;k ekaxrk gS] rks mls ;g 

lqfuf'pr djuk pkfg, fd og ewY;oku çfrfØ;k nsus ds fy, lgh ç'u iwNsaA  
 cgqr vf/kd ç'u ugha iwNs tkus pkfg,] D;ksafd lgh mÙkj u feyus dk tksf[ke gksrk gSA  

 
fjVsyj dks Hkh xzkgdksa dh leL;kvksa ds lek/kku ij losZ{k.k ds lekiu gsrq ;ksxnku dks çksRlkgu ij fopkj 
djus dh vko';drk gks ldrh gSA v‚Qj fd, x, çksRlkgu dwiu ;k NwV] eq¶r lsok vkfn gks ldrs gSaA 

xzkgdksa dh leL;kvksa ds lek/kku ij çfrfØ;k çkIr djus ds rjhds 

fjVsyj@lsok çnkrk vius xzkgdksa ls dbZ rjhdksa ls xzkgdksa dh leL;kvksa ds lek/kku ij çfrfØ;k ds fy, 
iwN ldrs gSaA çfrfØ;k çkIr djus ds fy, ;gka dqN fopkj fn, x, gSa & 

 ckrphr 'kq: djsa % xzkgd çfrfØ;k dh çfØ;k vius xzkgdksa dks Hksts x, ç'uksa] ;k ,d O;fDrxr Qksu 
d‚y ds lkFk bZ&esy lapkj ds :i esa ljy cuh jg ldrh gSA ;g rduhd rst vkSj vklku gSA tc 
fjVsyj@lsok çnkrk dk deZpkjh xzkgdksa dh çfrfØ;k gsrq vkdfLed –f"Vdks.k viukrk gS] rks tksf[ke 
gksrk gS fd lapkj dks vyx j[kk tk,xk vkSj varr% buds feJ.k esa xyr txg cu tk,xhA blds 
vykok] ;fn [kqys fljs okys ç'uksa dk mi;ksx djrs gq, vukSipkfjd rjhds ls çfrfØ;k nh tk,] rks 
lHkh xzkgd losZ{k.kksa esa fdlh Hkh çdkj dh ,d:irk dks jksdk tk ldrk gSA var esa] çfrfØ;k ysus 
okys dks bls mi;ksxh cukus gsrq ,d= dh xbZ tkudkjh dk eSU;qvy :i ls fo'ys"k.k djuk pkfg,A  

 ,d v‚uykbu losZ{k.k cuk,a % ;fn fjVsyj@lsok çnkrk vius xzkgdksa ds fy, lkekU; ç'uksa ds ,d 
lsV dk mi;ksx djrs gSa] rks os vkdfLed çk:i dks ,d&pj.k vfrfjDr ys ldrs gSa vkSj ,d leku 
losZ{k.k cuk ldrs gSaA fjVsyj@lsok çnkrk ,d daI;wVj&mUeq[k ,fIyds'ku] ,d ihMh,Q mi;ksx] ;k 
,d Q‚eZ tks mudh osclkbV ds ek/;e ls tek djsaxs] esa ,d lekIr gksus ;ksX; ¼endangered½ :i 
mRiUu dj ldrs gSaA bl fMtkbu dks cukus esa vf/kd le; yxrk gS] ysfdu ;g deZpkfj;ksa dks lHkh 
xzkgdksa dks ,d lkekU; losZ{k.k Hkstus dh vuqefr nsrk gS ¼fp= 1-10½A 
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fp= 1-10 % v‚uykbu losZ{k.k 

lzksr % https://bit.ly/2NiHFjw 

 gkMZ d‚ih ç'ukoyh dk mi;ksx djsa % fjVsyj@lsok çnkrkvksa ds O;kikj ds çdkj ds vk/kkj ij] xzkgdksa 
dh leL;kvksa dk lek/kku djus gsrq muds xzkgdksa dks ,d gkMZ d‚ih ç'ukoyh Hksth tk ldrh gSA 
fjVsylZ @ lsok çnkrkvksa dks ,d fyf[kr irk] eqnzkafdr fyQkQk ¼fizafVM ,Uosyi½ Hkstuk pkfg, rkfd 
xzkgdksa dks QhMcSd çkIr djus gsrq losZ{k.k esa okil vkus esa vklkuh gksA fjVsyj@lsok çnkrkvksa ds 
ikl ,Dlsy ;k vU; l‚¶Vos;j esa tkudkjh ntZ djus ds fy, ,d ç.kkyh gksuh pkfg, ftlds 
ifj.kkeLo:i os ,df=r tkudkjh ij fjiksVZ ,d=] fo'ys"k.k vkSj ml ij dk;Z djsaxsA 

 
mudh leL;kvksa ds lek/kku dh çfØ;k ij xzkgdksa dh çfrfØ;k dh izeq[krk u dsoy tkudkjh ,d= 
djuk gS] cfYd vius O;kikjksa esa mi;ksx djus gsrq var–Zf"V dks çkIr djuk rFkk fofHkUu flafMdsV vuqla/kku 
,tsafl;ksa] i.k/kkjdksa] ehfM;k@turk] m|ksx fjiksVZ vkfn esa çdkf'kr djuk gSA os oQknkj xzkgd cukus vkSj 
lanHkksaZ ls fo'okl vkSj vf/kd xzkgd çkIr djus ds fy, i.k/kkjdksa ls ç'kalk çkIr dj ldrs gSaA 

xzkgdksa dh leL;kvksa ds lek/kku ij çfrfØ;k dc nsa ¼WHEN TO CONDUCT A FEEDBACK ON 

SOLVING CUSTOMERS’ PROBLEMS½ 

xzkgdksa dh leL;kvksa dks gy djus ds fy, izfrfØ;k nsus dk lcls vPNk le; fjVsyj vkSj xzkgd ds 
fnekx esa vuqHko u, gksrs gh gSA ;fn fjVsyj@lsok çnkrk çrh{kk djrk gS rks çfrfØ;k de lgh gks 
ldrh gSA xzkgd dqN fooj.k Hkwy ldrk gS] ;k ckn dh ?kVuk ds ckjs esa çfrfØ;k ns ldrk gS] fd, x, 
vU; nkSjksa ¼visits½ ds lkFk 'kadkvksa ds dkj.k vius mÙkjksa esa cnyko dj ldrk gSA 

xzkgd çfrfØ;k VwYl ¼Customer Feedback Tools½ 

çkS|ksfxdh esa fnu&çfrfnu ds fodkl] çfrLi/kkZ dh c<+rh rhozrk vkSj fMftVy ;qx ds fodkl vkfn us 
rhljs i{k tSls l‚¶Vos;j çnkrkvksa ;k lks'ky ehfM;k fcYMlZ dks mR—"V VwYl çnku djus dk ekSdk 
fn;kA vc vk/kqfud] vPNh rjg ls çcaf/kr] xzkgdksa ds fy, vklku igqap ;ksX; vkSj le>us ;ksX;] ykxr 
çHkkoh vkSj O;kid :i ls miyC/k VwYl cktkj esa miyC/k gSaA dqN VwYl bl çdkj gSa & 
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 lq>ko ckWDl % lq>ko ckWDl lq>ko nsus ds fy, bLrseky gksus okyk ,d ckWDl gS] tks çca/ku 
ç.kkyh dh enn djrh gSA fjVsyj ds dk;Z LFky ij ,d lq>ko c‚Dl LFkkfir fd;k tk ldrk gS 
tgka xzkgd fjVsyj dh daiuh ds fy, mldh lgefr ds fcuk lq>ko ns ldrs gSa ¼fp= 1-11½A 

  
fp= 1-11 % lq>ko c‚Dl 

lzksr % https://bit.ly/2Xln0A5 

 larqf"V çkIr djsa % v‚uykbu leqnk;ksa ls larqf"V çkIr djsa tks fjVsy nqdkuksa vkSj muds 
miHkksDrkvksa ds chp mRiknd ckrphr dh vuqefr nsrs gSaA larqf"V çkIr djsa fjVsy nqdkuksa vkSj 
xzkgdksa ds fy, ç'uksa dk vuqjks/k djus] fopkjksa dks foHkkftr djus] dfBukb;ksa dh fjiksVZ djus vkSj 
ç'kalk nsus ds fy, ,d dsafnzr okrkoj.k çnku djrk gSA fQj ls] ;g fjVsyj@lsok çnkrk ds fy, 
fu%'kqYd lsok ugha gSA   

 dEikby % dEikby mRikn 'khVksa] mRikn vUos"k.k {ks=ksa vkSj diM+ksa dh [kjhnkjh dkVZ esa çfrfØ;k 
,d= djus ds fy, ,d foxsV gSA dEikby xzkgdksa dks mi;ksfxrkvksa dks izLrqr djrk gS vkSj dke 
djus gsrq mi;ksxh vuqdwyu njksa dh lykg nsrk gSA ;g ,d 'kqYd lfgr nh tkus okyh lsok Hkh 
gSA 

 iz;ksDrk dh vkokt % iz;ksDrk dh vkokt] ,d Hkqxrku lsok] fjVsyj ds xzkgdksa dks çfrfØ;k ij 
lgefr vkSj ernku ds fy, ,d eap çnku djrh gSA v‚uykbu fVIif.k;ka iz;ksDrkvksa dks 
fopkj&foe'kZ djus vkSj fopkjksa esa lq/kkj djus dh lqfo/kk iznku djrk gSa] ftlls yksxksa dks viuh 
fgLlsnkjh cukus vkSj ifj.kkeksa dks çkFkfedrk nsus esa vklkuh gksrh gSA  

 çfrfØ;k nsa % çfrfØ;k nsa osclkbV foftVlZ ls izfrfØ;k çkIr djus ds fy, ,d osclkbV foxsV 
gSA fjVsyj@lsok çnkrk viuk O;fDrxr Q‚eZ cuk ldrs gSa] dksM dks viuh lkbV ds ,pVh,e,y 
esa d‚ih vkSj isLV dj ldrs gSa vkSj fQj izfrfØ;k çkIr djuk 'kq: dj ldrs gSaA ;g fQj ls ,d 
'kqYd nsdj iznku dh tkus okyh lsok gSA 

 iz;ksDrk dh izfrfØ;k % iz;ksDrk dh izfrfØ;k 'kqYd nsdj iznku dh tkus okyh ,d lsok xzkgd dh 
çfrfØ;kvksa vkSj fopkjksa dks bdëk djus ds fy, ,d çfrfØ;k laxzg foxsV gSA foxsV ds ek/;e ls 
lkbV ds tfj, fjVsy miHkksDrk izfrfØ;k nsus] oksV nsus vkSj 'kh"kZ fopkjksa dk p;u djus dk 
volj çkIr djrs gSaA 
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 Qslcqd % ;g eq¶r lks'ky lkbV gS vkSj bldk mi;ksx QhMcSd çkIr djus ds fy, fd;k tk 
ldrk gSA fjVsyj@lsok iznkrk fLFkfr ds viMsV vius Q‚yksvlZ ds lkFk laokn 'kq: djus ds fy, 
,d csgrjhu lk/ku gSA blds vykok] Qslcqd MsoyilZ pj.k ds ek/;e ls] ;g viuh osclkbV ij 
desaV c‚Dl ls tqM+ ldrk gS] ftlls xzkgdksa dks izfrfØ;k çnku djus gsrq rRdky LFkku çnku 
fd;k tk ldrk gSA pwafd xzkgdksa dks okLrfod Qslcqd laLdj.k ¼version½ esa #fp ntZ djus dh 
vko';drk gksrh gS] os csuke lkexzh dks bl ij ugha Mky ldrs gSaA 
 

xzkgdksa dh leL;kvksa ds lek/kku ij çfrfØ;k nsus ij dkjZokbZ 

lcls igys] fjVsyj@lsok çnkrk dks xzkgd dh çfrfØ;k ij mÙkj ikus dh vko';drk gksrh gSA mÙkj nsus 
ds fy, ;gka dqN fopkj fn, x, gSa %  

• ;fn dksbZ xzkgd fdlh ,sls mRikn dh lqfo/kk gsrq vuqjks/k dj jgk gS tks vc vU; lgk;d lekuksa 
ds vuqdwy ugha gS] rks mlds ckn ls vfrfjDr izfrfØ;k gsrq mls vkxeu ls igys ,Dlsl nsus dh 
is'kd'k djsaA 

• cx vkSj rduhdh leL;kvksa ds mís'; ls] xzkgdksa dh leL;k dks gy djus gsrq bathfu;jksa dks 
leFkZu nsus ds fy, mUgsa lh/ks dusDV djsaA 

• xzkgd ftls iwjk djus dk ç;kl dj jgs Fks] blds vfrfjDr foLr`r fooj.k ds fy, iwNsaA blls 
lgh lek/kku cukus esa Qk;nk gksxkA 

• okafNr ifj.kke çkIr djus ds fy, mudh leL;k dks gy djus ds ckn ,d vyx@v|ru lqfo/kk 
dk mi;ksx djus ds rjhds ds ckjs esa mUgsa O;ofLFkr funsZ'k nsaA 

• fjVsyj@lsok çnkrk dks dqN fnuksa ds vanj çfrfØ;k ds çR;sd Hkkx dk mÙkj nsus dh ftEesnkjh 
Lohdkj djus gsrq viuh Vhe esa fdlh dks fu;qDr djuk pkfg,A 

• vf/kekur%] 24 ?kaVs ds vanj mÙkj HkstsaA 

xzkgdksa dh leL;kvksa dks gy djus gsrq izfrfØ;k ds ykHk 

xzkgdksa dh leL;kvksa dks gy djus gsrq izfrfØ;k ds ykHk fuEufyf[kr gSa] tks bl çdkj gSa % 

1- jsQjy % ftu xzkgdksa dks daiuh dh vksj ls mfpr lek/kku feyrs gSa os ekSf[kd flQkfj'kksa }kjk vius 
vki gh u, xzkgdksa dks ys dj vkrs gSa vkSj blls muds O;kikj dks c<+us esa enn feyrh gSA blfy,] 
fjVsylZ dks ekStwnk xzkgdksa ds ckjs esa ;g irk djus dh vko';drk gS tks viuh leL;kvksa ds lkFk 
vk jgs Fks vkSj daiuh ls lek/kku çkIr dj jgs FksA 

2- O;kikj dk nksgjko % larq"V xzkgd] ftUgsa daiuh ds ç;kl ls lek/kku feyk gS] os vxyh [kjhnkjh ds 
fy, fQj ls vkuk pkgrs gSaA 
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3- oQknkjh % fjVsylZ dks fdlh Hkh eqís dk rqjar irk yxkus vkSj mUgsa rqjar Bhd djus dh vko';drk 
gS] rkfd os cgqr vPNh lsok ls çHkkfor gksaA ;g fuf'pr :i ls fjVsyj ds çfr xzkgdksa dh oQknkjh 
c<+k,xkA 

4- vo/kkj.k Retention % xzkgdksa dh leL;kvksa dk lek/kku ;k lsok,a nsus ds ckn izfrfØ;k ysdj] 
fjVsyj vius vf/kdka'k xzkgdksa dks vius O;kikj ls tksM+ dj j[k ldrk gSA 

5- çfr"Bk Reputation % xzkgdksa dks muds lek/kku dh çfrfØ;k iwNus ds ckn] os fe= eaMyh] 
fj'rsnkjksa] iM+ksfl;ksa vkfn tSls vU; yksxksa ds lkFk lk>k djrs gSaA blls fuf'pr :i ls daiuh dh 
fLFkfr esa o`f) gksxhA 

6- fcØh ds volj % ;fn xzkgd ij /;ku fn;k tkrk gS vkSj mldh leL;k dk lek/kku gks tkrk gS rks 
fuf'pr :i ls] fcØh c<+sxh vkSj fjVsyj mRikn dh fn’kkvksa] xgjkbZ vkSj QSyko dks c<+k ldrk gSA 

7- mRiknksa vkSj lsokvksa esa lq/kkj % mRiknksa vkSj lsokvksa dks csgrj cukus ds fy, çfrfØ;k nsrk gSA 
8- xzkgd dh larqf"V % fjVsyj dks mRiknksa vkSj lsokvksa dh izfrfØ;k dks csgrj cukus esa enn djrk gS 

rkfd xzkgd larq"V gksaA 
9- O;kikfjd fu.kZ; ysus esa enn djrk gS % izfrfØ;k feyus ls fjVsy O;kikj ds mRiknksa vkSj lsokvksa ds 

laca/k esa fu.kZ; ysus esa enn feyrh gSA 
10- vPNk xzkgd vuqHko nsrk gS % fjVsy O;kikj ds mRiknksa vkSj lsokvksa esa lq/kkj ds ckn xzkgd vPNh 

izfrfØ;k dk vuqHko nsrk gSA 

xzkgd dks ckj&ckj lsok nsus dh leL;k dk lek/kku ¼SOLVING REPEATED CUSTOMER SERVICE 

PROBLEM½ 

xzkgd dh ckj&ckj vkus okyh leL;k ls fuiVuk pqukSrhiw.kZ gSA xzkgdksa ds lkFk O;ogkj djus dh dqath 
mUgsa [kq'k eglwl djkuk gSA mR—"V xzkgd lsok çnku djus ds fy, ;gka fuEufyf[kr ;qfDr;ksa ij ppkZ dh 
xbZ gS % 

 xzkgd dks /;ku ls lqusa % xzkgd ds lkFk laca/k cukus ds fy, mUgsa /;ku ls lquuk vko';d gSA 
 dqN xyrh gksus ij ekQh ekaxsa % deZpkfj;ksa dk ;g drZO; gS fd os fdlh Hkh çdkj dh xyrh gksus 

ij muls ekQh ekaxasA dHkh&dHkh os xzkgd dh iwNrkN dks gy djus esa nsjh djrs gSa ;k fdlh 
leL;k dk lek/kku djrs gSa rks mUgsa l‚jh Hkh dguk iM+rk gS vkSj blds ckn mUgsa xyfr;ksa dks 
nksgjkus dh vko';drk ugha gksrh gSA vk'oklu fn;k tkrk gS fd leL;k nksckjk ugha vk,xhA 

 xzkgdksa dh ckrksa dks xaHkhjrk ls ysa % xzkgdksa dks egRoiw.kZ vkSj ç'kaluh; eglwl djkuk vko';d 
gSA xzkgd cgqr laosnu'khy gksrs gSa vkSj os tkuuk pkgrs gSa fd laxBu mudh ns[kHkky dj jgk gS 
;k ughaA ckj&ckj vkus okyh leL;kvksa dks xaHkhjrk ls ysa vU;Fkk laxBu xzkgdksa dks [kks ldrk 
gSA 
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 fouez jgsa % deZpkfj;ksa dks fouez gksuk pkfg,A ;fn xzkgd ukjkt gS rks deZpkfj;ksa dks Hkh fouezrk 
ls is'k vkuk gksxkA 

 t:jrksa dh igpku djsa % vf/kdka'k xzkgd bl çdkj Hkkoqd gksrs gSa] ftruk vf/kd deZpkjh muds 
ckjs esa tkusaxs mruk gh csgrj os t:jrksa dk vuqeku yxk ldrs gSaA xzkgdksa ds lkFk vPNh rjg 
ls ckrphr djus ds fy, fu;fer lapkj dh Hkh vko';drk gksrh gSA 

 lek/kku crkuk % tc Hkh xzkgd leL;k ysdj vk jgs gksa rks deZpkfj;ksa dks bls le>uk pkfg, 
vkSj blds fy, laHkkfor lek/kku crkuk pkfg,A 

 ges'kk miyC/k jgsa % laxBu dks xzkgd lsok lqfo/kk,a çnku djus dh vko';drk gSA xzkgd lsok 
leL;k dks gy djus gsrq] deZpkfj;ksa dks gj le; miyC/k jgus dh vko';drk gSA vktdy 
xzkgd lsok dsoy VsyhQksu ;k vkeus&lkeus ugha cfYd v‚uykbu lsok,a Hkh miyC/k gSA 

izk;ksfxd vH;kl 

xfrfof/k 1 

,d fjVsy LVksj ij tk,a vkSj xzkgd dks ckj&ckj lsok nsus dh leL;kvksa] xzkgd lsok dh leL;kvksa ls 
fuiVus ds rjhdksa vkSj xzkgd lsok leL;kvksa dh fof/k ds Qk;ns vkSj uqdlku dh igpku djsaA 

vko’;d lkefxz;ka 

iSu] isafly] uksVcqd] tkaplwph 

izfØ;k 

1- ikap ls Ng Nk=ksa dk ,d lewg cuk,aA 
2- Nk=ksa dks fjVsy laxBu ;k ,d 'kkWi ij tkus ds fy, dgsaA 
3- fjVsy çca/kd ls feysa vkSj mls fouezrk ls mudk vfHkoknu djsaA 
4- nkSjs dk mís'; crk,a vkSj nkSjs ds fy, vuqefr ysa rFkk fcØh lg;ksx ls feysA 

d- xzkgd lsok dh leL;kvksa dh igpku dSls djsa\ 
[k- xzkgd lsok dh leL;kvksa ls fuiVus ds fy, fofHkUu rjhds D;k gSa\ 
x- xzkgd lsok leL;kvksa dh vko';drk ls fuiVus gsrq fofHkUu rjhdksa ds Qk;ns vkSj 

uqdlku D;k gSa\ 
?k- xzkgd lsok dh leL;kvksa ls fuiVus ds loksZÙke rjhds dh O;k[;k djsaA 

5- mÙkj dks uksV dj ysa vkSj fjVsy LVksj esa fcØh lg;ksxh ds lkFk iqf"V djsaA 
6- nkSjs ij ,d fjiksVZ cuk,a vkSj fo"k; ds v/;kid dks tek djsaA 
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xfrfof/k 2

xzkgd dh leL;k dh igpku vkSj lek/kku ij izdj.k v/;;u 

vko’;d lkefxz;ka 

iSu] isafly] uksVcqd] tkaplwph 

izfØ;k 

,d ekg igys ,d fjVsyj us Jh jeu dks ,d LekVZ eksckby gSaMlsV cspk FkkA bl lsV dh okjaVh 
fjVsyj }kjk cspus dh frfFk ls ,d o"kZ dh FkhA 
 
Jh jeu us [kjhnkjh ds le; lfoZl lsaVj ds LFkku ds ckjs esa ugha iwNk] D;ksafd mUgksaus ,d çfrf"Br 
czkaM dk eksckby gSaMlsV [kjhnk FkkA ,d ekg ds ckn gSaMlsV dh Vp LØhu esa FkksM+h fnDdr vkrh gSA 
Jh jeu fjVsy vkmVysV ij igqaps vkSj f'kdk;r ntZ djkbZA fjVsyj us muls dgk fd ml daiuh dk 
lfoZl lsaVj bl 'kgj esa fLFkr ugha gS vkSj bls blds lfoZl lsaVj ij Hkstk tkuk pkfg,] tks bl txg 
ls yxHkx 500 fdyksehVj nwj gS] vkSj bls Bhd gksus vkSj lfoZl lsaVj ls okil vkus esa yxHkx ,d 
lIrkg dk le; yxsxkA vc Jh jeu ijs'kku gks x,A mUgksaus viuk lsV fn;k gS vkSj ,d g¶rs ckn 
feyk gSA  
 
bl çdkj ds xzkgdksa ls tkudkjh çkIr djus gsrq ,d izfrfØ;k izi= rS;kj djsa vkSj bl çdkj dh 
leL;k dks Bhd djus ds fy, laHkkfor lek/kku Hkh lq>k,a vkSj Hkfo"; esa ,slk u gksA 
 

xfrfof/k 3 

xzkgd dh leL;k dks gy djus ds fy, çfrfØ;k gkfly djukA 

vko’;d lkefxz;ka 

iSu] isafly] uksVcqd] tkaplwph 

izfØ;k 

1- ,d ç'ukoyh rS;kj djsaA 
2- fjVsy LVksj ij tk,a vkSj eSustj dk vfHkoknu djsaA 
3- xzkgdksa ls QhMcSd ysus ds fy, eSustj ls vuqefr ysaA 
4- xzkgdksa dks ç'ukoyh forfjr djsa vkSj bl fjVsy vkmVysV ls mRikn [kjhnrs le; fjVsy ls 

lsok,a çkIr djus ij çfrfØ;k gkfly djsaA 
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5- xzkgdksa ls tkudkjh gkfly djsaA 
6- ,df=r izfrfØ;k dks fjd‚MZ] fo'ys"k.k vkSj O;k[;k djsaA 
7- xzkgdksa dh çfrfØ;k ij ,d fjiksVZ cuk,aA 

 

xfrfof/k 4 

eksckby fjVsy 'kkWi ij fcØh lg;ksxh }kjk xzkgdksa dh f'kdk;rksa dks laHkkyukA 

Jh vejukFk us ,d fjVsy vkmVysV ls ,d eksckby gSaMlsV [kjhnkA fcØh lg;ksxh us mls crk;k fd 
ml lsV dk LØSpçwQ doj cktkj esa miyC/k gSA ysfdu tc Jh vejukFk us 'kgj ds lHkh cktkjksa esa 
tkdj doj dh ryk'kh yh] rks mUgsa vius eksckby gSaM lsV ds fy, dksbZ doj ugha feykA blh chp 
mUgksaus iSfdax [kksyh] bl eksckby gSaMlsV dk bLrseky fd;k vkSj ml lsV dks xyr rjhds ls laHkkyus 
ls [kjksap yx xbZA vc Jh vejukFk vius egaxs eksckby gSaMlsV ds ckjs esa fpafrr gSa tks ml fjVsy 
vkmVysV ij igqapk] vkSj mlh lg;ksxh ls feys ftlus lsV cspk FkkA 

d½ ;fn vki Jh vejukFk ds LFkku ij gksrs rks vki D;k djsaxs\ 

[k½ ;fn vki fcØh lg;ksxh ds LFkku ij gksrs rks vki D;k dj ldrs gSa\ 

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- mu xzkgdksa }kjk ekSf[kd flQkfj’ksa] ftUgsa daiuh ls lek/kku feyk gS]  - - - - - - - - -  ds fy, u, 
xzkgd ykrs gSaA 

2- mRikn dh fo'ks"krk,a vc vU; lgk;d lekuksa ds vuqdwy ugha gSa] muls vfrfjDr izfrfØ;k ds fy, 
okil vkus ds fy, mUgsa - - - - - - - - -  nsus dk çLrko gSA 

3- ,d - - - - - - - - -  O;kikj dk fodkl ckj&ckj vkus okys xzkgdksa ij fuHkZj djrk gSA 
4- xzkgd@lsok çnkrk dks can djus vkSj vius deZpkjh ls vius xzkgd dh leL;kvksa ds ckjs esa - - - - 

- - - - -  - - - - - - -iwNus ds fy, le; yxrk gSA 
[k- cgq oSdfYid iz'u 

1-  - - -  - - - - - --  dk vFkZ gS os xzkgd tkss ekSf[kd :Ik ls bldh flQkfj’k djrs gS ftUgsa mudh 
leL;kvksa dk lek/kku feyrk gSA 
¼d½ vo/kkj.k 
¼[k½ çfr"Bk  
¼x½ jsQjy 
¼?k½ oQknkj 
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2-   - - - - - - -  - -  eqDr lks'ky lkbV gSA 
¼d½ Qslcqd 
¼[k½ bZ&esy  
¼x½ VsyhQksu 
¼?k½ mijksDr lHkh 

3-   - - - - - - - - -  mRikn 'khV ij çfrfØ;k ,d= djus ds fy, ,d foxsV cuk gqvk gSA 
¼d½ dEikby 
¼[k½ iz;ksDrk dh vkokt  
¼x½ çfrfØ;k nsa 
¼?k½ mijksDr esa ls dksbZ ugh 

4-  - - - - - - - - - - - - dks fjVsyj dh lkbV ij LFkkfir fd;k tk ldrk gS tgka xzkgd lq>ko ns 
ldrk gS 
¼d½ iz;ksDrk dh izfrfØ;k 
¼[k½ lq>ko c‚Dl  
¼x½ çfrfØ;k nsa 
¼?k½ mijksDr lHkh 

5- izfrfØ;k nsus okys xzkgdksa dks  - - - - - - - - - - - -  - esa enn djrk gSA 
¼d½ cuk, j[kuk 
¼[k½ ca/kueqDr ¼loose½ 
¼x½ nksuksa , vkSj ch 
¼?k½ mijksDr esa ls dksbZ ugha 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- fjVsylZ dks fdlh Hkh eqís dk rqjar irk yxkus vkSj mUgsa rqjar Bhd djus dh vko';drk gS] 
rkfd os cgqr cM+h lsok ls çHkkfor gksaA blls fuf'pr :i ls fjVsyj ds çfr xzkgdksa dh 
oQknkjh c<+sxhA 

2- fjVsyj ;k lsok çnkrk n’kkZrs gSa fd os okLro esa xzkgdksa ds ljksdkj dh ijokg ugha djrs gSa vkSj 
,d vuqHko cukrs gSaA 

 

3- xzkgdksa dh leL;kvksa dks gy djus ij çfrfØ;k djus dk lcls vPNk le; rc gksrk gS tc 
fjVsyj ds xzkgd ds fnekx esa mldk ifjp; u;k gksA 
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?k- dkWye feyku djsa  
 dkWye ,  dkWye ch 
1- ;g osclkbV foftVj ls QhMcSd ysus ds fy, 

,d osclkbV foxsV gS 

,

 

jsQjy 

2- ;g çkf/kdj.k çfrfØ;k] ilan vkSj 'kh"kZ fopkjksa 

dks pquus ds fy, ,d Q‚eZ çnku djrk gSA 

ch çfrfØ;k nsa 

3- ;g çfrdwy xzkgdksa dks mi;ksfxrk,a çnku djrk 

gS 

lh dEikby 

4- ;g O;fDr }kjk dh xbZ flQkfj'k dk ,d 'kCn 

gS 

Mh lq>ko c‚Dl 

5- ;g fjVsyj ds le>kSrs ds fcuk lq>ko nsus esa 

l{ke cukrk gS  

bZ iz;ksDrk dh 

izfrfØ;k  

 
 

³- laf{kIr mÙkj okys iz’u  

1- izfrfØ;k ds çdkj D;k gSa\ 

2- izfrfØ;k D;k gS\ 

3- jsQjy ls vki D;k le>rs gSa\ 

4- Qslcqd D;k gS\ 

5- ç'ukoyh dh gkMZ d‚ih D;k gS\ 

6- xzkgd dh oQknkjh ls vki D;k le>rs gSa\ 
 

p- y?kq mÙkj okys iz’u  

1- Li"V djsa fd xzkgdksa dh f'kdk;rksa ds lek/kku ij izfrfØ;k D;ksa egRoiw.kZ gSA 

2- xzkgdksa dh leL;k dks gy djus ds fy, fofHkUu rjhdksa dh O;k[;k djsaA 
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3- xzkgdksa dh çfrfØ;k çkIr djus ds fy, mi;ksx fd, tkus okys fofHkUu midj.kksa dh ppkZ dhft,A

4- fjVsyj esa xzkgd dh leL;k vkus ij D;k dkjZokbZ djus dh vko';drk gS\ 

5- xzkgdksa ls izfrfØ;k çkIr djus ds ykHkksa ij ppkZ djsaA�
 

N- vius izn'kZu dh tk¡p djsa 

1- xzkgd dh çfrfØ;k gkfly djus dh çfØ;k dk çn'kZu djsaA 

2- fdlh nh xbZ fLFkfr esa çfrfØ;k gkfly djus ds fy, mi;ksx fd, tkus okys fofHkUu VwYl dk 
lapkyu djsaA 

3- çfrfØ;k gkfly djus gsrq fofHkUu fof/k;ksa ij ,d pkVZ rS;kj djsaA 

4- xzkgd dh leL;kvksa dks gy djus okys çfrfØ;k ds ykHk dk irk yxk,aA 

5- miHkksDrk dh çfrfØ;k ij ,d ç'ukoyh rS;kj djsa vkSj çfrfØ;k gkfly djus gsrq vkosnu djsaA  

6- xzkgdksa dh leL;kvksa ij ,d fjiksVZ cuk,aA  

 



 

 

 

 

 

 

xzkgd lsok çca/kd ds fy, ,d O;kolkf;d laxBu dh lsokvksa dks mfpr rjhds ls O;ofLFkr vkSj forfjr 
djuk ,d egRoiw.kZ dk;Z gSA vge xzkgdksa ds ckjs esa fo'oluh; tkudkjh gksuk cgqr egRoiw.kZ gSA ;g Hkh 
vko';d gS fd xzkgd dks laxBu ds ckjs esa ‘kh?kzrk ls tkudkjh nh tk,A 

xzkgd lsok çnku djus ds fy, ,d mfpr ç.kkyh gksuk vko';d gSA xzkgd lsok çnku djus ds fy, 
çR;sd laxBu viuh çfØ;k Lo;a r; djrk gSA lsok çca/kd dks mRikn ;k lsokvksa ds ckjs esa xzkgdksa dh 
larqf"V ;k vlarks"k ds {ks=ksa dh igpku djuh pkfg, vkSj mUgsa lwphc) djuk pkfg,A lsok çnkrk dks 
xzkgdksa ls çkIr izfrfØ;k dks deZpkfj;ksa rd igqapkuk pkfg,A   

vk/kqfud le; esa] xzkgd lsok tkudkjh dks fjd‚MZ djus] tek djus vkSj iqu% izkIr djus gsrq ,d fof'k"V 
çfØ;k vkSj ç.kkyh dks viukuk cgqr vko';d gS( ,slk blfy, gS D;ksafd dbZ ns'kksa ds fy, dkuwuh vkSj 
fu;ked vko';drkvksa ds fy, lwpukvksa ds HkaMkj.k ds fy, ;g vfuok;Z gSA 

fjVsy fcØh esa] xzkgd dh ykW;YVh cukus ds fy, xzkgd lsok dh ,d egRoiw.kZ Hkwfedk gksrh gSA fjVsylZ 
}kjk nh tkus okyh fofHkUu lsokvksa esa fcØh ds ckn dh lsok ds çca/ku] f'kdk;rksa vkfn lfgr mRikn dh 
tkudkjh gSa] ysfdu fjVsyj vkSj xzkgd laca/k rHkh etcwr gksrs gSa tc fo'oluh; lsok,a çnku dh tkrh gSaA 
blfy,] xzkgd dks fo'oluh; lsok,a çnku djus dh çfØ;k dk v/;;u djus dh vko';drk gSA 

bu {ks=ksa dk v/;;u djus dh –f"V ls fo'oluh; lsok çnku djus dk v/;;u fd;k tkrk gSA 

bl bdkbZ dks pkj l=ksa esa foHkkftr fd;k x;k gSA igyk l= xzkgd lsok çnku djus dh çfØ;k vkSj 
ç.kkyh ls lacaf/kr gSA nwljs l= esa iznku dh xbZ xzkgd lsokvksa dh leh{kk vkSj j[kj[kko dh O;k[;k dh 
xbZ gSA rhljs l= esa xzkgd lsokvksa dh tkudkjh dh fjd‚fMaZx dk o.kZu fd;k x;k gS vkSj pkSFkk l= MsVk 
ds HkaMkj.k ds fy, dkuwuh vko';drkvksa ij ppkZ ds ckjs esa gSA 

bd
kb
Z 

2 

fo'oluh; lsok 
iznk;xh  

(DELIVERY OF 
RELIABLE SERVICE) 
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l= 1 % xzkgd lsok çnku djus dh çfØ;k vkSj ç.kkfy;ka ¼Procedure and 

Systems for Delivering Customer Service½ 
 

fjVsy fcØh esa] xzkgd lsok,a O;kikj ds çfr xzkgd larqf"V vkSj oQknkjh cukus esa egRoiw.kZ Hkwfedk fuHkkrh 
gSaA fjVsyj }kjk xzkgdksa dks çnku dh tkus okyh fofHkUu lsok,a mRikn dh tkudkjh çnku dj jgh gSa] 
fcØh ds ckn lsok] f'kdk;rksa dk çca/ku] lsok dks çHkkfor djuk] xzkgd tkudkjh tek djuk vkSj laxzghr 
djuk] xzkgd cSBd vk;ksftr djuk vkfnA larq"V fjVsy [kjhnkj u dsoy oQknkj xzkgd cusaxs cfYd 
fjVsyj vkSj mlds mRikn vkSj lsokvksa dks Hkh c<+kok nsaxsA 

xzkgd lsok dh iznk;xh ¼fMyhojh½ gj laxBu dk mYys[kuh; ?kVd gSA blesa foØsrk vkSj xzkgd ds chp 
lapkj dk o.kZu fd;k tkrk gS tgka çnkrk ,d lsok dk çLrko djrk gS] tks lwpuk ;k drZO; gS vkSj 
blds ifj.kkeLo:i xzkgd ;k rks ewY; dh [kkst djrk gS ;k bldk mÌs’; [kks tkrk gSA vPNh lsok 
iznk;xh ls xzkgdksa dks ewY; esa òf) çnku dh tkrh gSA 

xzkgdksa ds fy, fofHkUu çdkj dh lsokvksa@mRiknksa dh ;kstuk cukuk] rS;kj djuk vkSj mUgsa O;ofLFkr 
djuk 

cktkj esa dbZ rjg ds mRikn gSaA igyk lcls egRoiw.kZ fcanq gS fd xzkgdksa dks laxBu }kjk çnku fd, x, 
mRiknksa vkSj lsokvksa ds mi;ksx ds ckjs esa Li"V fd;k tk,A ¼fp= 2-1½ 

  
fp= 2-1 % oLrqvksa dks cspuk  

lzksr % shorturl.at/gjoZ2 

laxBu dh ftEesnkjh gS fd mRiknksa dk mi;ksx dSls djsa vkSj blds mi;ksx D;k gSa] blds ckjs esa vPNh 
rjg ls laokn djuk gSA os blds ckjs esa Hkh vPNh rjg ls laokn djrs gSa fd mRiknksa ds mi;ksx ds nkSjku 
gksus okyh fofHkUu çdkj dh leL;kvksa ls dSls fuiVk tk,A fuEufyf[kr çdkj ds mRikn@oLrq,a gSa % 

1- lqfo/kk okys mRikn Convenience products % xzkgdksa dks lqfo/kk okys mRikn [kjhnus esa 
T;knk le; ugha yxrk gSA os [kjhnkjh dk fu.kZ; ysus esa T;knk lksp&fopkj ugha djrs gSaA ,slk 
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blfy, gS D;ksafd xzkgdksa ds ikl igys ls gh mRikn ds ckjs esa lHkh vko';d tkudkjh gSA ;s ,sls 
mRikn gSa ftudk mi;ksx xzkgd nSfud vk/kkj ij djrs gSa tSls nw/k] czsM] vkfn ¼fp= 2-2- vkSj 
fp= 2-3½ fjVsyj xzkgdksa dks lsok,a çnku djus ds fy, [kjhn ds fcanq ij xzkgdksa dks lHkh lqfo/kk,a 
çnku djrk gSA  

 
fp= 2-2 % nw/k 

lzksr % https://rb.gy/d96nmi 

fp= 2-3 % v.Ms vkSj czsM 

lzksr % https://rb.gy/pulbzx 
 

2- [kjhnkjh ¼'kkWfiax½ ds mRikn % 'k‚fiax mRiknksa ds fy, xzkgdksa ds ikl i;kZIr tkudkjh ugha gksrh 
gSA igyh pht ftldh xzkgd vis{kk dj jgk gS] og gS mRikn ds fy, lwpuk ds lHkh lzksrA bl 
çdkj] fcØh lg;ksfx;ksa dks mRikn ds laca/k esa lHkh tkudkjh nsus dh vko';drk gksrh gS vkSj ;fn 
dksbZ leL;k vkrh gS rks os bls dSls gy dj jgs gSa] ;g Hkh crkus dh vko';drk gksrh gSA bl 
çdkj ds mRikn xzkgd nSfud vk/kkj ij ugha [kjhn jgs gSaA lcls egRoiw.kZ ckr xzkgd dks fcØh 
ds ckn lsok çnku djuk gSA xzkgd dsoy mUgha [kjhnkjh mRiknksa dks [kjhnus ds fy, rS;kj gS 
tgka mUgsa fcØh ds ckn lsok vklkuh ls vkSj tYnh fey jgh gS ¼fp= 2-4½A 

 

fp= 2-4 [kjhnkjh ¼'kkWfiax½ ds mRikn  

lzksr % https://rb.gy/qjjvfv 

3- ewY;&vk/kkfjr [kjhnkjh ds lkeku % ewY;&vk/kkfjr [kjhnkjh ds lkeku ls Mhy djus gsrq fcØh 
lg;ksxh xzkgdksa dks fofHkUu çdkj ds v‚Qj] NwV çnku dj ldrs gSaA mRikn ds ewY; fu/kkZj.k ds 
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laca/k esa xzkgd dks vPNh rjg ls le>k,aA fcØh lg;ksxh xzkgdksa dks osy i‚baV v‚Q lsy lfoZl 
çnku djrs gSa ¼fp= 2-5½A  

 

fp= 2-5 % mRikn ij NwV Discount on products 

lzksr % https://rb.gy/m09smx 

4- fo'ks"krk okys mRikn % ;s ,sls mRikn gSa ftuds çfr xzkgd oQknkj gksrs gSaA xzkgd mRikn dh 
xq.koÙkk vkSj lsok ds ckjs esa vPNs ls tkurk gSA os tkurs gSa fd mUgsa bl czkaM ds vykok vkSj 
csgrj lfoZl ugha fey ldrhA bl çdkj ds mRiknksa ds fy, fujarj lsok mR—"Vrk }kjk czkaM esa 
fu"Bk cuk, j[kus dh vko';drk gS ¼fp= 2-6½A 

 
fp= 2-6 % fo'ks"krk okys mRikn   

lzksr %  https://rb.gy/t4ekq0 

5- fdjk, ij yh xbZ oLrqvksa dh lsok,a % ;s lkeku FkksM+s le; ds fy, [kjhnrs gSaA laxBu }kjk çnku 
dh tkus okyh lsokvksa ds fu;eksa] çfØ;kvksa vkSj uhfr;ksa ds ckjs esa xzkgd dks vPNh rjg ls lwfpr 
djsaA mR—"V lsok çnku djus ds fy, os fofHkUu çdkj ds v‚Qj] bu lkekuksa ij NwV çnku dj 
ldrs gSa ¼fp= 2-7½A 
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fp= 2-7 % vkWQj] NwV vkSj fcØh  

lzksr %   https://rb.gy/i7vpji 

6- LokfeRo okyh mRikn lsok,a % blesa xzkgd ds LokfeRo okyh oLrq dh ejEer ;k ifjorZu 'kkfey 
gSA lsok,a vke rkSj ij mu yksxksa }kjk is'k dh tkrh gSa tks dke ds fofHkUu {ks=ksa esa dq'ky :i ls 
dke djrs gSaA bu lsokvksa esa lQkbZ] cky dVokus] dkj /kksus] Iyafcax] ?kM+h dh ejEer] v‚Vks 
eksckby vkfn 'kkfey gSa ¼fp= 2-8½A ftl rjg ls xzkgd O;ogkj djrk gS vkSj LokfeRo okyh 
mRiknksa dh lsokvksa esa lsok dh xq.koÙkk egRoiw.kZ gSA 

 

fp= 2-8 % dq'ky lsok,a  

lzksr %   https://rb.gy/cmluzp 

7- xSj&oLrq,a % ;s ,slh lsok,a gSa ftuesa ,d i{k ls nwljs i{k esa fdlh Hkh lkeku dk vkuk tkuk 
'kkfey ugha gSA os vke rkSj ij egaxs gksrs gSaA ;g {ks= ds fo'ks"kKksa }kjk çnku fd;k tkrk gS vkSj 
;gka is'k fd, tk jgs mRikn T;knkrj ckSf)d izdkj ds gSaA 

,slh lsok,a dkuwuh] fpfdRlk] ijke'kZ] ys[kk vkSj ijke'kZ lsok,a vkfn gSa ¼fp= 2-9½A bl çdkj dh 
lsokvksa ds fy, fuEufyf[kr rjhds ls ;kstuk cuk,a %  
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 lsokvksa ds ckjs esa vPNh rjg ls lwfpr djsaA 
 izLrqr dh xbZ lsok ds rjhds ds ckjs esa Li"V djsaA 
 xzkgd ds lkFk fouezrk ls is'k vk,a vkSj mudh leL;k dk lek/kku djus dk vk'oklu nsaA 
 lsok çnku djus ds fy, bZekunkj jgsaA 
 lsok çnku djus dh çfØ;k cuk,a rkfd le; dh cckZnh u gksA 
 xzkgd egRoiw.kZ gS blfy, viuk le; cckZn u djsaA lsok iznk;xh dh mfpr J`a[kyk cuk,aA 

 
fp= 2-9 % fpfdRlk lsok,a  

lzksr %  https://rb.gy/dbozxs 

 
xzkgd lsok çnku djus dh ;kstuk PLAN FOR DELIVERING CUSTOMER SERVICE 

,d çHkkoh lsok O;kikj dks yxkrkj pykuk miHkksDrk dks mR—"V lsok çnku djus ds leku gksuk pkfg,A 
çHkkoh lsok iznk;xh lajpuk ds fy, pkj egRoiw.kZ rRo lsok iznku djuk] lsok xq.koÙkk] deZpkjh dk tqM+ko 
vkSj xzkgd ds vuqHko gSa ¼fp= 2-10½A fooj.k uhps fn;k x;k gS %  

 

fp= 2-10 % lsok fMyhojh@ iznk;xh iz.kkyh 

 lsok iznku djus dh laLÑfr % çca/ku fl)karksa] dk;Z vknrksa] dk;Z ekunaMksa] Li"V –f"V] ifjHkkf"kr 
fe'ku vkSj uSfrd ewY;ksa ds rRoksa ij fufeZr ,d vPNh lsok laL—frA lsok iznku djus dh laLÑfr 
mu çeq[k fl)karksa dk caMy gS ftlds vuqlkj çca/ku lkewfgd çfØ;kvksa dks fu;af=r djrk gS] 
j[kj[kko djrk gS vkSj fodflr djrk gS tks fLFkfr dks lsok ds gLrkarj.k ds :i esa çdV djrk 
gS rFkk xzkgdksa dks ewY; çnku djrk gSA tSls gh ,d csgrj lsok iznk;xh lajpuk vkSj ,d lVhd 

lsok fMyhojh@ iznk;xh iz.kkyh 

lsok izca/ku 

lsok dh laLÑfr lsok dh xq.koÙkk deZpkjh dk  
tqM+ko 

xzkgd dk vuqHko 



 

                                                                                                                                                                                
                                                                                              

fo'oluh; lsok iznk;xh               59                                                                            

lsok fopkj dks ekU;rk nh tkrh gS] ,d lsok O;kikj bdkbZ dh nh?kZdkfyd miyfC/k gsrq mldh 
laLÑfr ds :i esa vko';d ,d vkSj ?kVd gksus dh vko';drk ugha gSA 

 deZpkjh dk tqM+ko % blesa deZpkjh ds O;ogkj laca/kh dk;Z] mís'; dsafnzr usrR̀o vkSj ekuo lalk/ku 
fodkl 'kkfey gSaA ;gka rd fd lcls vPNh tkurs cw>rs dh tkus okyh çfØ;k,a vkSj lajpuk,a 
dsoy rHkh lapkfyr gksaxh tc cgqr vf/kd tqM+ko okys yksx lger gksaA lsok xq.koÙkk e‚My ds 
fMtkbu vkSj dk;kZUo;u ds chp tqM+ko e/;LFk gSA 

 lsok dh xq.koÙkk  % blesa dk;Zuhfr;ka] çfØ;k,a vkSj çn'kZu fu;a=.k ç.kkfy;ka 'kkfey gSaA iw.kZ lsok 
çca/ku e‚My ds fMtkbu ds fy, ;kstuk vkSj çfØ;k ifj;kstuk vko';d gSA xzkgd dh miyfC/k 
dks muds fe'ku esa enn djuk vkSj mudh laxBukRed –<+rk dk vuqlj.k ¼chase½ djus esa 
mudk leFkZu djuk] lsok çnkrk m|e dk vk/kkj gksuk pkfg,A lsok mR—"Vrk dks ekiuk vfuok;Z 
gS rkfd lq/kkj ds fy, lsok varjky dks igpkuk tk ldsA 

 xzkgd vuqHko % blesa xzkgd vklwpuk ¼intelligence½] foÙkh; çca/ku vkSj fujarj lq/kkj dh ewy 
ckrsa 'kkfey gSaA /kkj.kk ,d egRoiw.kZ igyw gS] tks yxkrkj ewY;kadu djrk gS fd dSls xzkgd vkSj 
okLrfod iz;ksDrk ¼end-user½ feydj lsok iznk;xh dks lg;ksx ds fy, egRoiw.kZ ekurs gSaA 
le)̀ lsok iznk;xh ra= bl vk/kkj ij fVdk gS fd xzkgd lsok ds fuekZ.k vkSj vkiwfrZ dk ,d 
fgLlk cuk jgrk gS vkSj fQj ml fopkj n'kZu ij fufeZr çfØ;kvksa dks fMtkbu djrk gS ftls 
lg&fuekZ.k dgk tkrk gSA 

bu pkj rRoksa ds vkns'k rkfdZd Øe esa lwphc) gSaA lcls igys] lsok iznku djus dh laLÑfr dk 
o.kZu djuk] tks deZpkjh ds tqM+ko dks c<+krk gS( blls lsok dh xq.koÙkk dk ,d cM+k eap rS;kj 
gksxk] tks lVhd xzkgd vuqHko dh vksj c<+rk gS & ,d lnkpkjh ¼virtuous½ eaMyhA 

xzkgd dks 'kh?kz /;ku dSls çnku djsa\ ¼HOW TO PROVIDE PROMPT ATTENTION TO CUSTOMER½ 

xzkgd dks larq"V djus ds fy, ml ij rqjar /;ku nsuk vko';d gSA xzkgd ekfyd gS blfy, xzkgd dks 
cgqr fouezrk vkSj le; ij lsok djus dh vko';drk gSA xzkgd laxBu ij rqjar /;ku nsus ds fy, 
fuEufyf[kr dk ikyu djuk pkfg, % 

1- xzkgd ds –f"Vdks.k dks le>sa % xzkgd ij /;ku nsus ds fy, lcls igys mls vPNh rjg ls 
le>uk gSA ;fn vki xzkgd dks le>us esa l{ke gSa] rks dsoy deZpkjh gh mudh leL;k dk 
lek/kku dj ldrs gSa vkSj xzkgdksa dks csgrj lsok çnku dj ldrs gSaA 

2- leL;k dh igpku djsa % laxBu dk drZO; u dsoy mRiknksa vkSj lsokvksa dks cspuk gS cfYd 
mRiknksa vkSj lsokvksa ds mi;ksx ds nkSjku xzkgdksa dh leL;k dks igpkuuk vkSj gy djuk Hkh gSA 
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f'kdk;r djus ls igys xzkgd dh leL;k dks igpkusa] rHkh os [kq'k eglwl djrs gSaA mRiknksa vkSj 
lsokvksa ds lHkh iz;ksDrkvksa ds ckjs esa lkspsa vkSj izfrfØ;k ysdj mu ij /;ku nsaA 

3- tYnh ls lek/kku [kkstsa % leL;k dk lek/kku tYn ls tYn nsaA 

4- QkWyksvi % xzkgdksa ls fu;fer :i ls feysa vkSj iwNsa fd D;k os mRikn vkSj lsokvksa ls larq"V gSa\ 

vpkud vfrfjDr dk;ZHkkj vkus ij izfrfØ;k nsus ds fy, dk;Z dks iquxZfBr djsa 

xzkgdksa dks laHkkyuk vkSj mUgsa le; ij çfrfØ;k nsuk le; dh vko';drk gSA dbZ ckj dke ds vf/kd 
cks> ds dkj.k xzkgd dh leL;k dks laHkkyuk eqf'dy gks tkrk gSA dke dk cks> c<+us ls deZpkfj;ksa ds 
dke ds ?kaVs Hkh c<+ tkrs gSaA laxBu ds LVkQ lnL;ksa ds ikl dbZ ckj vpkud vfrfjDr dke vk tkrs gSa 
vkSj leL;k dk lek/kku djuk cgqr dfBu gks tkrk gSA c‚l deZpkfj;ksa dks ,d lkFk nks dke djus ds 
fy, dgrs gSa tks muds fy, laHko ugha gSaA blfy, çkFkfedrk ds fglkc ls dke nsuk t:jh gSA ;fn nks 
dk;Z vfRk vko';d gSa rks lacaf/kr O;fDr vkSj xzkgdksa dks dk;Z iw.kZ gksus ds ckjs esa vPNh rjg ls lwfpr 
djsaA fuEufyf[kr fn'kkfunsZ'kksa ls vfrfjDr dk;ZHkkj dk mÙkj nsus esa enn feyrh gS %  

1- ;kstuk cuk,a % çca/ku dks LVkQ lnL;ksa ls iwNuk pkfg, fd os viuk dke dSls iwjk dj jgs gSaA ;fn 
mUgsa fdlh çdkj dk le; çca/ku ;k xzkgd dh leL;k ls fuiVus ds ckjs esa irk pyrk gS] rks 
mfpr ;kstuk rS;kj djus dh vko';drk gSA muds ikl vk, gq, vfrfjDr dk;ZHkkj ds fy, mfpr 
le; çca/ku LFkkfir djus dh vko';drk gSA ;fn LVkQ dh deh gS rks mls eSust djsaA dke ds 
fy, ,d mfpr dk;ZØe cuk,a vkSj Li"V drZO;ksa dks lkSaisaA vfrfjDr dk;ZHkkj ds fy, vfrfjDr 
lalk/kuksa dh O;oLFkk djsaA vfrfjDr dk;ZHkkj dks laHkkyus ds fy, vko';d loksZÙke ;kstuk cuk,aA 

2- ,d Li"V le;js[kk fu/kkZfjr djsa % çR;sd deZpkjh dks c‚l ds lkFk cSBd djrs le; ;kstuk dh 
:ijs[kk rS;kj djus dh vko';drk gksrh gSA mUgsa ;g iwNus esa ladksp djus dh vko';drk ugha gS 
fd laxBu deZpkfj;ksa dh deh dk çca/ku djus gsrq u, deZpkfj;ksa dh HkrhZ dj jgk gS ;k os 
dk;ZHkkj dk iquxZBu dj jgs gSaA  

3- laxBu esa fu;fer psd&bu 'ksMîwy djsa % tc Hkh LVkQ ds lnL;ksa dks ukSdjh esa dksbZ ubZ Hkwfedk 
feyrh gS rks mUgsa vius c‚l ds lkFk ppkZ djus dh vko';drk gksrh gSA blls ;g fn[kkus dk ekSdk 
feysxk fd os daiuh ds fy, D;k dj jgs gSaA blls mUgsa dk;ZHkkj laHkkyus dk ekSdk feyrk gSA ;fn 
c‚l LVkQ lnL;ksa ds fu;fer psd&bu ds fy, lger ugha gS] rks laHko gS fd mldh dksbZ ;kstuk 
u gksA fQj muds çca/kd ds lkFk dfBukb;ksa ds ckjs esa lkQ ckrphr djus dk le; vk x;k gSA 
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xzkgd lsokvksa dh fo'ks"krk,a ¼FEATURES OF CUSTOMER SERVICES½ 

tc Hkh xzkgd LVksj ij tkrk gS rks ,d vPNs xzkgd lsok foHkkx dk ç;kl xzkgd ds fy, ldkjkRed 
vuqHko cukus dk gksrk gSA xzkgd ges'kk og ifj.kke çkIr ugha dj ldrk gS ftldh og ryk'k dj jgk 
Fkk] ysfdu ,d vPNk xzkgd lsok foHkkx xzkgd dh /kkj.kk cuk ldrk gS tSls fd mldh ns[kHkky dh 
tkrh gSA  

  

fp= 2-11% xzkgd lsokvksa dh fo'ks"krk,a 

mR—"V xzkgd lsok dh dbZ fo'ks"krk,a gSa] ftUgsa çR;sd daiuh dks vius xzkgd lsok çf'k{k.k esa 'kkfey djuk 
pkfg, ¼fp= 2-11½A xzkgd lsokvksa dh fo'ks"krk,a uhps nh xbZ gSa % 

1- çkFkfed Qksdl % fdlh Hkh vPNh xzkgd lsok dh çkFkfed fo'ks"krkvksa esa ls ,d dk çkFkfed Qksdl 
xzkgd gksrk gSA tc dksbZ xzkgd vihy djrk gS rks ,d vPNs xzkgd lsok çfrfuf/k dks rqjar d‚y 
ysuk fl[kk;k tkrk gSA dHkh Hkh ,d xzkgd ds O;fDrxr Qksu d‚y dks NksM+uk ugha pkfg, vkSj 
O;kolkf;d dkj.kksa ls xzkgd ds Qksu d‚y dks NksM+us ds ckn] mls lkB lSdaM ls vf/kd le; rd 
izrh{kk ugha djus nsuk pkfg,A ckn esa xzkgdksa dks izrh{kkjr j[kus ds fy, muls ges'kk ekQh ekaxsa 
vkSj le>k,a fd fcØh lg;ksxh us ,slk D;ksa fd;kA  

2- O;kolkf;d cus jgsa % fouez xzkgd lsok foHkkx }kjk le>k;k tkrk gS fd gj le; 'kkafriw.kZ vkSj n{k 
dSls cus jgsaA xzkgd lsok lg;ksfx;ksa dks ;g fl[kk;k tkrk gS fd dqN ,sls xzkgdksa ds lkFk dSls 
ysu&nsu djuk gS tks vf/kd ijs’kku gSa vkSj xzkgd lsok i;Zos{kd ;g igpkurs gSa fd fdlh fLFkfr esa 
fdl xfr ls dke vkSj leFkZu djuk gSA 

dk;Z lekIr 
djsa 

izkFkfed 
Qksdl 

O;kolkf;d 
cus jgsa 

fou & fou 

xzkgd lsokvksa 
dh fo'ks"krk,a 



     62                                                                     fcØh lg;ksxh ¼lsYl ,lksfl,V½ & d{kk 12 
 

3- fou&fou % lH; xzkgd lsok foHkkx ,d fou&fou ifjfLFkfr;ksa dks 'kh"kZ lek/kku le>rk gSA xzkgd 
lQy gksrk gS D;ksafd og mlh rjg lksprk gS ftls og ,d mfpr lek/kku ekurk gS vkSj daiuh dks 
Qk;nk gks tkrk gS D;ksafd mls dqN ykHk cuk, j[kus vkSj ,d nksckjk vkus okys xzkgd dks cuk, 
j[kus gsrq feyrk gSA 

4- dk;Z lekIr djsa % uSfrd xzkgd lsok dh fo'ks"krkvksa esa ls ,d yxkrkj ;g vk'oLr djuk gS fd 
xzkgd larq"V gS vkSj leL;k fcuk fdlh 'krZ ds gy gks xbZ gSA 

xzkgd lsokvksa dk çHkko ¼IMPACT OF CUSTOMER SERVICES½ 

xzkgd lsokvksa ds ldkjkRed vkSj udkjkRed çHkko lh/ks fjVsy laxBuksa ds fcØh Lrj dks çHkkfor djrs gSa] 
tks fuEukuqlkj gSa % 

1- ldkjkRed çHkko % ;fn fjVsyj xzkgd lsok,a çnku djrs gSa] rks bldk xzkgd ij fuEufyf[kr 
ldkjkRed çHkko iM+sxk % 

 ;g ckgjh vkSj vkarfjd xzkgdksa dks vlk/kkj.k xzkgd lsok,a çnku djrk gSA 
 xzkgdksa ds lkFk lEeku ls is'k vkuk] mRlkg ds lkFk mudk vfHkoknu djuk vkSj fdlh Hkh leL;k 

vkSj eqís dk lek/kku djus ds fy, mlls Åij tkdj dke djus ls xzkgdksa dks okil tkus ls 
jksd ldrs gSaA  
 

 vPNh xzkgd lsok ls laxBu dk ykHk c<+rk gSA 
2- udkjkRed çHkko % ;fn fjVsyj vçHkkoh xzkgd lsok çnku djrs gSa] rks bldk xzkgdksa ij fuEufyf[kr 

udkjkRed çHkko iM+sxk % 

 xzkgd lsok ls oafpr gksus ds dkj.k miHkksDrk [kjhn ds mís'; ls vkxs ugha c<+rs gSaA 
 ,d oafpr xzkgd vuqHko gksus ls vkxs pydj] ,d vlarq"V xzkgd mlds ,d çfr;ksxh ls viuh 

ckn dh [kjhnkjh djrk gSA 
 xzkgd }kjk ldkjkRed lsokvksa ds ctk; fe=ksa vkSj fj'rsnkjksa dks oafpr xzkgd lsok ds ckjs esa 

crkus dh vf/kd laHkkouk gks ldrh gSA  
 

xzkgd lsok çnku djus dh çfØ;k ¼PROCEDURE FOR DELIVERING CUSTOMER SERVICE½ 

çR;sd laxBu dks yxkrkj ogh nsuk pkfg, tks muds xzkgd muls pkgrs gSaA fo'oluh; xzkgd lsok çnku 
djus ds fy,] fjVsy laxBu dks fuEufyf[kr pj.kksa dk ikyu djuk pkfg, ¼fp= 2-12½ % 
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fp= 2-12 % xzkgd lsok çnku djus dh çfØ;k 

 

1- xzkgd ds lkFk tqM+sa % xzkgd ls tqM+us ls laca/k LFkkfir djus vkSj ,d u;k laca/k 'kq: djus esa enn 
feyrh gSA dusfDVax dk eryc gS] vki fo'okl cuk jgs gSa tks nksuksa rjg ls VªSd djrk gSA ;g 
xzkgd dks my>kdj fd;k tkrk gSA fjVsy lg;ksxh mUgsa viuk uke nsdj vkSj mudh vis{kk ds ckjs 
esa iwNdj 'kq: djrs gSaA mls muds çfr pkSdl jguk pkfg, vkSj irk gksuk pkfg, fd xzkgd dks 
D;k pkfg,A lg;ksxh dks fouezrk ls ç'u iwNuk pkfg,] lquuk pkfg, vkSj mfpr mÙkj nsuk pkfg,A 
muds lkFk ;g ckrphr okLrfod gksuh pkfg,A 

2- xzkgdksa dh pkgrksa vkSj vis{kkvksa dh igpku djsa  % dqN ysus dh bPNk ,d çcy bPNk gksrh gS tcfd 
ekax djuk mlds Hkqxrku djus dh {kerk ds lkFk bPNk gSA vis{kkvksa esa og 'kkfey gksrk gS tks os 
lsokvksa vkSj mipkj dh larqf"V ds lanHkZ esa pkgrs gSaA fcØh lg;ksfx;ksa dks viuh bPNkvksa vkSj 
vis{kkvksa dks le>uk vkSj igpkuuk gksxkA xzkgd yxkrkj ;g ugha le>rs gSa fd os D;k pkgrs gSa ;k 
Li"V :i ls O;Dr ugha dj ldrs gSaA mfpr ç'u iwNdj vkSj mÙkjksa ij /;ku nsdj] fcØh lg;ksxh 
vius xzkgdksa ds ckjs esa cgqr dqN eglwl dj ldrs gSaA os mUgsa og cuus ds fy, ekxZn'kZu dj 
ldrs gSa tks os mEehn djrs gSaA ;gh og Hkwfedk gS tks fcØh lg;ksxh Hkj ldrk gS vkSj bl rjg os 
xzkgdksa dks okil vkus ds fy, vius lkFk cuk, j[krs gSaA  

3- lalk/kuksa ds ckjs esa tkusa % O;kikj ls ges'kk xzkgdksa dks og lc dqN fn;k tkrk gS tks os pkgrs gSaA 
dHkh&dHkh mUgsa og pkfg, tks O;kikj djus okys dks eqf'dy yxrk gSA gj O;kikj Hkjus ds fy, 
txg rS;kj djrk gS ftlls ;g n'kkZ;k tkrk gS fd xzkgdksa ds fy, çn'kZu djus esa O;kikj lcls 
vPNk D;k gSA 

4- dkjZokbZ djsa @fu"iknu djsa % ;g vklku yxrk gS] ysfdu ;gh og txg gS tgka dbZ O;kikj foQy 
gks tkrs gSaA os vlQy gks tkrs gSa D;ksafd os fu;kstu] miØe] fu/kkZj.k vkSj tkap dh çfØ;k dks 
vPNh rjg ls çkIr ugha djrs gSaA LoLFk fu"iknu ds fy,] fcØh lg;ksxh dks ;g ekius dh 
vko';drk gS fd D;k egRoiw.kZ gSA tks ekik tkrk gS og lekIr gks tkrk gSA rks xzkgd dh bPNkvksa 
dks fØ;kvksa esa ifjofrZr djsa ftls fcØh lg;ksxh eki ldrs gSaA fQj ifj.kkeksa vkSj mUgsa mRiUu djus 
okys vkokxeu dk foLrkj djus ds fy, ,d lajpuk LFkkfir djsaA 

xzkgd ds lkFk 
tqM+sa 

xzkgdksa dh pkgrksa vkSj 
vis{kkvksa dh igpku djsa 

lalk/kuksa ds 
ckjs esa tkusa 

dkjZokbZ djsa 
@fu"iknu djsa 

QkWyksvi 
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5- QkWyksvi % fu"iknu pj.k esa] ,d QkWyksvi lapkj okyh ;kstuk cuk,aA eksckby] i=] bZ&esy] QhYM 
foftV vkfn }kjk Q‚yks&vi] djus ls xzkgd mRlkfgr gksrk gS vkSj cnys esa xzkgd dh vksj ls 
oQknkjh cuk, j[kh tkrh gSA 

6- mUgsa /kU;okn nsa % xzkgd dks /kU;okn nsuk vDlj Hkqyk fn;k tkrk gS ;k dbZ ckj gYds esa fy;k tkrk 
gSA cgqr ckj] fcØh lg;ksxh ^^gekjs lkFk O;kikj djus ds fy, /kU;okn^^ dk çLrko ns ldrk gS tks 
udyh vkSj etcwj ;k jkscksV tSlk yxrk gSA yksx vDlj dgrs gSa fd ;g vH;kl esa ugha gS ysfdu 
os bls eglwl fd, fcuk ckr djrs gSaA rnuqlkj] tc fjVsyj vius xzkgdksa dks /kU;okn nsrs gSa] rks 
blds ckjs esa rF;kRed jgsa] bls bZekunkjh ls ysaA dsoy ,d volj ij gh ugha] vusd çdkj ls 
mudk /kU;okn djsaA çR;sd xzkgd ds ek/;e ls bu Ng pj.kksa ij utj j[ksa vkSj vf/kdkfj;ksa dks 
çf'kf{kr djsaA blls xzkgd lsok dh çHkkoh lhek ukVdh; :i ls c<+ ldrh gSA  

7- vius deZpkfj;ksa dks mijksDr pj.kksa ds ek/;e ls igpkuus vkSj dke djus gsrq çf'kf{kr djsa rkfd 
fjVsyj fcØh lg;ksxh vius xzkgd fo'okl vkSj xzkgd çfr/kkj.k ¼retention½ esa lq/kkj dj ldsA 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

xzkgd lsok çnku djus dh çfØ;k dk çn'kZu djas vkSj fjVsyj }kjk çnku dh xbZ xzkgd lsok 
iznk;xh ds ldkjkRed çHkko dh Hkh tkap djsaA 

vko’;d lkefxz;ka 

isu] isafly] uksVcqd] tkap lwph 

izfØ;k  

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fuEufyf[kr ç'u iwNsa vkSj mudk mÙkj 50 'kCnksa esa fy[ksaA 

d- xzkgd lsok dh fMyhojh dh çfØ;k D;k gS\ 
[k- xzkgd lsok dh fMyhojh dks çHkkfor djus okys dkjd dkSu ls gSa\ 
x- xzkgd lsok dh fMyhojh dh ç.kkyh D;k gS\ 
?k- xzkgd lsok ds ldkjkRed çHkko dk fuekZ.k dSls djsa\ 
³ xzkgd lsok ds ldkjkRed çHkko dks çHkkfor djus okys ?kVd dkSu ls gSa\ 
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6- fjiksVZ rS;kj djsa vkSj vius v/;kid ds ikl tek djsaA 

xfrfof/k 2 

,d fjVsy LVksj ij tk,a vkSj iwNsa fd os fdl çdkj dh lsok çnku djrs gSa rFkk os vius xzkgd dks 
dSls [kq'k j[krs gSa\ 

vko’;d lkefxz;ka 

isu] isafly] uksVcqd] tkap lwph 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy LVksj esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- eSustj ls fuEufyf[kr ç'u iwNsa vkSj [kqys fljs okys iz'uksa ds mÙkj nsaA 

 

d- xzkgd dks is'k djus ds fy, mRiknksa vkSj lsokvksa dh ;kstuk] rS;kjh vkSj vk;kstu dSls djsa\ 
- - - - - - - - - - - - - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 

[k- xzkgdksa dh leL;kvksa ij rqjar /;ku dSls fn;k tk,\ 
- - - - - - - - - - - - - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 

x- xzkgdksa dks fdl çdkj dh lsok,a çnku dh tkrh gSa\ 
- - - - - - - - - - - - - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 

?k- laxBu ds fy, xzkgd lsokvksa dk D;k egRo gS\ 
- - - - - - - - - - - - - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - 

6- foftV vkSj voyksdu ds vk/kkj ij ,d fjiksVZ rS;kj djsaA 
7- viuh fjiksVZ fo"k; ds v/;kid ds ikl tek djsaA 
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viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 
1- ukscy lfoZl fMyhojh xzkgdksa dks - - - - - - - - -  -  esa mNky çnku djrh gSA 
2- çR;sd daiuh dks vius xzkgd lsok çf'k{k.k esa - - - - - - - - -  -   djuk pkfg,A 
3- xzkgd lsok çnkrkvksa dks fl[kk;k tkrk gS fd fdl rjg ls - - - - - - - - -  - xzkgdksa ls laidZ 

fd;k tk,A 
4- miHkksDrk - - - - - - - - -  -  xzkgd lsok ds dkj.k [kjhnkjh ds fy, vkxs ugha c<+rs gSaA 
5- - - - - - - - - -  -  dk vFkZ gS fd vki fo'okl cuk jgs gSa tks nksuksa rjg ls Ldksj djrk gSA 
6- - - - - - - - - -  -  cuh jgrh gS tks xzkgdksa dks uSfrd ewY; çnku djus okys fl)karksa dk 

vf/kØe.k djrh gSA 
 

[k- cgq oSdfYid iz'u 

1- buesa ls fdldk vFkZ xzkgd lsok ugha gSA 
¼d½ xzkgd tkudkjh çnku djsa 
¼[k½ fcØh ds ckn dh tkudkjh çnku djsa  
¼x½ xzkgd tkudkjh tek djuk 
¼?k½ mijksDr lHkh 

2- xzkgd lsok ckgj vkSj vanj 'kkunkj xzkgd lqfo/kk,a çnku djrh gS 
¼d½ xzkgd 
¼[k½ foØsrk  
¼x½ ysunkj 
¼?k½ mijksDr esa ls dksbZ ugha 

3-  xzkgd ds lkFk rkyesy LFkkfir djus vkSj ,d u;k laca/k 'kq: djus esa enn djukA 
¼d½ ijLij fØ;k 
¼[k½ ckrphr  
¼x½ dusDV 
¼?k½ mijksDr lHkh 

4- ,d vPNh lsok iznku djus dh laLÑfr  - - - - - - - - -  - fl)karksa ds rRoksa ij fufeZr gksrh gSA 
¼d½ Vhe Lrj dh xzkgd lsok 
¼[k½ LVksj lsok tyok;q  
¼x½ ukSdjh ds dkS'ky  
¼?k½ bueas ls dksbZ Hkh ugha  
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5- lsok dh xq.koÙkk esa dk;Zuhfr;ka] çfØ;k,a vkSj çn'kZu 'kkfey gSa 
¼d½ çca/ku 
¼[k½ lwpuk ç.kkyh 
¼x½ lapkj 
¼?k½ mijksDr lHkh 

  

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- ,d oafpr xzkgd lsok vuqHko ls vkxs pydj ,d vlarq"V xzkgd fdlh çfr;ksxh ls viuh 
vxyh [kjhnkjh djus ds fy, lksprk gSA 

2- larq"V miHkksDrk dsoy Lo;a oQknkj xzkgd ugha cusaxsA 
3- ,d vPNk xzkgd lsok foHkkx ;g le>rk gS fd vke rkSj ij ,d thr dh fLFkfr lcls cM+k 

lek/kku gSA 
4- deZpkjh fu;kstu esa dk;Zuhfr;ka] çfØ;k,a vkSj fu"iknu çca/ku lajpuk,a 'kkfey gSaA 
5- xzkgd vuqHko esa xzkgd vklwpuk] foÙkh; çca/ku vkSj fujarj lq/kkj ds ewy rRo 'kkfey gSaA 
 

?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- xzkgd ds lkFk lEeku ls is'k vkuk ,  

 
xzkgd lsok dk udkjkRed çHkko 

2- xzkgd [kjhnkjh ds fy, vkxs u c<+sa ch xzkgd dk vuqHko  
3- Qksu] bZ&esy] i= QkWyksvi dh dkjZokbZ lh fl)kar  
4- laLÑfr vksojjkbfMax dk lsV gS Mh QkWyksvi dh dkjZokbZ 
5- xzkgd dh cqf) dk laca/k ls gS bZ xzkgd lsok dk ldkjkRed çHkko  

 

³- laf{kIr mÙkj okys iz’u  

1- fofHkUu xzkgd lsokvksa dh lwph cuk,aA 
2- ykHk dh fLFkfr ls vki D;k le>rs gSa\ 
3- xzkgd lsok dk ldkjkRed çHkko D;k gS\ 
4- lsok dh laLÑfr D;k gS\ 
5- lsok xq.koÙkk ls vki D;k le>rs gSa \ 
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p- y?kq mÙkj okys iz’u  

1- xzkgd lsokvksa dh fo'ks"krk,a D;k gSa\ 
2- xzkgd lsokvksa ds çHkko dh foospuk dhft,A 
3- xzkgd lsok dh vkiwfrZ ds fy, fofHkUu ç.kkfy;ka D;k gSa\ 
4- xzkgd lsok,a çnku djus dh çfØ;k dh O;k[;k djsaA 
 

N- vius izn'kZu dh tk¡p djsa 

1- xzkgd lsok nsus dh çfØ;k dk çn'kZu djsaA 

2- xzkgd lsok ds çHkko ij ,d ç'uksÙkjh rS;kj djsa vkSj bls d{kkd{k esa lapkfyr djsaA 

3- fp=kRed ¼graphical½  izLrqrhdj.k ds lkFk xzkgd lsok dh vkiwfrZ ds fy, çfØ;k vkSj 
ç.kkfy;ksa dk o.kZu djsaA 
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l= 2 % xzkgd lsok iznk;xh dh leh{kk djuk vkSj mldk j[kj[kko djuk ¼REVIEW 

AND MAINTAIN CUSTOMER SERVICE DELIVERY½ 
 

lsok çnkrk xzkgdksa dks larq"V djus esa dkQh le; yxkrs gSaA cktkj esa çfrLi/kkZ djus ds fy, lsokvksa dks 
cuk, j[kuk vko';d gSA leL;k dks utj vankt ¼overlook½ u djsaA tc Hkh dksbZ leL;k vk, rks mldk 
rRdky lek/kku djsaA fdlh Hkh f'kdk;r ;k xzkgd lsok esa nsjh u djsaA lsokvksa ds iznk;xh ds nkSjku 
laxBu dh ykxr cuk, j[ksaA lalk/kuksa dh cckZnh dks [kRe djsa vkSj ykxr de djsaA 

lsok iznk;xh cuk, j[ksa ¼MAINTAIN SERVICE DELIVERY½ 

çR;sd O;kikj dks fujarj lsok çnku djus ds egRo dks le>us vkSj ;g eglwl djus dh vko';drk gS 
fd ,d O;kikj fo'oluh; gS vkSj blls ,d nh?kZdkfyd laca/k LFkkfir fd;k tk ldrk gSA bldk eq[; 
mís'; xzkgd dks larq"V djuk gSA xzkgd ds ckjs esa xzkgd lsok dh tkudkjh cuk, j[kus gsrq] lsok dh 
ekudh—r çfØ;k] çf'k{k.k ij /;ku dsafnzr djus vkSj ,dh—r xzkgd vuqHko dh vko';drk gksrh gSA 
fjVsylZ dks lsok iznk;xh dk j[kj[kko djuk gksxk vkSj bls fofHkUu fLFkfr;ksa esa laHkkyuk gksxk % 

1- O;Lr ¼busy½ vof/k ds nkSjku % tc daiuh xzkgd dh iwNrkN dk tokc nsus esa nsjh djrh gS rks 
fujk'k gks tkrk gSA ;fn ;gh ckr nksgjkbZ tkrh gS rks os xqLlk gks tkrs gSaA dbZ ckj xzkgd ukjkt 
gksdj dgha vkSj pys tkrs gSaA lsok Lrjksa dks cuk, j[kus ds fy,] xzkgdksa dks le; ij vkSj 'kh?kzrk 
ls çfrfØ;k nsuk egRoiw.kZ gSA O;Lr le; ds nkSjku] xzkgd lsok dk Lrj çHkkfor gks ldrk gS rFkk 
laxBu vius xzkgdksa dks [kks ldrk gSA blds vykok] ;fn xzkgd dgha vkSj csgrj lsok Lrj dk 
vkuan ysuss yxrs gSa]rks ;g eqf'dy gS fd os nksckjk dHkh okil vk ldsaA lsok Lrjksa dks cuk, j[kus 
gsrq fuEufyf[kr ckrksa ij /;ku nsus dh vko';drk gS % 

 osc Lo&lsok ç.kkyh esa lq/kkj djsaA 
 mRiknksa vkSj lsokvksa ds laca/k esa xzkgdksa ds Kku esa lq/kkj djsaA 
 xzkgdksa dh ckrksa dks vPNh rjg ls lqusaA 
 i;kZIr LVkQ j[ksaA 

 

2- vlkekU; :i ls 'kkar vof/k ds nkSjku % 'kkar vof/k ds nkSjku lsok çnkrkvksa vkSj xzkgdksa ds chp 
lhfer ckrphr gksrh gSA laxBu ds mRiknksa vkSj lsokvksa ds ckjs esa lwpuk dk çokg Hkh /khek gks tkrk 
gSA lwpuk ds cktkj rd le; ij igqapus esa leL;k vkrh gSA 'kkar vof/k ds nkSjku dke /khek gks 
tkrk gS rFkk lapkj cuk, j[kus dh vko';drk gksrh gSA bl nkSjku lsfeukj vk;ksftr djus] fofHkUu 
xfrfof/k;ksa esa deZpkfj;ksa dh Hkkxhnkjh] O;kikj 'kks vkfn dh vko';drk gksrh gSA 
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3- tc flLVe] yksx ;k lalk/ku de gks tkrs gSa  % O;kikj 'kq: djus ds fy, fofHkUu çdkj ds lalk/kuksa 
dk çca/ku djus dh vko';drk gksrh gSA lalk/ku ikap ,e izdkj ds gksrs gSa] eVhfj;y ¼lkexzh½] eSu 
¼vkneh½] e'khu vkSj esFkM ¼fof/k½ gSaA tc Hkh laxBu dks lalk/kuksa dh deh ;k mlesa leL;k dk 
lkeuk djuk iM+ jgk gS rks laxBu dks bls gy djus gsrq ,d mfpr çfØ;k dh ;kstuk cukus dh 
vko';drk gSA LVkQ dh deh gS rks xzkgd lsok esa nsjh gksrh gSA lsok esa nsjh ds dkj.k ds ckjs esa 
xzkgdksa dks lwfpr djuk laxBu dh ftEesnkjh gSA ;fn lsok çnkrk xzkgd dks mRikn çnku djus esa 
vleFkZ gS] rks mls xzkgd dks blds ckjs esa vPNh rjg ls lwfpr djus vkSj mRiknksa@lsokvksa dh 
iznk;xh djus gsrq vf/kd le; ysus dh vko';drk gSA 

 

  
fp= 2-13 % xzkgd gsrq lsok,a  

lzksr %  

fdlh Hkh izdkj dh lsok dqN çfrQy ;k fdlh çfrQy ds fcuk] blds cnys esa [kjhnkj ls foØsrk ds chp 
dksbZ vewrZ ¼intangible½ ysu nsu gS ¼fp= 2-13½A lsokvksa dh fo'ks"krk,a vewrZ] vlaxr] vfoHkkT;rk vkSj 
HkaMkj.k gSaA vewrZrk dk vFkZ mu lsokvksa ls gS ftUgsa ns[kk ugha tk ldrk ysfdu dsoy vuqHko fd;k tk 
ldrk gSA vlaxfr dk vFkZ gS lsok dh xq.koÙkk le;&le; ij fHkUu gksrh gSA vfoHkkT;rk dk vFkZ gS lsok 
vkSj lsok çnkrk dks vyx&Fkyx ugha fd;k tk ldrk gSA lsok dk HkaMkj.k laHko ugha gSA xzkgd dh lsok 
djuk laidksaZ ds lkFk gj [kjhnkjh vkSj ckrphr dk ,d fgLlk gSA lsok iznk;xh fdlh Hkh O;kikj ds fy, 
,d egRoiw.kZ Hkwfedk fuHkkrk gSA ;g ,d lsok çnkrk }kjk çnku dh tkus okyh lsokvksa ds fMtkbu] 
fodkl vkSj lapkyu ds ekxZn'kZu gsrq mi;ksx fd, tkus okys fl)karksa] ekudksa] uhfr;ksa vkSj ck/kkvksa dk ,d 
lewg gSA 

xzkgdksa dh vis{kkvksa dks iwjk djsa ¼MEET CUSTOMER EXPECTATIONS½ 

xzkgd dh vis{kk ,d fjVsy QeZ ds mRikn @ lsok ls xzkgd }kjk visf{kr iwjh rjg ls dfFkr ykHkksa dks 
n'kkZrh gSA mRikn ds lkFk xzkgdksa dk okLrfod vuqHko çR;k'kk ls ijs gS] os LokHkkfod :i ls larq"V gSaA 
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xzkgd larqf"V mu vis{kkvksa vkSj n{krkvksa dks iqu% mRiUu djrh gS tks xzkgd fdlh mRikn @ lsok dks 
ysrk gSA mEehnsa fiNys vkSj orZeku mRikn ewY;kadu vkSj mi;ksxh vuqHkoksa nksuksa dks ,d ubZ fn’kk nsrh gSaA  

xzkgd dh leL;kvksa dks gy djus ds fy, xzkgd ds lkFk le; dk çca/ku djsa 

fcØh lg;ksxh xzkgdksa dh leL;kvksa dks gy djus ds fy, muds lkFk yxus okys le; dks larqfyr djus 
ds fy, ftEesnkj gSA fcØh lg;ksxh /;ku ikus ds bPNqd vU; xzkgdksa dh ekaxksa dks iwjk djus gsrq i;kZIr 
le; nsrk gSA  

 fcØh lg;ksxh dks viuk çfrfØ;k le; de djuk pkfg, rkfd xzkgd dks mudh leL;k dk 
lek/kku tYnh fey ldsA 

 fcØh lg;ksxh ds ikl de ls de le; esa xzkgdksa dh leL;kvksa dks gy djus gsrq lHkh tkudkjh 
miyC/k gksuh pkfg,A 

 fcØh lg;ksxh dks mudh leL;kvksa vkSj eqÌksa dks le; ij gy djus ds fy, xzkgdksa ds vuqjks/kksa 
dks çkFkfedrk nsuh pkfg,A 

 ,d ckj tc fcØh lg;ksxh xzkgd dh leL;kvksa dk lek/kku <wa< ysrk gS rks og lqfuf'pr djrk 
gS fd mudk vuqjks/k lgh fn’kk esa py jgk gSA  

 

tc xzkgd mRiknksa ;k lsokvksa ij fVIi.kh djrs gSa rc mu ij izfrfØ;k nsa   

mRiknksa vkSj lsokvksa dk okLrfod mi;ksx xzkgdksa dh t:jrksa dks iwjk djuk gSA ;fn xzkgd dks mRiknksa ;k 
lsok ls larqf"V ugha gS rks os mRiknksa ;k lsok ds ckjs esa fcØh lg;ksxh dks tokc nsrs gSaA tc xzkgd 
is'kd'k fd, tk jgs mRiknksa ;k lsokvksa ij fVIi.kh djrs gSa rks fcØh lg;ksxh dks xzkgdksa dks mfpr :i ls 
tokc nsuk pkfg,A fcØh lg;ksxh dks xzkgdksa ds lkFk fouezrk ls tokc nsuk pkfg,A ,d ckj tc fcØh 
lg;ksxh xzkgd dh leL;k dks gy dj ysrk gS vkSj xzkgdksa dks okil Hkst nsrk gS] rks mldks xzkgdksa }kjk 
ckj&ckj dh xbZ fVIif.k;ksa ds ckjs esa nwljs deZpkfj;ksa dks lpsr dj nsuk pkfg,A 

lsok dh fo'oluh;rk esa lq/kkj ¼IMPROVING RELIABILITY OF SERVICE½ 

fjVsyj dks xzkgdksa dh fVIif.k;ksa ds vk/kkj ij viuh lsok dh fo'oluh;rk esa lq/kkj djus gsrq dkjZokbZ 
djuh pkfg,A O;kikj laxBu lsok çnku djus okyh dbZ fof/k;ksa ds ek/;e ls çfr"Bk vftZr dj ldrk gS 
vkSj mls cuk, j[k ldrk gSA xzkgd lsok dh fo'oluh;rk esa lq/kkj ds fy, xzkgd lsok dh fuEufyf[kr 
loksZÙke çFkkvksa dks ykxw djuk vko';d gS %  

 fjVsy deZpkfj;ksa vkSj xzkgdksa ds chp nksrjQk lapkj dh vko';drk gksrh gSA 
 xzkgd dks le>us ds fy, çHkkoh lapkj dkS'ky gksuk t:jh gSA 
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 lsok çnkrk vkSj xzkgd ds chp nksrjQk lapkj dh vko';drk gS rkfd nksuksa ,d nwljs dks le> 
ldsaA 

 lsok çnkrkvksa dks xzkgd ds lkFk fouezrk ls laokn djus dh vko';drk gSA 

 xzkgd dks laxBu ds lkFk cuk, j[kus gsrq xzkgdksa dh vis{kkvksa dks igpkusa] xzkgdksa dh vis{kkvksa 
dks çcaf/kr djuk vko';d gSA 

 xzkgd dh vis{kkvksa dks le>us ds fy, mudh vis{kkvksa dk irk yxkus gsrq fu;fer :i ls foi.ku 
losZ{k.k djuk vko';d gSA 

 crk, x, rjhdksa ds ek/;e ls xzkgdksa ls izfrfØ;k ysaA  
 

lsok esa lq/kkj ds fy, dh xbZ dkjZokbZ dh fuxjkuh djsa ¼MONITOR THE ACTION TAKEN FOR 

IMPROVEMENT OF SERVICE½ 

tc ,d ckj fjVsyj dks izfrfØ;k ds ek/;e ls xzkgd dh vis{kk ds ckjs esa irk py tkrk gSA mls xzkgdksa 
dh vis{kkvksa ds ckjs esa fjVsyj laxBu ds mPp vf/kdkfj;ksa dks fjiksVZ djuk pkfg, vkSj mUgsa dqN lq>ko 
nsuk pkfg,A fjVsyj vius xzkgd dks larq"V djus ds fy, xzkgd lsok dks csgrj cukus gsrq dqN dne 
mBkrs gSaA ysfdu fcØh lg;ksxh dks le;&le; ij dkjZokbZ dh fuxjkuh djuh pkfg, fd D;k dh xbZ 
dkjZokbZ ls xzkgdksa dks nh tkus okyh lsok esa lq/kkj gqvk gSA 

xzkgd dh izfrfØ;k ¼Customer Feedback½ 

xzkgd çfrfØ;k ,d O;kikj] mRikn ;k lsok ds ckjs esa xzkgd dh jk; tkuus dh ,d çfØ;k gSA xzkgd dh 
çfrfØ;k cgqr egRoiw.kZ gS D;ksafd blls foi.kd vkSj O;kikj ds ekfydksa dks tkx:drk çnku dh tkrh gS 
fd os vius O;kikj] mRiknksa @ lsokvksa vkSj xzkgd ds lkFk iwjh rjg ifjfpr gksus esa çxfr ds fy, vH;kl 
dj ldrs gSaA  

xzkgdksa dh çfrfØ;k dk egRo ¼Importance of Customers Feedback½ 

fjVsy laxBu esa xzkgdksa dh çfrfØ;k D;ksa egRoiw.kZ gS] blds Ng lcls cM+s dkj.k gSa &  

 ;g fdlh mRikn@lsok dks csgrj cukus esa lgk;rk dj ldrk gSA 
 ;g xzkgd larqf"V dks ekius gsrq csgrjhu rduhd çnku djrk gSA 
 ;g ,d csgrj xzkgd vuqHko cukus gsrq dkjZokbZ ;ksX; tkx:drk çnku djrk gSA 
 blls xzkgd dks laxBu ls tksM+dj vkxs c<+kus esa enn fey ldrh gSA 
 blls Li'kZ djus ;ksX; tkudkjh çnku dh tkrh gS tks csgrj O;kolkf;d fu.kZ; ysus ds fy, 

mi;ksx djus esa l{ke gksA 
 bls xzkgd vf/koDrkvksa dks igpkuus ds fy, mi;ksx fd;k tk ldrk gSA 
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tc fjVsyj xzkgdksa ls çfrfØ;k ,d= djrk gS] rks ,sls leFkZd xzkgd ¼advocates½ dkSu gSa vkSj os mPp 
vad nsrs gSaA bu xzkgdksa ds lkFk laokn djsa vkSj etcwr] ikjLifjd :i ls ykHkçn laca/k cuk,aA 

xzkgdksa dh çfrfØ;k çkIr djus ds rjhds ¼Ways of Getting Customers Feedback½ 

fjVsyj ekStwnk xzkgdksa vkSj laHkkfor xzkgdksa ls çfrfØ;k ,d= djds lh[krs gSaA ;g çfrfØ;k fjVsylZ ds 
fy, viuh xzkgd lsokvksa dks vkxs c<+kus rFkk vius xzkgdksa dks yach vof/k rd cuk, j[kus ds fy, 
loksZÙke dk;Zuhfr rS;kj djus esa ennxkj gSA çnku dh xbZ lsok ij xzkgd çfrfØ;k çkIr djus ds fy, 
fp= 2-4 esa fn[kk, x, rjhds fuEufyf[kr gSaA 

 çfrfØ;k dkMZ 
 xzkgd losZ{k.k 
 xzkgdksa ls ckr djuk 
 xzkgd çksRlkgu 
 losZ{k.k laxBu 
 fVIi.kh ¼desaV½ c‚Dl 
 xzkgdksa dks fu;fer :i ls d‚y djsa 
 çfrfØ;k çi= 
 lks’ky ehfM;k 
 lq>ko c‚Dl 

 

mR—"V xzkgd lsok iznk;xh çnku djus ds fy, lq>ko ¼Tips for Providing Excellent 

Customer Service Delivery½ 

 mRikn vkSj lsokvksa dk Kku % lsok çnkrk dks mRikn vkSj lsokvksa ds ckjs esa tkudkjh gksuh pkfg,A 
 xzkgd ds lkFk nksLrkuk O;ogkj djsaA 

 xzkgd dks vkus ds fy, /kU;okn nsaA 
 laxBukRed LVkQ lnL;ksa dks çf'kf{kr djsaA 
 xzkgdksa dk lEeku djsaA 

 xzkgdksa dh ckr /;ku ls lqusaA 
 xzkgdksa ds çfr mÙkjnk;h cusaA 
 fu;fer izfrfØ;k ysaA 

 rqjar mÙkj nsaA 
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xzkgd lsok dh nqfu;k esa] lsok iznk;xh dks cuk, j[kuk vko';d gSA xzkgd lsok dh vPNh xq.koÙkk çnku 
fd, fcuk] dksbZ laxBu xzkgdksa dks [kq'k ugha cuk, j[k ldrk gSA vkt ds çfrLi/khZ ;qx esa lsok dh 
xq.koÙkk cgqr egRoiw.kZ gSA dbZ daifu;ka vktdy izfrfØ;k ekax jgh gSaA blds fy, os rjg&rjg ds 
fof/k;ka viuk jgs gSaA 

nwljksa dks xzkgd çfrfØ;k dSls laçsf"kr djsa\ ¼ HOW TO COMMUNICATE CUSTOMER FEEDBACK 

TO OTHERS?½ 

xzkgd ls çfrfØ;k çkIr djus ds ckn] ;g fjVsy laxBu dk nkf;Ro gS fd xzkgd çfrfØ;k çnf'kZr dh 
tkuh pkfg, ;k nwljs yksxksa dks laokn djuk pkfg, vFkkZr~ laHkkfor xzkgd] laxBu ds fofHkUu foHkkxksa ds 
deZpkjh] fuekZrk] Mhyj] Fkksd O;kikjh 'ks;j/kkjdksa vkSj jsfVax ,tsalh dks HkhA xzkgdksa dh çfrfØ;k nwljksa ds 
lkFk lk>k djus ds rjhds ds ckjs esa ;gka dqN lq>ko fn, x, gSa % 

1- v‚uykbu leh{kk,a % mu miHkksDrkvksa }kjk v‚uykbu leh{kk dh tkkrh gS] ftuds ikl vius oknksa 
dks iwjk djus okys mRikn@lsok ij fVIi.kh djus dk vuqHko gS ¼fp= 2-14½A mudh v‚uykbu 
fVIif.k;ksa ls fjVsylZ dks çfrfØ;k feyrh gSaA vktdy ;g v‚uykbu ds ek/;e ls xzkgdksa dh 
çfrfØ;k dks laçsf"kr djus dk cgqr yksdfç; rjhdk gSA 

2- jsfVax ,tsalh % ,d laxBu tks xzkgdksa dh çfrfØ;k ds ek/;e ls daifu;ksa ;k vU; laxBuksa dks jsfVax 
nsrk gSA  

3- xzkgdksa dh cSBd % dbZ daifu;ka okf"kZd ;k lkykuk vk/kkj ij xzkgd vfHkoknu cSBdksa dk vk;kstu 
djrh gSa] ftlesa os xzkgd dh izfrfØ;k ij Qksdl djrh gSaA  

4- uksfVl cksMZ % ,d ljy] de rduhd okyk uksfVl cksMZ xzkgdksa dh vPNh çfrfØ;k nsus dk ,d 
vuks[kk vkSj çHkkoh rjhdk gSA ;fn fdlh lewg ;k LVkQ lnL; dh ç'kalk dh tkrh gS] rks ,d Vhe 
yhMj miyC/k xzkgd ç'kalk i= Hkj ldrk gS] ftls ckn esa uksfVl cksMZ ij fiu dj fn;k tk,xkA 

  

fp= 2-14 % v‚uykbu çfrfØ;k  

lzksr % https://rb.gy/r8hgmi 
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5- cM+h LØhu % cM+s fjVsy vkmVysV esa xzkgd lsok ¶yksfjax ij IykTek&LØhu Vhoh ds lkFk mUgsa 
mi;qDr izfrfØ;k fey ldrh gSa tSls fd izfrfØ;k vf/klwpuk cksMZ ds fy, ,d mPp rduhd 
fodYi gS ¼fp= 2-15½A 

  
fp= 2-15 % cM+h LØhu  

lzksr % https://bit.ly/2zbJGXq 

6- lkseokj dh lqcg dh cSBdsa % lIrkg dh 'kq#vkr esa ,d NksVh lewg cSBd dks çsfjr djus vkSj 
lIrkgkar ds ckn lHkh dks ,d lkFk ,d gh dk;Z fof/k esa ykus ds fy, ,d 'kkunkj rjhdk gSA 
fiNys lIrkg ds xzkgdksa dh çfrfØ;k lk>k djus ls ,d Vhe dks c<+kok fey ldrk gS vkSj cSBd 
mPp eukscy ij lekIr gks ldrh gSA  

7- xzkgd ds i= % ,d daiuh esa lHkh Lrjksa ij mR—"V xzkgd lsok dks igpkuuk pkfg,A fjVsy xzkgd 
dh vksj ls fjVsy nqdkuksa dks i= tks fo'ks"k :i ls vPNh rjg ls çkIr fd;k tkrk gS] blls 
O;fDr;ksa dks ;kn fnyk;k tk ldrk gS fd mudk leFkZu iwjs laxBu ds fy, ewY;oku gSA  

8- daiuh baVªkusV % baVªkusV ds ek/;e ls fjVsy vkmVysV esa çfrfØ;k lk>k djuk 'kkfey gS] ftlls 
xzkgdksa dh çfrfØ;k dh çeq[krk c<+ ldrh gSA fjVsy laxBu esa rSukr VwYl tks okLrfod le; esa 
xzkgd larqf"V losZ{k.k vkSj fo'ks"k xzkgd çfrfØ;k rd fujarj igqap çnku djrs gSaA 

 

9- lks'ky ehfM;k % lks'ky ehfM;k dk mi;ksx xzkgdksa dh çfrfØ;k lk>k djus gsrq fd;k tk ldrk 
gSA  

izk;ksfxd vH;kl 
 

xfrfof/k 1 

xzkgd lsok çnku djus vkSj cuk, j[kus ds rjhds ij jksy Iys fuHkk,aA 

vko’;d lkefxz;ka % iqjkus v[kckj] 15&20 mRikn ¼mnkgj.k ds fy, eksckby Qksu] diM+k] VSc] cSx½] 
Vsi] dSaph] /kkxk ¼FkzsM½] isu vkSj isijA 
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izfØ;k 

1- pkj Nk=ksa dk lewg cuk,a vkSj ,sls pkj lewg cuk,aA 
2- 'ks"k 10&15 Nk= xzkgdksa dh Hkwfedk fuHkkrs gSaA 
3- igyk lewg xzkgdksa ls v‚MZj ysrk gSA 
4- nwljk lewg igys lewg ls vkns'k çkIr djrk gS vkSj mRikn rS;kj djrk gSA 
5- rhljk lewg xzkgd dks mRikn igqapkus ds fy, iSdst djrk gSA 
6- pkSFkk lewg xzkgd dks mRikn Hkstrk gSA  
7- ikapoka lewg xzkgd lgk;rk dh Hkwfedk fuHkkrk gSA 
8- lHkh lewg mUgsa xfrfof/k 'kq: djus ds fy, rS;kj jgrs gSaA ¼vko';drkvksa ds vuqlkj lkexzh 

,d= djsa½A  
9- 3&4 xzkgd mRikn v‚MZj djus ds fy, igys lewg ls feyrs gSaA fQj igys lewg ls ikaposa lewg 

rd lkeku igqapkus dh çfØ;k rc rd 'kq: gksrh gS tc rd mRikn xzkgd ds ?kj ugha igqap 
tkrsA 

10- xzkgd lgk;rk lewg ds lkFk 6&7 xzkgd ¼ikaposa lewg½ dk vfHkoknu djsa aA çR;sd Nk= viuh 
lsok leL;k dks gy djus ds fy, dgsa] mnkgj.k ds fy,] fMyhoj u fd, x, mRikn] çkIr 
{kfrxzLr@nks"kiw.kZ mRikn] vkfnA  

11- xzkgd lgk;rk lewg lacaf/kr foHkkx dks leL;k ds ckjs esa tkudkjh vkxs Hkstrk gS vkSj xzkgd 
lsok leL;k dk lek/kku djrk gSA 

12- xzkgd vkSj lsok çnkrk ds chp ckrphr dk vkuan ysa vkSj mRikn iznk;xh vkSj xzkgd lsok cuk, 
j[kuk lh[ksaA  

13- xzkgd lgk;rk lewg çR;sd xzkgd ls çfrfØ;k ysrs gSaA 
14- bl xfrfof/k ls vkius D;k lh[kk ,d laf{kIr fjiksVZ fy[ksa vkSj v/;kid dks fjiksVZ tek djsaA   

xfrfof/k 2 

çnf'kZr djsa fd tc xzkgd mRiknksa vkSj lsokvksa ij fVIi.kh djrs gSa rks mUgsa dSls çfrfØ;k nsuh pkfg,A 

vko’;d lkefxz;ka %  isu] isij  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy LVksj esa tkus ds fy, dgsaA 
3- os LVksj eSustj ls feysa vkSj mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fcØh lg;ksxh ls fuEufyf[kr ç'u iwNsaA 
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d- D;k vkids xzkgdksa dks xqLlk vkrk gS\ 
[k- xzkgdksa dks xqLlk D;ksa vkrk gS\ ,d lwph rS;kj djsaA 
x- vki ukjkt xzkgd dks dSls laHkkyrs gSa\ 
?k- tc xzkgd mRiknksa vkSj lsokvksa ij fVIi.kh djrk gS rks vki mls dSls çfrfØ;k nsaxs\ 
 

6- Nk=ksa ls bl ckjs esa ,d fjiksVZ rS;kj djus ds fy, dgsa fd tc os mRikn@lsokvksa ij fVIi.kh djrs 
gSa rks xzkgd dks viuh çfrfØ;k dSls nsaA  

7- vc lewg ds nks Nk=ksa dks ;g çnf'kZr djus ds fy, dgsa fd QhYM foftV ds vk/kkj ij xzkgdksa dh 
ldkjkRed vkSj udkjkRed fVIif.k;ksa dk dSls mÙkj fn;k tk,A 

8- fjiksVZ rS;kj djsa vkSj vius v/;kid dks çLrqr djsaA 
 

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 
1- lsok çnkrk - - - - - - - - - - - - xzkgdksa ds fy, dkQh le; O;rhr djrs gSaA 
2- tc daiuh mudh iwNrkN dks iwjk djus esa nsjh djrh gS rks xzkgd - - - - - - - - - -  cu tkrk gSA 
3- lsok dqN çfrQy ;k fcuk fdlh çfrQy ds cnys esa [kjhnkj ls foØsrk ds fy, - - - - - - - - - - - 

- - - - - - - - - ysu&nsu gSA 
4- mRikn ds lkFk xzkgdksa dk okLrfod vuqHko çR;k'kk ls ijs gS] os - - - - - - - - - - - - larq"V gSaA 
5- O;kikj esa dbZ lsok çnku djus okyh fof/k;ksa ds ek/;e ls - - - - - - - - - - - - dek;k tk ldrk gS 

vkSj j[kj[kko fd;k tk ldrk gSA 
 

[k- cgq oSdfYid iz'u 

1- lsok Lrjksa dk j[kj[kko djus ds fy, fuEufyf[kr ckrksa ij /;ku nsus dh vko';drk gSA 
¼d½ osc Lo&lsok ç.kkyh esa lq/kkj djsaA 
¼[k½ mRiknksa vkSj lsokvksa ds ckjs esa xzkgdksa ds Kku esa lq/kkj djsaA  
¼x½ vPNh rjg ls lqusaA 
¼?k½ mijksDr lHkh 

2- fjVsy laxBu esa xzkgdksa dh çfrfØ;k D;ksa egRoiw.kZ jgrh gS] bldk dkj.k  - - - - - - - -  -- gSA 
¼d½ fdlh mRikn@lsok dks csgrj cukus ds fy, leFkZu djuk 
¼[k½ 'kh"kZ rduhd çnku djuk  
¼x½ xzkgd leFkZdksa dh mis{kk djuk 
¼?k½ xzkgd çfr/kkj.k dks vkxs c<+kus esa enn djuk 
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3- dkSu lk lq>ko mR—"V xzkgd lsok iznk;xh çnku djus ds fy, ugha gSA 
¼d½ fVIi.kh c‚Dl 
¼[k½ çfrfØ;k çi=  
¼x½ lks’ky ehfM;k 
¼?k½ mijksDr lHkh 

4- - - - - - - - - - - - - - - ,d fjVsy vkmVysV mRikn@lsok ls xzkgd dh dYiuk dh xbZ laiw.kZ 
dfFkr iscSd okilh dks n'kkZrk gSA 
¼d½ xzkgdksa dk lEeku djsaA 
¼[k½ xzkgdksa dh ckr ykijokgh ls lqusa  
¼x½ xzkgdksa ds çfr mÙkjnk;h cusaA 
¼?k½ fu;fer izfrfØ;k ysaA 

5- nwljksa ds lkFk xzkgdksa dh çfrfØ;k lk>k djus ds rjhds ds ckjs esa dqN flQkfj'ksa fuEufyf[kr gSa % 
¼d½ v‚uykbu leh{kk  
¼[k½ xzkgd feysa  
¼x½ uksfVl cksMZ 
¼?k½  mijksDr lHkh 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 
1- xzkgd çfrfØ;k fdlh mRikn@lsok dks csgrj cukus esa lgk;rk ugha dj ldrh gSA 
2- fjVsyj ekStwnk xzkgdksa vkSj laHkkfor xzkgdksa ls çfrfØ;k bdB~Bk djds lh[krs gSaA 

 

3- dbZ daifu;ka okf"kZd ;k lkykuk vk/kkj ij xzkgd cSBd dk vk;kstu djrh gSa] ftlesa os xzkgd 
çfrfØ;k ij Qksdl djrh gSaA 

4- fiNys lIrkg ls xzkgdksa dh çfrfØ;k lk>k djus ls ,d Vhe dks c<+kok fey ldrk gS vkSj mPp 
eukscy ij cSBd lekIr gks ldrh gSA 

5- xzkgdksa dh çfrfØ;k lk>k djus ds fy, lks'ky ehfM;k dk mi;ksx ugha fd;k tk ldrk gSA 
 
?k- dkWye feyku djsa  
 

 dkWye ,  dkWye ch 
1- xzkgd lsok ¶yksfjax ij IykTek LØhu Vhoh 

 

,  
 xzkgd çfrfØ;k  

2- miHkksDrkvksa }kjk v‚uykbu fy[kh xbZ 
leh{kk,a 

ch lks'ky ehfM;k 
  



 

                                                                                                                                                                                
                                                                                              

fo'oluh; lsok iznk;xh               79                                                                            

3- xzkgdksa dh çfrfØ;k çkIr djus ds rjhds  lh v‚uykbu leh{kk 
4- xzkgd dh jk; tkuus dh çfØ;k Mh lks'ky ehfM;k 
5- xzkgdksa dh çfrfØ;k lk>k djus ds fy, 

lks'ky ehfM;k dk mi;ksx fd;k tk ldrk 
gS 

bZ 

cM+h LØhu 
 

³- laf{kIr mÙkj okys iz’u  

1- lsok iznk;xh dSls cuk, j[ksa\ 
2- xzkgdksa dh vis{kkvksa dks dSls iwjk djsa\ 
3- xzkgd çfrfØ;k ls vki D;k le>rs gSa\ 
4- xzkgd çfrfØ;k ds egRo ij ppkZ djsaA 
5- xzkgdksa dh çfrfØ;k çkIr djus ds rjhds D;k gSa\ 

 

p- y?kq mÙkj okys iz’u  

1- xzkgd dh leL;kvksa dks gy djus ds rjhds D;k gSa\ 
2- lsok dh fo'oluh;rk dSls lq/kkjsa\ 
3- lsok esa lq/kkj gsrq dh xbZ dkjZokb;ksa dh fuxjkuh dh D;k vko';drk gS\ 
4- xzkgd çfrfØ;k dSls laçsf"kr djsa\ 

 

N- vius izn'kZu dh tk¡p djsa 

1- xzkgdksa dh çfrfØ;k çkIr djus ds rjhdksa dk çn'kZu djsaA 

2- xzkgd dh çfrfØ;k dks nwljksa rd igqapkus gsrq mi;ksx dh tkus okyh fof/k dk o.kZu djsaA 
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l= 3 % xzkgd lsok tkudkjh dh fjd‚fMaZx ¼RECORDING OF CUSTOMER 

SERVICEINFORMATION½ 
xzkgd lsok xzkgd dh t:jrksa dk /;ku j[kus dh fujarj xfrfof/k cuh gqbZ gSA ;g O;kolkf;d] lgk;d] 
mPp ewY; lsok çnku djrk gS vkSj forfjr djrk gS rFkk xzkgd dh t:jrksa dks iwjk djus ds fy, chrs 
le;] orZeku vkSj vkxkeh le; esa Hkh enn djrk gSA bl çdkj] xzkgd lsok dh tkudkjh okLro esa 
laxBu ds ek/;e ls vius xzkgdksa dks çnku dh tkus okyh lsokvksa vkSj fjVsyj ds ek/;e ls çnku dh 
tkus okyh lsokvksa ls lacaf/kr mudh çfrfØ;k dk HkaMkj.k gSA  

xzkgd lsok tkudkjh dh fo’ks”krk,a ¼CHARACTERISTICS OF CUSTOMER SERVICE 

INFORMATION½ 

xzkgd lsok ls rkRi;Z fdlh Hkh xzkgd dh bPNkvksa vkSj pkgrksa ¼wants½ dks iwjk djus ls gSA vPNh xzkgd 
lsok tkudkjh dh dqN fo'ks"krkvksa esa fuEufyf[kr 'kkfey gSa % 

 rRijrk ¼Promptness½ % xzkgd lsok dh tkudkjh ds iznk;xh dk vk'oklu le; ij gksuk 
pkfg,A blfy,] Rofjr xzkgd lsok dks cuk, j[krs gq, nsjh ls cpuk pkfg,A   

 v|ru tkudkjh ¼Updating Information½ % xzkgd lsok dh tkudkjh fu;fer :i ls v|ru 
dh tkuh pkfg,A blfy, ml tkudkjh dk mi;ksx vko';drk ds vuqlkj vkSj fLFkfr ds vuqlkj 
Bhd ls fd;k tk ldrk gSA 

 'kq)rk ¼Accuracy½ % lHkh xzkgdksa dh lsok tkudkjh dks lVhd :i ls tek fd;k tkuk pkfg,A 
vU;Fkk] Hkfo"; esa blls fjVsy LVksj dh ykxr esa of̀) gksxhA  

 oS;Drhdj.k ¼Personalization½ % xzkgd dh tkudkjh dk mi;ksx uhfr cukus vkSj csgrj xzkgd 
lsok,a çnku djus esa lgk;d gSA 

 xksiuh;rk ¼Confidentiality½ % xzkgd dh tkudkjh j[krs le;] bls xksiuh; j[kuk pkfg,( 
vU;Fkk] çfrLi/khZ ¼competitors½ daiuh ds MsVk dk mi;ksx xzkgdksa dks viuh daiuh dh vksj eksM+us 
vkSj viuh fcØh c<+kus ds fy, dj ldrs gSaA 

 

xzkgd lsok tkjh xzkgd laca/kksa dks cuk, j[kus dk ,d egRoiw.kZ fgLlk gS] blls varr% jktLo c<+kus esa 
;ksxnku feyrk gSA bl dkj.k ls] dbZ fjVsy laxBu vius xzkgd larqf"V Lrjksa dks csgrj cukus ds fy, 
dM+h esgur dj jgs gSaA gkykafd] T;knkrj yksx fdlh daiuh esa laHkkoukvksa ds ihNs dke djrs gSaA eq[; 
:i ls fcØh deZpkjh egRoiw.kZ gSa] tks xzkgdksa ds lkFk lh/ks ckrphr djrs gSa rkfd os fjVsy vkmVysV ds 
çfr xzkgdksa dh var–Zf"V dks le> ldsaA 
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xzkgd lsok tkudkjh dk laxzg ¼COLLECTION OF CUSTOMER SERVICE INFORMATION½ 

xzkgd lsok ij tkudkjh dk laxzg fofHkUu rjhdksa ls fd;k tkrk gSA 

dqN rjhds bl izdkj gSa % 

1- v‚MZj Q‚eZ % v‚MZj Q‚eZ dk mi;ksx djrs gq,] xzkgd ,d lVhd mRikn @ lsok dk v‚MZj djrs gSa] 
ftldh vkiwfrZ fjVsy vkmVysV rqjar ugha dj ik jgs gSa rks ;g xzkgd dh tkudkjh ,d= djus dk 
,d rjhdk gSA ;fn lVhd ^fjyht frfFk^ okys fjVsy mRikn gSa] rks ;g xzkgd tkudkjh ,d= djus ds 
fy, çh&v‚MZj Q‚eZ ds ek/;e ls fopkj djrk gSA miyC/k çh&v‚MZj Q‚eZ Hkjdj] xzkgd vDlj blds 
fy, iwoZ&Hkqxrku ds vykok mRikn [kjhnus dh çfrc)rk nsrk gSA  
 

2- iwNrkN % fo'ks"k xzkgd iwNrkN ds fooj.k dks j[kus vkSj laxzghr djus ds fy, ;g fouez O;kikj izFkk 
¼practice½ gS rkfd fjVsyj 'krksaZ dks cuk, j[k ldsA bu tkap iM+rkyksa ls xzkgd ds MsVk ,d= djus 
vkSj daiuh dh osclkbV] bZ&esfyax ;k lks'ky ehfM;k laidksaZ ds ek/;e ls mudh lsok djus dh Hkh 
laHkkouk curh gSA 

3- f'kdk;r ntZ djuk % fjVsyj xzkgd dh f'kdk;rksa dk mi;ksx xzkgd dh tkudkjh ,d= djus ds fy, 
,d –f"Vdks.k ds :i esa Hkh dj ldrs gSaA fjVsyj u dsoy f'kdk;r ntZ djrk gS] f'kdk;r dks fjdkWMZ 
esa ntZ djrk gS] fdl LVkQ lnL; dks f'kdk;r feyh] fQj leL;k ds lek/kku ds fy, D;k fd;k 
x;k] bls Hkh uksV djrk gSA  

4- okWjaVh dkMZ % fjVsy laxBu vius mRiknksa @ lsokvksa dks xzkgdksa dks okWjaVh çnku djrs gq, csprs gSa 
vkSj fjVsyj ,sls okWjaVh dkMZ dk mi;ksx xzkgdksa ds MsVk dks bdëk djus vkSj laxzghr djus gsrq dj 
ldrs gSa ¼fp= 2-16½A 

 
fp= 2-16 % okWjaVh dkMZ  

lzksr % https://bit.ly/2XjTta1 
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5- xzkgd iqjLdkj rewards dk;ZØe % fjVsy laxBu xzkgd iqjLdkj iSdst dks iwjk djds xzkgd MsVk 
,d= dj ldrs gSaA mnkgj.k ds fy,] xzkgd ohvkbZih Dyc dks xzkgdksa dks viuk fooj.k nsus dh 
vko';drk gks ldrh gS & fQj mUgsa 1000 #i, ls vf/kd dh [kjhnkjh dk 10 izfr'kr çkIr gksrk gSA  

6- xzkgd larqf"V losZ{k.k % xzkgd larqf"V ds ckjs esa tkudkjh bdëk djus ds fy,] fjVsyj losZ{k.k dkMZ 
dk mi;ksx djrs gSa tgka xzkgd fjVsylZ dh lsokvksa ij vius larqf"V Lrj dk ewY;kadu djrs gSaA 
xzkgd ds O;fDrxr fooj.k ds fy, vuqjks/k fd;k tkrk gS ftls dkMZ ds ihNs fjd‚MZ fd;k tk ldrk 
gSA 

7- çfrfØ;k % izfrfØ;k dkMZ xzkgd lsok dh tkudkjh ,d= djus ds fy, mi;ksx djrs gSaA fjVsy 
laxBu fjVsy O;kikj ds lVhd igyqvksa ij çfrfØ;k ds fy, loky dj ldrk gS ;k lq>ko c‚Dl ds 
leku fLFkfr dks [kqyk NksM+ ldrk gSA fQj ls] dkMZ ds ihNs O;fDrxr fooj.k dk vuqjks/k djrk gS 
vkSj dqN gn rd fjd‚MZ djrk gS] xzkgdksa ls çkIr fLFkfr ;k ckrphr çfrfØ;k deZpkfj;ksa ds lkFk 
lk>k dh tk ldrh gSA  

8- xzkgd çfr;ksfxrk,a % xzkgd çfr;ksfxrk,a O;fDrxr MsVk ,d= djus dk ,d vklku rjhdk gSA 
mnkgj.k ds fy,] ,d dkj ;k dbZ vU; iqjLdkjksa ds ekfld Mª‚ ij tkus ds fy, xzkgd O;kikj dkMZ 
dks ,d daVsuj esa j[ksaA 

9- daiuh dh osclkbV % fjVsy laxBu xzkgd MsVk ^gels laidZ djsâ  Q‚eZ lHkh mís'; iwNrkN ds fy, ;k 
xzkgdksa dks esfyax irs dk ladsr nsus dh vuqefr nsdj ,d= djus gsrq ,d osclkbV dk mi;ksx dj 
ldrs gSaA 

  
xzkgd lsok tkudkjh dh fjd‚fMaZx ¼RECORDING OF CUSTOMER SERVICE INFORMATION½ 

xzkgd lsok dh tkudkjh ds lVhd fjd‚MZ ;ksX; xzkgd lsok dk ,d egRoiw.kZ fgLlk gSaA 

lHkh fjVsy laxBu vius xzkgdksa ds lkFk ysunsu dk fjd‚MZ xksiuh; j[krs gSaA fjVsy vkmVysV xzkgd lsok 
dh tkudkjh fjd‚MZ djrs gSa tSls fd dSls 'kh"kZ xzkgd lsok,a vkSj laxBu dks lqpk: :i ls pykus esa enn 
djrk gSA vf/kdka'k fjd‚MZ bysDVª‚fud :i ls MsVkcsl esa j[ks tkrs gSaA 

xzkgd dh tkudkjh ,d= djrs le;] ;g igpkuuk vkSj ;g irk yxkuk egRoiw.kZ gS fd xzkgd D;k 
[kjhn jgs gSa] os D;ksa [kjhn jgs gSa vkSj fdruh ckj [kjhn jgs gSaA fdlh Hkh laHkkfor xzkgdksa ij /;ku dsafnzr 
djsa] ftUgksaus oLrqvksa@lsokvksa ds ckjs esa iwNrkN iwjh dj yh gSA iwjh rjg ls xzkgdksa dh çfrfØ;k xzkgd 
çfrfØ;k çi= esa ntZ dh tkrh gSA ;g bysDVª‚fud ek/;e ls iw.kZ gS vkSj iqf"V djrk gS fd y‚x dh xbZ 
tkudkjh rqjar mi;qDr foHkkx dks Hksth tkrh gS vkSj jlhn ys yh tkrh gSA  

 gks jgh çfrfØ;k dks xzkgd çfrfØ;k çi= esa fjd‚MZ djsaA 
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 irk yxk,a fd D;k çkIr çfrfØ;k ,d ekU;rk çkIr f'kdk;r gS] ;fn gka] rks xzkgd f'kdk;rksa dh 
çfØ;k ij utj j[ksaA 

 mfpr foHkkx dks mÙkj HkstsaA  
 

xzkgd lsok dh tkudkjh tek djuk ¼STORING CUSTOMER SERVICE INFORMATION½ 

çR;sd fjVsy laxBu dks xksiuh;rk fu;eksa ds vuqlkj lko/kkuh ls MsVk tek djuk pkfg,A ;kn j[ksa fd 
xzkgd MsVk xksiuh; :i ls tek djus ds fy, xksiuh; vkSj vko';d gSA  

,d ;kstuk rS;kj djsa fd fdl rjg ls xzkgd MsVk j[kk tkuk gS rFkk lHkh LVkQ lnL;ksa ds vuq:i 
gksxkA ,df=r xzkgd MsVk dks bysDVª‚fud LçsM'khV LVksj fd;k tk ldrk gSA fjVsy laxBu ds ikl 
vf/kd foLrr̀ MsVk gS( xzkgd laca/k çca/kd ¼lhvkj,e½ MsVkcSad vf/kd mi;qDr gks ldrs gSaA  

,d lhvkj,e fjVsy çca/kd dks [kjhnkjh ds #>ku [kkstus vkSj loksZÙke xzkgdksa dks igpkuus ds fy, xzkgd 
tkudkjh dk v/;;u djus esa enn dj ldrk gSA xzkgd lsok MsVk laxzghr djus dk lcls egRoiw.kZ 
mís'; Hkfo"; esa tc Hkh vko';d gks] 'kkar iquiZzkfIr ds fy, gSA ;g blh rjg fjVsy O;kikj dh rS;kjh dk 
fgLlk gSA  

MsVk ds oxhZdj.k ds vk/kkj ij] bls gkMZ fçaV@gkMZ fMLd@l‚¶V tkudkjh ds fy, vfrfjDr bysDVª‚fud 
HkaMkj.k dq'kyrk ¼maneuvers½ ds fy, vkx çfrjks/kh Qkbfyax dSfcusV esa j[kk tk ldrk gSA  

xzkgd MsVk dSls LVksj djsa\ ¼HOW TO STORE CUSTOMER DATA½ 

xzkgd lsok dh tkudkjh dk HkaMkj.k fjVsy vkmVysV ds ifj–'; vkSj vkdkj ls çHkkfor gksrk gSA vyx 
&vyx Jsf.k;ksa ¼categories½ ds MsVk dks LVksj djuk gksxkA xzkgd lsok dh tkudkjh fjVsy O;kikj pykus 
esa lcls xqIr vkSj lgk;d gSA blfy,] fjd‚MZ j[kuk gksxk vkSj xksiuh; çfØ;kvksa dk ikyu djuk gksxkA 
;g tkudkjh xq.koÙkkiw.kZ lsok çnku djus vkSj fjVsy LVksj dks vkd"kZd cukus ds fy, vko';d gksxhA 
xzkgd lsok dh tkudkjh laxzghr djus ds lk/ku fuEufyf[kr gSa %  

1- ,Dlsy 'khV % MsVk dks ,Dlsy ;k blh rjg ds LçsM'khV l‚¶Vos;j ij LVksjst esa j[kk tk ldrk gSA 

 

2- l‚¶Vos;j % tc MsVk vf/kd foLr`r gks tkrk gS] rks xzkgd MsVk dks çcaf/kr djus ds fy,] fjVsy 
çca/kd }kjk mi;ksx fd, tkus okys xzkgd ds ckjs esa O;k[;k djus gsrq fof'k"V MsVkcsl l‚¶Vos;j dh 
vko';drk gksrh gSA 

3- eSuqvy fjd‚MZ % dbZ NksVs laxBu vHkh Hkh xzkgd lsok dh tkudkjh eSU;qvy :i ls laxzghr dj jgs 
gSaA HkkSfrd vfHkys[kksa dks laxzghr djus dk lcls vPNk mnkgj.k gkMZ d‚ih dks Hkjuk gSA 
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4- dk;Zdkjh lwpuk ç.kkyh ¼Executive Information System½ % ;g ç.kkyh fjVsy laxBu ds fy, 
lwpuk ds vkokxeu ¼movement½] fjiksfVaZx vkSj lwpuk fo'ys"k.k ds lkFk ykHkkfUor gksrh gSA 
dk;Zdkjh vkSj mPp&jSafdax çca/kd fjVsy vkmVysV ds vkus dh Hkfo";ok.kh djus ds fy, bldk 
mi;ksx djrs gSa rFkk ;g ç.kkyh ckgjh vkSj vkarfjd nksuksa lalk/kuksa ls MsVk çLrqr djrh gSA ;g 
fjVsylZ dks lkjka'k fjiksVZ vkSj iwokZuqeku mRiUu djus esa enn djrk gSA 

5- MsVk os;jgkml % ;g ç.kkyh MsVk dks bysDVª‚fud :i ls laxzghr djus esa lgk;rk djrh gS vkSj 
lVhdrk ds lkFk MsVk ds fo'ys"k.k] iquiZzkfIr] iznk;xh vkSj i;Zos{k.k esa lgk;rk djrh gSA 

6- dk;kZy; Lopkyu ¼Office Automation½ % ;g ,d daI;wVj dsafnzr lwpuk lajpuk gS vkSj fMftVy 
Q‚esZV esa MsVk cukus] cnyus vkSj Mkyus esa lgk;rk djrk gSA bls dk;kZy; ds deZpkfj;ksa] fyfid 
lgk;dksa] çca/kdksa dh {kerk dks c<+kus ds fy, fodflr fd;k x;k gS tks lwpuk vkSj MsVk dks LV‚d 
djus vkSj lgstus ds fy, ,d çkslslj dk mi;ksx djrs gSaA 

7- xzkgd laca/k çca/ku ¼lhvkj,e½ l‚¶Vos;j % lhvkj,e fjVsy O;kikj dks xzkgd MsVk dks VªSd djus vkSj 
mldk v/;;u djus esa enn dj ldrk gS D;ksafd ;g cM+k gks x;k gSA lhvkj,e dsoy cM+s O;kikjksa 
ds fy, ugha gS] cfYd e/;e vkSj NksVh QeksaZ ds fy, Hkh l‚¶Vos;j dks lVhd :i ls fMtkbu fd;k 
x;k gSA l‚¶Vos;j fcØh dh fiNyh lwpukvksa] ojh;rkvksa vkSj lapkj fooj.kksa ds fjd‚MZ dks cpk,xk 
vkSj vkxs] ,sls MsVk rd vklkuh ls fu;a=.kh; rjhds ls igqap dh lqfo/kk iznku djsxk] ftlls vR;f/kd 
ewY;oku xzkgdksa dh igpku gks ldsA 
 

xzkgd lsokvksa dh tkudkjh cuk, j[kuk ¼MAINTAINING CUSTOMER SERVICES INFORMATION½ 

xzkgd MsVk dsoy rHkh ewY;oku gksrk gS tc og v|frr gksA xzkgdksa ds MsVk dh 'kq)rk dh ckj&ckj tkap 
djuk rFkk tgka Hkh vko';d gks bls viMsV djuk egRoiw.kZ gSA uke] irk] Qksu uacj vkSj muds }kjk 
mi;ksx dh tkus okyh lsokvksa lfgr xzkgd lsok tkudkjh dh Jsf.k;ka tks fjVsy LVksj vius xzkgdksa ds ckjs 
esa j[k ldrh gSaA 

xzkgd lsok tkudkjh çkIr djuk ¼RETRIEVING CUSTOMER SERVICE INFORMATION½ 

fjVsy vkmVysV ds lQy çn'kZu ds fy, lwpuk dk HkaMkj.k vkSj iquiZzkfIr ,d eq[; Hkwfedk fuHkkrk gS vkSj 
;g v‚Qykbu ;k bysDVª‚fud fof/k vkSj dbZ çk:iksa esa gks ldrk gSA çklafxd xzkgd MsVk v‚uykbu çkIr 
djuk cgqr egRoiw.kZ gSA 

xzkgd lsok dh tkudkjh dh vkiwfrZ ¼SUPPLYING CUSTOMER SERVICE INFORMATION½ 

xzkgd lsok MsVk dks foi.ku mís';ksa] lapkj] fuxjkuh mís'; ds fy, vkiwfrZ ds fy, lgstk tk ldrk gS( 
losZ{k.k vkSj vU; v/;;u tks fjVsy laxBu ;k fjVsy O;kikj dj ldrs gSaA lwpuk dks mu fLFkfr;ksa esa iqu% 
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çkIr ¼retrieved½ fd;k tk ldrk gS tgka lwpuk dks Hkkxhnkj fjVsy laxBuksa vkSj uhfr ;k varnsZ'kh; 
jktLo ds lkFk lk>k djus dh vko';drk gksrh gSA  

 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

xzkgd lsok tkudkjh dh fjd‚fMaZx vkSj HkaMkj.k ds fy, laxBukRed fn'kkfunsZ'kksa dk irk yxk,a vkSj 
xzkgd lsok tkudkjh dh fjd‚fMaZx vkSj HkaMkj.k dk çn'kZu Hkh djsaA 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] tkap lwph  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV esa tkus ds fy, dgsaA 
3- os vkmVysV eSustj ls feysa vkSj fouezrk ls mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fjVsy LVksj eSustj ds lkFk baVjO;w djsaA 
6- xzkgd lsok tkudkjh dh fjd‚fMaZx ds vk/kkj ij [kqys fljs okys ç'u iwNsaA 

d- D;k vki xzkgd lsok dh tkudkjh j[k jgs gSa\ gk¡ @ ugha 

[k- ;fn gka] rks xzkgd lsok dh tkudkjh ntZ djus ds fy, dkSu lh fof/k viukbZ tkrh gS\ 

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

 

x- vki xzkgd lsok dh tkudkjh dSls LVksj djrs gSa\ 

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  



     86                                                                     fcØh lg;ksxh ¼lsYl ,lksfl,V½ & d{kk 12 
 

 

³ vki xzkgd lsok dh tkudkjh dSls çkIr djrs gSa\ 

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

 

p- fcØh lg;ksxh ls xzkgd lsok tkudkjh dh fjd‚fMaZx vkSj HkaMkj.k dks çnf'kZr djus gsrq dgsaA 

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  

7- ,d fjiksVZ rS;kj djsa vkSj v/;kidksa dks çLrqr djsaA 

 

xfrfof/k 2 

xzkgd lsok tkudkjh dh lgk;rk ls xzkgd iz'u dks gy djus dk rjhdk çnf'kZr djsaA 

vko’;d lkefxz;ka % isu] dyj isij] isafly] vkSj Ldsy  

izfØ;k 

1- 8 dyj isij ysa vkSj xzkgd dh leL;k dks gy djus ds rjhds ds ckjs esa dqN tkudkjh fy[ksaA 
lHkh 8 isijksa ij vyx&vyx pj.k fy[ksaA 

2- fdlh Hkh çdkj dh xzkgd leL;k eku ysaA 
3- lHkh 8& dyj isij ¼jaxhu dkxt½ 8 Nk=ksa dks forfjr djsaA 
4- eku ysa fd ,d xzkgd mRiknksa dh f'kdk;r djrk gS mnkgj.k ds fy, Vhoh dh f'kdk;r tks 

bls [kjhnus ds 4 ekg ckn Hkh dke ugha dj jgh gSA 
5- lHkh 8 dyj isij dk ç;ksx djsa vkSj leL;k dks gy djus ds fy, ,d Øe cuk,aA 
6- bl ij ,d NksVh fjiksVZ fy[ksa vkSj v/;kid dks çLrqr djsaA 
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viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- xzkgd lsok - - - - - - - - - - -  ls fey jgh gS vkSj - - - - - - - - - - - Hkh xzkgd dh tkudkjh 
,d= djus dk ekSdk nsrh gSA 

2- - - - - - - - - - - -  --  dk mi;ksx fdlh Hkh xzkgd dh xzkgdksa dh tkudkjh ,d= djus vkSj 
HkaMkfjr djus ds fy, fd;k tk ldrk gSA 

3- - - - - - - - - - - -  --   ls xzkgdksa dh tkudkjh ,d= djus dk volj Hkh feyrk gSA 
4- fdlh daiuh ds - - - - - - - - - - - - - - - - - dks f'kf{kr djus esa lwpuk dks gVkuk vkSj lq/kkjuk 

eq[; Hkwfedk fuHkkrs gaSA 
5- - - - - - - - - - - - - - - - - bysDVª‚fud :i ls MsVk ds HkaMkj.k esa lgk;rk djrk gS vkSj MsVk ds 

fo'ys"k.k] iquiZzkfIr] iznk;xh vkSj çca/ku dks Hkh ykHk nsrk gSA 
6- dbZ - - - - - - - - - - - - -  xzkgd lsok dh tkudkjh dks eSU;qvy :i ls laxzghr dj jgs gSaA 

 
[k- cgq oSdfYid iz'u 

1- xzkgd lsok dk rkRi;Z  - - - - - - - -  --  -  dh bPNkvksa vkSj pkgrksa dks iwjk djuk gSA 
¼d½ fjVsyj 
¼[k½ Fkksd O;kikjh  
¼x½ xzkgd 
¼?k½ mijksDr lHkh 

2- dkSu lh ,d xzkgd lsok lwpuk dh fo'ks"krk ugha gS\ 
¼d½ rRijrk 
¼[k½ tkudkjh v|ru djuk  
¼x½ 'kq)rk 
¼?k½ mijksDr esa ls dksbZ ugha 

3- - - - - - -  - - -  -  - lkekU; iwNrkN ds fy, ^gels laidZ djsâ  Q‚eZ ij xzkgd tkudkjh ,d= 
djus dk volj nsrs gSaA 
¼d½ okWjaVh dkMZ 
¼[k½ çfrfØ;k 
¼x½ iwNrkN  
¼?k½ mijksDr lHkh 
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4- fjVsy laxBu lkekU; iwNrkN ds fy, ^gels laidZ djsâ  Q‚eZ ij xzkgd tkudkjh ,d= djus 
ds fy, - - - - - - -  - - -  dk mi;ksx dj ldrs gSaA 
¼d½ çfrfØ;k 
¼[k½ okWjaVh dkMZ  
¼x½ osclkbV 
¼?k½ mijksDr esa ls dksbZ ugha 

 

5- fjVsyj xzkgd dh tkudkjh ,d= djus vkSj HkaMkfjr djus ds fy, - - - - - - - - -  dk mi;ksx 
dj ldrs gSaA 
¼d½ okWjaVh dkMZ 
¼[k½ iwNrkN  
¼x½ çfrfØ;k 
¼?k½ mijksDr lHkh 

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- xzkgd lsok dh tkudkjh ds lVhd fjd‚MZ ;ksX; xzkgd lsok dk ,d egRoiw.kZ fgLlk gSaA 
2- xzkgd f'kdk;rksa dk mi;ksx xzkgd tkudkjh ,d= djus ds rjhds ds :i esa ugha fd;k tk 

ldrk gSA 
3- xzkgd lsok tkudkjh ,d= djus ds fy, izfrfØ;k dkMZ dk Hkh mi;ksx fd;k tk ldrk gSA 
4- MsVk ,Dlsy ;k blh rjg ds LçsM'khV l‚¶Vos;j ij laxzghr fd;k tk ldrk gS ysfdu blls 

iquiZzkIr ugha fd;k tk ldrk gSA 
5- fjVsy laxBu xzkgd iqjLdkj iSdst dks iwjk djds xzkgdksa dh tkudkjh ,d= dj ldrk gSA 
6- miyC/k çh&v‚MZj Q‚eZ Hkjdj] xzkgd mRikn [kjhnus dk oknk djrk gS vkSj fLFkfr ds fy, 

vDlj iwoZ Hkqxrku ¼pre-pay½ djsxkA 
 

?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- xzkgd tkudkjh dks xzkgd tkudkjh ,d= 

djus ds fy, ,d –f"Vdks.k ds :i esa 
mi;ksx djus esa l{ke gksuk pkfg, 

,  
 

l‚¶Vos;j 
 

2- fjVsyj okWjaVh ds lkFk viuk mRikn csprk gS ch dk;kZy; Lopkyu 

3- xzkgd dh tkudkjh dh enn ls laxzghr dh 
tkrh gS 

lh fjVsyj 
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4- MsVk laxzghr ;k ,Dlsy ;k leku LçsM'khV gks 
ldrk gS 

Mh bysDVª‚fud LçsM'khV 

5- fMftVy :i esa daI;wVj dsafnzr lwpuk ç.kkyh 
dks dgk tkrk gS 

bZ xzkgd 

 

³- laf{kIr mÙkj okys iz’u  

1- xzkgd lsok tkudkjh ds ykHkksa dk fo'ys"k.k djsaA 
2- xzkgd lsok lwpuk dh fo'ks"krk,a D;k gSa\ 
3- okWjaVh dkMZ D;k gS\ 
4- xzkgd buke dk;ZØe D;k gS\ 
5- v‚MZj Q‚eZ D;k gS\ 
6- dk;Zdkjh lwpuk ç.kkyh D;k gS\ 
7- MsVk os;jgkml D;k gS\ 
8- lhvkj,e l‚¶Vos;j D;k gS\ 
9- xzkgd larqf"V losZ{k.k ls vki D;k le>rs gSa\ 
10- xzkgd lsok D;k gS\ 
p- y?kq mÙkj okys iz’u  

1- xzkgd lsokvksa dh fo'ks"krk,a D;k gSa\ 
2- xzkgd lsokvksa ds ifj.kkeksa ij ppkZ djsaA 
3- xzkgd lsok çnku djus gsrq fofHkUu lajpuk,a D;k gSa\ 
4- xzkgd lsok,a çnku djus dh çfØ;k dh O;k[;k djsaA 
N- vius izn'kZu dh tk¡p djsa 
1- xzkgd lsok dh tkudkjh dh fjd‚fMaZx çnf'kZr djsaA 

2- xzkgd lsok dh tkudkjh ds HkaMkj.k dk çn'kZu djsaA 

3- xzkgdksa dks iqu% çkIr djus vkSj vkiwfrZ djus gsrq xzkgd lsok dh tkudkjh fjd‚MZ djsaA 

4- xzkgd lwpuk ç.kkyh dh iquiZzkfIr vkSj ihM+k ¼suffering½ dh igpku dhA 

5- xzkgd lwpuk ç.kkyh ,d= djus ds fy, fjVsyj }kjk viukbZ xbZ fofHkUu fof/k;ksa dk irk 
yxk,aA ,d pkVZ rS;kj djsaA 
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l= 4 % MsVk ds laxzg.k ds fy, dkuwuh vko';drk,a ¼ LEGAL REQUIREMENTS 

FOR STORAGE OF DATA½ 

lwpuk ds HkaMkj.k ds fy, dkuwuh vko';drk dk vFkZ gS fjVsy foi.ku dks fu;af=r djus okys dkuwuksa ds 
fn'kkfunsZ'kksa ds vuqlkj xzkgd MsVk dk HkaMkj.kA ;g xzkgd dh tkudkjh tek djus ds fy, xksiuh;rk 
dkuwuksa] uhfr;ksa vkSj çfØ;kvksa ds lsV dks n'kkZrk gSA 

bldk mís'; O;fDrxr tkudkjh ds laxzg] HkaMkj.k vkSj iznk;xh ds dkj.k fdlh dh xksiuh;rk esa gLr{ksi 
dks de djuk gSA O;fDrxr MsVk vke rkSj ij MsVk ;k tkudkjh dks lanfHkZr djrk gS] tks fdlh ,sls 
O;fDr ls lacaf/kr gksrk gS tks ljdkjh ;k futh O;kolkf;d laxBu ;k ,tsalh }kjk ,d lkFk igpkuk tk 
ldrk gSA Hkkjr dk lafo/kku tkucw>dj futrk ds ekSfyd vf/kdkj dks fuf/k ugha nsrk gSA   

U;k;ky;ksa us vkxs çpfyr ekSfyd vf/kdkjksa esa #fp j[kus okys futrk ds vf/kdkj dk iBu fd;k gS] 
vFkkZr~] vuqPNsn 19 ¼1½ ¼,½ ds rgr Hkk"k.k vkSj vfHkO;fDr dh Lora=rk vkSj Hkkjr ds lafo/kku ds vuqPNsn 
21 ds rgr thou vkSj O;fDrxr Lora=rk dk vf/kdkjA vkt vk/kqfud nqfu;k lwpuk dsafnzr gSA   

 

çn'kZ 1  
vuqPNsn 19 ¼1½  

Hkkjr ds lafo/kku dk vuqPNsn 19 ¼1½ ¼,½ vius lHkh ukxfjdksa dks okd~ vkSj vfHkO;fDr dh Lora=rk ds 
vf/kdkj dh xkjaVh nsrk gSA dkuwu dgrk gS fd] ^^lHkh ukxfjdksa dks Hkk"k.k vkSj vfHkO;fDr dh Lora=rk 
dk vf/kdkj gksxk^^A ;g vf/kdkj dsoy Hkkjr ds ukxfjd ds fy, miyC/k gS u fd fons'kh ukxfjdksa 
dksA  

 

çn'kZ 2  
vuqPNsn 21  

Hkkjr ds lafo/kku ds vuqPNsn] 1950 esa çko/kku gS fd] ^^dkuwu }kjk LFkkfir çfØ;k ds vuqlkj fdlh Hkh 
O;fDr dks mlds thou ;k O;fDrxr Lora=rk ls oafpr ugha fd;k tk,xkA^^ lafo/kku ds vuqPNsn 21 esa 
^thou^ dsoy lkal ysus dh 'kkjhfjd fØ;k ugha gSA ;g dsoy i'kq vfLrRo ;k thou ds nkSjku fujarj 
dfBu ifjJe dk vFkZ ugha gSA bldk cgqr O;kid vFkZ gS ftlesa ekuoh; xfjek ds lkFk thus dk 
vf/kdkj] vkthfodk dk vf/kdkj] LokLF; dk vf/kdkj] çnw"k.k eqDr gok dk vf/kdkj vkfn 'kkfey gSaA 

 

;gka rd fd ,d NksVk fjVsy laxBu Hkh MsVk mRiUu djus vkSj miHkksx djus ij fuHkZj djrk gS] tks fd 
tc vkSj tgka Hkh vko';drk gks] lqyHk gks ldrk gSA xzkgd MsVk vkSj lac) lwpuk lsokvksa dks vuqefr nh 
xbZ gS ;k lwpuk çkS|ksfxdh lsokvksa ds ek/;e ls çnku dh tk jgh gS tks vuqç;ksxksa] lqfo/kkvksa] usVodZ] 
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loZj] gkMZos;j ;qfDr;ksaa vkSj l‚¶Vos;j lalk/kuksa dks laxzfgr djrh gSA xzkgd MsVk dks lqjf{kr j[kus dk 
/;ku j[kk x;k gS] rkfd dksbZ Hkh MsVk dks iqu% çkIr u dj lds vkSj mldk nq#i;ksx u dj ldsA fjVsyj 
dks MsVk ds HkaMkj.k ds laca/k esa fuEufyf[kr fn'kkfunsZ'kksa dk ikyu djuk pkfg, %   

 xzkgd MsVk dks lqjf{kr djus ds fy, dkuwuh vko';drk vko';d gSA 
 xzkgd dks eSyQaD’ku djus ls cpkus esa enn djrk gSA  

 daifu;ka xzkgd MsVk dks vU; laxBu dks csp ugha ldrh gSaA 
 ;fn dksbZ laxBu vius xzkgd MsVk dk mi;ksx dnkpkj ¼malpractices½ ds fy, djrk gS] rks mls 

vkbZVh vf/kfu;e ds rgr nafMr fd;k tk,xkA   
 

MsVk ds HkaMkj.k dk egRo ¼IMPORTANCE OF STORAGE OF DATA½ 

fodkl'khy uhfr;ksa] fu.kZ; ysus ;k u, mRikn foLrkj dh vof/k esa ;k u, mRikn dk 'kqHkkjaHk djus dh 
vof/k esa MsVk dks lVhd :i ls laxzghr djuk rFkk xzkgd MsVk dk mi;ksx djuk lcls egRoiw.kZ gSA 
xzkgd MsVk ds HkaMkj.k dk egRo fuEufyf[kr gS % 

 O;fDrxr MsVk dks fu"i{k :i ls çkIr vkSj lalkf/kr fd;k tk ldrk gSA 
 MsVk dks ,d ;k vf/kd crk, x, vkSj Li"V oS/k mís';ksa gsrq tek fd;k tk ldrk gSA 

 bls mu leiZ.kksa ¼dedications½ ds fy, lalkf/kr djsa ftuds fy, bls 'kq: esa fn;k x;k FkkA 
 MsVk dk laxzg.k O;fDrxr MsVk dks fujkin vkSj lqjf{kr cukrk gSA 
 lqfuf'pr djsa fd MsVk lVhd] iw.kZ vkSj v|frr gSA  
 xkjaVh gS fd ;g Lohdk;Z] laxr vkSj e/;e gSA 
 bls ,d vko';d vof/k ds fy, ;k fufnZ"V mís'; ds fy, cuk, j[ksa vkSjA 
 vuqjks/k djus ij fdlh Hkh O;fDr dks O;fDrxr tkudkjh dh ,d çfr çnku djsaA  

 

bu fu;eksa dk ladYi foHkkxksa] ,tsafl;ksa] dk;kZy;ksa vkSj laxBuksa dks flLVe vkSj çfØ;kvksa dks ykxw djus esa 
lgk;rk djuk gS tks lqfuf'pr djsxk fd muds ikl O;fDrxr MsVk fujkin vkSj lqjf{kr gSA ;g mUgsa lsV 
ds :i esa viuh dkuwuh ftEesnkfj;ksa dks iwjk djus esa Hkh enn djrk gSA ;g nLrkost foHkkxksa }kjk foLr`r 
uhfr;ksa vkSj çfØ;kvksa dks cukus gsrq foLrkfjr fd;k tk ldrk gS] ftlesa mudh fof'k"V O;kikfjd 
vko';drkvksa dks n'kkZ;k tkrk gSA   
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lwpuk ds HkaMkj.k ds fy, dkuwuh vko';drk,a ¼LEGAL REQUIREMENTS FOR STORAGE OF 

INFORMATION½  

Hkkjr esa orZeku esa lwpuk laj{k.k ;k xksiuh;rk dks fu;af=r djus okyh fo/kku cgqr de gSaA tcfd] Hkkjr 
esa lwpuk lqj{kk ls lacaf/kr ykxw dkuwu lwpuk çkS|ksfxdh vf/kfu;e] 2000 vkSj ¼Hkkjrh;½ lafonk vf/kfu;e] 
1872 gSaA 

çn'kZ 3  
Hkkjrh; vuqca/k vf/kfu;e 1872   

Hkkjr ds lafo/kku ds vuqPNsn] 1950 esa çko/kku gS fd] ^^dkuwu }kjk LFkkfir çfØ;k ds vuqlkj fdlh Hkh 
O;fDr dks mlds thou ;k O;fDrxr Lora=rk ls oafpr ugha fd;k tk,xkA^^ lafo/kku ds vuqPNsn 21 esa 
^thou^ dsoy lkal ysus dh 'kkjhfjd fØ;k ugha gSA ;g dsoy i'kq vfLrRo ;k thou ds nkSjku fujarj 
dfBu ifjJe dk vFkZ ugha gSA bldk cgqr O;kid vFkZ gS ftlesa ekuoh; xfjek ds lkFk thus dk 
vf/kdkj] vkthfodk dk vf/kdkj] LokLF; dk vf/kdkj] çnw"k.k eqDr gok dk vf/kdkj vkfn 'kkfey gSaA 

 

¼Hkkjrh;½ lwpuk çkS|ksfxdh vf/kfu;e] 2000 O;fDrxr MsVk dh ç'kalk esa O;fDrxr MsVk ds xyr rjhds ls 
izdV vkSj nq#i;ksx vkSj lafonkRed laca/kksa dh vifo=rk dh fLFkfr esa eqvkots ¼flfoy½ vkSj ltk 
¼vkijkf/kd½ ds O;ogkj ls tqM+h leL;kvksa ls lacaf/kr gSA  

futh uhfr ¼Privacy Policy½ % fjVsy LVksj ;k fjVsy LVksj dh vksj ls ,d O;fDr tks xzkgd dh 
tkudkjh ,d= djrk gS] LVksj djrk gS] Mhy djrk gS ;k laHkkyrk gS] mlds fy, fu/kkZfjr fooj.k ds lkFk 
,d futh uhfr gksuk vko';d gSA ,slh futh uhfr lwpuk ds vkiwfrZdrkZ }kjk leh{kk ds fy, bldh 
osclkbV ij miyC/k gksuh pkfg,A  

lgefr ¼Consent½ % xzkgd MsVk ,d= djrs le;] fjVsy LVksj dks xzkgd ls ,l,e,l] i=] bZ&esy] ;k 
bysDVª‚fud lapkj ds fdlh Hkh fof/k }kjk nh xbZ lgefr ds ek/;e ls xzkgd ls Li"V fyf[kr lgefr 
ysuh pkfg,] ftl mís'; ls xzkgd dh tkudkjh gks ldrh gS ftldk mi;ksx fd;k x;kA lwpuk ds 
vkiwfrZdrkZ dks Hkh ,slh lgefr okil ysus dk fodYi fn;k tkuk pkfg, vkSj blds ckjs esa tkudkjh gksuh 
pkfg, vkSj@;k tkudkjh çnku dh tkuh pkfg,(  

 rF; ;g gS fd tkudkjh ,d= dh tk jgh gSA 
 ftl mís'; ds fy, bls ,d= fd;k tkrk gSA 
 lwpuk ds bfPNr çkIrdrkZA 
 laxzg djus okys laxBu dk fooj.k irkA  
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LFkkukarj.k vkSj çdVhdj.k ¼Transfer and Disclosure½ % fdlh rhljs ?kVuk ds fy, xzkgd lk{; ds 
çdVhdj.k gsrq xzkgd ds iwoZorhZ fyf[kr le>kSrs dh vko';drk gksrh gS tc rd fd fjVsyj vkSj xzkgd 
ds chp le>kSrs esa bl rjg ds ,Dlikstj ij lgefr u gksA vkifÙk;ka bl izdkj gSa %  

 tgka dkuwu dk ikyu djus ds fy, ,Dlikstj vko';d gSA 
 tgka ,slh tkudkjh çkIr djus ds fy, dkuwu ds rgr vf/k—r ljdkjh laxBuksa ds fy, 

,Dlikstj dh vko';drk gksrh gSA 
 

blds vykok] ,d fjVsy laxBu xzkgd MsVk dks fdlh rhljs O;fDr dks LFkkukarfjr dj ldrk gS tks 
leku Lrj dh lwpuk lqj{kk dh iqf"V djrk gS] ftldk ikyu fjVsy laxBu ds ek/;e ls fu;eksa ds rgr 
çnku fd;k tkrk gSA bl rjg ds gLrkarj.k dh lqfo/kk iznku rHkh dh tk ldrh gS tc fjVsyj vkSj 
xzkgd ds chp ,d oS/k le>kSrs dks ykxw djus gsrq ;g vko';d gksA tgka xzkgd us bl rjg ds gLrkarj.k 
ds fy, lgefr nh gSA 

mfpr lqj{kk çFkk,a % fjVsy laxBuksa dks xzkgd dh tkudkjh dks voS/k igqap] {kfr] mi;ksx] la'kks/ku] 
,Dlikstj ;k gkfu ls cpkus gsrq fMtkbu fd, x, ^^mfpr lqj{kk çFkkvksa vkSj çfØ;kvksâ ^ dk ikyu djuk 
gksxkA  

Hkqxrku xsVos % Hkqxrku xsVos Hkqxrku iksVZy ¼tSls osclkbV] eksckby Qksu] vkfn½ vkSj fjVsy LVksj ds chp 
MsVk ds çlkj.k dh lqfo/kk çnku djrs gSaA  

Hkqxrku xsVos iz;ksDrkvksa dks xzkgd ds ek/;e ls çnku fd, x, MsVk ¼ØsfMV dkMZ uacj] lhohoh uacj] 
MsfcV dkMZ uacj] lekfIr dh frfFk] vkfn½ ds vk/kkj ij Hkqxrku laidksaZ dks vf/k—r djsaxs] mUgsa fu;eksa ds 
vuqlkj MsVk lqj{kk lqj{kk lqfuf'pr djus ds fy, ra= LFkkfir djus dh vko';drk gksxhA 

r`rh; i{kksa ds lkFk tkudkjh lk>k djuk % fjVsy xfrfof/k;ksa ds lapkyu ds nkSjku] fjVsy laxBu xzkgd 
MsVk dks rr̀h; i{kksa ds lkFk lk>k djrs gSa] ftlds fy, fu;eksa esa crk, x, gLrkarj.k vkSj çdVhdj.k 
çko/kkuksa ds vuqikyu dh vko';drk gksrh gSA  

var esa] pwafd ;s fu;e u, gSa] bl fo"k; ij dksbZ LFkkfir U;k;'kkL= ugha gSA bl çdkj] ;g vuq'kalk dh 
tkrh gS fd fjVsy m|ksx lko/kkuh ls O;ogkj djsa vkSj vius ekStwnk O;kikj e‚My ij fQj ls fopkj djsa 
rkfd dbZ Lrjksa ij MsVk ,d= fd;k tk lds] çkIr fd;k tk lds] os;jgkml fd;k tk lds] fuiVk;k tk 
lds ;k LFkkukarfjr ¼moved½ fd;k tk lds] rkfd fu;eksa esa crk, vuqlkj ykxw vuqikyu lqfuf'pr fd;k 
tk ldsA  
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xzkgd tkudkjh ds HkaMkj.k ds fy, lko/kkfu;ka ¼PRECAUTIONS FOR STORAGE OF CUSTOMER 

INFORMATION½   

fjVsy O;kikj ds fy, xzkgd cgqr egRoiw.kZ gS] D;ksafd xzkgd dh tkudkjh ds vk/kkj ij fjVsy laxBu 
rnuqlkj viuh ekdsZfVax ;k foi.ku dk;Zuhfr rS;kj dj ldrs gSaA gj fjVsy laxBu vius xzkgd dh 
tkudkjh dks lgh vkSj lqjf{kr j[kuk pkgrk gSA xzkgd dh tkudkjh tek djrs le; fuEufyf[kr 
lko/kkfu;ksa dks /;ku esa j[kk tkuk pkfg, % 

 tkudkjh Hkh ikloMZ ls lqjf{kr gksuh pkfg, rkfd xyr@xSj&vkf/kdkfjd yksxksa dh bl tkudkjh 
rd igqap u gksA 

 ,sls ekeyksa esa tgka lwpuk dks ckgjh iksVsZcy lk/kuksa ij vuqdj.k djus dh vko';drk gksrh gS] 
tkudkjh dks ,UkdksM djuk lcls vPNk gksrk gSA bl ckr dk /;ku j[kk tkuk pkfg, fd mu 
yksxksa ds lkFk MsVk lk>k u djsa ftuds ikl tkudkjh nsus dk vf/kdkj ugha gSA 

 ges'kk lHkh lwpukvksa dk vfrfjDr cSdvi j[kuk lcls vPNk gksrk gS] blfy, lajpukvksa ds lkFk 
fdlh Hkh dfBukbZ dh fLFkfr esa fjVsy vkmVysV ds ikl ç;kl djus gsrq vfrfjDr cSdvi gksxk 
rFkk lHkh ewY;oku MsVk dks [kksus dk Mj ugha gksxkA 

 

HkkSfrd MsVk dh fLFkfr esa] mUgsa vkx çfrjks/kh dSfcusV vkSj gkfujfgr LFkkuksa esa LV‚d djuk lcls vPNk gS] 
tgka lkekU; vkinkvksa dh laHkkouk de gksrh gSA 

izk;ksfxd vH;kl 
 

xfrfof/k 1 
fdlh Hkh fjVsy LVksj ij tk,a vkSj xzkgd tkudkjh ds HkaMkj.k ds dkuwuh igyqvksa rFkk xzkgd 
tkudkjh ds HkaMkj.k ds fy, lko/kkfu;ksa dk irk yxk,aA 
 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] tkaplwph 
 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy LVksj esa tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mudk vfHkoknu djsaA 
4- mUgsas foft+V dk mís'; crk,a vkSj foft+V ds fy, lgefr ysaA 
5- fjVsy LVksj ds eSustj ls fuEufyf[kr ç'u iwNsaA 



 

                                                                                                                                                                                
                                                                                              

fo'oluh; lsok iznk;xh               95                                                                            

d- xzkgd MsVk dSls ysa\ 
[k- xzkgdksa dh tkudkjh dks voS/k yksxksa ls lqjf{kr j[kus gsrq mUgsa fdu dkuwuh ekunaMksa dk 

ikyu djuk pkfg,\ 
x- mUgsa fdu dkuwuksa dk ikyu djus dh vko';drk gS\ 
?k- xzkgd MsVk ds HkaMkj.k ds fy, dkuwuh vko';drk dh igpku djuk] mlds ckn cM+s LVksj] 

tSls vf/kd] fcx cktkj vkfnA 
³- igpkusa fd D;k ljdkj }kjk lefFkZr fjVsy vkmVysV dkuwuh vko';drk dk ikyu djrs gSa\ 
p- xzkgd dh tkudkjh ds HkaMkj.k gsrq fcØh lg;ksxh }kjk D;k lko/kkfu;ka cjrh tkuh pkfg,\ 

 

6- ,d fjiksVZ cuk,a vkSj fcØh lg;ksxh ls iqf"V djsaA 
7- fo"k; v/;kid dks fjiksVZ tek djsaA 

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- - - - - - - - - -  - - MsVk ds HkaMkj.k ds fy, fn'kkfunsZ'kksa ds vuqlkj xzkgd MsVk dk HkaMkj.k 
djuk dkuwuksa }kjk mYys[k fd;k x;k gSA 

2- Hkkjr dk - - - - - - - - - futrk ds ekSfyd vf/kdkj dk isVsaV :i ls foÙkiks"k.k ugha djrk gSA 
3- daifu;ka xzkgd MsVk dks vU; laxBu dks - - - - - - - - -  - -   ugha dj ldrh gSaA 
4- fjVsy LVksj dks xzkgd ls - - - - - - - - -  - -   dh lgefr ysuh gksxhA 
5- mfpr lqj{kk - - - - - - - - -  - -   vkSj xzkgd dh tkudkjh dks voS/k igqap] {kfr] mi;ksx] 

la'kks/ku] ,Dlikstj ;k gkfu ls cpkus ds fy, fMtkbu fd;k x;k gSA 
 

[k- cgq oSdfYid iz'u 

1- - - - - - - - - -  - -  xzkgd dh tkudkjh tek djus ds fy, xksiuh;rk fu;eksa] uhfr;ksa vkSj 
çfØ;k ds lsV dks n'kkZrk gSA 
¼d½ lwpuk dsafnzr  
¼[k½ MsVk dk HkaMkj.k  
¼x½ lwpuk çkS|ksfxdh 
¼?k½ mijksDr lHkh 

2- daifu;ka xzkgd MsVk dks nwljs dks ugha csp ldrh gSa 
¼d½ laxBu 
¼[k½ ljdkj 
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¼x½ LFkkuh; fudk;  
¼?k½ mijksDr esa ls dksbZ ugha 

3- rhljh ?kVuk ds fy, xzkgd lk{; ds çdVhdj.k ds fy, - - - - - - - - - - - - - -  ds iwoZorhZ 
fyf[kr le>kSrs dh vko';drk gksrh gSA 
¼d½ daiuh  
¼[k½ xzkgd 
¼x½ ljdkj 
¼?k½ mijksDr lHkh 

4- Hkqxrku - - - - - - - - - - - - - - - - - -  -  Hkqxrku xsVos vkSj fjVsy LVksj ds chp MsVk ds :i esa 
LFkkukarj.k dh lqfo/kk nsrk gSA 
¼d½ çfØ;k 
¼[k½ xsVos  
¼x½ d vkSj [k nksuksa 
¼?k½ mijksDr esa ls dksbZ ugha 

5- lwpuk Hkh - - - - - - - - - - - - - - - - - -  - lajf{kr gksuh pkfg,A 
¼d½ dEI;wVj 
¼[k½ vPNh rjg   
¼x½ ikloMZ 
¼?k½ mijksDr lHkh  

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- vk/kqfud nqfu;k lwpuk dsafnzr gSA 
2- xzkgd MsVk lqjf{kr djus ds fy, dkuwuh vko';drk vko';d ugha gSA 
3- MsVk lqj{kk xzkgd dks vLohdkj djus ¼malfunctions½ ls cpkus esa enn djrh gSA 
4- Hkkjr esa orZeku esa lwpuk laj{k.k ;k xksiuh;rk dks fu;af=r djus okyh cgqr Li"V fo/kkf;dk gSA 
5- fdlh rhljh ?kVuk ds fy, xzkgd lk{; ds çdVhdj.k ds fy, xzkgd ds iwoZorhZ fyf[kr 

le>kSrs dh vko';drk gksrh gSA 
 

?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- lwpuk çkS|ksfxdh vf/kfu;e bl o"kZ esa ikfjr 

gqvk  
, 1872 
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2- vuqca/k vf/kfu;e vf/kfu;e bl o"kZ esa ikfjr 
gqvk 

ch ikloMZ 

3- Hkqxrku iksVZy mnkgj.k gS lh 2000 
4- tkudkjh ds lkFk lajf{kr fd;k tkuk pkfg, Mh bZ&esy 
5- xzkgd MsVk çkIr djus ds fy, ys[kd dh 

lgefr ds ek/;e ls fy;k tk ldrk gS 
bZ osclkbV 

 

 

³- laf{kIr mÙkj okys iz’u  

1- MsVk ds dkuwuh HkaMkj.k ls vkidk D;k rkRi;Z gS\ 
2- MsVk ds HkaMkj.k ds fy, fn'kkfunsZ'k D;k gS\ 
3- MsVk dks LVksj djus ds fy, D;k lko/kkfu;ka gSa\ 
4- Hkqxrku xsVos D;k gS\ 
5- futrk private uhfr D;k gS\ 
 

p- y?kq mÙkj okys iz’u  

1- MsVk ds HkaMkj.k ds fy, dkuwuh vko';drk,a D;k gSa\  
2- MsVk ds HkaMkj.k ds fofHkUu dkuwuh igyqvksa ij ppkZ djsaA 
3- fjVsy esa MsVk ds HkaMkj.k gsrq dkuwuh igyqvksa ds egRo dh O;k[;k djsaA 
4- fjVsy foi.ku esa MsVk ds HkaMkj.k ds fy, dkuwu dk o.kZu djsaA 
N- vius izn'kZu dh tk¡p djsa 

1- MsVk ds HkaMkj.k ds egRo ij ,d pkVZ rS;kj djsaA 

2- lwpuk ds HkaMkj.k ds fy, dkuwuh vko';drkvksa dk çn'kZu djsaA 

 

 



 

 

 

 

 

 

cktkj esa xzkgd ds ekeys esa] fo'ks"k :i ls xzkgdksa dh vyx vyx rjg dh vis{kkvksa ds lkFk&lkFk gky 
ds vk/kqfud dkjksckjh ekgkSy esa [kjhn çfØ;k esa cgqr vf/kd Hkkxhnkjh ds lkFk ukVdh; ifjorZu ns[kk x;k 
gSA 

bl xzkgd dks lsok iznku djus okys dbZ fjVsylZ dks viuh cnyrh t:jrksa dks iwjk djuk iM+rk gS vkSj 
xzkgdksa dh oQknkjh ¼loyalty½ vkSj vius lkFk cuk, j[kus ¼retention½ ds fy, muds lkFk fujarj laidZ 
fodflr djuk iM+rk gS] blfy, xzkgd laca/k çca/ku ¼lhvkj,e½ mHkjk tks ,d xfr'khy fjVsy okrkoj.k 
çnku djrk gS vkSj muds lkFk nh?kZdkfyd laca/k cukus ds mís'; ls mPp xzkgd laidZ] lsok vkSj laca/k 
dk ekxZ ç'kLr gksrk gSA 

lHkh fjVsylZ ds lkFk] lhvkj,e dk;ZØe ls bls viukus okys xzkgdksa ds chp yacs laca/kksa esa ços'k djus dk 
ç;kl fjVsyj dks cM+s iSekus ¼big way½ ij enn fey ldrh gSA xzkgd laca/k çca/ku esa orZeku ds 
lkFk&lkFk laHkkfor xzkgdksa ds lkFk vPNs laca/k cuk, j[kus gsrq fofHkUu rjhds 'kkfey gSaA laxBu dk drZO; 
vius mRiknksa vkSj lsokvksa ds ek/;e ls nh tkus okyh xzkgdksa dh larqf"V esa fufgr gSA loksZÙke xzkgd laca/k 
çca/ku dh dk;Zuhfr;ksa dks lgh <ax ls le>uk pkfg,] D;ksafd ,d [kq'k xzkgd nwljs nl u, laHkkfor 
xzkgd Hkh ykrk gS vkSj blds foijhr Hkh gksrk gSA vPNs xzkgd laca/k çca/ku dk egRo larq"V xzkgdksa dk 
,d lewg cukus vkSj ckn esa gj ckj mPp O;kikj mRiUu djus esa fufgr gSA   
;g çpfyr xzkgdksa ds lkFk fQj ls tqM+us esa Hkh enn djrk gS vkSj blh ds lkFk] ;g fjVsy  [kjhnkj rFkk 
fcØh O;fDr ds chp laca/k dks etcwr djrk gSA fjVsylZ xzkgdksa ds lkFk etcwr laca/k lq/kkjus vkSj cukus 
dh bPNk j[krs gSaA xzkgd laca/k çca/ku esa ,d laxBu ds xzkgdksa vkSj yksxksa ds chp cgqr vf/kd lapkj 
'kkfey gksrk gSA blfy,] fjVsy O;kikj esa lapkj çfØ;k cgqr egRoiw.kZ gks tkrh gSA ;fn xzkgd ds lkFk 
çHkkoh lapkj gksrk gS rks mldh #fp oLrq @ mRikn ds çfr vkSj vf/kd fodflr gksxhA nwljs 'kCnksa esa] 
ge dg ldrs gSa fd lapkj egRoiw.kZ gS D;ksafd ;g le`) xzkgd laca/k çca/ku dk ,d fuekZ.k [kaM ¼block½ 
ekuk tkrk gSA 

bd
kb
Z 

3 

xzkgd laca/k  
çca/ku (CUSTOMER 

RELATIONSHIP 
MANAGEMENT) 
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bl i`"BHkwfe dks /;ku esa j[krs gq, bl bdkbZ dks pkj l=ksa esa foHkkftr fd;k x;k gSA igys l= esa 
vf/kdre fcØh vkSj laca/k cuk, j[kuk 'kkfey gSA nwljs l= esa xzkgdksa vkSj laxBu dh t:jrksa dks 
larqfyr djus dk o.kZu fd;k tkrk gSA rhljk l= laca/k fodflr djus ds fy, xzkgdksa dh vis{kkvksa dk 
v/;;u djus ds fy, lefiZr gSA vafre vkSj pkSFkk l= çHkkoh lapkj ls lacaf/kr gSA  

l= 1 % fcØh dks vf/kdre djuk vkSj laca/k cuk, j[kuk ¼MAXIMIZE SALES 

AND MAINTAIN RELATIONSHIP½ 

fcØh gksuk gh fdlh Hkh O;kikj dk eq[; mís'; gSA fjVsy  O;kikj esa fcØh c<+kus ds fy, xzkgdksa ds lkFk 
laca/k cuk, j[kuk vko';d gSA O;kikj ds ekfydksa dks mRiknksa vkSj lsokvksa dh is'kd'k ds lkFk 'kq#vkr 
djus dh vko';drk gSA fcØh c<+kus ds fy,] foi.ku dk;Zuhfr;ksa dks fodflr djuk vkSj ,d lQy fcØh 
Vhe fodflr djuk vko';d gSA bl l= esa fcØh c<+kus vkSj xzkgdksa ds lkFk laca/k cuk, j[kus ds ckjs esa 
ppkZ dh xbZ gSA 

fcØh dk vFkZ ¼MEANING OF SALES½ 

,d fcØh nks ;k nks ls vf/kd ikfVZ;ksa ds chp ,d ysunsu gS ftlesa [kjhnkj iSls ds cnys esa ewrZ ;k vewrZ 
lkeku] lsok,a ;k ifjlaifÙk [kjhnrk gS ;k çkIr djrk gSA çkphu dky esa oLrqvksa dk fofue; oLrq&fofue; 
ç.kkyh ls gksrk FkkA ysfdu /ku jkf’k ds ysu&nsu ds fodkl ds ckn /ku jkf’k ds fy, bldk 
vknku&çnku fd;k tkrk gSA fjVsy  cktkjksa esa] ,d fcØh dk vFkZ gS fd fjVsyj /ku jkf’k ds cnys 
[kjhnkj dks lkeku vkSj lsok,a csprk gSA 

fcØh c<+kus ds fy,] xzkgdksa ds lkFk laca/k cuk, j[kuk vko';d gS rkfd os yacs le; rd fjVsy  fcØh 
dj ldsaA vPNs laca/k u, xzkgdksa ds lkFk&lkFk fjVsy ekStwnk xzkgdksa dks Hkh vkdf"kZr djrs gSaA fjVsy  
LVksj esa fofHkUu çdkj ds lkeku miyC/k gSa ¼fp= % 3-1½A 

  
fp= 3-1 fjVsy  LVksj 

lzksr % https://rb.gy/pdpg12 
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fcØh dh çfØ;k fjVsy fcØh dk cgqr vko';d fgLlk gSA fjVsylZ bl çfØ;k ls ifjfpr gksrs gSaA cspus 
dk dk;Z ¼Salesmanship½ ,d dkS'ky gS] ftldk mi;ksx O;fDrxr fcØh esa fd;k tkrk gSA cspuk foi.ku 
dk ,d fgLlk gSA blls laxBu ds fy, jktLo mRiUu gksrk gSA laxBu dh fcØh c<+kus ds dbZ rjhds gSa] 
mnkgj.k ds fy, v‚Qj çnku djuk] mRiknksa ij NwV] fcØh ds ckn lsok,a eq¶r] eq¶r fMyhojh lsok] 
mRiknksa ij eq¶r migkj vkSj xzkgdksa ds lkFk laca/k cuk, j[kukA fcØh c<+kus gsrq u, xzkgdksa dks vkdf"kZr 
djuk vkSj ekStwnk xzkgdksa dks cuk, j[kuk vko';d gSA 

lhvkj,e dk vFkZ ¼Meaning of CRM½ 

lhvkj,e ,d O;kikj ls tqM+k fopkj n'kZu gS ftlesa dk;Zuhfr;ksa ds dk;ZØeksa vkSj ç.kkyh ds lsV ds lkFk 
dke fd;k tkrk gS] tks fjVsylZ ds vR;f/kd ewY;oku xzkgd ds lkFk fo'oluh;rk ¼faithfulness½ dks 
igpkuus vkSj cukus ij dsafnzr gSA ge bl ifjHkk"kk ls le> ldrs gSa fd lhvkj,e bl fl)kar ij dke 
djsxk fd fjVsylZ dks dk;ZØe fodflr djuk gksxk] ftlls mUgsa vius xzkgdksa ds lkFk nh?kZdkfyd laca/k 
cukus ds ek/;e ls fujarj vk/kkj ij viuh ykHkçnrk c<+kus esa enn feysxhA 

xzkgd laca/k çca/ku ¼lhvkj,e½ ,d ,slh çfØ;k gS ftldk mi;ksx xzkgd dh bPNkvksa vkSj O;ogkj ds ckjs 
esa vf/kd tkudkjh çkIr djus ds fy, fd;k tkrk gS rkfd muds ek/;e ls LFkk;h laca/k fodflr fd;k 
tk ldsA bls O;kid :i ls xzkgdksa vkSj DykbaVksa ds lkFk fjVsylZ ds vknku&çnku ds çca/ku gsrq mi;ksx 
fd;k tkrk gSA blesa ekdsZfVax] rduhdh lsok vkSj xzkgd lgk;rk ds fy, O;kolkf;d çfØ;kvksa dks 
LFkkfir djus] Lopkfyr djus vkSj lkeatL; LFkkfir djus gsrq çkS|ksfxdh dk mi;ksx djuk 'kkfey gSA 
;g çHkkoh lwph çca/ku] [kjhn çFkkvksa] mRiknu vuqlwph] xzkgd laidZ] lsok vkSj laca/k ds ek/;e ls laHko 
gSA bl çdkj] xzkgd laca/k çca/ku fjVsyj dks xzkgd dks vius lkFk cuk, j[kus vkSj oQknkjh ds foLrkj esa 
l{ke cukrk gSA 

fcØh vf/kdre djuk ¼MAXIMIZE SALES½ 

çfrLi/khZ okrkoj.k esa O;kikj dk vfLrRo vkSj fodkl pqukSrh gSA cktkj esa fVds jgus ds fy, fofHkUu dk;Z 
uhfr;ksa dks viukuk vko';d gSA O;kikj }kjk vius laxBu dh fcØh c<+kdj vius y{;ksa dks çkIr fd;k 
tkrk gSA xzkgd dks vius lkFk cuk, j[kuk laxBu ds vfLrRo ds fy, fofHkUu laxBuksa }kjk viukbZ tkus 
okyh dk;Z uhfr gSA blds lkFk os u, xzkgdksa vFkkZr~ foKkiu] fcØh lao/kZu] O;fDrxr fcØh dk;Z uhfr dks 
vkdf"kZr djus ds fy, çpkj dk;Z uhfr ij Hkh /;ku dsafnzr dj jgs gSaA  

çfrLi/khZ vkSj oS'oh—r cktkj ds dkj.k fjVsy {ks= bl le; O;kikj pqukSfr;ksa dk lkeuk dj jgk gSA 
blfy,] ;fn dksbZ fcØh ugha gS rks dksbZ O;kikj thfor ugha jg ldrk gSA fjVsy  O;kikj esa Lkkekuksa dh 
fcØh dks vf/kdre djus ds dbZ rjhds gSa ¼fp= % 3-2½A dqN fof/k;ksa dh ppkZ ;gk¡ dh tk jgh gS % 
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fp= 3-2 % fcfØ;ka c<+kus ds rjhds Ways to increase sales 

1- mRiknksa ;k lsokvksa dks ifj"—r djsa ¼Refine products or services½ % fcØh c<+kus ds fy, 
mRiknksa dks ifj"—r djuk vko';d gSA ekStwnk xzkgdksa dh çfrfØ;k ysus ls fjVsylZ dh lkekuksa dh 
xq.koÙkk vkSj lsokvksa esa lq/kkj djus esa lgk;rk feyrh gSA xzkgdksa ls lkeku dh xq.koÙkk ds ckjs esa 
iwNsa vkSj mlesa lq/kkj djsaA fjVsylZ mRikndksa dks xzkgdksa dh çfrfØ;k ds ckjs esa lwfpr djrs gSa rkfd 
os xzkgd dh #fp ds vuqlkj lkeku dh vkiwfrZ dj ldsaA ;g lkeku ds [kjkc ¼defect½ gksus dks 
[kRe djus esa enn djrk gSA blls fjVsylZ ds cktkj esa lQyrkiwoZd çfrLi/kkZ djus esa Hkh enn 
feyrh gSA 

2- vkn'kZ xzkgdksa dh igpku djsa ¼Identify ideal customers½ % fjVsylZ dks xzkgdksa dh igpku 
djuh pkfg,A mUgsa vius yf{kr xzkgdksa ij /;ku dsafnzr djuk gksxk vkSj u, xzkgdksa dh igpku 
djuh gksxhA blls lkekuksa dh fcØh c<+ tkrh gSA O;fDr dh tulkaf[;dh;] euksoSKkfud] 
fo'ks"krkvksa dh igpku djsaA fyax] vk;q] f'k{kk] vk;] #fp] yksxksa dh vknr dh igpku djsaA 

3- xzkgd dh oQknkjh cukus ds fy, mRikn dh xq.koÙkk esa lq/kkj djsa ¼Improve the quality of 

the product to build the customer loyalty½ % mRikn dh xq.koÙkk xzkgdksa dh oQknkjh 
dk fuekZ.k djrh gSA fjVsylZ xzkgdksa dh larqf"V çnku djus ds fy, xq.koÙkk y{; fu/kkZfjr djrs gSaA 

4- dher fu/kkZj.k dk;Zuhfr ¼Pricing strategy½ % mRiknksa dks cspus vkSj xzkgdksa ds lkFk laca/k cuk, 
j[kus ds fy, ewY; fu/kkZj.k ,d egRoiw.kZ Hkwfedk fuHkkrk gSA mPp ewY; fu/kkZfjr djus ls xzkgdksa dks 
mRiknksa dks [kjhnus gsrq çsj.kk fey ldrh gSA ewY; fu/kkZj.k çfrLi/khZ cktkj] Øsrk dh ewY; fu/kkZj.k 
'kfDr vkSj xzkgdksa dh ekax ds vuqlkj gksuk pkfg,A  

mRiknksa ;k lsokvksa 
dks ifj"—r djsa 

çHkkoh foi.ku vkSj 
fcØh dk;Zuhfr 

vkn'kZ xzkgdksa 
dh igpku djsa 

dher 
fu/kkZj.k 
dk;Zuhfr 

 

xzkgd oQknkj 
cukus ds fy, 
mRikn dh xq.koÙkk 
esa lq/kkj djsa 
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5- çHkkoh foi.ku vkSj fcØh dk;Zuhfr ¼Effective marketing and sales strategy½ % fjVsylZ 
fcØh dks c<+kok nsus ds fy, fofHkUu foi.ku vkSj fcØh dk;Zuhfr viukrs gSaA blds fy, os xzkgdksa 
dks vuks[kh lsok,a] v‚Qj] NwV] dwiu] 'k‚fiax dkMZ vkfn çnku djrs gSaA 
 

fjVsylZ dks mu mRiknksa dks çnku djus dk ç;kl djuk pkfg, tks vU; çfrLif/kZ;ksa }kjk is'k ugha dj jgs 
gSaA ewY; fu/kkZj.k] xq.koÙkk vkSj çpkj xfrfof/k;ksa dk ikyu djus okys fjVsylZ çfrLi)kZRed ykHk çkIr 
djrs gSaA xzkgd dh vko';drk ij /;ku nsus dh vko';drk gSA xzkgdksa ds fcuk u rks dksbZ fcØh ugha gS 
vkSj u gh dksbZ ykHk feyrk gSA xzkgd dh t:jrksa dks igpkusa rkfd os larq"V jgsaA fjVsylZ dks fcØh 
;kstuk cukuh pkfg, ftlesa os fcØh pØ ds fofHkUu dk;ksaZ dks fu/kkZfjr djrs gSaA fcØh ds ckn jsQjy 
pykus vkSj O;kikj dh iqujkòfÙk ¼recurrence½ esa dq'ky gksus ls fcØh c<+kbZ tk ldrh gSA fcØh yhM 
laHkkfor xzkgd gSa tks fjVsylZ ds mRiknksa esa ljksdkj ;k #fp j[krs gSaA u, xzkgdksa dks c<+kuk O;kikj dh 
fcØh c<+kus dk rjhdk ¼way½ gSA xzkgdksa ds lkFk laca/k cuk, j[kus gsrq muds lkFk lapkj cuk, j[kuk 
vko';d gSA O;kikfjd O;fDr;ksa }kjk vuqlj.k dh tkus okyh çpkj vkSj lapkj dk;Zuhfr dk fo'ys"k.k djsaA 
dsoy lkeku cspus ds ctk; laca/k cukus ij /;ku nsuk pkfg,A 

,d lhvkj,e ç.kkyh dk mi;ksx u dsoy orZeku xzkgdksa ls laidZ djus ds fy, fd;k tkrk gS cfYd 
laHkkfor xzkgdksa dks vius lkFk tksM+us esa Hkh Qk;nsean gksrk gSA çfØ;k igys xzkgd dks igpkuus vkSj 
lhvkj,e ç.kkyh esa lHkh lqlaxr rF;ksa dks cuk, j[kus ds lkFk 'kq: gksrh gS] ftls ^O;kikj dk volj^ Hkh 
dgk tkrk gSA fcØh vkSj QhYM ,tsaV fQj bu xzkgdksa ls Q‚yks&vi ds ek/;e ls O;kikj çkIr djus dk 
ç;kl djrs gSa vkSj mUgsa ,d vkd"kZd Mhy esa vkdf"kZr djrs gSaA 

lhvkj,e dk;kZUo;u ds ykHk ¼BENEFITS OF CRM IMPLEMENTATION½ 

fjVsy laxBu ds fy, lhvkj,e vfuok;Z gS vkSj uhps fn, x, fooj.k ds vuqlkj ykHk çnku djsaA 

1- xzkgd tkudkjh çnku djsa ¼Provide customer information½ % lhvkj,e esa xzkgd dk gj 
fooj.k gksrk gS( ftldk mi;ksx ewY;oku xzkgdksa dk fu.kZ; ¼decide½ djus ds fy, fd;k tk ldrk 
gSA 

2- xzkgd dh vko';drk ij /;ku dsafnzr djsa ¼Focuses on customer need½ % lhvkj,e ç.kkyh esa 
chrs gq, le; ds –f"Vdks.k vkSj iwjh rjg ls le>nkj xzkgdksa dk fo'ys"k.k 'kkfey gSA blls xzkgdksa 
dh [kkst vkSj rqyuk dks de djus vkSj xzkgdksa dh mR—"V t:jrksa dk vuqeku yxkus vkSj O;kikj dks 
c<+kus dk leFkZu fn;k tkrk gSA 

3- lHkh xzkgdksa ij /;ku nsa ¼Focus on all customers½ % lhvkj,e çfØ;k esa] xzkgdksa dks muds }kjk 
lqfuf'pr fd, tkus okys O;kikj dh Js.kh ds vuqlkj fofHkUu igyqvksa ij lewgh—r fd;k tkrk gSA 
HkkSfrd LFkku ds vuqlkj vkSj vyx&vyx xzkgd çca/kdksa dks forfjr fd, tkrs gSa ftUgsa vDlj 
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,dkmaV eSustj dgk tkrk gSA blls çR;sd xzkgd ij vyx ls /;ku dsafnzr djus vkSj /;ku dsafnzr 
djus dk leFkZu iznku fd;k tkrk gSA 

4- ykxr çHkkoh ¼Cost Effective½ % xzkgd laca/k çca/ku dh lcls etcwr fo'ks"krk ;g ykxr çHkkoh gSA 
lhvkj,e ;kstuk dk ykHk ;g gS fd blesa dkxt vkSj HkkSfrd dk;Z dh cgqr de vko';drk gS] 
ftlds çca/ku ds fy, de dk;Zcy vkSj vuqca/k ds fy, U;wure lalk/kuksa dh vko';drk gksrh gSA 
lhvkj,e ;kstuk dks fØ;kfUor djus esa mi;ksx dh tkus okyh vk/kqfud e'khujh Hkh cgqr vklku vkSj 
lqxe gS] D;ksafd ;g fjVsy O;kikj ds iqjkus rjhds ls lacaf/kr gS tSls lkIrkfgd cktkj] fdjkuk dh 
nqdkusa vkfnA  

5- çfØ;k ds le; esa deh vkrh gS ¼Reduces process time½ % lhvkj,e ç.kkyh esa lHkh fooj.k cuk, 
j[kk tkrk gS vkSj dsanzh—r fd;k tkrk gS] tks de le; ds vanj dHkh Hkh çkIr fd;k tk ldrk gSA 
blls çfØ;k dh vof/k esa deh vkrh gS vkSj mRikndrk dks c<+kok feyrk gSA 

6- xzkgdksa dh larqf"V çnku dh tkrh gS ¼Provides customer satisfaction½ % lHkh xzkgdksa ds ek/;e 
ls dq'kyrkiwoZd O;ogkj fd;k tkrk gS vkSj mUgsa og fn;k tkrk gS tks mUgsa okLro esa xzkgd dh 
larqf"V c<+kus ds fy, pkfg,A blls vf/kd O;kikj çkIr djus dh laHkkouk c<+ tkrh gS] ftlls varr% 
dkjksckj ¼turnover½ vkSj ykHk esa o`f) gksrh gSA 

7- xzkgd oQknkjh fodflr djsa ¼Develop customer Loyalty½ % ;fn xzkgd larq"V jgrk gS rks os 
ges'kk vkids çfr oQknkj jgsaxs vkSj ckj&ckj O;kikj esa jgsaxs ftlds ifj.kkeLo:i xzkgd vk/kkj 
/khjs&/khjs c<+sxk vkSj varr% O;kikj dh fuoy çxfr esa lq/kkj gksxkA 

8- mPp xzkgd ykHkçnrk ¼High Customer Profitability½ % lhvkj,e leku fjVsy vkmVysV ls 
[kjhnkjh djds] xzkgd ds fLFkj çokg ds ek/;e ls fjVsylZ dks egku xzkgd O;ogk;Zrk mRiUu djus esa 
enn djrk gSA xzkgd vf/kd le; rd cuk jgrk gS] vkmVysV ij vf/kd [kjhn gksrh gSA 

 

lhvkj,e dh izfØ;k ¼PROCESS OF CRM½ 

izR;sd ,dy laxBu dh viuh i`Fkd O;kikj izfØ;k vkSj dk;Zuhfr;ka gksrh gSaA ekStwnk vkSj Hkkoh 
vko';drkvksa dks iwjk djus ds fy, lhvkj,e iz.kkyh dks vuqdwfyr fd;k tkuk pkfg,A lhvkj,e 
lkW¶Vos;j yhMlZ] xzkgdksa] Hkkxhnkjksa vkSj izfr}af};ksa ls lacaf/kr lHkh lwpukvksa ij fuxjkuh j[kus esa lgk;d 
gksrk gSA ;g fdlh Hkh daiuh }kjk egRoiw.kZ fooj.k dh vuns[kh vkSj ifj.kkeksa dh v'kq) x.kuk dh 
laHkkouk dks izHkkoh :i ls de djrh gSA lhvkj,e ds lQy dk;kZUo;u esa ;g lqfuf'pr fd;k tkrk gS 
fd osc vk/kkfjr lk/kuksa ds ek/;e ls fdlh Hkh LFkku ls pkSchlksa ?kaVs lHkh lacaf/kr fjdkWMZ dks rS;kj djus] 
ns[kus vkSj mlesa la'kks/ku djus gsrq iz;ksDrkvksa dks lqjf{kr lqfo/kk miyC/k gksA os laxBuksa dks viuh rkdr 
vkSj udnh dks vfHk;kuksa ij dsafnzr djus vkSj vuqdwyre yhM ifjorZu lqfuf'pr djus dh vuqefr nsrs gSaA 
lhvkj,e çfØ;k ds pj.k ¼fp= 3-3½ bl çdkj gSa %  
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1- ,d MsVk cSad [kksyuk  ¼Open a data bank½ % laxBu xzkgdksa dh lwpukvksa dks ,df=r djrs jgrs 
gSa ftls MsVk cSad dgk tkrk gSA gesa blh izdkj ds MsVk cSad dks viuh lhvkj,e iz.kkyh esa [kksyuk 
gksrk gSA lhvkj,e lkW¶Vos;j laHkkfor yhMlZ] xzkgdksa] lk>snkjksa vkSj izfr}afn;ksa ls laacaf/kr lHkh 
lwpukvksa ij fuxjkuh j[kus esa enn djrk gSA 

2- xzkgd dk p;u ¼Selection of customer½ % lhvkj,e MsVkcsl cukus ds ckn] ge oQknkj xzkgdksa 
dh lwph rS;kj djrs gSaA laxBu ds fy, MsVk ls Jsf.k;ksa ds vuqlkj mfpr xzkgdksa dk p;u djuk 
egRoiw.kZ gSA 

3- ewY;oku xzkgdksa dks vius lkFk cuk, j[kuk ¼Retain valuable customers½ % laxBu dks viuh 
lwph ls pqus gq, xzkgdksa ls laidZ djuk gksrk gS vkSj bl çdkj mUgsa vius lkFk cuk, j[kus gsrq 
dne mBkuk iM+rk gSA 

4- xzkgd dh t:jrksa dks le>uk ¼Understand customer’s needs½ % lhvkj,e çfØ;k esa fjVsy 
laxBu ds fy, xzkgdksa dh vko';drkvksa dks le>uk vkSj mRiknksa dks cspus dk ç;kl djuk 
egRoiw.kZ gS] tks okLro esa muds fy, vko';d gSaA 

 
fp= 3-3 % lhvkj,e dh izfØ;k 

5- xzkgd dh t:jrksa esa varj djuk ¼Differentiate the customer needs½ % xzkgdksa dh fo'ks"krkvksa 
tSls fd [kjhn O;ogkj] foHkktu vkfn ds vk/kkj ij( laxBu dks xzkgdksa dh vko';drkvksa esa foHksn 
djuk pkfg,A  

lhvkj,e dh 
izfØ;k 

xzkgd dk 
p;u 

xzkgd dks 
vk'oLr 
djuk 

ewY;oku xzkgdksa 
dks vius lkFk 
cuk, j[kuk 

xzkgd dks 
vkeaf=r 
djuk 

xzkgd dh 
t:jrksa dks 
le>uk 

f'k"Vkpkj 
viuk,a 

xzkgd ls 
laidZ djuk 

MsVk cSad 
[kksyuk 

xzkgd dh 
t:jrksa esa varj 
djuk 
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6- xzkgd ls laidZ djuk ¼Approaching customer½ % fjVsylZ dks fçaV ;k fMftVy ehfM;k ds 
ek/;e ls xzkgd ls laidZ djuk gksrk gSA oQknkj xzkgdksa dh lwph rS;kj djus ds ckn] ge mfpr 
ek/;e ls muls laidZ djrs gSa vkSj mUgsa viuk mRikn izLrqr djrs gSaA 

7- xzkgd dks vk'oLr djuk ¼Convincing customer½ % fjVsylZ dks xzkgdksa dks fofHkUu çdkj ds 
mRiknksa ds lkFk&lkFk mudh vko';drk ds vuqdwy lsokvksa dh izLrqr djds mUgsa le>kus dk ç;kl 
djuk pkfg,A 

8- xzkgd dks vkeaf=r djuk ¼Invite customer½ % fjVsyj dks xzkgd dks vkmVysV ij tkus ds fy, 
çsfjr djuk gksxk vkSj fcØh çfØ;k dks iwjk djus ds fy, mRikn dh fo'ks"krkvksa dks ,d Bksl rjhds 
ls le>kuk gksxkA 

9- f'k"Vkpkj viuk,a ¼Adopt courtesy½ % tc dksbZ xzkgd vkmVysV ij vkrk gS rks fjVsyj dks 
fouez gksuk pkfg,A fcØh dh ckrphr 'kq: gksus ls igys mls eqLdqjkrs gq, psgjs ds lkFk vfHkoknu 
djuk gksxk] dqlhZ ij cSBus vkSj ikuh ihus ds iwNuk pkfg,A 

 

bl çdkj] lhvkj,e esa fjVsy O;kikj vkSj xzkgdksa ls lacaf/kr lHkh baVjQsl dks doj fd;k tkrk gSA ,d 
e/;e lhvkj,e dk;ZØe esa ,d O;kikj dks xzkgdksa dks çkIr djus] xzkgd lsokvksa dh is'kd'k djus vkSj 
ewY;oku xzkgdksa ds ckjs esa tkudkjh nksckjk ;kn djus dh lqfo/kk feyrh gSA  

bZ&lhvkj,e ¼E-CRM½   

vkt xzkgd laca/k fodflr djus ds fy, O;kid :i ls mi;ksx dh tkus okyh rduhdsa Li"V i;kZoj.k 
laca/kh baVªkusV ds mi;ksx ds lkFk bZ&lhvkj,e dk;Z gSa] ,DLVªkusV vkSj baVjusV dk rkRi;Z lwpuk 
çkS|ksfxdh ds mi;ksx ds lkFk xzkgd ds lkFk lHkh çdkj ds laca/kksa ds çca/ku ls gSA ;g vius xzkgdksa dh 
t:jrksa vkSj bPNkvksa dks le>us vkSj çkIr djus gsrq vkarfjd laxBu laifÙk;ksa vkSj ckgjh foi.ku 
;kstukvksa ds ,dhdj.k ds lkFk vkbZVh dk mi;ksx djus esa l{ke cukrk gS] bls nwljksa ds lkFk laokn 
djus ds fy, csgrj rduhd ekuk tkrk gSA  

lhvkj,e vkSj bZ&lhvkj,e ds chp varj bl çdkj gSa % 
 

Ø- la- ewy  lhvkj,e  bZ&lhvkj,e 

1  xzkgd ds lkFk 
laidZ  

lhvkj,e esa] xzkgdksa dks fjVsy  
LVksj] VsyhQksu] QSDl vkfn ds 
ek/;e ls doj fd;k tkrk gSA  

bZ&lhvkj,e esa] mi;ksx dh tkus 
okyh lHkh ikjaifjd fof/k] baVjusV] 
bZ&esy] ok;jysl vkSj vU; 
rduhdksa dk ,d fgLlk mi;ksx 
fd;k tkrk gSA  

2  flLVe baVjQsl  lhvkj,e esa] m|e lalk/ku fu;kstu 
dk mi;ksx fd;k tkrk gS vkSj 
cSd&,aM ij tksj fn;k tkrk gSA  

bZ&lhvkj,e esa] bZvkjih lajpukvksa 
MsVk os;jgkml vkSj MsVk ekVZ ds 
mi;ksx ds ek/;e ls ÝaV&,aM ij 
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vf/kd tksj fn;k tkrk gSA  

3  flLVe ij 
vf/kHkkj 
¼overload½  

lhvkj,e esa] l{ke vuqç;ksxksa dks 
ns[kus ds fy, xzkgdksa dks dbZ 
,fIyds'ku MkmuyksM djus gksaxsA 
çHkkoh mi;ksx ds fy, mUgsa dkxt 
ij fy[kk tkuk pkfg,A 

bZ&lhvkj,e esa] xzkgd czkmtj dk 
mi;ksx djrs gSa] blfy, fofHkUu 
vuqç;ksxksa dks ykxw djus dh 
vko';drk ugha gSA  
 

4  tkudkjh  lhvkj,e esa] n'kZdksa ¼viewers½ ds 
vk/kkj ij fopkj vyx&vyx gksrs 
gSa vkSj la'kksf/kr fopkj ekStwn ugha 
gksrs gSaA  

bZ&lhvkj,e esa] O;fDrxr :i ls 
vius fiNyh [kjhnh xbZ phtkas vkSj 
ilan dh pht  [kjhnus ij ij 
tkudkjh gksrh gSA   

5  flLVe Qksdl  lhvkj,e esa] vkarfjd mi;ksx ds 
fy, cukbZ xbZ ç.kkyh dks O;kikj 
laca/kh dk;Z ds vk/kkj ij fMtkbu 
fd;k x;k gS vkSj dsoy ,d 
O;kikfjd bdkbZ ds fy, mRikn osc 
,fIyds'ku fMtkbu fd, x, gSaA  

bZ&lhvkj,e esa] ckgjh mi;ksx ds 
fy, cukbZ xbZ ç.kkyh dks xzkgdksa 
dh t:jrksa ds vk/kkj ij fMtkbu 
fd;k x;k gS vkSj iwjs m|e ds fy, 
osc ,fIyds'ku dh ;kstuk cukbZ 
xbZ gSA  

6  j[kj[kko vkSj 
la'kks/ku  

lhvkj,e esa dk;kZUo;u ds fy, 
vf/kd le; dh vko';drk gksrh gS 
vkSj flLVe dk j[kj[kko cgqr 
egaxk gksrk gSA ,slk blfy, gS 
D;ksafd flLVe fofo/k LFkku vkSj 
fofHkUu loZjksa ij gksrk gSA  

bZ&lhvkj,e esa] flLVe le; vkSj 
ykxr dks de djus esa enn djrk 
gS vkSj j[kj[kko ,d loZj ij ,d 
gh LFkku ij vf/kokl ¼domicile½ 
ysus esa l{ke gksrk gSA  

 

bl çdkj] ikjaifjd lhvkj,e dh txg vk/kqfud bZ&lhvkj,e dks çfrLFkkfir fd;k x;k] tks dbZ 
laxBuksa ds lhvkj,e dh çfØ;k dks ljy cukrk gSA bZ&lhvkj,e lHkh xzkgdksa ds ek/;e ls 
vyx&vyx laca/kksa dks çHkkoh <ax ls çcaf/kr djus esa mi;ksxh ik;k x;k gS vkSj O;fDrxr ewy ckrksa ij 
vkxs c<+us ds lkFk var%fØ;kRed gksrk gSA  

xzkgd laca/k çca/ku ds ?kVd ¼COMPONENTS OF CUSTOMER RELATIONSHIP MANAGEMENT½ 

xzkgd laca/k çca/ku ds fofHkUu çdkj ds ?kVd gSa tks fdlh laxBu dks çHkkoh <ax ls pykus ds fy, 
vko';d gSaA lhvkj,e dk gj ?kVd vf}rh; gSA lhvkj,e ds ?kVd tSlk fd fp= 3-4 esa fn[kk;k x;k 
gS] bl çdkj gSa %  

1- fcØh dkfeZd cy Lopkyu ¼Sales force automation½ % ;g lhvkj,e dk lcls egRoiw.kZ ?kVd 
gSA ;g vf/kdre laxBuksa }kjk fd;k tkrk gSA blesa iwokZuqeku] fcØh çlaLdj.k dh fjd‚fMaZx 'kkfey 
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gSA blls jktLo l`tu ds voljksa dks csgrj <ax ls tkuus esa enn feyrh gS vkSj blls ;g cgqr 
egRoiw.kZ cu tkrk gSA m|ksx ds fodkl vkSj òf) esa lexz lq/kkj çkIr djus gsrq fofHkUu ?kVd ,d 
vyx bdkbZ ds :i esa fcØh cy Lopkyu cukus ds fy, dke djrs gSaA dqN egRoiw.kZ rRo yhM 
çca/ku] ys[kk çca/ku] volj çca/ku] laidZ çca/ku] bZ&esy&çca/ku vkSj fjiksfVaZx gSaA 

2- ekuo lalk/ku çca/ku ¼Human resource management½ % bldk mi;ksx ekuo lalk/ku ds çHkkoh 
vkSj lgh mi;ksx ds fy, fd;k tkrk gSA blls dkS'ky esa lq/kkj vkrk gS vkSj çHkkoh <ax ls dke djus 
ds fy, ekuo lalk/ku fodflr fd, tkrs gSaA 

 

fp= 3-4 % lhvkj,e ds ?kVd  

3- yhM çca/ku ¼Lead management½ % bldk rkRi;Z fcØh ds lkFk&lkFk muds forj.k ij utj 
j[kuk gSA blesa vfHk;ku dk dq'ky çca/ku] vuqdwfyr :iksa dks fMtkbu djuk 'kkfey gSA 

4- xzkgd lsok ¼Customer service½ % xzkgd dh tkudkjh ,d= djuk lhvkj,e dk lcls egRoiw.kZ 
?kVd gSA lHkh foHkkx foi.ku] deZpkjh xzkgd dh t:jrksa ds lkFk&lkFk f'kdk;r ds ckjs esa 
tkx:drk vkSj le> fodflr djus ds fy, dne mBkrs gSaA 

5- foi.ku ¼ekdsZfVax½ ¼Marketing½ % ;g laxBu }kjk viukbZ xbZ çpkj xfrfof/k;ksa dks lanfHkZr djrk 
gSA blesa mRikn cspus vkSj xzkgdksa dks larq"V djus ds fy, dk;Zuhfr;ksa dks ykxw djuk 'kkfey gSA 

6- dk;Zçokg Lopkyu ¼Workflow automation½ % blls dk;Z izokg dh ykxr de gks tkrh gSA tc 
çca/ku dh ckr vkrh gS rks dbZ çfØ;k,a ,d lkFk pyrh gSa vkSj blds fy, çHkkoh ykxr esa deh ds 
lkFk&lkFk lHkh çfØ;kvksa dks lqO;ofLFkr ¼streamlining½ djus dh vko';drk gksrh gSA blls 
xfrfof/k;ksa ds nksgjko esa deh vkrh gSA blls le; dh cckZnh vkSj vfrfjDr ç;kl dks jksdk tkrk gSA 

ekuo 
lalk/ku 
çca/ku yhM  

çca/ku 

xzkgd 
lsok 

foi.ku 
¼ekdsZfVax½ 

lhvkj,e ds 
?kVd 

fcØh dkfeZd 
cy Lopkyu 

dk;Zçokg 
Lopkyu 

O;kikj 
fjiksfVaZx 

fo'ysf"kdh 
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7- O;kikj fjiksfVaZx ¼Business reporting½ % lhvkj,e fcØh xzkgd ns[kHkky fjiksVZ vkSj foi.ku ds 
çca/ku ds lkFk bls rS;kj djrk gSA xzkgd lsok fjiksVZ ls ,d daiuh ds vf/kdkfj;ksa dks muds nSfud 
dk;Z çca/ku vkSj lapkyu esa le> izkIr djus esa lgk;rk feyrh gSA 

8- fo'ysf"kdh ¼Analytics½ % ;g cktkj ds #>kuksa dks le>us gsrq MsVk dk v/;;u vkSj çfrfuf/kRo djus 
dh çfØ;k gSA fgLVksxzke] pkVZ] fp=ksa vkSj vkjs[k ds :i esa MsVk ds xzkfQdy çfrfuf/kRo dks orZeku 
MsVk ds lkFk&lkFk fiNys le; esa mRiUu ,d #>ku dks le>us ds fy, mi;ksx fd;k tkrk gSA 

 

xzkgd vis{kk ds lkFk feyus ds fy, lapkj dk loksZÙke rjhdk ¼BEST METHOD OF 

COMMUNICATION TO MEET WITH CUSTOMER EXPECTATION½ 

1- tkus nks] lquks] vkSj /;ku nsuk ¼Let Go, Listen, and Hear½ % nwljs balku dks fu;af=r djus 
dh dksf'k'k djuk O;FkZ dh dok;n gSA blfy,] tc dke djus okys fjVsyj pkgrs gSa fd os yksx 
mu phtksa dks [kjhn ysa] tks os csp jgs gSaA ,slk djus dk lcls vPNk rjhdk gS fd mUgsa fu;af=r 
djus dh dksf'k'k u djsa] vkSj tkus nsa] lqusa vkSj okLro esa /;ku nsuk fd mUgsa D;k pkfg,A 

2- Åij ls uhps ls ewY; cuk,a ¼Create Values from Top Down½ % yhMjf’ki usr`Ro fjVsy 
‘kkWILk dh laL—fr ds fy, xq.koÙkk fu/kkZfjr djrk gSA tc ge Yahoo daiuh dk mnkgj.k ysrs gSa] 
Yahoo ds lhbZvks lks'ky ehfM;k ij xzkgdksa dh f'kdk;rksa dk tokc nsrs gSa] rks og viuh daiuh ds 
ckdh fgLlksa ds fy, ,d etcwr mnkgj.k izLrqr djrk gSA tc Yahoo ds ikl esy vkmVst Fkk] rks 
mUgksaus bl ?kVuk ds fy, ekQh ekaxrs gq, ,d Cy‚x iksLV çdkf'kr fd;kA ^^;g gekjs v‚ijsVjksa ds 
fy, ,d lVhd vlarks"ktud lIrkg jgk gS vkSj gesa cgqr [ksn gS]^^ mUgksaus fy[kkA ^^ge esa ls dbZ 
yksxksa ds fy,] Yahoo esy gekjs ifjokjksa] fj'rsnkjksa] nksLrksa vkSj xzkgdksa ds fy, thfodk cuh gqbZ gSA 
bl g¶rs] geus ,d ,sls çeq[k vkmVst dks dq'kyrkiwoZd Bhd fd;k] ftlls dsoy ml esa 'kkfey 
leL;k ls ck/kk vkbZ] cfYd vki esa ls dbZ yksxksa ds fy, vlqfo/kk esa cgqr cM+k dkj.k cu x;k tks 
vlguh; gS vkSj bls dqN gn rd ge cgqr xaHkhjrk ls ys jgs gSaA** czSulu us m|fe;ksa dks crk;k^^ 
tc vki vius xzkgdksa dh lgk;rk djus ds ckjs esa ,d ifj.kke cuk jgs gSa] rks vius xzkgd ds 
vuqlkj pyasA^^ vkidh [kqn dh Hkkxhnkjh vDlj cktkj dh ,d vkSj lqlaL—r ijh{kk dh rqyuk esa 
,d vPNk ekxZn'kZd gSA^^ vius Lo;a ds mRiknksa ;k lsokvksa dk mlh rjg ls mi;ksx djus esa 
foQyrk dk vFkZ gS fd fjVsyj vius xzkgd ds vuqHko dks ugha le>rs gSaA ;fn fjVsylZ dks ugha 
irk fd muds xzkgd D;k vuqHko djrs gSa] rks mUgsa ugha irk fd mUgsa D;k pkfg,A ;fn og ugha 
tkurk fd mUgsa D;k pkfg,] rks og mUgsa ugha ns ldrkA  
 

3- ,d:irk ds fy, ;FkkFkZoknh vis{kk,a fu/kkZfjr djsa ¼Set Realistic Expectations for 

Consistency½ % ,d:irk ds fy, fof'k"V] ;FkkFkZoknh y{;ksa dh vko';drk gksrh gSA ,d daiuh ds 
fy, vius xzkgdksa dh vis{kkvksa dks iwjk djus gsrq] mls mu y{;ksa dks iwjk djuk gksxkA^^ czSulu dgrs 



 

                                                                                                                                                                              
                                                                                              

xzkgd laca/k izca/ku               109                                                                         

gSa ^^vkSj fQj u dsoy mudk lkeuk djus ds fy, cfYd muls vkxs fudyus gsrq & vf/kekur% 
vçR;kf'kr vkSj lgk;d rjhdksa lsA^^ ^^xzkgd lsok ds fujarj forj.k ;ksX; pj.kksa ds lkFk lac) 
xzkgdksa dh laHkkoukvksa dks mudh mEehnksa ds djhc  ij lsV djus ds fy, ;g vko';d gS fd 
vkidk iwjk LVkQ] mRikn foLrkj ls ysdj ekdsZfVax rd] daiuh dh czkaaM dh best ds vuq:i dke 
djsA^^   

4- okLrfodrk ds lkFk vis{kkvksa dks lajsf[kr djsa ¼Align Expectations with Reality½ % xzkgd lsok 
dk;Zuhfr dks deZpkfj;ksa vkSj xzkgdksa ds chp okLrfod ckrphr ds lkFk lajsf[kr djus dh 
vko';drk gSA vkarfjd losZ{k.kksa esa rqyuk djus ds mís'; ls fd deZpkjh dSls lksprs gSa fd xzkgd 
daiuh dks dSls ns[krs gSa fd xzkgd okLro esa daiuh dks dSls ns[krs gSa tSlk fd xzkgd larqf"V losZ{k.k 
esa ns[kk x;k gSA  
 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

fjVsy LVksj esa lhvkj,e xfrfof/k;ksa dh igpku djus ds fy, ,d fjVsy vkmVysV ij tk,aA 

vko’;d lkefxz;ka 

isu] isafly] ç'ukoyh] lQsn dkxt+ vkfnA 

izfØ;k 

1- ,d vPNh rjg ls rS;kj ç'ukoyh midj.k ds lkFk ,d utnhdh fjVsy LVksj ij tk,aA 
2- fuEufyf[kr ç'u iwNsa vkSj fjVsyj @ fcØh lg;ksxh ds mÙkj 50 'kCnksa ls vf/kd ugha gksus  

pkfg, %  
d- lhvkj,e esa laxBu fdu ;kstukvksa@Ldheksa dks ykxw djus dh ;kstuk cuk jgk gS\ 
[k- os dkSu ls dkjd gSa tks vkidks yxrk gS fd xzkgd ds lkFk laca/k cuk, j[kus esa 

egRoiw.kZ gSa\ 
x- vius xzkgd ds lkFk laca/k cuk, j[kus gsrq laxBu }kjk dkSu ls dne mBk, x, gSa\ 
?k- os dkSu ls dkjd gSa ftuds ckjs esa vkidks yxrk gS fd laca/k dk;ZØeksa dks ykxw djus esa 

egRoiw.kZ gSa\ 
³- D;k vki xzkgd laca/kksa dh ns[kHkky ds fy, fd, x, çko/kkuksa ls [kq'k gSa\ 

dkj.kksa dh iqf"V djsa(                                         gka @ ugh 
p- os dkSu ls dkjd gSa tks xzkgd muds lkFk laca/k cuk, j[kus ds fy, csgrj le>rs gSa\ 
N- xzkgd ds lkFk csgrj laca/k cuk, j[kus ds fy, fjVsylZ }kjk D;k dkjZokbZ dh tkuh 

pkfg,\ 
t- D;k vkidks lhvkj,e ykxw gksus ds ckn fjVsy fcØh ds dkjksckj esa dksbZ varj yxrk gS\ 
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gka @ ugha  
i. ;fn gka] rks D;k ykHk çkIr gq, gSa \ 

- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - 
- - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  
- - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - - - - - - - - - -  - - - - - - - 
 

ii. ;fn ugha] rks dkj.k crk,a  
- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - 
- - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  
- - - -- - - -  - -  - - - -- - - -  - -  - - - -- - - -  - -  - - - - - - - - - - - - - - - -- -  --  

 
xfrfof/k 2 

fdlh utnhdh fjVsy LVksj ij tk,a vkSj fjVsyj }kjk viukbZ xbZ lhvkj,e dh çfØ;k vkSj 
lhvkj,e dks ykxw djus ls çkIr ykHkksa ds ckjs esa tkusaA 

vko’;d lkefxz;ka % isu] isij  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,a vkSj mUgsa fjVsy  vkmVysV ij tkus ds fy, dgsaA 
2- ,d eSustj ls feysa vkSj mldk vfHkoknu djsaA 
3- mls ;k=k dk mís'; crk,a vkSj ;k=k ds fy, lgefr ysaA 
4- fcØh lg;ksxh ls feysa vkSj fuEufyf[kr ç'u iwNsa rFkk bls uksVcqd esa uksV djsaA 

d½ lhvkj,e çfØ;k muds fjVsy vkmVysV esa viuk;kA 
[k½ lhvkj,e ykxw djus ds ckn mUgsa D;k ykHk gqvk\ 
x½ lhvkj,e dks ykxw djus ds çeq[k fcanq D;k gSa\ 

 

?k½ xzkgd laca/k çca/ku ds ?kVd D;k gSa\ 
³½ vki viuh fjVsy xfrfof/k;ksa esa bZ&lhvkj,e dk mi;ksx dSls djrs gSa\ 

 

5- ,df=r tkudkjh ds vk/kkj ij ,d fjiksVZ rS;kj djsaA 
6- d{kk esa fjiksVZ ij ppkZ djsaA 
7- d{kk v/;kid dks fjiksVZ tek djsaA 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- lhvkj,e dk mi;ksx xzkgd dh vko';drk vkSj - - - -  - -  - - - - ds ckjs esa tkuus ds fy, 
fd;k tkrk gSA 

2- lhvkj,e dks O;kikj dk - - - -  - -  - - - -  Hkh dgk tkrk gSA 
3- lhvkj,e - - - -  - -  - - -  - - - -  - -  - - - -  çHkkoh gSA 
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4- laxBu esa lhvkj,e ç.kkyh - - - -  - -  - - - -  gSA 
5- lhvkj,e ls çfØ;k ds le; eas deh vkrh gS vkSj - - - -  - -  - - - - c<+ tkrk gSA 
6- lhvkj,e - - - -  - -  - - - xzkgd] çfrLif/kZ;ksa vkfn ls lacaf/kr lHkh MsVk ij yscy j[kus dk 

leFkZu djrk gSA 
[k- cgq oSdfYid iz'u 

1- - - - -  - -  - - - -  dk vFkZ xzkgdksa ds ckjs esa tkudkjh ,d= djuk gSA 
¼d½ MsVk cSad 
¼[k½ çkFkfed cSad  
¼x½ ek/;fed cSad 
¼?k½ mijksDr lHkh  

2- lhvkj,e - - - -  - -  - - - - t:jrksa dks le>us esa l{ke cukrk gSA 
¼d½ ekfyd 
¼[k½ ysunkj  
¼x½ xzkgd 
¼?k½ mijksDr esa ls dksbZ ugha 

3- fjVsyj dks i‚baV ;k - - - -  - -  - - - -  ehfM;k ds ek/;e ls xzkgd ls laidZ djuk gksrk gSA 
¼d½ ckgj 
¼[k½ vanj  
¼x½ fMftVy 
¼?k½ mijksDr lHkh 

4- lhvkj,e ç.kkyh esa orZeku vkSj Hkfo"; ds xzkgdksa ds - - - -  - -  - - - - –f"Vdks.k vkSj 
v/;;u 'kkfey gSA 
¼d½ chrs le; ds 
¼[k½ Hkfo";oknh  
¼x½ fiNys 
¼?k½ mijksDr esa ls dksbZ ugha 

5- lhvkj,e dh çfØ;k ,d xzkgd - - - -  - -  - - - - ls 'kq: gksrh gSA 
¼d½ irk yxkuk 
¼[k½ igpku  
¼x½ 'kks/k 
¼?k½ mijksDr lHkh 

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- lhvkj,e ,d O;kikj n'kZu gS] dk;Zuhfr dk;ZØe vkSj ç.kkyh dk ,d lsV gSA 
2- lhvkj,e ds ifj.kkeLo:i de xzkgd ykHkçnrk gksrh gSA 
3- lhvkj,e dks O;kikj dh fcØh etcwrh Hkh dgk tkrk gSA 
4- lhvkj,e dks O;kolkf;d çfØ;kvksa dks O;ofLFkr djus ds fy, çkS|ksfxdh dh vko';drk ugha 
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gksrh gSA 
5- lhvkj,e ,d ykxr çHkkoh ç.kkyh gSA 

 

?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- lhvkj,e ls vyx&vyx vkSj çR;sd 

O;fDr ij Qksdl djus vkSj /;ku ls 
fopkj djus esa enn feyrh gSA 

,  çksQkby  

2- lhvkj,e ls VuZ vksoj c<+rk gS vkSj ch mRikndrk 
3- lhvkj,e flLVe çfØ;k vof/k dks de 

djrk gS vkSj c<+krk gS 

lh lcds fy, Bhd gS 
 

4- lhvkj,e ,d vkdkj dk ,d fodYi gS Mh fMftVy ehfM;k 
5- fjVsyj xzkgd ls laidZ djrk gS  bZ xzkgd  

 

³- laf{kIr mÙkj okys iz’u  

1- xzkgdksa dh leL;kvksa dks gy djus ds rjhds D;k gSa\ 
2- lhvkj,e ykxr çHkkoh D;ksa gS\ 
3- MsVk cSad [kksyus ls vkidk D;k rkRi;Z gS\ 

 

4- lhvkj,e }kjk çfØ;k ds le; esas dSls deh vkrh gS\ 
5- D;k lhvkj,e xzkgdksa dh t:jrksa dks le>us ds fy, mi;ksxh gS\ 
6- ledkyhu dky esa bZ&lhvkj,e dh Hkwfedk dh O;k[;k djsa\ 
 

p- y?kq mÙkj okys iz’u  

1- lhvkj,e D;k gS\ 
2- blds dk;kZUo;u ds ykHkksa dh O;k[;k djsaA 
3- lhvkj,e çfØ;k esa 'kkfey fofHkUu pj.kksa dh O;k[;k djsaA 
4- bZ&lhvkj,e D;k gS vkSj le>kb, fd ;g lhvkj,e ls fdl çdkj fHkUu gSA 
 

N- vius izn'kZu dh tk¡p djsa 

1- lhvkj,e çfØ;k ds pj.kksa dk çn'kZu djsaA 

2- bZ&lhvkj,e dh vfuok;Zrkvksa ij ,d pkVZ rS;kj djsaA 
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l= 2 % xzkgd vkSj laxBu dh vko';drk dks larqfyr djuk ¼Balance the 

Need of Customer and Organization½ 

xzkgd ftrus vf/kd larq"V jgsaxs mrus yacs le; rd fjVsy QeZ ds lkFk jgsaxs vkSj òf) rFkk ykHkçnrk 
lqfuf'pr djus ds fy, i;kZIr O;kikj çnku djsaxsA csgrj xzkgd lsok ds fy, uhfr;ksa dks ,d lkFk j[krs 
gq,] ,d fjVsy QeZ dks ;g lqfuf'pr djus dh vko';drk gS fd xzkgdksa dh vis{kkvksa vkSj O;kikfjd 
t:jrksa ds chp larqyu cuk, j[kk tk,A 

daiuh dh is'kd'k ds lkFk xzkgd dh vis{kkvksa dk vfHkoknu ¼ MEET CUSTOMER EXPECTATION WITH 

COMPANY OFFER½ 
xzkgdksa dh vis{kkvksa dks iwjk djus dk vFkZ gS xzkgdksa dks igpkuk tk,A tgka rd laHko gks lds] dbZ 
xzkgdksa ds ckjs esa tkudkjh bdëk djsaA vius xzkgdksa dh t:jrksa dks le>saA çR;sd xzkgd dh ,d vyx 
/kkj.kk gksxh fd xzkgd lsok mlds fy, D;k ek;us j[krh gSA 
 

 xzkgdksa dh t:jrksa dks iwjk djsa  
 vis{kkvksa ij [kjk u mrjukA 

  

vis{kkvksa ds lkFk xzkgd ls u feyus ds dkj.k ¼REASONS OF CUSTOMER NOT MEETING WITH 

EXPECTATIONS½ 
xzkgdksa ds –f"Vdks.k dks iwjk djus ds fy, O;kikj esa fxjkoV vkus ¼flop½ ds mPpre dkj.kksa esa ls ,d ;g 
gS fd os vius xzkgdksa dh vis{kk ds ckjs esa Li"V :i ls tkurs gSaA cs'kd] xzkgd –f"Vdks.k ;FkkFkZoknh ;k 
cgqr fofp= gks ldrs gSaA 
 

fo'oluh;rk] iquiZzkfIr vkSj tokcnsgh ¼Reliability, Recovery & Responsiveness½ % xzkgd le>rs gSa 
fd thou ifjiw.kZ ugha gS vkSj xyfr;ka gksaxhA tcfd] O;kikj vfo'oluh; gS vkSj vDlj blesa oknk iwjk 
djus esa O;o/kku vkrk gSA xzkgd Hkjkslsean O;fDr ls vPNs O;kijksa dh dYiuk djrs gSa vkSj lsYl ilZu ;k 
fcØh djus okyk O;fDr tks dgrs gSa mlh rjg ls rS;kjh djrs gSaA ,slk cgqr gh de gksrk gS fd lsYl 
ilZu ;k fcØh djus okyk O;fDr rc vius xzkgdksa dks Bhd ls lsok iznku ugha djrk gS] fcØh djus okyk 
O;fDr bldh dYiuk ugha dj ldrk gSA fcØh O;fDr bls dSls iwjk djrk gS ;g fouez ekQh ;k dqN 
ekewyh çfriwfrZ Hkqxrku ds :i esa gks ldrk gSA os dYiuk djrs gSa fd foØsrk Rofjr dkjZokbZ djus ds fy, 
mÙkjnk;h gksxkA  
 

vk'oklu ¼Assurance½ % xzkgd ;g ns[kuk pkgrs gSa fd ,d fo'ks"kK mudh leL;k dks laHkky jgk gSA 
mUgsa vk'oLr djsa fd foØsrk çn'kZu djds muds O;kikj dks ekU;rk nsrs gSaA os mudh dfBukb;ksa dks 
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le>rs gSa vkSj mfpr lek/kku fudkyrs gSaA xzkgdksa dks daiuh ds czkaM vkSj mldh mifLFkfr dh mEehn 
gksrh gSA blfy,] ijke'kZ dh Hkwfedk esa mudh laHkkoukvksa dk vFkZ gS loZJs"B dh ryk'k djukA 
 

lekuqHkwfr ¼Empathy½ % lekuqHkwfr dk vFkZ gS ,d vyx vkSj O;fDrxr Lrj ij xzkgdksa ds ek/;e ls 
tksM+ukA gj ,d xzkgd pkgrk gS fd ge dqN luluh[kst djsa vkSj mls dqN [kkl egRo çnku fd;k 
tk,A dksbZ Hkh ;g çHkko ugha Mkyuk pkgrk fd og ckj&ckj gekjs fjVsy  vkmVysV ls mRikn [kjhnrk 
gSA fjVsyj xzkgdksa dks mudh lqfo/kk dh t:jrksa @ fof'k"Vrkvksa ds ckjs esa fof'k"V fooj.kksa dks ;kn djrs 
gq,] muds ØsMsaf'k;Yl dk mi;ksx djrs le; mudh lk[k dk mi;ksx djrs gq, mudk Lokxr dj ldrk 
gSA blls mUgsa gekjs vkmVysV ls [kjhnkjh djus esa vklkuh gksxhA xzkgdksa dks fn[kk,a fd fjVsylZ Lora= 
:i ls mudh ns[kHkky djsxkA  
 

oSdfYid lek/kku ¼ALTERNATIVE SOLUTION½ 
daiuh ds ikl vius xzkgd lek/kku ds fy, oSdfYid fodYi gksus pkfg,A xzkgdksa dh vis{kkvksa dks iwjk 
djus ds fy, fofHkUu fodYi gSaA 
 

lek/kku dh ykxr vkSj ykHk % daiuh dks muds oSdfYid lek/kku ds fy, ,d ctV fu/kkZfjr djuk 
pkfg, rkfd ogka os vius xzkgdksa dh leL;kvksa dks vyx&vyx rjhdksa ls vkSj de le; esa gy dj 
ldsaA oSdfYid lek/kku gksus ds ykHk fuEufyf[kr gSa % 

 xzkgd dh leL;k dks de le; esa gy fd;k tk ldrk gSA 

 xzkgd daiuh ds dke ls larq"V gksaxsA  

 

xzkgd ds lkFk ckrphr vkSj lgefr lek/kku % ge fu;fer :i ls xzkgd lsok ds ,d egRoiw.kZ rRo ds 
:i esa lqyg dkS'ky ds ckjs esa ugha lksprs gSaA gkykafd] ;g eq[; :i ls fctusl&Vw&fctusl ¼ch2ch½ 
laca/kksa esa gksrk gSA ,slk blfy, gS D;ksafd O;kikjksa ds chp vfrfjDr ckrphr dh vko';drk gSA ;fn fcØh 
lg;ksxh blds ckjs esa fopkj&foe'kZ djrk gS] rks O;kikjksa ds chp vf/kdka'k vknku iznkuksa esa ,d vuqca/k ij 
ckrphr djuk 'kkfey gksrk gS ftllss nksuksa i{kksa ds foØsrk vkSj [kjhnkj dks enn feysxhA 
 

xzkgd dkjZokbZ dks larq"V djsa % xzkgd larqf"V ,d ,slk 'kCn gS ftldk fu;fer :i ls foi.ku esa mi;ksx 
fd;k tkrk gSA bldk ,d mik; cuk jgrk gS fd fdlh fjVsy vkmVysV }kjk xzkgdksa dh çR;k'kk dk 
lkeuk djus ;k mls vPNk izHkko Mkyus ds fy, fdl rjg ls mRiknksa vkSj lsokvksa dks forfjr fd;k tkrk 
gSA ;fn fcØh lg;ksxh xzkgdksa dks muds O;kikj ls yxko ds lkFk enn djus gsrq rS;kj gSa] rks ,slk djus 
ds nl rjhds i<+saA  
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cktkj esa dgh xbZ ckr dk ewY; % dqN NksVs O;kikjksa ds fy, dgh xbZ ckr ¼MCY;wvks,e½ dk cgqr vf/kd 
egRo gS tks ,d vewY; ifjlaifÙk gSA dgh xbZ ckr larqf"V QSykus dk lcls de [kphZyk rjhdk gSA ;fn 
miHkksDrk xzkgd ysunsu ds çfr fcØh lg;ksxh –f"Vdks.k ls [kq'k gSa vkSj çkIr lsok ls [kq'k gSa rks os vius 
nksLrksa vkSj fj'rsnkjksa ls dsoy fjVsy  vkmVysV ds ckjs esa ldkjkRed ckr djsaxsA bl çdkj] os fjVsylZ 
dh vksj ls leFkZu iznku djsaxsA 
 

xzkgd dks vius lkFk cuk, j[kuk ¼CUSTOMER RETENTION½ 
 

xzkgd dks vius lkFk cuk, j[kuk ,d ,slh xfrfof/k gS ftls fjVsy fcØh laxBu xzkgdksa ds vlarks"k dks 
de djus ds fy, djrk gSA xzkgd dks lQyrkiwoZd dks vius lkFk cuk, j[kuk ,d xzkgd }kjk fdlh 
laxBu esa igys baVjQsl ds ek/;e ls 'kq: gksrh gS vkSj iwjs thoudky pyrk jgrk gSA xzkgdksa dks 
vkdf"kZr djus vkSj cuk, j[kus dh fjVsy daiuh dh laHkkfor {kerk dsoy mlds mRikn @ lsok ls 
lacaf/kr ugha gS] cfYd ;g vius ekStwnk xzkgdksa dh lsok djus ds rjhds vkSj cktkj ds vanj vkSj pkSjkgs dks 
ikj djus okyh fLFkfr ls xgu :i ls lacaf/kr gSA  
 

xzkgd dks vius lkFk cuk, j[kus ls xzkgd dks mudh vis{kk ls vfrfjDr ykHk feyrk gS] ;g mudh 
vis{kkvksa ls ijs gS] blfy, os fo'ks"k czkaM ds çfr oQknkj fo'oklh cu tkrs gSaA equkQs dks vf/kdre djus 
ds ctk; xzkgd oQknkjh LFkkuksa dk xzkgd ewY; mRiUu djuk vf/kd mi;ksxh gksrk gSA xzkgd dks vius 
lkFk cuk, j[kus ls O;kikj dh ykHkçnrk ij lh/kk çHkko iM+rk gSA fjVsy O;kikj dh fLFkfr vPNh cuk, 
j[kus vkSj fodkl ds fy, ekStwnk xzkgdksa dks vkius lkFk cuk, j[kuk egRoiw.kZ gSA  

 

xzkgd dks vius lkFk cuk, j[kus dk vFkZ gS lewg xfrfof/k;ka vkSj dkjZokb;ka gS tks O;kikj laxBu xzkgd 
dh leL;kvksa dks de djus ds fy, djrk gSA xzkgd dks vius lkFk cuk, j[kus ds dk;ZØeksa dk mís'; 
O;kolkf;d laxBu dks ;FkklaHko] vDlj oQknkjh dk;ZØe vkSj oQknkjh igy ds ek/;e ls vf/kd ls 
vf/kd xzkgdksa dks xzkgd dks vius lkFk cuk, j[kus esa enn djuk gSA 
 

xzkgd çfr/kkj.k dh vko';drk ¼NEED FOR CUSTOMER RETENTION ½ 
çR;sd O;kikj ds fy, xzkgd dks vius lkFk cuk, j[kuk xzkgdksa dh la[;k vkSj nh xbZ vof/k ds fy, 
fcØh c<+kus ds fy, vko';d gS\ fjVsy nqdkuksa esa xzkgd j[kus dh vko';drk fuEufyf[kr dkj.kksa ls 
mRiUu gksrh gSA 

 u;k xzkgd cukuk ,d egaxh xfrfof/k gS vkSj u, xzkgd dks cukuk vkSj mls fjVsylZ ds mRikn 
vkSj lsok dks [kjhnus ds fy, çsfjr djuk ,d dfBu dke gSA u, xzkgdksa dks cukus dh ykxr Hkh 
vf/kd gSA blfy,] xzkgd dks vius lkFk cuk, j[kus dh vko';drk mRiUu gksrh gSA 
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 fjVsyj ds jktLo dh j{kk djuk egRoiw.kZ gSA ;g rHkh laHko gS tc fjVsyj ekStwnk xzkgd dks 
vius lkFk cuk, j[ks vkSj u, xzkgdksa dks vkdf"kZr djsA blfy,] vf/kd jktLo mRiUu djus ds 
fy, xzkgd dks vius lkFk cuk, j[kuk vifjgk;Z gSA 

 vke rkSj ij xzkgd oLrqvksa vkSj lsokvksa ij vf/kd [kpZ djrk gSA ,slk blfy, gS D;ksafd mRikn 
vkSj lsok ds ckjs esa mudk ldkjkRed çHkko ckj&ckj [kjhnkjh dks çHkkfor djrk gSA blfy,] 
fjVsyj u, xzkgd dks çHkkfor djus dh rqyuk esa ekStwnk xzkgd dks vf/kd vklkuh ls çHkkfor dj 
ldrk gSA 

 fjVsyj ds ekStwnk xzkgd fjVsyj dks fcØh ds c<+rs volj çnku djasxsA ,slk blfy, gS D;ksafd os 
fjVsy QeZ vkSj mlds czkaM ls ifjfpr gSa( os leku mRiknksa vkSj lsokvksa ds mi;ksx dks tkjh j[kus 
ds bPNqd gks ldrs gSaA blfy,] xzkgd dks vius lkFk cuk, j[kus ls fjVsyj dks fcØh dh ek=k 
c<+kus esa enn feyrh gSA 

 fjVsylZ xzkgdksa dks ;g vkHkkl ns ldrs gSa fd fjVsy QeZ }kjk mudh mfpr ns[kHkky dh tkrh gSA 
xzkgd dks ;g eglwl djuk pkfg, fd fjVsyj muds lkFk fujarj laidZ cuk, j[krs gq, mUgsa 
egRo nsrk gSA fjVsyj ds ckjs esa xzkgd dh ldkjkRed Hkkouk,a QeZ dh fcØh dks csgrj cukus esa 
enn djrh gSaA blfy,] xzkgd dks vius lkFk cuk, j[kuk laHko gksrk gSA 

 xzkgd dks vius lkFk cuk, j[kus ds dk;ZØe fjVsylZ dks xzkgd oQknkjh vkSj larqf"V esa lq/kkj 
djus esa l{ke cukrs gaSA larq"V xzkgd fofHkUu çdkj ds ehfM;k ds ek/;e ls vius nksLrksa] ifjokj 
ds lkFk viuh ldkjkRed igpku lk>k djrk gSA blls fjVsyj dks cktkj esa vius çn'kZu dks 
csgrj cukus esa enn feyrh gSA  

 xzkgd dks vius lkFk cuk, j[kus ds dk;ZØe ls QeZ vkSj mlds czkaM ds çfr oQknkjh fodflr 
gksrh gSA blds ifj.kke Lo:i xzkgd }kjk dher ds izfr laosnu'khyrk esa deh gksrh gS] blfy, os 
mPp xq.koÙkk okys mRikn] mPp ewY; lsok dks ilan djrs gSa vkSj vf/kd dher pqdkus esa dksbZ 
vkifÙk ugha gSA blfy,] xzkgd dks vius lkFk cuk, j[kus ls cktkj esa bldh fcØh ds çn'kZu dks 
csgrj cukus esa enn feyrh gSA  

bl çdkj] fjVsy m|e ds lQy lapkyu ds fy, lhvkj,e xzkgd dks vius lkFk cuk, j[kus ds dk;ZØe 
vko';d gSaA 
 

xzkgd dks vius lkFk cuk, j[kus ds rjhds ¼WAYS TO RETAIN CUSTOMER½ 
blds Ng vko';d rjhds gSa ¼fp= 3-5½ fd fcØh lg;ksxh vkids xzkgd vk/kkj dks cuk, j[kuk lqfuf'pr 
dj ldrk gS vkSj xzkgd oQknkjh dks çsfjr dj ldrk gS % 
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fp= 3-5 % xzkgd vius lkFk cuk, j[kus ds rjhds 

1- ,d MsVkcsl dk j[kj[kko djsa ¼Maintain a Database½ % xzkgdksa ds fooj.k] muds uke] laidZ lk{; 
vkSj [kjhn dh tkudkjh dk MsVkcSad j[kuk cgqr t:jh gSA ;g MsVkcsl lcls ewY;oku xzkgdksa dks 
igpkuus vkSj muls laidZ djus esa QeZ dh enn djus gsrq ,d vewY; lk/ku cu tk,xkA 

2- laidZ esa jgsa ¼Stay in Touch½ % xzkgdksa ds laidZ esa jgdj fujarj laca/k cuk, j[ksaA fjVsyj laidZ esa 
jgus vkSj xzkgdksa dks fjVsy QeZ ds u, mRiknksa ;k fcØh ds ckjs esa crkus ds fy, U;wtysVlZ ;k bZ&esy 
dk mi;ksx dj ldrk gSA fjVsyj dks dsoy mUgsa dqN cspus dh dksf'k'k djus ds fy, laidZ esa jgus 
dh t:jr ugha gSA xzkgd tkjh lapkj vkSj O;kikjksa dh ljkguk djrs gSa tks lquus ds fy, rS;kj gSaA 

3- Lokxr laca/kh f'kdk;rsa ¼Welcome Complaints½ % f'kdk;rsa okLro esa xzkgd dh oQknkjh thrus ds 
volj gSa] ftuls ;g n’kkZ;k tkrk gS fd fjVsyj xzkgd lsok ds fy, çfrc) gS vkSj loksZÙke mRikn 
çnku djrk gSA f'kdk;rsa ;g Hkh n'kkZrh gSa fd fjVsy fdl çdkj mRikn@lsok esa lq/kkj dj ldrk gS 
ftlds ifj.kkeLo:i foØsrk u, xzkgdksa ds eu thr ldrs gSaA vkxs c<+us ds voljksa ds :i esa 
f'kdk;rksa vkSj feyus okyh çfrfØ;k ds lkFk ges'kk lgt jgsaA 

4- ykW;YVh dk;ZØe ¼Loyalty Programs½ % [kjhnh xbZ jkf'k ;k [kjhnh xbZ oLrqvksa dh la[;k ds 
vk/kkj ij NwV ;k i‚baV fcYMvi çksxzke cuk, tk ldrs gSaA blds vykok] xzkgdksa ds fy, ewY; of/kZr 
fodYiksa esa ckj&ckj xzkgdksa ds fy, vyx&vyx çpkj 'kkfey gSaA ;s egRoiw.kZ dVkSrh ;k egaxs migkj 
ugha gksus pkfg,( ;gka rd fd NksVs b'kkjs Hkh ,d cM+k çHkko Mkyrs gSaA 

5- vlk/kkj.k xzkgd lsok ¼Extraordinary Customer Service½ % xzkgdksa dks vius lkFk cuk, j[kus 
ds fy, dHkh u [kRe gksus okys mR—"V euksjatu ls mUgsa [kq'k j[kus esa enn feyrh gS fd os nwljksa ls 
ckr djrs gSa fd fjVsyj ds lkFk O;kikj djrs le; mUgksaus fdruk vPNk O;ogkj fd;kA çR;sd xzkgd 

xzkgd cuk, j[kus ds rjhds 

,d MsVkcsl dk j[kj[kko djsa 

laidZ esa jgsa 

Lokxr laca/kh f'kdk;rsa 

ykW;YVh dk;ZØe 

vlk/kkj.k xzkgd lsok 

çfrfØ;k ds fy, iwNsa 
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dks lsok ds visf{kr pj.kksa dh rqyuk esa ifj"—r mRikn@lsok çnku djus ls os vf/kd ykHkizn fLFkfr 
esa igqaprs gaSA 

6- çfrfØ;k ds fy, iwNsa ¼Ask for feedback½ % vf/kdka'k vlarq"V xzkgd viuh ukjktxh tkfgj djus 
ds ctk; cl O;kikj ls nwj pys tk,axsA ;gh dkj.k gS fd çfrfØ;k çkIr djus ds ckjs esa lfØ; gksuk 
egRoiw.kZ gSA 

izk;ksfxd vH;kl 

xfrfof/k 1 

fjVsy vkmVysV ij tk,a vkSj fcØh c<+kus ds fy, fjVsyj ls eq[; {ks=ksa ds ckjs esa iwNrkN djsaA 

vko’;d lkefxz;ka 
isu @ isafly] uksVcqd] tkaplwph 

izfØ;k 
1- fdlh utnhdh fjVsy laxBu esa tk,a] tgka lhvkj,e viuk;k x;k gksA 
2- fjVsylZ ls iwNrkN djsa fd D;k mudh fcØh c<+kus ds fy, fuEufyf[kr eq[; {ks=ksa dk ikyu 

fd;k tkrk gS( 
d½ fcØh cy Lopkyu 
[k½ ekuo lalk/ku çca/ku 
x½ yhM çca/ku 
?k½ xzkgd lgk;rk 
³½ foi.ku Lopkyu 
p½ dk;Zçokg Lopkyu 
N½ O;kikj fjiksfVaZx 
t½ fo'ysf"kdh 

  

3- ;k=k ij ,d fjiksVZ cuk,a vkSj leUo;d dks tek djsaA 
  

xfrfof/k 2 

xzkgd dks vius lkFk cuk, j[kus ds rjhdksa okyk ,d pkVZ cuk,aA 

vko’;d lkefxz;ka 
isu @ isafly] uksVcqd tkaplwph 

izfØ;k 
1- utnhdh fjVsy LVksj ij tk,aA 
2- fjVsyj }kjk viukbZ xbZ xzkgd dks vius lkFk cuk, j[kus dh dk;Zuhfr;ksa dk fujh{k.k djsaA 
3- ,d pkVZ cuk,a ftlesa 500 'kCnksa ls vf/kd u gks] ftlesa xzkgd larqf"V cuk, j[kus ds rjhds 
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gksaA 
- - - - - - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - -  
- - - - - - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 
- - - - - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 
   

 

4- pkVZ dh lgk;rk ls d{kkd{k esa çLrqr djsaA 
 

xfrfof/k 3 

xzkgd dks vius lkFk cuk, j[kus ds fy, fjVsylZ dh uhfr çnf'kZr djsaA 

vko’;d lkefxz;ka 
isu @ isflay] uksVcqd] tkaplwph 

izfØ;k 
1- utnhdh fjVsy LVksj ij tk,aA 
2- fjVsylZ }kjk vius xzkgd ds lkFk cuk, x, laca/kksa dh tkap djsa vkSj mUgsa mu {ks=ksa dh lykg 

nsa tgka lhvkj,e dh vko';drk gSA  
d½  - - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - -  

- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 
- - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 

   

 

[k½  - - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - -  
- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 
- - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 

   

 

x½  - - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - -  
- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 
- - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - -- - - -- - - - - 

   
 

 

3- ,d fjiksVZ rS;kj djsa vkSj v/;kid dks tek djsaA 
  

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- fcØh cy Lopkyu esa - - - -- - - - - - fcØh çkslsflax dh fjd‚fMaZx vkSj laHkkfor var%fØ;k dk 
VªSd j[kuk 'kkfey gSA 

2- ekuo lalk/ku çca/ku esa ,d çHkkoh - - - -- - - - - - dk;Zuhfr viukuk 'kkfey gSA 
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3- yhM çca/ku ls rkRi;Z fcØh - - - -- - - - - - ij utj j[kus ls gSA 
4- xzkgd lsok çca/ku laxBu ij xzkgd ds - - - -- - - - - - vkSj fo'okl dks c<+krk gSA 
5- ekdsZfVax esa Økf¶Vax vkSj - - - -- - - - - - dk;Zuhfr;ka 'kkfey gSaA 
6- ykxr esa mfpr dVkSrh vkSj lHkh çfØ;kvksa ds çokg dks - - - -- - - - - ds :i esa tkuk tkrk gSA 
[k- cgq oSdfYid iz'u 

1- lhvkj,e fcØh çca/ku] xzkgd lsok fjiksVZ vkSj - - - -- - - - - - - - - -- ds lkFk vkrk gSA 
¼d½ fcØh 
¼[k½ [kjhnuk  
¼x½ ekdsZfVax 
¼?k½ mijksDr esa ls dksbZ ugha 

2- lhvkj,e O;kikj ij - - - -- - - - - -  çnku djrk gSA 
¼d½ ,d fjiksVZ 
¼[k½ çfrfØ;k  
¼x½ fo'ys"k.k 
¼?k½ mijksDr lHkh 

3- - - - -- - - - - - vuqla/kku dk v/;;u djus dh çfØ;k gSA 
¼d½ O;k[;k 
¼[k½ laiknu  
¼x½ fo'ysf"kdh 
¼?k½ mijksDr esa ls dksbZ ugha 

4- xzkgd dks vius lkFk cuk, j[kus dh xfrfof/k fjVsy laxBu xzkgd esa bls de djus dh fn'kk 
esa ykrk gSA 
¼d½ udkjkRedrk 
¼[k½ vlarks"k  
¼x½ nksuksa ^d^ vkSj ^[k^ 
¼?k½ mijksDr lHkh 

5- MsVk csl vR;ar ewY;oku - - - -- - - - - - dh igpku djus esa enn djrk gSA 
¼d½ xzkgd 
¼[k½ i.k/kkjd  
¼x½ ysunkj 
¼?k½ mijksDr lHkh 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 
1- fcØh cy Lopkyu esa m|e ds fcØh iwokZuqeku vkSj dkjksckj dk fo'ys"k.k 'kkfey gSA 
2- ,pvkj,e esa ekuo lalk/kuksa dk çHkkoh vkSj lgh mi;ksx 'kkfey gSA 
3- yhM çca/ku dk rkRi;Z esfyax lwfp;ksa vkfn dks vafre :i nsus ds dq'ky çca/ku ls gSA 
4- MsVk os;jgkmflax O;kikj dks vPNs lapkj ds lkFk xzkgd dks le>us esa enn djrk gSA 
5- xzkgd dks vius lkFk cuk, j[kus dk vFkZ gS xzkgd dks og nsuk gS ftldh og vis{kk djrk gSA 
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?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- eqf'dy esa jgus dk mnkgj.k gS  , O;kikj  
2- ds ek/;e ls xzkgd dh oQknkjh thrus dk 

volj  
ch uezrk  

3- vPNk dke djus ls dke ij ykSVus esa enn 
feyrh gS  

lh çfrfØ;k  

4- fouezrk vkSj lq[kn <ax ls cksyuk  Mh Lekpkj if=dk 
5- çkIr djus ds ckjs esa lfØ;  bZ f'kdk;rsa  

 

³- laf{kIr mÙkj okys iz’u  

1- fcØh cy Lopkyu D;k gS\ 
2- yhM çca/ku ls vki D;k le>rs gSa\ 
3- dk;Zçokg Lopkyu D;k gS\ 
4- O;kikj fjiksfVaZx dk D;k vFkZ gS\ 
5- fo'ysf"kdh ls vki D;k le>rs gSa\ 
6- MsVkcsl xzkgd dks vius lkFk cuk, j[kus esa dSls enn djrk gS\ 
7- xzkgd dks vius lkFk cuk, j[kus dks ifjHkkf"kr djsaA 
8- xzkgd dks vius lkFk cuk, j[kus esa f'k"Vkpkj ç.kkyh D;k gS\ 
 

p- y?kq mÙkj okys iz’u  

1- xzkgd laca/k çca/ku ds fy, viuk, x, fofHkUu ra=ksa dh ppkZ dhft,A 
2- xzkgd dks vius lkFk cuk, j[kus ls vki D;k le>rs gSa\ fjVsy fcØh esa bldk D;k egRo gS\ 
3- fjVsyj }kjk xzkgd dks vius lkFk cuk, j[kus gsrq mi;ksx dh tkus okyh fofHkUu rduhdksa dh 

O;k[;k djsaA 
N- vius izn'kZu dh tk¡p djsa 
1- fjVsyj }kjk viuk, x, lhvkj,e ds fofHkUu ?kVdksa dks çnf'kZr djsaA 
2- fjVsy O;kikj esa xzkgdksa dh fgLlsnkjh dh vko';drk ij ,d pkVZ cuk,aA 
3- xzkgdksa dks vius lkFk cuk, j[kus ds fy, fjVsyj }kjk viukbZ tkus okyh rduhdksa dk o.kZu 

djsaA 
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l= 3 % laca/kksa ds fodkl ds fy, xzkgd dh vis{kk,a ¼CUSTOMER 

EXPECTATIONS TO DEVELOP RELATIONSHIP½ 

bl çfrLi/khZ nqfu;k esa vk/kqfud le; esa xzkgdksa dh vis{kk,a c<+ jgh gSaA fjVsyj xzkgd dh vis{kkvksa dks 
iwjk djus ds fy, vf/kd le; rd çrh{kk ugha dj ldrkA ,slk blfy, gS D;ksafd nsjh ls fjVsylZ dh 
çfr"Bk vkSj best ¼Nfo½ [kjkc gks ldrh gS] bldk fcØh çn'kZu ij vlj iM+sxkA le; ds lkFk xzkgdksa 
dh vis{kk,a cny xbZ gSa] fQj Hkh c<+rh rduhd ds dkj.k fiNys n'kdksa esa ftruh rsth ls os ysrs gSa] 
xzkgd vis{kk Hkh cgqr rsth ls cny jgh gS ftls fjVsylZ Hkh cgqr rsth ls cny jgs gSa] ftls fjVsyj de 
le; esa iwjk ugha dj ldrk gSA  

xzkgdksa dh vis{kkvksa dks ykxw djus vkSj mu rd igqapus esa nsjh ls fjVsylZ dks ekdsZfVax dh leL;k gks jgh 
gSA blfy,] fjVsylZ ds fy, vius lkekuksa vkSj lsokvksa ds foi.ku esa xzkgdksa dh vis{kk dk v/;;u ,d 
vko';drk cu x;k gSA  
 

xzkgdksa ds lkFk laca/k lq/kkjus ds ç;kl ¼EFFORTS TO IMPROVE RELATIONSHIP WITH 

CUSTOMERS½ 
fjVsy vkmVysV~l ds fcØh O;fDr xzkgdksa dks viuh QeZ esa ckj&ckj cuk, j[kus ds fy, muds lkFk tqM+ko 
esa lq/kkj djus dk ç;kl djrs gSaA dqN igyw tks xzkgd ds lkFk lac)rk dks csgrj cukus ds ç;kl djrs 
gSa] os bl izdkj gSa % 
 

 lapkj djsa ¼Communicate½ % xzkgd laca/k cukus ds fy, fdlh Hkh lH; lac)rk dh ,d çeq[k 
vko';drk ds :i esa] lapkj ,d vfuok;Z rjhdk gSA O;kikj dks c<+kok nsuk vkSj vius xzkgdksa dh 
ckr lquuk Hkh mruk gh egRoiw.kZ gSA 

 vis{kkvksa ls vf/kd ¼Exceed expectations½ % xzkgd fjVsyj ls csgrjhu mRiknksa@lsokvksa dh 
vis{kk dj jgs gSaA bls dsoy okns vkSj fMyhojh rd lhfer j[ksaA tc fjVsylZ xzkgdksa dks çHkkfor 
djrs gSa] rks mUgsa vius lkFk tksM+dj j[kk tk,xk vkSj Hkfo"; esa os nksckjk vk,axsA  

 çfrfØ;k ds fy, vuqjks/k ¼Request for feedback½ % ;fn xzkgdksa ds eu esa O;kikj ds ckjs esa 
ldkjkRed ;k udkjkRed çHkko gS rks os [kjhnus ;k u [kjhnus dk fu.kZ; ysrs gSaA blfy,] ;g 
lqfuf'pr djus ds fy, xzkgdksa dh çfrfØ;k vkeaf=r djsa fd fcØh lg;ksxh mudh ckr lqu jgs 
gSaA os ,d losZ{k.k djus ds fy, fjVsy QeZ ds O;kikj dkmaVj ij fVIi.kh dkMZ ns ldrs gSaA  

 

xzkgdksa dh vis{kk,a ¼CUSTOMER EXPECTATIONS½ 
xzkgd dh vis{kk,a mu fopkjksa vkSj Hkkoukvksa dks lanfHkZr djrh gSa tks ,d xzkgd us mRikn @ lsok dks bl 
vk/kkj ij le>k gS fd mls mlls D;k pkfg, @ mls djus ds fy, og ,d fo'ks"kK gS ¼fp= 3-6½A ;g 
bl ckr dk ewY;kadu gS fd ,d fjVsyj@QeZ }kjk çnku dh tkus okyh oLrq,a vkSj lsok,a xzkgd dh 
dfFkr] pkgrksa vkSj t:jrksa dks dSls iwjk djrh gSa ;k mlls vkxs fudy tkrh gSaA ;g dqy dfFkr ykHkksa 
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dks lanfHkZr djrk gS] tks ,d xzkgd QeZ ds mRikn ;k lsok ls vis{kk djrk gSA mRikn@lsok ds ckjs esa 
xzkgd dh t:jrsa] bPNk,¡ vkSj fopkj okLro esa mudh vis{kk,a gSa ftUgsa fjVsylZ dks iwjk djuk gksrk gSA  
 

vis{kk,a ,d [kjhn dh çR;kf'kr ifjfLFkfr gSA os xzkgd ekxZ] QeZ ds lkFk lHkh ckrphr ds lHkh pj.kksa dks 
'kkfey djrs gSaA ;fn fuf'pr vuqHko mudh vis{kk ls de gks tkrk gS] rks os vlarq"V gksaxsA blfy,] 
fjVsylZ dks oLrqvksa vkSj lsokvksa esa lq/kkj djus okys xzkgdksa dh vis{kkvksa ij [kjk mrjus ds fy, dM+h 
esgur djuh iM+rh gSA lsok çnkrk dks xzkgdksa dh vis{kkvksa dk lkeuk djus dh vko';drk gSA xzkgdksa dh 
larqf"V mudh loksZPp dk;Zuhfrd çkFkfedrk n'kkZrh gSA vf/kd O;kikj izkIr djus gsrq xzkgd ds vuqHkoksa 
dks çfrLi/kkZRed ykHk ds :i esa bLrseky fd;k tk ldrk gSA xzkgdksa ds lkFk ckrphr ls mudh t:jrksa 
vkSj vis{kkvksa dh tkap djus esa Hkh enn feyrh gSA fjVsy esa xzkgd ds  fy, gSaMfyax fMikVZesaV gksrs gSa tks 
mu xzkgdksa ds fy, VfeZul gS] ftUgsa viuh t:jr ds mRikn dk p;u djus esa ijs'kkuh gksrh gSA xzkgd 
dh çfrfØ;k dks oxhZ—r djuk lkFkZd gksxkA blls iSVuZ dh igpku djus vkSj laHkkouk ds ckjs esa vis{kk,a 
iSnk djus esa enn feyrh gS fd os ,d vk'oLr rjhds ls O;ogkj djsaxs ;k –f"Vdks.k viuk,axsA esfVªDl 
çfr/kkj.k] fo'oluh;rk vkSj larqf"V dks lanfHkZr djrk gS blh rjg fjVsyj dks xzkgdksa dh bPNkvksa vkSj 
laHkkoukvksa dks iwjk djus ds fy, lwfpr djrk gSA blfy, fjVsylZ dks bu esfVªDl dks csgrj cukus ij 
/;ku nsuk pkfg,A  
 

 
fp= 3-6  % xzkgd dh vis{kkvksa dks le>uk  

lzksr https://rb.gy/ynx5vj 

 

xzkgd vis{kk ls vf/kd ds volj ¼OPPORTUNITIES TO EXCEED CUSTOMER EXPECTATION½ 
;fn xzkgdksa dh vis{kkvksa dks ikj fd;k tkrk gS rks mu dh [kq'kh c<+ tkrh gSA xzkgd dh [kq'kh ls lh/ks 
fjVsy QeZ dh fcØh vkSj mRikndrk dks c<+kok feyrk gS D;ksafd blls QeZ dks vyx djus esa ykHk gksrk 
gSA  
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chrs le; esa] xzkgdksa dh larqf"V dks eq[; çn'kZu ladsr ds :i esa fy;k tkrk FkkA xzkgd larqf"V ml 
lhek rd dk;Z djrh gS ftl vksj xzkgd dh laHkkouk,a iwjh gksrh gSaA tcfd] ;g ik;k x;k gS fd lk/kkj.k 
xzkgd larqf"V czkaM dh oQknkjh lqfuf'pr dh tkrh gS vkSj eqag ls cksys x, vk'kkoknh 'kCn ds lapkj mls 
çksRlkfgr djrs gaSA 
 

vc ge rhu eq[; {ks=ksa dks ns[ksaxs tgka vf/kdre fjVsy QeZ xyr gks tkrh gSa vkSj ;g le>us dk iz;kl 
djrh gSa fd xzkgdksa dh laHkkoukvksa dks dSls iwjk fd;k tk, vkSj vPNh xzkgd lsok ds mnkgj.k çnku fd, 
tk,a vkSj mUgsa dSls vkxs c<+k;k tk,A vis{kkvksa dks ikj djus ds rhu rjhds bl izdkj gaS %  
 

 xq.koÙkk igys] xfr'khyrk ckn esa % fjVsy QeZ ds laidZ esa vkus ij xzkgdksa dh leL;kvksa dks 
dq'kyrk ls gy fd;k tkuk pkfg,] ysfdu D;k gesa ckj&ckj mudk mi;ksx djuk gS\ bldk 
dsoy ,d gh mÙkj gSA lsok esa mR—"Vrk gksuh pkfg,A xzkgd vlH; vkSj vdq'ky dk;Zcy okyh 
O;kolkf;d QeZ ds ikl tkuk can dj nsaxsA  

 vius xzkgdksa ds lkFk tqM+sa % ;fn fcØh O;fDr ds ikl FkksM+k vkSj le; gS rks mls ;g /;ku j[kuk 
pkfg,A mUgsa xzkgd dh iwNrkN dks gy djus esa feyulkj vkSj dq'ky gksuk pkfg,A mUgsa xzkgdksa 
ds ljksdkj vkSj ns[kHkky djds xzkgdksa ls tqM+uk gksxkA fjVsylZ dks ml leqnk; ds okrkoj.k dks 
le>us dh t:jr gS ftlesa os lsok ns jgs gSa vkSj fd, x, çLrkoksa esa viuh /kkj.kkvksa dks 'kkfey 
djsaA  

 vfrfjDr iz;kl djsaa % fcØh lg;ksxh ds vc rd ds loksZÙke xzkgd vuqHko ds ckjs esa lkspsaA ;g 
xzkgd dks lgh fu.kZ; ysus ds fy, vfrfjDr tkudkjh çnku djds vfrfjDr iz;kl dk dke dj 
ldrk gSA  

 

xzkgd vis{kkvksa dks iwjk u djus ds dkj.k ¼REASONS FOR NOT MEETING CUSTOMER 

EXPECTATION½ 
xzkgd dh çR;k'kk esa vkus vkSj vPNh xzkgd lsok nsus ds fy,] fjVsyj dks xzkgdksa dh vis{kkvksa dks le>uk 
gksxkA dHkh&dHkh fjVsyj xzkgdksa dh vis{kkvksa dks iwjk djus esa foQy gks tkrs gSaA dbZ dkj.k gSa tks 
fjVsylZ ds lkFk xzkgdksa ds vlarks"k dh vksj ys tkrs gSaA 
 

fjVsylZ }kjk xzkgd dh vis{kkvksa dks iwjk ugha djus ds dkj.k bl çdkj gSa %  
 

1- vf/kd oS;fDrdj.k ¼More personalization½ % ;g nqfu;k xzkgdksa dh fofo/krk ls Hkjh gS vkSj 
fjVsyj ds fy, vius xzkgdksa dks O;fDrxr mRikn vkSj lsok,a çnku djuk dkQh dfBu gSA ;g xzkgdksa 
ds vlarks"k dk dkj.k cu tkrk gSA xzkgd vis{kk djrs gSa fd fjVsyj viuh bfPNr tkudkjh vkSj 
mRikn ogha j[ksaxs tgka os mUgsa <wa<us dh vis{kk djrs gSaA vf/kdka'k xzkgd vHkh Hkh ,d&ds&fy,&,d 
O;fDrxr vuqHko pkgrs gSaA 
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2- vf/kd fodYi ¼More options½ % çR;sd xzkgd mRikn dh fofo/krk] xq.koÙkk] miyC/krk vkSj lLrh 
dher tSls mRiknksa esa fofHkUu fodYi pkgrk gSA 

3- yxkrkj laidZ ¼Constant Contact½ % xzkgdksa dh vis{kkvksa dks iwjk ugha djus ds vU; dkj.k 
fjVsylZ vius xzkgdksa ds lkFk fujarj laidZ j[kus esa vleFkZ gSaA mRiknksa ds ckjs esa xzkgdksa dks lwfpr 
djus ds dbZ rjhds gSa tSls foKkiu] çpkj vkSj eqag ls cksys x, 'kCnA 

4- /;ku ls lqusa vkSj tYnh ls çfrfØ;k nsa  ¼Listen closely and respond quickly½ % dbZ xzkgd fjVsyj 
ds losZ{k.k vkSj çfrfØ;k dks d"Vçn ikrs gSa ysfdu xzkgd ;g Hkh vis{kk djrs gSa fd fjVsylZ çfrfØ;k 
dks xaHkhjrk ls ysa vkSj vko';d dkjZokbZ djsaA fjVsyj dks xzkgd dks mudh çfrfØ;k ij mBk, x, 
dneksa ds ckjs esa Hkh lwfpr djuk pkfg,A ;fn fjVsyj fn, x, çfrfØ;k ij dkjZokbZ ugha djsxk rks 
xzkgd çfrfØ;k nsuk can dj nsaxsA 

5- ÝaV&ykbulZ dks vf/kd fu;a=.k nsa ¼Give front-liners more control½ % iwjs lewg dks cka/kus ds fy, 
xzkgdksa dh Loh—fr o"kksaZ esa ukVdh; :i ls de gks xbZ gSA xzkgdksa dks vc fo'okl gks x;k gS fd tSls 
gh os bldh ekax djrs gSa vkSj og pht+ muds ikl og gksuk pkfg, ftldh mUgsa vko';drk gSA ;gh 
dkj.k gS fd xzkgd dYiuk djrs gSa fd ÝaV&ykbu Mhy vkSj fcØh O;kolkf;dksa dks fdlh Hkh fLFkfr 
ls fuiVus ds fy, f'kf{kr fd;k tkuk pkfg, vkSj xzkgdksa dks larq"V djus ds fy, dkSu ls vuqjks/kksa dks 
iwjk djus ds fy, ,d çkf/kdj.k rS;kj djuk pkfg,A fjVsy laxBu vDlj vius çfrfuf/k dks vf/kdkj 
nsus esa foQy jgrs gSa tks n'kkZrk gS fd os vius eqíksa dks gy djus ds fy, dsoy lhfer xzkgdksa dks gh 
yf{kr djrs gSaA  

6- xzkgdksa dks le>us esa vlQy gksuk ¼Failing to Understand Customers½ % fjVsyj dks xzkgdksa dh 
vf/kdre la[;k dh tkudkjh ,d= djuh gksrh gS] mUgsa ;g ns[kuk gksrk gS fd xzkgd tks dqN Hkh 
[kjhn jgs gSa] os D;ksa [kjhn jgs gSa vkSj [kjhnus dh çfØ;k D;k gS] ysfdu fjVsylZ xzkgdksa ds bu ewy 
igyqvksa dks le>us esa foQy gks jgs gSaA ftlds ifj.kkeLo:i xzkgd dh vis{kkvksa dks iwjk djus esa 
foQyrk gksrh gSA 

7- xzkgd dh t:jrksa dks le>us esa foQy ¼Failing to Understand Customer Needs½ % fjVsyj dks 
xzkgdksa dh t:jrksa vkSj mu t:jrksa dks iwjk djus ds rjhdksa dks igpkuuk gksxkA xzkgd dh t:jrksa 
esa xzkgd thou 'kSyh] O;olk; vkSj mudh #fp dk v/;;u 'kkfey gSA fjVsyj dks xzkgd dh t:jrksa 
vkSj vis{kkvksa dks le>uk pkfg, rkfd os viuh t:jrksa dks çHkkoh <ax ls iwjk dj ldsaA 

8- dfFkr lsok,a çnku djus esa foQy ¼Failing to Provide Perceived Services½ % fjVsyj cktkj esa 
lQy gksaxs ;fn os xzkgdksa dh vis{kkvksa dks iwjk djus ds fy, visf{kr lsok,a çnku djrs gSaA dfFkr 
lsok vkSj lsok forj.k esa varj ds ifj.kkeLo:i xzkgd dh vis{kkvksa dks iwjk djus esa foQyrk gks 
ldrh gSA blls fjVsyj ds O;kikj ij udkjkRed çHkko iM+rk gSA 
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9- xzkgd tkudkjh ,d= djus esa foQy ¼Failing to Collect Customer Information½ % fjVsyj dks 
le;&le; ij xzkgd dh tkudkjh ,d= djuh gksrh gS] ;fn os xzkgd dh tkudkjh dk mfpr fjd‚MZ 
cuk, j[kus esa foQy jgrs gSa rFkk HkaMkj.k lqfo/kk,a vi;kZIr gSa] rks os xzkgdksa dh vis{kkvksa dks iwjk djus 
esa foQy gks ldrs gSaA blfy,] xzkgd çksQkby pkVZ fu;fer :i ls rS;kj fd, tkus pkfg,A 

 

xzkgd dh vis{kkvksa dks iwjk djus esa lgk;rk ¼SUPPORT IN MEET CUSTOMER EXPECTATION½ 
xzkgdksa dh vis{kkvksa dks iwjk djus vkSj xzkgdksa dks vko';d lsok,a çnku djus ds fy,] xzkgdksa dh 
oQknkjh fodflr djus vkSj mUgsa O;kikj esa cuk, j[kus ds fy, fuEufyf[kr ckrksa dks /;ku esa j[kuk 
pkfg,A 

 mu {ks=ksa dh tkap djsa tgka xzkgd dh vis{kk,a iwjh ugha gksrh gSaA 
 xzkgd lsok vkSj fcØh dkS'ky esa fjVsy fcØh O;fDr dks çf'kf{kr djsaA 
 fjVsy fcØh ds vU; {ks=ksa esa vius Kku dks c<+kus ds fy, deZpkfj;ksa dks ?kqek,aA 
 fcØh O;fDr dks Vhe odZ ds fy, çksRlkfgr djsaA 

 xzkgd tkudkjh ,d= vkSj laxzghr djsaA 
 xzkgd dh t:jrksa dks csgrj rjhds ls le>us ds fy, xzkgd çksQkby pkVZ fodflr djsaA 
 mRikn Lrj dh miyC/krk vkSj LFkku ds ckjs esa tkudkjh çnku djsaA 
 fjVsylZ ds mRiknksa dk rqyukRed ykHk çkIr djus ds fy, çfrLi/khZ ewY; fu/kkZj.k ij 'kks/k djukA 

 

mi;qDr foi.ku uhfr;ksa dks rS;kj djus ds fy, le;&le; ij xzkgd O;ogkj iSVuZ dh igpku djsaA 

bl çdkj] vkt dk miHkksDrk tkudkj gS vkSj fjVsyj dks le;&le; ij mudh vis{kkvksa dks le>uk 
pkfg,] ;fn fjVsyj xzkgd dh vis{kkvksa ij fopkj djus esa foQy jgrk gS] rks og cktkj esa vlQy gksxk] 
D;ksafd fjVsy foi.ku esa miHkksDrk dh vis{kk ,d egRoiw.kZ LFkku j[krh gSA 
 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

fjVsyj ls xzkgd vis{kkvksa dh tkudkjh çkIr djus ds fy, fdlh Hkh fjVsy LVksj ij tk,aA 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] psdfyLV] lajfpr ç'ukoyhA 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy  LVksj ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- fjVsylZ ls mudh vis{kk ds ckjs esa tkudkjh çkIr djus ds fy, de ls de 10 xzkgdksa dk 

lk{kkRdkj ysaA 
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5- vf/kd ls vf/kd 500 'kCnksa esa fjiksVZ ds :i esa vius fopkj çLrqr djsaA 
6- ,slh vis{kkvksa dh lwph Hkh cukb,A 

d½ - - - - - - - - - - -  - - - -  - - -  
[k½ - - - - - - - - - - -  - - - -  - - -  
x½ - - - - - - - - - - -  - - - -  - - -  
?k½ - - - - - - - - - - -  - - - -  - - -  
³½ - - - - - - - - - - -  - - - -  - - -  
p½ - - - - - - - - - - -  - - - -  - - -  
N½ - - - - - - - - - - -  - - - -  - - -  
t½ - - - - - - - - - - -  - - - -  - - -  
>½ - - - - - - - - - - -  - - - -  - - -  
´½ - - - - - - - - - - -  - - - -  - - -  

xfrfof/k 2 

fdlh Hkh bysDVª‚fud 'kks:e esa tk,a vkSj xzkgdksa dh vis{kkvksa dks iwjk djus ds fy, muds }kjk 
viukbZ tkus okyh dk;Zuhfr;ksa dk irk yxk,aA 

vko’;d lkefxz;ka % isu vkSj isij   

izfØ;k 
1- Nk=ksa dks fdlh Hkh bysDVª‚fud 'kks:e esa tkus ds fy, dgsaA 
2- çca/kd ls feysa vkSj muls iwNsa fd xzkgdksa dh vis{kkvksa dks iwjk djus ds fy, os D;k dk;Zuhfr 

viuk jgs gSaA 
3- 'kks:e esa xzkgdksa ls feysa vkSj muls fuEufyf[kr ç'u iwNsa vkSj 10 esa ls uacj nsaA 
d½ D;k mRikn dh xq.koÙkk mudh vis{kkvksa ds vuq:i gS\ 
[k½ D;k os 'kks:e }kjk çnku dh tkus okyh lsokvksa ls larq"V gSa\ 
x½ D;k mUgsa 'kks:e esa xzkgdksa ds lkFk O;ogkj djus dk rjhdk ilan vk;k\ 
?k½ mRikn dk ewY; fu/kkZj.k mudh vis{kk ds vuqlkj gksrk gSA 
³½ D;k os 'kks:e esa mRikn dh fofo/krk ls larq"V gSa\ 
p½ fjiksVZ dk fo'ys"k.k djsa vkSj bls v/;kid dks tek djsaA 

 

4- ,df=r tkudkjh ij d{kkd{k esa ppkZ djsaA 
5- ,d fjiksVZ rS;kj djsa vkSj d{kk v/;kid dks tek djsaA 

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- mEehnsa - - - - - - - - - - - dh çR;kf'kr ifjfLFkfr;k¡ gSaA 
2- miHkksDrk vuqHko igys - - - - - - - - - - -  ls cuk;k tk ldrk gSA 
3- vf/kdka'k xzkgd - - - - - - - - - - - ,d&ls&,d vuqHko pkgrs gSaA 
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4- çR;sd xzkgd - - - -  - -  - - - - esa dbZ fodYi pkgrk gSA 
5- xzkgdksa dh t:jrksa esa xzkgdksa ds - - - - - - - - - - - O;olk; vkSj #fp dk v/;;u 'kkfey gSA 
6- - - - - - - - - - - - os {ks= tgka xzkgdksa dh vis{kk,a iwjh ugha gksrh gSaA 

  

[k- cgq oSdfYid iz'u 

1- - - - - - - - - - - -  xzkgd lsok vkSj fcØh dkS'ky esa fjVsy fcØh O;fDr gSA 
¼d½ f'kf{kr 
¼[k½ Vªsu  
¼x½ nksuksa ^d^ vkSj ^[k^  
¼?k½ mijksDr esa ls dksbZ ugha 

2-  - - - - - - - - -  fcØh O;fDr dks fjVsfyax ds vU; {ks= esa vius Kku dks c<+kus ds fy, gSA 
¼d½ LFkkukarj.k 
¼[k½ c<+kok nsus  
¼x½ Øe cnyus 
¼?k½ mijksDr lHkh 

3- fcØh O;fDr vkSj - - - - - - - - - - dks çksRlkfgr djsaA 
¼d½ Vhe odZ 
¼[k½ ekfyd  
¼x½ ysunkj 
¼?k½ mijksDr esa ls dksbZ ugha 

4- laxzg.k vkSj - - - - - - - - - - - - - - - - - - - - xzkgd lwpuk ç.kkyh dks lq–<+ cukukA 
¼d½ laiknu 
¼[k½ HkaMkj.k  
¼x½ fo'ys"k.k 
¼?k½ mijksDr lHkh 

5- xzkgd dh t:jrksa dks le>us ds fy, ,d xzkgd çksQkby - - - - - - - - - - fodflr djsaA 
¼d½ pkVZ 
¼[k½ fjd‚MZ  
¼x½ fdrkc 
¼?k½ mijksDr esa ls dksbZ ugha 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 
1- xzkgd vis{kk mu dqN ykHkksa dks n'kkZrh gS tks ,d xzkgd ,d QeZ mRikn ;k lsokvksa ls dYiuk 

djrk gSA 
2- esfVªDl }kjk vo/kkj.k] fo'oluh;rk vkSj larqf"V dk [kqyklk ugha fd;k tkrk gSA 
3- lks'ky ehfM;k yksxksa dks Lora=rk ds lkFk cksyus dh vuqefr nsrk gSA 
4- gj xzkgd fdlh mRikn esa dbZ fodYi pkgrk gSA 
5- /;ku ls lquuk vkSj /khjs&/khjs çfrfØ;k nsuk] xzkgd dh vis{kkvksa esa ls ,d gSA 
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?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- miHkksDrkvksa dh vis{kkvksa dks iwjk djus dk 

ifj.kke  

, oxhZ—r  

2- ;fn miHkksDrk vis{kk,a iwjh ugha gksrh gSa] rks 
bldk ifj.kke gksrk gS  

ch xzkgd vuqHko  

3- O;ogkj ds iSVuZ ds lkFk tkuk tkrk gS  lh miHkksDrk larqf"V  

4- xzkgd vius ------- dks Hkjus dh fn'kk esa 
QkWyksvi ç;kl dh vis{kk djrs gSa  

Mh laca/k  

5- lsok is'ksoj leL;kvksa dk lkeuk dj ldrs 
gSa] vH;kl dks csgrj cuk ldrs gSa vkSj 
cpr dj ldrs gSa  

bZ miHkksDrk vlarks"k   

 

³- laf{kIr mÙkj okys iz’u  

1- vis{kk,a D;k gSa\ 
2- xzkgdksa dh vis{kkvksa dks ifjHkkf"kr djsaA 
3- miHkksDrk vis{kk,a dSls curh gSa\ 
4- xzkgd dh t:jrksa dks le>us dh deh ls fjVsyj miHkksDrk dh vis{kkvksa dks iwjk djus esa dSls 

foQy gks tkrk gS\ 
p- y?kq mÙkj okys iz’u  

1- xzkgdksa dh vis{kkvksa dks ifjHkkf"kr djsa vkSj xzkgdksa dh vis{kkvksa dh igpku djus ds rjhdksa dh 
O;k[;k djsaA 

2- fjVsylZ ls xzkgdksa dh vis{kkvksa ij ppkZ djsaA 
3- xzkgdksa dh vis{kkvksa ij [kjs u mrjus dk dkj.k Li"V djsaA 
4- tc xzkgd dh vis{kk,a iwjh ugha gksrh gSa rks ge D;k lek/kku is'k dj ldrs gSa\ le>k,aA 
N- vius izn'kZu dh tk¡p djsa 

1- xzkgdksa dh vis{kkvksa dks iwjk u djus dk dkj.k çnf'kZr djsaA 

2- tc fjVsyj xzkgdksa dh vis{kkvksa dks iwjk djus esa foQy jgrk gS rks lek/kku crk,aA 

3- pkVZ dh lgk;rk ls xzkgdksa dh vis{kkvksa dh igpku djus ds rjhdksa dh lwph cuk,a 
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l= 4 % izHkkoh lapkj ¼EFFECTIVE COMMUNICATION½ 

^^lapkj nks ;k nks ls vf/kd yksxksa ds chp lwpukvksa dks LFkkukarfjr djus ;k vknku&çnku djus dk ,d 
ek/;e gS^^A ;g ySfVu 'kCn ^dE;qful^ ls fy;k x;k ,d 'kCn gS ftldk vFkZ gS fopkjksa dks lk>k djukA 
lapkj ds mi;ksx ds fcuk ,d fnu Hkh jg ikuk yxHkx vfo'oluh; gks x;k gSA lapkj dk vFkZ nks ;k nks 
ls vf/kd yksxksa ds chp lwpuk Hkstuk vkSj çkIr djuk gSA lans'k nsus okys dks çs"kd dgk tkrk gS] tcfd 
lwpuk çkIr djus okys dks izkIrdrkZ ds :i esa tkuk tkrk gSA gLrkarfjr tkudkjh esa rF;] fopkj] 
vo/kkj.kk,a] Hkkouk,a] fo'okl] vgadkj] funsZ'k vkSj çfrfØ;k,a 'kkfey gks ldrh gSaA  

lapkj dh vo/kkj.kk ¼CONCEPT OF COMMUNICATION ½ 
,d O;fDr ls nwljs O;fDr esa lwpuk iznku djuk gh lapkj gSA eSdQkjySaM us lapkj dks ifjHkkf"kr fd;k gS] 
^^euq";ksa ds chp lkFkZd ckrphr dh ,d çfØ;k^^A 
 

vf/kd lVhd :i ls] ;g ,slk vH;kl gS ftlds }kjk vFkZ Li"V gksrs gSa vkSj le> esa euq"; dh idM+ gks 
jgh gS] lapkj dgykrh gSA U;weSu vkSj lej ds vuqlkj lapkj ^^nks ;k nks ls vf/kd O;fDr;ksa }kjk rF;ksa] 
fopkjksa] jk;ksa ;k Hkkoukvksa dk vknku&çnku gSA^^ 
 

lapkj dh çfØ;k ¼PROCESS OF COMMUNICATION½ 
lapkj dk vFkZ gS ^^,d mfpr rjhds ls çs"kd ls izkIrdrkZ rd lans'k dk çlkj.k^^A blesa çs"kd] çkIrdrkZ] 
lans'k vkSj çfrfØ;k 'kkfey gS ¼fp= 3-7½A 
 

  
fp= 3-7 lapkj dh çfØ;k 

 

1- çs"kd ¼Sender½ % og O;fDr tks lwpuk vkSj fopkjksa dks nwljksa rd igqapkus ds fy, lans'k Hkstrk gS 
ftls çs"kd dgk tkrk gSA 

2- izkIrdrkZ ¼Receiver½ % og O;fDr tks lans'k dks Lohdkj djrk gS ;k fQj tks lans'k dks loksZifj :i 
ls le>us dk ç;kl djrk gS mls izkIrdrkZ ds :i esa tkuk tkrk gSA 

izkIrdrkZ 

izfrfØ;k

izs"kd 

lans'k fof/k @ ek/;e 

lapkj dh 
izfØ;k 
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3- lans'k ¼Message½ % tc çs"kd fdlh Hkh ek/;e ls fjlhoj dks dqN tkudkjh nsus ds fy, lapkj djrk 
gS vkSj izkIrdrkZ le>rk gS rks bls lans'k ds :i esa tkuk tkrk gSA 

4- fof/k @ ek/;e ¼Mode/Medium½ % lapkj dk ek/;e ekSf[kd] fyf[kr] i=] esy] VsyhQksfud gks 
ldrk gSA fof/k @ ek/;e /ku] le; vkSj ç;kl ds lanHkZ esa gSA 

5- çfrfØ;k ¼Feedback½ % izfrfØ;k ;g igpkuus ds fy, gS fd nh xbZ tkudkjh çkIrdrkZ }kjk lkFkZd 
:i ls le>h xbZ gS ;k ughaA blls çkIrdrkZ dh le> vkSj çs"kd }kjk fn, x, lans'k dh 
çHkko'khyrk dks fu/kkZfjr djus esa enn feyrh gSA 

 

lapkj dh çfØ;k çkIrdrkZ dks lans'k dks le>us gsrq Hkstus ds ckjs esa gSA vPNs lapkjd fof'k"V –<+rk dks 
/;ku esa j[krs gq, lapkj ds csgrjhu ek/;e dk p;u djrs gSaA 
 

xzkgdksa dks mfpr mÙkj nsa ¼RESPOND APPROPRIATELY TO CUSTOMERS½ 
xzkgd ifjfpr dk vFkZ gS fd dusD'ku ds lHkh rF;ksa ds nkSjku O;fDr dh ifjfprrk O;fDr dh vis{kkvksa ls 
esy [kkrh gSA fcØh lg;ksfx;ksa dks rqjar çfrfØ;k nsuh pkfg, vkSj lapkj ds lcls mi;qDr rjhds dk p;u 
djuk pkfg,A 
1- rqjar çfrfØ;k nsa % xzkgd lsok dh tkudkjh ds forj.k ds okns vko';d :i ls le; ij gksaA 

blfy,] Rofjr xzkgd lsok dks cuk, j[krs gq, nsjh ls cpuk pkfg,A xzkgdksa dh çfrfØ;k dks vkxs 
c<+kus ds fy, xzkgdksa dks d‚y djuk ,d vR;ar O;fDrxr –f"Vdks.k gSA ;g rduhd ldkjkRed gS 
vkSj mR—"V çfrfØ;k,a iSnk djrh gSA 

2- lapkj ds fy, lcls mi;qDr rjhds dk p;u djsa % xzkgd ls çfrfØ;k çkIr djus ds ckn] fjVsy 
laxBu dk nkf;Ro gS fd xzkgd çfrfØ;k çnf'kZr dh tkuh pkfg, ;k vU;ksa] vFkkZr~ laHkkfor xzkgd] 
laxBu ds fofHkUu foHkkxksa ds deZpkjh] 'ks;j/kkjd vkSj cgqr jsfVax ,tsalh ds fy, lapkj djuk 
pkfg,A vU; yksxksa ds lkFk xzkgd çfrfØ;k lk>k djus ds rjhds esa lhfer lq>ko ;gka fn, x, gSa % 

d½  v‚uykbu leh{kk,a % mu miHkksDrkvksa }kjk v‚uykbu fyf[kr leh{kk,a ftuds ikl mRikn @ 
lsok ij fVIi.kh djus dk vuqHko gS] vius oknksa dks iwjk djrk gSA vktdy v‚uykbu ds 
ek/;e ls xzkgdksa dh çfrfØ;k dks laçsf"kr djus dk ;g cgqr yksdfç; rjhdk gSA 

[k½  jsfVax ,tsalh % ,d laxBu tks xzkgdksa dh çfrfØ;k ds ek/;e ls daifu;ksa ;k vU; laxBuksa dks 
jsfVax nsrk gSA 

x½  xzkgd dk vfHkoknu % dbZ daifu;ka okf"kZd ;k v/kZ&okf"kZd vk/kkj ij xzkgd ls feyus tqyus 
dk dk;ZØe djrh gSa] ftlesa os xzkgdksa dh çfrfØ;k ij /;ku dsafnzr djrh gSaA 

?k½ uksfVl cksMZ % ,d ljy] de rduhd okyk uksfVl cksMZ ;ksX; xzkgd çfrfØ;k lk>k djus ds 
fy, lcls çHkkoh jhfr&fjoktksa esa ls ,d gSA ;fn deZpkfj;ksa ds ,d lewg dh ç'kalk dh tkrh 
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gS] rks ,d lewg usrk miyC/k xzkgd ç'kalk dkMZ Hkj ldrk gS] ftls cksMZ ij fiu ls yxk;k 
tk ldsxkA 

³½  ,d cM+h LØhu % IykTek LØhu Vhoh ds ek/;e ls cM+s fjVsy vkmVysV xzkgd lsok ¶yksfjax 
dj jgs gSa] mUgsa fVIi.kh uksfVl cksMZ ds mPp rduhd fodYi ds :i esa Qk;nsean gks ldrk 
gSA 

p½  lkseokj dh lqcg dh cSBdsa % lIrkg dh 'kq#vkr rd ,d vYidkfyd cSBd Vhe dks 
çksRlkfgr djus dk ,d cM+k lk/ku gSA 

N½ xzkgd ls i= % xzkgd dk i= fooj.k vkmVysV esa nsrk gS tks mudh lsokvksa dks csgrj cukus 
esa enn djrk gSA ldkjkRed xzkgd çfrfØ;k fjVsy nqdkuksa ds fy, ç'kalk ds :i esa dke 
djrh gSA 

t½  daiuh baVªkusV % daiuh ds baVªkusV ij O;ofLFkr izfrfØ;k dk forj.k xzkgd çfrfØ;k çnku 
djus esa l{ke gksA fjVsy laxBu esa ,sls midj.k LFkkfir gSa tks okLrfod le; esa xzkgd 
larqf"V losZ{k.k vkSj fo'ks"k xzkgd çfrfØ;k ds fy, fujarj ços'k çnku djrs gSaA 

>½  lks'ky ehfM;k % lks'ky ehfM;k xzkgdksa dh çfrfØ;k lk>k djus gsrq mi;ksx dj ldrk gSA 
xzkgd ds lkFk mudh vis{kk ds ckjs esa nksckjk tkap djsaA xzkgd dh vis{kk ,d fjVsy laxBu 
ds mRikn@lsok ls xzkgd dh vis{kk dh tkus okyh laiw.kZ dfFkr lgk;rk rd c<+ tkrh gSA 

 

;fn mRikn ds lkFk xzkgdksa dk okLrfod vuqHko çR;k'kk ls ijs tkrk gS] rks os vke rkSj ij larq"V gksrs 
gSaA xzkgd larqf"V mu laHkkoukvksa vkSj çFkkvksa dk vuqdj.k djrh gS tks xzkgd fdlh mRikn @ lsok ds 
lkFk ysrk gSA laHkkouk,a ikjLifjd :i ls fiNys vkSj orZeku mRikn ewY;kadu vkSj mi;ksx ds vuqHkoksa dks 
n'kkZrh gSaA  
 

fdlh Hkh fjVsy LVksj dk ewy mís'; xzkgdksa dh vis{kkvksa dks iwjk djuk gksrk gSA fcØh lg;ksxh xzkgdksa dh 
vis{kkvksa dh igpku djus vkSj mudh tkap djus ds fy, ftEesnkj gksrk gSA  
 

xzkgd çfrfØ;k çfØ;k 'kq: djus ds fy, xzkgd losZ{k.k ,d csgrjhu rjhdk gSA os ,d ,slk ek/;e çnku 
djrs gSa ftlls vkidk xzkgd ifjfpr gS] vkSj os fjVsyj dks fof'k"V ç'u iwNus dk volj çnku djrs gSa 
ftudk og mÙkj pkgrk@pkgrh gSA v‚uykbu losZ{k.k esa] daiuh U;wtysVj esa ;ksxnku ds ek/;e ls] dqN 
eq¶r çkIr djus ds fy, ckrphr esa vius i=kpkj irs nsus ds fy, vkxarqdksa ls iwNrkN ds ek/;e ls ,d 
bZ&esy lwph cuk,aA ,d laf{kIr losZ{k.k cuk,a vkSj bls esfyax lwph esa ns[ksaA bl rduhd dk uqdlku ;g 
gS fd fjVsyj dks cgqr bZekunkj mÙkj ugha fey ldrs gSa D;ksafd xzkgd le>rk gS fd fjVsyj dks irk py 
tk,xk fd losZ{k.k dk mÙkj fdlus fn;kA xzkgd lg;ksxh dks xzkgd dks xzkgd dh leL;k lquus vkSj gy 
djus ds fy, i;kZIr le; nsuk pkfg,A  
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xzkgdksa dks lwpuk laçsf"kr djus dk egRo ¼IMPORTANCE OF COMMUNICATING INFORMATION TO 

CUSTOMERS ½  
fjVsy m|ksx esa xzkgdksa dks lwpuk laçsf"kr djus ds egRo dk o.kZu fuEufyf[kr fcanqvksa esa fd;k tk ldrk 
gS tSlk fd fp= 3-8 esa fn[kk;k x;k gSA 
 

 
fp= 3-8 % xzkgdksa dks lwpuk laçsf"kr djus dk egRo 

 

1- çca/kdh; n{krk ¼Managerial efficiency½ % lapkj fjVsy LVksj çca/ku ds lqpk: lapkyu esa enn 
djrk gSA lapkj ç.kkyh ds çHkkoh gksus ij çca/kdh; dk;Z vklkuh ls gks ldrk gSA 

2- fo'okl vkSj laca/kksa dks c<+k,a ¼Enhance confidence and relations½ % ifjpkyu lapkj çca/ku  
esa deZpkjh dh Hkkxhnkjh ij çdk'k Mkyrk gSA ;g deZpkfj;ksa vkSj xzkgd ds eukscy dks çfreku djus 
ds fy, ykHk nsrk gS ;g çca/ku vkSj deZpkfj;ksa vkSj fjVsylZ ds chp lkSgknZiw.kZ laca/k fodflr djrk 
gSA 

3- çHkkoh usr`Ro ¼Effective leadership½ % çHkkoh usr`Ro okLrfod lapkj }kjk fu/kkZfjr fd;k tkrk gSA 
nks rjhds ds lapkj gksrs gSaA ,d xq.kkRed usr`Ro vko';d jgrk gS tks lapkj dh mi;qDr ç.kkyh ls 
çkIr dj ldrk gSA 

4- vkilh fo'okl vkSj vkRefo'okl ¼Mutual belief and confidence½ % fjVsy O;kikj ds çHkkoh dk;ksZa ds 
fy, xzkgd fcØh lg;ksxh vkSj çca/ku ls lacaf/kr vkilh fo'okl vkSj vkRefo'okl ¼confidence½ 
vko';d gSA ,d ckj tc ;s çHkkoh lapkj ekStwn gksrs gSa] rks ;g xyrQgeh dks de djus vkSj vkilh 
fo'okl esa lq/kkj djus dk leFkZu djrk gSA 

xzkgdksa dks lwpuk 
laçsf"kr djus dk 

egRo 

çca/kdh; 
n{krk 

LVkfQax 

çca/ku laca/kh 
csgrj ljksdkj 
j[kuk   

fo'okl vkSj 
laca/kksa dks 
c<+k,a 

çHkkoh  
usrR̀o 

vkilh 
fo'okl vkSj 
vkRefo'okl 

csgrj  
fu.kZ; 
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5- csgrj fu.kZ; ¼Better decision½ % fjVsy laxBu dh miyfC/k muds csgrj fu.kZ; ij fuHkZj djrh gSA 
tc lwpuk vkSj vU; rF;ksa dks lQyrkiwoZd laçsf"kr ugha fd;k tkrk gS] rks ;g fu.kZ; ysus esa ck/kk 
Mkyrk gSA blfy,] tc lacaf/kr foHkkx] laxBu] xzkgdksa ;k vU; dks lR; laçsf"kr fd;k tkrk gS rks 
fu.kZ; ysuk vklku gks tkrk gSA 

6- LVkfQax ¼Staffing½ % ,d ckj tc lwpuk mfpr :i ls le; ij laçsf"kr gks tkrh gS] rks ;g 
oxhZdj.k] fu;qfDr] lekthdj.k] mUufr vkSj LFkkukarj.k dh mi;ksfxrk esa lgk;rk djrh gSA 

7- çca/ku laca/kh csgrj ljksdkj j[kuk  ¼Better managerial concern½ % fu;kstu] lesdu] funsZ'ku] 
fofu;eu vkfn tSls lHkh çca/ku dk;Z lapkj ds fcuk fd, tk ldrs gSaA 

 

xzkgdksa dks lwpuk laçsf"kr djuk ¼COMMUNICATE INFORMATION TO CUSTOMERS½  
xzkgdksa dks lwpuk nsrs le; fjVsyj dks lko/kku jguk pkfg, ¼fp= 3-9½A 

 
fp= 3-9 % xzkgd dks lwpuk laçsf"kr djsa 

 
1- xzkgd dks tkudkjh çnku djsa ¼Provide Information to Customer½ % xzkgd dks tkudkjh çnku 

djuk okLro esa xzkgdksa ls vkReh;rk esa ckr djus ;k Qksu ij gksus ds ctk; çR;{k çfrfØ;k ,d= 
djus dk lcls vPNk volj gSA tkudkjh dks ykHkdkjh cukus gsrq] tks Hkh fcØh lg;ksxh O;fDrxr 
:i ls çkIr dj ldrk gS] mldk nLrkost xzkgd dks HkstsaA 

2- daiuh ds mRiknksa ds LV‚d ds ckjs esa xzkgd dks lwfpr djsa ¼Inform customer about the 

company products stock½ % ;g daiuh ds mRiknksa ds ckjs esa xzkgd dks lwfpr djus ds fy, 
yxkrkj vk/kkj ij vkxs c<+ jgk gSA tSls gh miHkksDrk viuh phtksa dk p;u djrs gSa] rc lwpuk dh 
tkap djuk muds fy, ,d fu/kkZfjr i{k gS] tks miHkksDrk vkjke vkSj cktkj ds vanj lkekftddj.k 
djus okyh oLrqvksa vkSj lsokvksa ds chp muds vkRe&vk'oklu nksuksa ij ncko Mkyrs gSaA 

3- xzkgdksa rd igqapsa ¼Reach out to customers½ % xzkgd ,d mRikn @ lsok dk Li"V vkWMZj nsrs gSa 
ftls fd fjVsy O;kikj lh/ks vkiwfrZ djus esa vleFkZ gS vkSj ;g xzkgd MsVk ,d= djus dk ,d rjhdk 
gSA ;fn fjVsy vkmVysV fuf'pr ^fjyht fnukad^ ds vuqlkj mRikn csprs gSa] rks ;g xzkgdksa dh 
tkudkjh ,d= djus ds fy, iwoZ & v‚MZj mRikn çi=ksa dk mi;ksx djus ij fopkj djrk gSA ,d 

xzkgd dks 
tkudkjh çnku 

djsa 

daiuh ds 
mRiknksa ds 
LV‚d ds ckjs esa 
xzkgd dks 
lwfpr djsa 

tfVy 
tkudkjh dks 
igpkusa 

miHkksDrkvksa dh 
vis{kkvksa ij 
[kjs u mrjus 
ds dkj.k 
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iwoZ&vkWMZj mRikn Q‚eZ miyC/k Hkjdj] ,d xzkgd ,d mRikn [kjhnus dk oknk djrk gS vkSj blds 
fy, vDlj iwoZ & Hkqxrku fu/kkZfjr djrk gSA 

 

tfVy tkudkjh dks igpkusa ¼Recognize complicated information½ % xzkgd laca/k çca/ku 
¼lhvkj,e½ fjVsy dkjksckj ds c<+us ij xzkgd MsVk dks VªSd djus vkSj igpkuus esa fjVsy QeZ dh enn dj 
ldrk gSA lhvkj,e l‚¶Vos;j ysunsu dh tkudkjh] ojh;rkvksa] ckrphr ds fooj.k vkSj cgqr dqN fjd‚MZ 
djsxk] bl rjg dh tkudkjh dks fuf'pr :i ls vuqdwyuh; rjhds ls igqapus dh lqfo/kk iznku djrk gS] 
ftlls vR;f/kd ewY;oku xzkgdksa dks yf{kr djus dh vuqefr feyrh gSA 

4- miHkksDrkvksa dh vis{kkvksa ij [kjs u mrjus ds dkj.k ¼Reasons for not meeting with consumers’ 

expectations½ % xzkgd le>rs gSa fd dke lgh ugha gS vkSj xyfr;ka gks ldrh gSaA  
 

xzkgd ,sls ;ksX; O;kikfjd ekudksa dh dYiuk djrs gSa] tks Hkjkslsean gksa vkSj xzkgd tks dgrs gSa og djsaA 
dHkh&dHkh ,slk gksus ij] os fjVsy vkmVysV vPNh lsok,a çnku ugha dj ldrs gaS tks vkids xzkgd vkids 
laxBu ds fy, bls nwljs rjhds ls cukus dh dYiuk djrs gSa] os gh çxfr djrs gSaA 
 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

 fdlh Hkh fjVsy LVksj ij tk,a vkSj xzkgdksa ds lkFk O;ogkj djrs le; lapkj ds çHkkoh mi;ksx dk 
çn'kZu djsaA 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] tkaplwph  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy  vkmVysV ij tkus ds fy, dgsaA 
3- LVksj eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls ;k=k dk mís'; crk,a vkSj ;k=k ds fy, lgefr ysaA 
5- fjVsy  LVksj fcØh lg;ksxh ls fuEufyf[kr ç'u iwNsaA 

d½ fcØh la?k }kjk xzkgd ckrphr ds nkSjku ckrphr dkS'ky dk fujh{k.k djsaA vlaxfBr LVksj esa 
bls fcanqokj lwphc) djsaA 

[k½ laxfBr vkSj vlaxfBr LVksj esa xzkgd ds lkFk fcØh lg;ksxh ckrphr ds nkSjku lapkj dh 
ck/kkvksa dh igpku djukA 

x½ fujh{k.k djsa fd xzkgdksa ds lkFk fcØh djus okys yksx dSls laokn djrs gSa vkSj muds chp 



     136                                                                     fcØh lg;ksxh ¼lsYl ,lksfl,V½ & d{kk 12 
 

çHkkoh lapkj lans'kksa dks fy[ksaA 
 

6- fu"d"kksaZ ij ,d fjiksVZ cuk,a vkSj v/;kid dks nsaA  
 

xfrfof/k 2 

d{kk esa nh xbZ 'krksaZ ij mfpr :i ls lapkj dh çfØ;k ij Hkwfedk fuHkk,a 

vko’;d lkefxz;ka % isu] isij] dqN mRikn] Vsi vkSj /kkxk ¼FkzsM½  

izfØ;k 

1- Nk=ksa dks ,d çs"kd] izkIrdrkZ dh Hkwfedkvksa dk çn'kZu djuk gksrk gSA 
2- igyk çs"kd lans'k rS;kj djrk gSA 
3- mlds ckn ,d Nk= ,d pSuy ds :i esa dke djrk gS vkSj lans'k dks izkIrdrkZ rd ekSf[kd 

:i ls igqapkrk gSA 
4- fQj igyk izkIrdrkZ ;k fjlhoj bl lans'k dks ,d&,d djds vU; Nk=ksa rd igqapkrk gSA 
5- vafre çkIrdrkZ igys çs"kd dks çfrfØ;k nsrk gSA 
6- lapkj dh çHkko'khyrk dk ewY;kadu djsaA 
7- dykdkjksa }kjk dh xbZ xyfr;ksa dks lq/kkjus ds fy, v/;kid dh lgk;rk ysaA 
 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- MsVk dh ckrphr ;k MsVk dks ikl djuk] ,d O;fDr ls nwljs O;fDr rd ;k ,dkar ls nwljs 
Nksj rd fopkj djuk - - - - - - - - - - - - - - - - gSA 

2- tks O;fDr lwpuk vkSj fopkjksa dks nwljksa rd igq¡pkus ds fy, lans'k Hkstrk gS] mls - - - - - - - - 
- - - - - - - - dgk tkrk gSA 

3- og O;fDr tks lans'k çkIr djrk gS ;k lans'k dks csgrjhu rjhds ls igpkurk gS mls - - - - - - - 
- - - - - - - - - ds :i esa tkuk tkrk gSA 

4- tc çs"kd fdlh ek/;e ls çkIrdrkZ dks dksbZ rF; çnku djus ds fy, lapkj djrk gS vkSj 
çkIrdrkZ le>rk gS rks bls - - - - - - - - - - - - - - - - ds :i esa tkuk tkrk gSA 

[k- cgq oSdfYid iz'u 

1- lapkj  - - - - - - - - - dks laçsf"kr djus dk dk;Z gSA 
¼d½ çf'k{k.k 
¼[k½ lwpuk  
¼x½ Kku 
¼?k½ lans'k  
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2- ,d O;fDr ls nwljs O;fDr esa fopkj dh xbZ lwpuk ;k lwpuk dh vLFkk;h ckrphr - - - - - - - gSA 
¼d½ lapkj 
¼[k½ lwpuk  
¼x½ lans'k ¼eSlsftax½ 
¼?k½ mijksDr esa ls dksbZ ugha 

3- tc tkudkjh dks LFkkukarfjr djus ds fy, fdlh Hkh Hkk"k.k ;k fyf[kr fof/k dk mi;ksx djrs 
gq, lans'kksa dks lk>k fd;k tkrk gS] rks bls - - - -  - -  - - - - - - ds :i esa tkuk tkrk gSA 
¼d½ xSj&ekSf[kd lapkj 
¼[k½ ekSf[kd lapkj  
¼x½ ekSf[kd lapkj 
¼?k½ mijksDr esa ls dksbZ ugha  

 
4- tc iq#"k vkSj efgyk,a lkspus vkSj laokn djus ds fofHkUu rjhdksa dk miHkksx djrs gSa] rks bls  

- - - - - - - - - - - - - - - dgk tk ldrk gSA 
¼d½ lkaL—frd ck/kk 
¼[k½ 'kkjhfjd ck/kk  
¼x½ tsaMj laca/kh ck/kk 
¼?k½ mijksDr esa ls dksbZ ugha 

 
5- lapkj dk ,d lLrk] Rofjr vkSj dq'ky lk/ku  - - - - - - - - - fof/k dk ,d egRoiw.kZ ykHk gSA 

¼d½ v‚uykbu lapkj 
¼[k½ vkeus&lkeus lapkj  
¼x½ ekSf[kd lapkj 
¼?k½ mijksDr esa ls dksbZ ugha 

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- lapkj dsoy nks yksxksa ds chp tkudkjh dks LFkkukarfjr djus ;k vknku&çnku djus dk ek/;e 
ugha gSA 

2- tks O;fDr lans'k dks nwljs dks gLrkarfjr djrk gS mls izkIrdrkZ ds :i esa tkuk tkrk gSA 
3- lkekU; ekSf[kd lapkj dk ,d uewuk gSA 
4- VsyhQksu ds ek/;e ls ckrphr dks ekSf[kd lapkj ds :i esa tkuk tkrk gSA 
5- v‚uykbu lapkj dk rkRi;Z i=ksa ds ek/;e ls lapkj djuk gSA 

 
?k- dkWye feyku djsa  

 dkWye ,  dkWye ch 
1- euq"; ds chp egRoiw.kZ var%fØ;k dh çfØ;k 

 
, lans'k  



     138                                                                     fcØh lg;ksxh ¼lsYl ,lksfl,V½ & d{kk 12 
 

2- izkIrdrkZ dks nh xbZ tkudkjh ch 
 

vkeus&lkeus lapkj 

3- fyf[kr lapkj  lh xSj&ekSf[kd lapkj 
 

4- Vhe czhfQax] cSBd Mh lapkj   

5- 'kkjhfjd gko & Hkko 
 

bZ ekSf[kd lapkj  

 

³- laf{kIr mÙkj okys iz’u  

1- lapkj D;k gS\ 
2- lapkj dh çfØ;k ls D;k rkRi;Z gS 
3- çs"kd dkSu gS\ 
4- ,d izkIrdrkZ dkSu gS\ 
5- lans'k D;k gS\ 
6- izfrfØ;k D;k gS\ 
7- vkeus&lkeus lapkj ls vki D;k le>rs gSa\ 

 
p- y?kq mÙkj okys iz’u  

1- lapkj dh çfØ;k dks ifjHkkf"kr djsa vkSj bldh çfØ;k dh O;k[;k djsa\ 
2- fofHkUu çdkj ds lapkj dh ppkZ dhft,A 
3- fjVsfyax esa lapkj ds egRo dks Li"V dhft,A 
 

N- vius izn'kZu dh tk¡p djsa 

1- lapkj dh çfØ;k ij pkVZ cuk,aA 

2- lapkj ds çdkjksa dk ,d pkVZ cukb,A 

3- fjVsy LVksj@e‚y esa xzkgdksa ds lkFk O;ogkj djrs le; lapkj ds çHkkoh mi;ksx dk çn'kZu 
djsaA 

 

 



 

 

 

 

 

 

 

fdlh Hkh O;kikj ds fy, mlds xzkgd cgqr egRoiw.kZ gksrs gSaA O;kikj vius xzkgdksa ds fcuk tkjh ugha jg 
ldrk gSA çR;sd O;kikj dk y{; xzkgdksa dks mR—"V lsok,a çnku djds viuh xzkgd lsokvksa esa lq/kkj 
djuk vkSj cgqr larq"V xzkgdksa dks çkIr djuk gSA fujarj vk/kkj ij ewy lajpuk vkSj xzkgd lsokvksa dh 
leh{kk djus dh vko';drk gSA bl izFkk ¼practice½ dk mís'; tgka Hkh laHko gks xzkgd lsok dh xq.koÙkk 
esa çxfr djuk gSA 

;g igy Lo;a m|e vkSj vU; i.k/kkjdksa dks djuh gksxhA fjVsyj] Fkksd foØsrkvksa ¼wholesalers½ vkSj 
xzkgdksa dks fofHkUu çdkj dh lsok,a çnku djrs gaSA fjVsylZ }kjk xzkgdksa dks miyC/k xq.koÙkk lsokvksa ls 
le;&le; ij lsok,a çkIr djus ds ckn fo'oluh;rk] vk'oklu O;ogk;Zrk] lgkuqHkwfr vkSj çfrfØ;k 
feyrh gS] fjVsyj dks lsok dkS'ky esa lq/kkj djuk iM+rk gS vkSj ,d leL;k ds lek/kku ds ckn QkWyksvi 
djuk gksrk gSA 

fjVsyj dks xzkgd ij nh xbZ lsokvksa ds çHkko dk Hkh v/;;u djuk pkfg,A blds fy,] xzkgd }kjk 
larqf"V vfHk;ku dh lhek fu/kkZfjr djus gsrq mls ,d izfrfØ;k ysuh gksxhA ,d= fd, x, MsVk ds 
fo'ys"k.k ds vk/kkj ij] fjVsyj dks fcØh lg;ksxh@fjVsyj }kjk nh tkus okyh lsok esa lq/kkj dk;ZØe 'kq: 
djuk gksrk gSA 

blh i`"BHkwfe dks /;ku esa j[krs gq, lsokvksa esa fujarj lq/kkj dk orZeku v/;;u fd;k tk jgk gSA igys 
l= esa xzkgd lsok esa lq/kkj dk foLrr̀ fooj.k fn;k x;k gSA nwljk l= ifjorZuksa ds dk;kZUo;u ds fy, 
ra= ij dsafnzr gSA rhljk l= fujarj lq/kkj dks c<+kok nsus ls lacaf/kr gSA pkSFks l= esa lsok dkmaVj esa 
lq/kkj ds cnyko 'kkfey gSaA 

bd
kb
Z 

4 

Lksok esa fujarj lq/kkj 
(CONTINUOUS 

IMPROVEMENT IN 
SERVICE) 
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l= 1 % xzkgd lsok esa lq/kkj ¼IMPROVEMENT IN CUSTOMER SERVICE½ 

xzkgdksa ds lkFk ckrphr djus vkSj vPNk leFkZu nsus rFkk mUgsa csgrj lsok,a nsus dh çFkk vkt dh t:jr 
gSA xzkgd lsok fo'ks"kK bl laca/k esa fjVsylZ dks ekxZn'kZu çnku djrk gSA 

xzkgd lsok fo'ks"kK os yksx gSa tks xzkgdksa ds iz'uksa dk mÙkj nsrs gSa] mudh f'kdk;rksa dk lek/kku djrs gSa 
vkSj u, xzkgdksa dk LVksj esa Lokxr djrs gSaA mudk eq[; ljksdkj ldkjkRed xzkgd vuqHko mRiUu djus 
vkSj xzkgdksa dh larqf"V lqfuf'pr djus ds lkFk gSA 

xzkgd lsokvksa dk rkRi;Z csph xbZ oLrqvksa ls tqM+h lsok,a çnku djuk gS] ;g xzkgd dh vko';drk iwjh 
gksus ds ckn O;kolkf;d lgk;d] mPp xq.koÙkk okyh lsok,a vkSj lgk;rk nsdj xzkgdksa dh t:jrksa dk 
[;ky j[kus dk ,d dk;Z gSA 

xzkgd çfrfØ;k ,d O;kikj] mRikn ;k lsok ds ckjs esa xzkgd dh jk; tkuus dh ,d çfØ;k gSA xzkgd 
çfrfØ;k cgqr egRoiw.kZ gS D;ksafd ;g foi.kd vkSj O;kikj ds ekfydksa dks tkx:drk çnku djrk gS fd os 
vius O;kikjksa] mRiknksa @ lsokvksa vkSj dqy xzkgd ifjfpr dh çxfr ds fy, vH;kl@ izFkk dj ldrs gSaA 

fjVsy lsokvksa ds çdkj ¼TYPES OF RETAIL SERVICES½ 
fjVsyj dks Fkksd foØsrkvksa vkSj miHkksDrkvksa ds chp ,d fyad ds :i esa dke djuk gksrk gSA blfy,] 
fjVsyj dh lsokvksa dks nks Jsf.k;ksa esa ckaVk x;k gS% 
1-  Fkksd foØsrkvksa dks lsok,a ¼Services to Wholesalers½ % 
 

d½ xzkgd tkudkjh ¼Customer Information½ % fjVsyj Fkksd O;kikjh dks xzkgdksa dh t:jrksa vkSj 
pkgrksa ds ckjs esa tkudkjh çnku djrk gSA ;g tkudkjh fuekZrkvksa dks xzkgdksa dh t:jrksa ds 
vk/kkj ij mRiknksa dk mRiknu djus esa enn djus ds fy, ikl djrh gSA fjVsyj xzkgdksa dh 
ilan] ojh;rk ¼preference½] QS'ku vkSj dfBukb;ksa ds laca/k esa Fkksd foØsrkvksa dks tkudkjh 
çLrqr djrs gSaA 

[k½ lHkh xzkgdksa rd igqapsa ¼Reach all the Customer½ % fjVsyj Fkksd foØsrkvksa dks de ek=k esa 
mRikn@lsok,a cspus vkSj fofHkUu LFkkuksa ij lHkh xzkgdksa rd igqapus esa enn djrs gSaA 

x½  vfxze vkns'k ¼Advance Orders½% tSlk fd fjVsyj miHkksDrkvksa ds Lokn vkSj mRiknksa dh ekax 
dks le>rs gSa] os mRiknksa dks vfxze :i ls v‚MZj djrs gSaA ;g Fkksd foØsrkvksa dks fuekZrkvksa ls 
[kjhn dh ;kstuk cukus esa lqfo/kk çnku djrk gSA 

?k½ vfxze Hkqxrku ¼Advance Payment½ % dHkh&dHkh fjVsyj Fkksd foØsrkvksa ls mRiknksa dh [kjhn 
ds fy, vfxze [kpZ cukrs gSa vkSj bl çdkj Fkksd O;kikj ds foÙkiks"k.k esa enn djrs gSaA 
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³½ u, mRikn dh fcØh ¼Sale of new product½ % fuekZrk u, mRikn izLrqr djrs gSa vkSj fQj 
Fkksd O;kikjh dks forfjr djrs gSa] tks mUgsa dsoy fjVsylZ dh enn ls csprs gSaA 

 

2-  miHkksDrkvksa dks lsok,a % 
 fjVsyj miHkksDrk dks fofHkUu çdkj dh lsok,a çnku djrs gSa] tks bl çdkj gSa% 

d½ fjVsyj mRiknksa dh cgqyrk ¼multiplicity½ dks LVksj djrs gSa vkSj mUgsa xzkgdksa ds p;u ds fy, 
j[krs gSaA 

[k½ os t:jr iM+us ij miHkksDrkvksa dks ØsfMV lsok,a çnku djrs gSa vkSj bl rjg mUgsa eqf'dy le; 
esa enn djrs gSaA 

x½ os miHkksDrkvksa dks O;fDrxr lsok çnku djrs gSa vkSj mUgsa vf/kdre larqf"V nsus dk ç;kl djrs 
gSaA 

?k½ os u, vkSj csgrj mRikn izLrqr djrs gSa vkSj miHkksDrk dk ekxZn'kZu djrs gSaA 

³½ os eq¶r gkse fMyhojh Hkstrs gSa vkSj miHkksDrkvksa dks fcØh ds ckn dh lqfo/kk çnku djrs gSaA 

p½ os miHkksDrkvksa dks udn esa dVkSrh çnku djrs gSaA 

N½ os miHkksDrkvksa dh ilan ds vuqlkj mRiknksa dks [kjhnrs vkSj LV‚d djrs gSaA 

t½ os vius }kjk fn, x, mRiknksa ds mi;ksx vkSj j[kj[kko ds laca/k esa cgqewY; lq>ko nsrs gSaA 

>½ os çR;sd miHkksDrk ds fy, mudh laiznk;xh {kerk dks /;ku esa j[krs gq, vko';drkvksa dh iwfrZ 
djrs gSaA 

¥½ os miHkksDrkvksa dks ckx ls vk, gq, rktklekuksa dh vkiwfrZ djrs gSaA 

V½ os mu lkekuksa dks okil çkIr djrs gSa] tks miHkksDrkvksa }kjk visf{kr ekudksa dks iwjk ugha djrs gSaA 
 

xzkgd larqf"V ij lsokvksa dk çHkko ¼IMPACT OF SERVICES ON CUSTOMER SATISFACTION½ 
xzkgd lsok vkSj mldh larqf"V ds fy, fjVsyj ds çeq[k xq.k fo'oluh;rk ¼Reliability½] xkjaVh] 
okLrfodrk ¼Tangibility½] lekuqHkwfr ¼Sympathy½vkSj ¼tokcnsgh½ gSa ¼fp= 4-1½A lsok dh fo’ks”krkvksa vkSj 
xzkgdksa dh larqf"V ds chp laca/k bl çdkj gSa%  

1- fuHkZjrk vkSj xzkgd larqf"V ds chp laca/k ¼Relationship between Dependability and 

Customer Gratification½ % fuHkZjrk dk vFkZ nsus ds okns ds vuqlkj xzkgdksa dks vko';d lsok 
dks yxkrkj vkSj lVhd :i ls iwjk djus dh ;ksX;rk gksuk gSA blesa csps x, mRikn esa vkus okyh 
leL;kvksa ls fuiVku djuk] ejEer lsok,a çnku djuk] vko';d lsok,a çnku djuk] oknk fd, x, 
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le; ij lsok,a çnku djuk vkSj =qfV eqDr fjd‚MZ cuk, j[kuk lsok dh xq.koÙkk ds ekeys esa 
fo'oluh;rk dh ewy vo/kkj.kk,a gSaA blls xzkgd larqf"V ds Lrj dks –<+rk ls çHkkfor gksxhA 

2- çfrKk vkSj xzkgd larqf"V ds chp laca/k ¼Relationship between Pledge and Customer 

Gratification½ % opu nsus ij xzkgd xq.koÙkkiw.kZ lsok ds çfr vk'oLr gks tkrs gSa] ;g Kku vkSj 
vPNs f'k"Vkpkj ;k lsok deZpkfj;ksa }kjk iznf’kZr fd, x, f'k"Vkpkj ds lkFk&lkFk Hkjkslk vkSj 
fo'okl Hkh vkrk gSA blls fjVsy xzkgd larqf"V ds —rKrk Lrj ij tksjnkj çgkj gksxkA 

3- HkkSfrdrk vkSj xzkgd larqf"V ds chp laca/k ¼Relationship between Physicality and 

Customer Gratification½ % HkkSfrdrk dk vFkZ gS xzkgdksa dks lsok çnku djus ds fy, vko';d 
i;kZIr lalk/kuksa ds lkFk HkkSfrd lsok,a] midj.k vkSj lsok deZpkfj;ksa vkSj çca/ku Vhe dh mifLFkfrA 
çLrqr djus ;ksX; gksus vkSj fyf[kr lkexzh tSls iSE¶ysV] czks'kj] QksYMj] lwpuk iqLrdsa vkfn dks i<+us 
vkSj le>us esa l{ke gksus ls xzkgd larqf"V ds —rKrk Lrj ij vuqdwy çHkko iM+sxkA 

4- lekuqHkwfr vkSj xzkgd larqf"V ds chp laca/k ¼Relationship between Sympathy and 

Customer Gratification½ % fdlh vlqfo/kk ds fcuk fdlh Hkh le; vko';d xzkgd lsok çnku 
djus esa csgrj çfrLif/kZ;ksa dks lsok çnku djus vkSj xzkgdksa dh vis{kkvksa dks csgrj <ax ls le>us esa 
xzkgd dk /;ku O;fDrxr :i ls j[kus dh {kerk gh lekuqHkwfr gSA blls xzkgd larqf"V ds —rKrk 
Lrj dks –<+rk ls çHkko gksxkA 

5- n;kyqrk vkSj xzkgd larqf"V ds chp laca/k ¼Relationship between Kindness and 

Customer Gratification½% n;kyqrk vko';drk iM+us ij xzkgdksa dks rsth ls lsok çnku djus esa 
fn[kkbZ tkus okyh fnypLih gSA fdlh Hkh le; fdlh vlqfo/kk ds fcuk vko';d xzkgd lsok çnku 
djus gsrq lsok deZpkfj;ksa dh bPNk ;k mRlkg xzkgd larqf"V ds —rKrk Lrj–<+rk ls çHkkfor gksaxsA 
fjVsyj dh vksj ls ;s ikap xq.k& fo'oluh;rk] vk'oklu] okLrfodrk] lekuqHkwfr vkSj tokcnsgh ls 
bldh lsok dh xq.koÙkk esa lq/kkj vkrk gS vkSj xzkgdksa dh larqf"V esa ifj.kke feyrs gSa ¼fp= 4-1½A 

 

 
fp= 4-1% lsok dh xq.koÙkk vkSj xzkgd larqf"V 

fo'oluh;rk 

vk'oklu 

okLrfodrk 

lekuqHkwfr 

xzkgd larqf"V lsok dh xq.koÙkk 

tokcnsgh 
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xzkgd lsok çnku djus ds fy, iwokZis{kk,a ¼PRE-REQUISITES FOR PROVIDING CUSTOMER 

SERVICES½ 
xzkgd lsok çnku djus esa lcls vke vko';drk,a gSa % 
 

 dk;Z cy % ;fn xzkgdksa dks lsok,a nsus esa 'kkfey deZpkjh ;k Jfed egRoiw.kZ ykxr rRo gSaA 
deZpkfj;ksa dks xzkgdksa ds ç'uksa dks lacksf/kr djus esa çfrHkk'kkyh vkSj vPNk gksuk pkfg,A 

 lapkj@bysDVª‚fud ehfM;k % fjVsylZ dks xzkgdksa ls f'kdk;rsa çkIr djus ds fy, VsyhQksu ;k 
bysDVª‚fud ehfM;k dh miyC/krk lqfuf'pr djuh pkfg,A bu O;oLFkkvksa esa vDlj dk;kZy; midj.k] 
baVjusV ,Dlsl vkSj fjlsI'kfuLV lsok,a 'kkfey gksrh gSaA 

 midj.kksa dk j[kj[kko vkSj mUu;u up gradation % lsok,a çnku djus ds fy, vko';d midj.k 
mPp ykxr okys rRo gSaA xzkgdksa ds vuqjks/kksa dks iwjk djus ds fy, mudk j[kj[kko vkSj mUu;u cgqr 
egRoiw.kZ gSA 

 

fjVsyj dh lsok vkSj xzkgd vis{kkvksa ds chp varj ds dkj.k ¼REASONS FOR GAP BETWEEN 

RETAILER’S SERVICE AND CUSTOMER EXPECTATIONS½ 
 

fjVsyj lsok vkSj xzkgdksa dh vis{kkvksa ds chp varj ds dkj.k bl çdkj gSa % 
 

 le> dh deh ¼Lack of understanding½ % fjVsylZ dks fuEufyf[kr mik;ksa ls vius xzkgdksa dks 
çnku dh tkus okyh lsok dh xq.koÙkk esa lq/kkj djus esa enn feysxh( 

 xzkgd dh t:jrksa dks iwjk djus esa foQy ¼Fail to come across customer needs½ % lalk/kuksa 
dh deh] fdlh mRikn dh vR;f/kd ekax] vU;Fkk lsok dh xq.koÙkk ds çfr çfrc)rk dh vuqifLFkfr 
vkfn ds dkj.k] fjVsyj xzkgd dh bPNkvksa vkSj laHkkoukvksa dks iwjk djus esa foQy gksrs gSaA dHkh&dHkh 
lsok deZpkfj;ksa dk çn'kZu xzkgdksa dh vis{kk ds vuq:i ugha gks ldrk gSA 

 xq.koÙkk iw.kZ lsok dh iznk;xh ugha gksuk ¼Non-delivery of quality service½ % ;gka rd fd lsok 
dh xq.koÙkk cuk, j[kus ds fy, vkSipkfjd ekud ;k fofunsZ'k fjVsyj ds ikl ekStwn gSa( xq.koÙkk lsok 
dh iznk;xh fuf'pr le; ij iwjh ugha gksrh gSA eq[; dkj.k ;g gS fd lsok deZpkfj;ksa dk çn'kZu 
xzkgd }kjk visf{kr :i ls ugha gks ldrk gSA 

 oknksa dk iwjk u gksuk ¼Non-fulfillment of promises½ % dHkh&dHkh fjVsylZ }kjk foKkiu ;k 
czks'kj ;k ç‚LisDVl esa fd, x, okns lsok çnku djus esa iwjs ugha gksrs gSaA vPNh lsok xq.koÙkk lqfuf'pr 
djus gsrqfjVsyj dks xzkgdksa dh laHkkoukvksa ls :c: ¼across½ gksuk pkfg,A xzkgd dh vis{kk,a ml 
xq.koÙkk ds lkFk iwjh ugha gks ldrh gSa tks fjVsyj }kjk lqfuf'pr dh tkrh gSA 
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 çstsaVs'ku dk [kjkc dkS'ky ¼Poor Presentation Skills½ % lsok deZPkkjh mfpr Mªsflax esa jgdj Hkh 
çLrqfr dkS'ky dk [kjkc çn'kZu dj ldrk gS vkSj dk;Z dks vuqfpr rjhds ls lapkfyr dj ldrk gSA 
;s lHkh lsok xq.koÙkk ds ckjs esa xzkgd dh var–Zf"V dks çHkkfor dj ldrs gSaA 

 

xzkgdksa ls çfrfØ;k ,d= djuk ¼GATHERING FEEDBACK FROM CUSTOMERS½ 
fjVsyj ekStwnk xzkgdksa vkSj laHkkfor xzkgdksa ls çfrfØ;k ,d= djds lh[krs gSaA ;g izfrfØ;kfjVsylZ ds 
fy, viuh xzkgd lsokvksa dks vkxs c<+kus vkSj vius xzkgdksa dks yach vof/k rd cuk, j[kus ds fy, 
loksZÙke dk;Zuhfr rS;kj djus esa ennxkj gSA çnku dh xbZ lsok ij xzkgd çfrfØ;k çkIr djus gsrq 
fp= 4-2 esa fn[kk, x, rjhds fuEufyf[kr gSaA 
 
1- çfrfØ;k dkMZ % dbZ fjVsy laxBuksa ds ikl fu/kkZfjr fMLIys ds fy,çfrfØ;k dkMZ gksrs gSa tks ;k rks 

psdvkmV ds ikl j[k nsrs gSa ;k vfrfjDr:i ls vkus okys ekxks Za ij j[ks tkrs gSaA xzkgdksa ls vuqjks/k gS 
fd fjVsy vkmVysV ij miyC/k dkMZ Hkjsa ;k ?kj ys tk,aA ifj.kkeLo:i dkMZ esa iwoZ Hkqxrku Mkd 
'kkfey gS( xzkgd mUgsa iksLV djus dk dksbZ [kpZ ugha mBkrk gSA xzkgd bl rduhd dh xksiuh;rk dks 
ilan djrs gSa] D;ksafd dksbZ O;fDrxr tkudkjh ,d= ugha dh tkrh gSA 
 

2- xzkgd losZ{k.k % xzkgd çfrfØ;k çfØ;k 'kq: djus ds fy, xzkgd dk v/;;u djuk ,d csgrjhu 
rjhdk gSA os ,d ,slk ek/;e çnku djrs gSa ftlls vkidk xzkgd ifjfpr gS vkSj os fjVsyj dks 
fof'k"V ç'u iwNus dk ekSdk nsrs gSa ftudk og mÙkj pkgrk@pkgrh gSA v‚uykbu losZ{k.k esa] dqN 
eq¶r çkIr djus gsrq] tSls fd daiuh U;wtysVj dh eq¶r lnL;rk ds fy,] vkus okys yksxksa ls ckrphr 
esa vius i=kpkj irs Hkstus ds fy, dgdj ,d bZ&esy lwph rS;kj djsaA,d vYidkfyd losZ{k.k cuk,a 
vkSj fQj mls esfyax lwph esa HkstsaA bl rduhd dk uqdlku ;g gS fd fjVsyj dks cgqr bZekunkjh ls 
mÙkj ugha fey ldrs gSa D;ksafd xzkgd fjVsyj dh ljkguk djrk gS tks ;g le>sxk fd losZ{k.k dk 
mÙkj fdlus fn;kA  

 
3- xzkgdksa ls ckr djuk % xzkgdksa ls O;fDrxr :i ls ;k VsyhQksu ij ckr djds lh/ks laidZ esa vkus dk 

;g lcls vPNk volj gSA MsVk dks mi;ksxh cukus ds fy,] çR;sd xzkgd baVjQsl esa fjVsyj tks lh[k 
ldrk gS mls laxzghr djsa vkSj ns[ksa fd çfrfØ;kvksa ds fy, fMtkbu ds djhc gS ;k ughaA yxkrkj 
miyC/k xzkgdksa rd igqapsaA 
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fp= 4-2 % xzkgdksa dh çfrfØ;k çkIr djus ds rjhds 

 

4- xzkgd çksRlkgu % cM+h daifu;ka vDlj xzkgdksa dh jk; ysus ds fy, losZ{k.k ,tsafl;ksa ds lkFk le>kSrk 
djrh gSaA fjVsy QeksaZ ds fy, mÙkj nj c<+kus dk yksdfç; rjhdk xzkgd dks fcØh ds fcanq ij ,d NwV 
dwiu çnku djuk gS] tks fcØh jlhn ij ,d uacj ij d‚y djus vkSj losZ{k.k esa Hkkx ysus ds cnys esa 
ckn esa fjVsy LVksj esa vkus ij Hkquk;kexchangetk ldrk gSA 

5- laxBu dk losZ{k.k % dHkh&dHkh] fjVsy laxBu ds fy, tkudkjh ,d= djus vkSj O;k[;k djus ds fy, 
,d fof'k"V xzkgd losZ{k.k ,tsalh dks fdjk, ij ysuk mi;ksxh gksrk gSA os ,d u, HkkSxksfyd {ks= esa 
tk ldrs gSa tgka fjVsylZ ds ikl orZeku esa ,sls xzkgd ugha gSa tks lh/ks losZ{k.k dj ldsaA 

6- fVIIk.kh c‚Dl % fVIIk.kh c‚Dl fo'ks"k mRikn @ lsokvksa dk mi;ksx djrs gq, iz;ksDrkvksa dh larqf"V dk 
vkdyu djus dk vuks[kk rjhdk gSA 

7- xzkgdksa dks fu;fer :i ls d‚y djsa % xzkgdksa dh çfrfØ;k çkIr djus ds fy, xzkgdksa dks d‚y djuk 
,d vR;f/kd O;fDrxr –f"Vdks.k gSA ;g rduhd ldkjkRed gS vkSj loksZÙke çfrfØ;k,a cukrh gSA 

8- izfrfØ;k izi= ¼Q‚eZ½ % daiuh dh osclkbV ij ,d lefiZr izfrfØ;k Q‚eZ çnku djsaA ;fn dqN 
f'kdk;rsa gSa] rks xzkgd i=kpkj ds ek/;e ls viuh f'kdk;rksa dks vkil esa tksM+ ldrs gSaA ;g 
çfrfØ;k nsus ds 'kh"kZ çHkkoh rjhdksa esa ls ,d gSA xzkgd izfrfØ;k Q‚eZ dh gkMZ d‚ih] tks xzkgdksa ls 
izfrfØ;k ,d= djus ds fy, vR;f/kd mi;ksxh lk/ku çnku djrh gSA ;g dkjZokbZ ;ksX; çfrfØ;k 
fodflr djus dk ,d ilanhnk rjhdk gS D;ksafd ;g lkekftd rRo dh vksj okil ys tkrk gSA 

xzkgdksa dks 
fu;fer :i 
ls d‚ydjsa 

xzkgd 
losZ{k.k 

laxBu dk 
losZ{k.k fVIi.kh 

c‚Dl 

xzkgdksa ds 
fy, 

ckrdjuk

çfrfØ;k
çi= 

çfrfØ;k
dkMZ 

lq>ko  
ckWDl 

lks'ky 
ehfM;k 

xzkgd 
izksRlkgu 

xzkgdksa dks 
fu;fer :i ls 

d‚y djsa 
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9- lks'ky ehfM;k % lks'ky ehfM;k tSlk fd fp= 4-3 esa fn[kk;k x;k gS] miHkksDrkvksa dks lquus dk vafre 
ek/;e gSA tc ;g Qslcqd] fV~oVj vkSj fyaDMbu tSlh lkbVksa ls 'kq: gksrk gS rks xzkgdksa dh çfrfØ;k 
cgqr vf/kd gksrh gSA eqÌk ;g gS fd bls dSls mR—"V :i ls çnf'kZr ¼display½ fd;k tk, vkSj bldk 
xgjkbZ ls mi;ksx fd;k tk,A fjVsy laxBuksa ds fy, cM+h la[;k esa yksxksa rd 'kh?kzrk ls igqapus ds 
fy, ;g fof/k vf/kd yksdfç; gS] vkSj ,d O;kid losZ{k.k ds ctk; dsoy ,d ;k nks ç'u iksLV djsaA 

 
fp= 4-3 % lks'ky ehfM;k  

lzksr % https://bit.ly/2XBQY2f 
 

10- lq>ko ckWDl % v‚Qykbu rjhds ls xzkgd dh çfrfØ;k çkIr djus ds fy, T;knkrj lq>ko c‚Dl dk 
mi;ksx fd;k tkrk gSA xzkgd çfrfØ;k ,d= djus dk ;g :i n'kdksa ls rS;kj gks jgk gS vkSj vHkh 
Hkh ;g xzkgdksa dks tksM+us vkSj lquus ds fy, ,d egku ek/;e çnku djrk gSA 

 

fo'ys"k.k vkSj O;k[;k ¼ANALYSE AND INTERPRET½ 
vkidh ch2ch daiuh dh çxfr dk leFkZu djus ds fy, orZeku vkSj laHkkfor xzkgd çfrfØ;k ds xq.kkRed 
lwpuk fo'ys"k.k dk dk;kZUo;u ,d ,slk –f"Vdks.k gS ftls fufoZokn :i ls Lohdkj fd;k tkrk gSA 
vf/kdka'k fjVsy vkmVysV vius xzkgdksa dks 'kkfey fd, fcuk pyrs gSaA tcfd cM+s ch2ch fjVsy vkmVysV 
çfrHkk'kkyh gks ldrs gSa ch2ch fjVsy vkmVysV~l dks fuf'pr :i ls bldk ç;kl ugha djuk pkfg,A 
 

xzkgdksa dks lquuk vkSj mudh çfrfØ;k dks ykxw djuk ges'kk lcls vPNk fodYi gksrk gSA miHkksDrkvksa dks 
irk gS fd D;k dke dj jgk gS vkSj D;k ughaA ;fn vki viuh çfrfØ;k ls lpsr gSa vkSj rnuqlkj phtksa 
dks la'kksf/kr djrs gSa] rks blls xzkgd ds çfr oQknkjh çnf'kZr gksrh gSA oSls] blds tfj, xzkgdksa dks ;g 
çnf'kZr fd;k tkrk gS ftlds }kjk os fjVsy QeZ ds çfr oQknkj jg ldrs gSaA blfy,] tc rd fjVsy 
QeZ pkSdl] oxhZ—r vkSj Qkbu&VwFM dkWEc ds ek/;e ls xzkgd çfrfØ;k ds ek/;e ls vkxs c<+rh gS] rks 
blls vk'kkoknh la'kks/ku mRiUu gksxkA 
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çLrkfor ifjorZuksa dk xzkgd vkSj laxBu ij çHkko ¼EFFECT OF PROPOSED CHANGES ON 

CUSTOMER AND ORGANIZATION ½ 
laxBukRed ifjorZu rc gksrk gS tc dksbZ fjVsy vkmVysV viuh ekStwnk voLFkkvksa ls ,d vuqekfur 
Hkfo"; dh fLFkfr esa :ikarj.k djrk gSA laxBukRed la'kks/ku dk mi;ksx djus lsfjVsy laxBu esa 
deZpkfj;ksa ds Vdjko rFkk ykxr dks de djus gsrqfjVsy laxBuksa esa la'kks/ku dh ;kstuk vkSj fu"iknu dh 
çxfr gksrh gSA 
 

rduhdh la'kks/ku fu;fer :i ls csgrj dk;Zuhfrd la'kks/kuksa ds ?kVdksa ds ek/;e ls izLrqr fd, tkrs gSa] 
gkykafd os dHkh&dHkh vkxs c<+rs gSa] vius Lo;a ds LFkku ij gksrs gSaA fjVsy laxBu esa çkS|ksfxdh dk 
ifjorZu la'kks/ku ds ek/;e ls leL;k iSnk djrk gSA fjVsy QeZ dh laiw.kZ ç.kkfy;ksa dks Qynk;h cukus ds 
fy,] ,d çkS|ksfxdh la'kks/ku vkfn dks 'kkfey djus dh vko';drk gksrh gS vkSj bls cuk, j[kus ds fy, 
,d çca/ku lajpuk rS;kj dh tkuh pkfg,A 

 

cnykoksa ds çdkj ¼TYPES OF CHANGES½ 
O;kikj esa ifjorZu gh ,dek= fLFkjkad gS vkSj 21osa ;qx dk xzkeh.k bykdk mu daifu;ksa ls vVk iM+k gS tks 
cnyrs le; ds vuqdwy ugha cuh gSaA blfy,] fjVsy laxBuksa dks la'kks/ku dh vko';drk gS vkSj ppkZ dh 
xbZ dk;Zç.kkyh blds mÙkj dk fgLlk gSaA fofHkUu çdkj ds ifjorZu ¼fp= 4-4½ bl çdkj gSa% 
 

 
fp= 4-4 % cnyko ds izdkj 

 

laxBu&O;kih 
cnyko 

ifjorZudkjh 
cnyko 

dkfeZd cnyko 

 

vfu;ksftr 
cnyko 

mipkjkRed 
cnyko 

cnykoksa ds 
izdkj 
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1- laxBu&O;kih cnyko ¼Organization-Wide Change½ % laxBu&O;kih ifjorZu ,d cM+s iSekus 
ij :ikarj.k gS tks iwjs fjVsy laxBu dks LFkkukarfjr djrk gSA blesa fn'kk dk iquxZBu] ,d ubZ 
uhfr tksM+uk] ;k m|e çkS|ksfxdh is'k djuk 'kkfey gks ldrk gSA 

2- ifjorZudkjh cnyko ¼Transformational Change½ % ifjorZudkjh ifjorZu ,d fjVsy QeZ dh 
laxBukRed dk;Zuhfr dks lVhd :i ls yf{kr djrk gSA fjVsy QesaZ rHkh thfor jg ldrh gSa tc 
os xzkgd dh bPNkuqlkj fdlh Hkh cnyko ds fy, Lo;a dks viuk,aA 

3- dkfeZd cnyko ¼Personnel Change½ % dkfeZd ifjorZu deZpkjh ds fo'okl vkSj tqM+ko esa 
egRoiw.kZ ifjorZu djrk gSA 

4- vfu;ksftr cnyko ¼Unplanned Change½ % vfu;ksftr ifjorZu dks vçR;kf'kr ?kVukvksa ds ckn 
vfuok;Z dkjZokbZ ds :i esa ifjHkkf"kr fd;k x;k gSA 

5- mipkjkRed cnyko ¼Remedial Change½ % yhMj ges’kk lq/kkjkRed ifjorZu ykrs gSa tcfd os 
deh dks nwj djus dh vko';drk dks igpkurs gSaA 

 

xzkgd lsok ç.kkyh vkSj lq/kkjksa esa ifjorZu ij ckrphr 
fuEufyf[kr mik; fjVsylZ dks vius xzkgdksa dks çnku dh tkus okyh lsok dh xq.koÙkk esa lq/kkj djus esa 
enn djsaxs%  
 

xzkgd lsok dkS'ky dks etcwr cukuk % eq[; :i ls ;g lqfuf'pr djuk egRoiw.kZ gS fd xzkgd lsok cy 
dks xzkgd dh t:jrksa ds çca/ku gsrq vius dkS'ky dks etcwr djuk gksxkA lsok deZpkfj;ksa }kjk dkS'ky dks 
etcwr djus dh vko';drk bl çdkj gS%  
 lekuqHkwfr] /khjt vkSj fLFkjrk 

 vuqdwyu'khyrk 

 Li"V lapkj 

 dke dh uSfrdrk 

 Kku 

 O;ogkj 
 

lgh dkS'ky dk çn'kZu % foØsrk }kjk ckj&ckj lgh dkS'ky dk çn'kZu fd;k tkuk pkfg,A leL;k ds 
egRoiw.kZ fooj.kksa ij /;ku nsa vkSj mlds vuqlkj dkS'ky dk çn'kZu djsaA  
xzkgd ds lkFk ckrphr esa lq/kkj djsa % xzkgd ckrphr esa lq/kkj ds fy, lsok deZpkfj;ksa ds fy, ;gka dqN 
egRoiw.kZ lq>ko fn, x, gSa%  
 xzkgdksa ds dqN lkekU; fgrksa dh igpku djsaA 
 xzkgdksa dks lfØ; :i ls lquus dk vH;kl djsaA 
 xzkgdksa ds lkeus xyfr;ksa dks Lohdkj djsaA 
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 igpkusa fd fdlls fo'okl curk gS vkSj vkRefo'okl ykSV vkrk gSA 
 fdlh leL;k ds lek/kku ds ckn QkWyksvi djsaA  
 

bl çdkj] xzkgdksa dks csgrj lsok,a çnku djus ls fjVsyj dks mudk fo'okl] oQknkjh vkSj çfr/kkj.k 
thrus esa enn feyrh gSA  
 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

utnhdh fjVsy LVksj ij tk,a vkSj fjVsy LVksj esa lsokvksa esa lq/kkj ns[ksaA 

vko’;d lkefxz;ka % isu] isafly]uksVcqd]tkap lwph 

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy LVksj ij tkus ds fy, dgsaA 
3- LVksj eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj ;k=k ds fy, lgefr ysaA 
5- LVksj esa fd, tk jgs uohure lsok lq/kkjksa dks uksV djsaA 
6- fcØh lg;ksxh }kjk fn, x, leFkZu dk fujh{k.k djsa vkSj 1000 'kCnksa esa ,d fjiksVZ rS;kj djsaA 
7- lsok dh xq.koÙkk dh leL;kvksa ij /;ku nsaA 
8- lsok çnkrk ds dk;ksaZ vkSj Kku dk fujh{k.k djsaA 
9- d{kk esa lsok lq/kkj xfrfof/k;ksa dk çn'kZu djsaA 
10- ,d fjiksVZ fy[ksa vkSj v/;kid dks tek djsaA 

xfrfof/k 2  

ikl ds fjVsy LVksj ij tk,a vkSj ,d pkVZ cuk,a ftlesa xzkgdksa dh çfrfØ;k ,d= djuk] fo'ys"k.k 
djuk vkSj mldh O;k[;k djuk 'kkfey gksA 

vko’;d lkefxz;ka % isu] isafly]uksVcqd]tkap lwph 

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 
3- LVksj eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
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4- mls foftVdk mís'; crk,a vkSj foftV ds fy, lgefr ysaA 
5- blesa viukbZ tkus okyh fuEufyf[kr xfrfof/k;ksa vkSj çfØ;kvksa dks le>saA mi;qDr ij lgh dk 

fu'kku yxk,aA 
 

Ø- la- xfrfof/k ;k izfØ;k,a  gka ugha 
1.  D;k vkius uohure lsok lq/kkj ns[ks gSa\   

2.  D;k vki ns[k ldrs gSa fd laxBu ds çeq[k yksx fcØh lg;ksfx;ksa 
dk leFkZu djrs gSa\  

  

3.  D;k vkius lsok dh xq.koÙkk dh leL;k,a ikbZa vkSj ns[kha\    

4.  D;k vkius lsok çnkrk ds dk;ksaZ ij /;ku fn;k\   

 

6- ,df=r dh xbZ mijksDr tkudkjh ds vk/kkj ij ,d pkVZ cuk,aA 

 
viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- fjVsylZ }kjk Fkksd foØsrkvksa dks nh xbZ tkudkjh ls mUgsa xzkgdksa dh larqf"V ds vk/kkj ij - - - 
- - - - - - - - -  dk mRiknu djus esa enn feysxhA 

2- dHkh&dHkh fjVsyj] bl chp Fkksd O;kikjh ls çkIr gksus okyh fo’ks”krkvksa ds fy, - - - - - - - - -  
- - - - - - - - -  Hkqxrku djrs gSaA 

3- fjVsylZ dh lqfo/kkvksa ls oafpr ,d u;k - - - - - - - - -  Fkksd foØsrkvksa ds dkj.k mls çnku 
fd, x, cktkj esa izLrqr ugha dj ldrk gSA 

4- fjVsyj Fkksd O;kikjh ls fofHkUu çdkj ds mRiknksa dks ,d lkFk ykrs gSa] tks [kjhnkjksa ds - - - - - 
- - - -  ij j[k ldrs gSa vkSj mUgsa ilan dh- - - - - - - - - dh iznk;xh dj ldrs gSaA 

5- os miHkksDrkvksa dks - - - - - - - - -  lqfo/kk çnku djrs gSa vkSj mUgsa vf/kdre larqf"V nsus dk 
ç;kl djrs gSaA 

6- fo'oluh;rk dks xzkgdksa ds fy, vko';d - - - - - - - - -  dks Hkjkslsean :i ls vkSj - - - - - - - 
- - dh iznk;xh djus ds okns ds vuqlkj iwjk djus dh ;ksX;rk ds :i esa n'kkZ;k x;k gSA 

7- vk'oklu dks lsok deZpkfj;ksa }kjk fn[kk, x, vPNh vknrsa ;k f'k"Vkpkj vkSj - - - - - - - - - 
dgk tkrk gSA 

8- - - - - - - - - -  dk vFkZ gS HkkSfrd lqfo/kk,a] midj.k vkSj lsok deZPkkjh vkSj çca/ku Vhe dh 
mifLFkfrA 
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9- çfrLif/kZ;ksa dh rqyuk esa xzkgdksa dh vis{kkvksa dks csgrj <ax ls le>us vkSj lsok çnku djus esa 
lgkuqHkwfr dks O;fDrxr :i ls - - - - - - - - -  dk /;ku cuk, j[kus dh ;ksX;rk ds :i esa 
tkuk tkrk gSA 

10- - - - - - - - - - - - - - - - - - -  vko';drk iM+us ij xzkgdksa dks Rofjr lsok çnku djus esa 
fn[kkbZ xbZ fnypLih gSA 

 

[k- cgq oSdfYid iz'u 

1- ^^xzkgd dks csps x, mRikn esa vkus okyh leL;kvksa ls fuiVuk^^ dks fdl xq.koÙkk esa ifjHkkf"kr 
fd;k x;k gSA 
d½ vk'oklu 
[k½ okLrfodrk 
x½ fo'oluh;rk 
?k½ mijksDr lHkh 

2- og dkSu lk xq.k gS ftls Hkjkslk vkSj fo'okl ds lkFk lsok djus ds fy, vko';d Kku j[kus 
ds fy, deZpkfj;ksa dh {kerk ds :i esa tkuk tkrk gSA 
d½ vk'oklu 
[k½ okLrfodrk 
x½ fo'oluh;rk 
?k½ mijksDr esa ls dksbZ ugha 

3- og dkSu lk xq.k gS ftls xzkgdksa dks lsok çnku djus ds fy, vko';d i;kZIr lalk/kuksa ds :i 
esa ifjHkkf"kr fd;k x;k gSA 
d½ okLrfodrk 
[k½ lekuqHkwfr 
x½ tokcnsgh 
?k½ mijksDr lHkh 

4- ^^bu O;oLFkkvksa esa vDlj dk;kZy; midj.k] baVjusV ,Dlsl vkSj fjlsI'kfuLV lsok,a 'kkfey 
gksrh gSaA^^ bl lkekU; ykxr dks fdl 'kh"kZd esa ifjHkkf"kr fd;k x;k gS\ 
d½ midj.k] j[kj[kko vkSj mUu;u 
[k½ lapkj @ bysDVª‚fud ehfM;k 
x½ tu'kfDr 
?k½ bueas ls dksbZ Hkh ugha 

5- ^^xzkgdksa dh vko';drkvksa dks iwjk djus ds fy, lsok midj.kksa dk j[kj[kko vkSj mUu;u Hkh 
cgqr egRoiw.kZ gSA^^bl lkekU; ykxr dks fdl 'kh"kZd esa ifjHkkf"kr fd;k x;k gS\ 
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d½ midj.k] j[kj[kko vkSj mUu;u 
[k½ lapkj @ bysDVª‚fud ehfM;k 
x½ tu'kfDr 
?k½ mijksDr lHkh 

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- xzkgd lsok dk rkRi;Z xzkgd dh vko';drk iwjh gksus ds nkSjku vkSj ckn esa lsok vkSj lgk;rk 
çnku djuk gSA 

2- fjVsyj Fkksd foØsrkvksa dks cM+h ek=k esa phtsa cspus esa enn djrk gSA 
3- fjVsyj t:jr iM+us ij miHkksDrk dks ØsfMV lqfo/kk,a çnku djrk gS 
4- fo'oluh;rk vko';d lsok dks fu;fer :i ls vkSj lVhd :i ls iwjk djus dh ;ksX;rk gS 

tSlk fd xzkgd dks nsus dk oknk fd;k x;k FkkA 
5- okLrfodrk dk vFkZ gS HkkSfrd lqfo/kk,a] midj.k vkSj lsok deZpkfj;ksa vkSj çca/ku deZpkfj;ksa dh 

mifLFkfrA 
?k- dkWye feyku djsa 

 dkWye,  dkWyech 
1- xzkgdksa dks lsok çnku djus esa 'kkfey LVkQ 

egRoiw.kZ gS 
, 
 

tokcnsgh 
 

2- xzkgd ds lkeus xyrh Lohdkj djsa ch bysDVªkWfud ehfM;k 
3- lsok mR—"Vrk ds ikap y{k.k gSa fo'oluh;rk 

vk'oklu] okLrfodrk lgkuqHkwfr vkSj 
lh ykxr rRo 

 

4- fjVsylZ dks miyC/krk lqfuf'pr djuh 
pkfg, 

Mh miHkksDrk 

5- fjVsyj fofHkUu çdkj ds lkekuksa dks LVksj 
djrs gSa vkSj mUgsa -------------ds njokts ij ykrs 
gSa 

bZ igpku 

 

 

³- laf{kIr mÙkj okys iz’u 

1- xzkgd lsok ls vki D;k le>rs gSa\ 
2- fjVsyj }kjk Fkksd O;kikjh dks D;k lsok çnku dh tkrh gS\ 
3- fo'oluh;rk vkSj xzkgd lsok ds chp D;k laca/k gS\ 
4- lgh dkS'ky ds çn'kZu ls vki D;k le>rs gSa\ 



 

 
  

lsok esa fujarj lq/kkj           153 

5- crk,a fd xzkgd ds lkFk ckrphr dks dSls csgrj cuk;k tk,\ 
p- y?kq mÙkj okys iz’u 

1- xzkgd lsok dks ifjHkkf"kr dhft, rFkk fofHkUu çdkj dh fjVsy lsok dh O;k[;k dhft,A 
2- fjVsyj }kjk nh xbZ xzkgd lsok ds çHkkoksa dh O;k[;k dhft,A 
3- xzkgd lsok çnku djus ds fy, iwokZis{kk,¡ Li"V djsaA 
4- fjVsyj dh lsok vkSj xzkgd vis{kk ds chp varj ds dkj.k ij ppkZ djsaA 
5- fjVsyj }kjk miHkksDrk dks nh tkus okyh lsok dh xq.koÙkk esa lq/kkj dk o.kZu djsaA 
N- vius izn'kZu dh tk¡p djsa 
1- fjVsy lsokvksa ds çdkj vkSj muds çHkko dk ,d pkVZ cuk,aA 

2- nh xbZ fLFkfr esa lsok vkSj fu;ked vko';drkvksa dks çnku djus esa gksus okyh lkekU; ykxrksa 
dk o.kZu djsaA 

3- fjVsy LVksj@e‚y esa lsok esa lq/kkj dk çn'kZu djsaA 
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l= 2 % ifjorZuksa ds dk;kZUo;u ds fy, ra= ¼MECHANISM FOR 

IMPLEMENTATION OF CHANGES½
lsok iznk;xh O;kikj dk ,d rRo gS tks foØsrkvksa vkSj xzkgdksa ds chp laidZ dk o.kZu djrk gSA çnkrk 
,d lsok dk çLrko djrk gS] tks ,d vlkbuesaV gS vkSj xzkgd bls ifj.kke ds :i esa ewY;oku ekurk gSA 
lEekutud lsok iznk;xh xzkgdksa dks ewY; esa òf) çnku djrh gSA fofHkUu O;olk;ksa vkSj laxBukRed 
lajpukvksa] tSls fpfdRlk] cSafdax] vkbZVh daifu;ksa] fjVsy {ks= vkfn esa lsok iznk;xhdks ns[kk tk ldrk gSA 

vf/k—r ifjorZuksa dk dk;kZUo;u ¼IMPLEMENTATION OF AUTHORISED CHANGES ½ 

ifjorZu çca/ku ç.kkyh dk mís'; lsok dh Js"Brk ij ifjorZu ls lacaf/kr ?kVukvksa ds çHkko dks de djus 
ds fy,] vkSj blds ifj.kkeLo:i laxBu ds jkstejkZ ds lapkyu esa çxfr gsrq] lHkh fofo/krkvksa ds l{ke 
vkSj Rofjr çca/ku ds fy, mu lqlaxr –f"Vdks.kksa vkSj çfØ;kvksa dh j{kk djuk gSA bl ifjHkk"kk esa rhu 
ifjorZu&laca/kh eqíksa dks mBk;k x;k gS% 

D;ksa % cnyko dk dkj.kA fjVsy vkmVysV dks cnyko ds lkFk fdl O;kolkf;d ykHk dh mEehn gS\ 

D;k % D;k bldk gkMZos;j ifjorZu] l‚¶Vos;j ifjorZu] flLVe vkfdZVsDpj ifjorZu] ,d çfØ;k ifjorZu] 
nLrkosthdj.k ifjorZu] ;k buesa ls ,d lewg gS] tks ifjorZu ds laidZ esa gksxk\ 

çHkko % ifjorZu ds laHkkfor udkjkRed ifj.kke D;k gSa vkSj bu ifjek.kksa ls dSls cpk tk ldrk gS\ Bksl 
ifjorZu çca/ku {kerk bu rhu ekeyksa ds ,d etcwr fopkj'khy vuqlwfpr vk/kkfjr gSA la{ksi esa] lgh 
ç'uksa dk vuqjks/k djus vkSj lgh O;fDr;ksa] dk;Z izokg vkSj mUur Vwy dks rsth ls vkSj dq'kyrk ls mÙkj 
çkIr djus gsrq ,d mi;ksxh ifjorZu çca/ku çfØ;k fu"ikfnr djuk ekStwn gSA 

 

laxBukRed fn'kkfunsZ'kksa ds vuqlkj ifjorZuksa dks ykxw djsa ¼IMPLEMENT THE CHANGES AS PER 

ORGANIZATIONAL GUIDELINES½ 
laxBukRed çn'kZu esa lq/kkj djuk dHkh vklku ugha gksrk gSA ifjorZu vkidh lcls egRoiw.kZ ifjlaifÙk] 
vkids yksxksa dks çHkkfor djrk gSA blls tqM+s HkrhZ 'kqYd vkSj u, deZpkfj;ksa dh HkrhZ esa yxus okys le; 
ds dkj.k Jfedksa dks [kksuk egaxk gSA 

,d ifjorZu çca/ku dk;Zuhfr ,d lgt ifjorZu dks cuk, j[k ldrh gS vkSj blls lqfuf'pr dj ldrs 
gSa fd deZpkfj;ksa dks la'kks/ku ;k=k ¼journey½ ls xqtkjk tkrk gSA bldk dBksj fcanq ;g gS fd la'kks/ku ds 
yxHkx 70 çfr'kr iz;kl çfrdwy deZpkjh O;ogkj vkSj fu"Qy çca/ku O;ogkj ds dkj.k ¶y‚i gks tkrs 
gSaA 
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ifjorZuksa ds ckjs esa vkSj ifjorZuksa ds dkj.klwfpr djsa ¼INFORM ABOUT THE CHANGES AND 

REASON OF CHANGES½ 
dHkh&dHkh vkidh daiuh ftl jkLrs ij py jgh gS og lgh ughaHkh gks ldrk gS&vkSj c'krsZ fcØh lg;ksxh 
bls tYnh igpku ysa vkSj tYnh ls çn'kZu djsa] la'kks/ku ,d ykHkdkjh bdkbZ gks ldrh gSA ckj&ckj] 
vkids çeq[k LVkQ lnL;ksa ls thr izkIr djuk csgrj ç;ksx gS ¼fp= 4-5½A 

 

fp= 4-5 % ifjorZuksa ds ckjs esa lwfpr djsa 

viuh Vhe ds fuekZ.k ds fcuk bu mrkj&p<+koksa ds ckjs esa crkus ls ,slk çrhr gksrk gS fd fjVsy vkmVysV 
tksf[ke esa gSA ifjorZu vkSj ifjorZuksa ds dkj.k fuEufyf[kr gSa% 
1- ,d vkea=.k cuk,a ¼Create an invitation½ % deZpkfj;ksa ls ppkZ djus vkSj mUgsa uokpkjh ekxZ esa 

,d vfHkO;fDr çnku djus dk vuqjks/k djsaA fjVsyj xzkgdksa ds lkFk fjVsy LVksj ds fy, u, ekxZ ds 
mís'; ls [kjhnkjh ij ppkZ djds oQknkjh c<+k,axsA os blesa 'kk;n mR—"V fopkjksa vkSj fopkjksa dks 
tksM+ nsaxs ftu ij fjVsy QeZ us dHkh fopkj ugha fd;k gksxkA 

2- ç'u iwNus dks çksRlkfgr djsa ¼Encourage questions½ % cksys x, ç'uksa dh rkdr dks vkjke ls 
ysus ds ctk;] vius –f"Vdks.k esa csbZekuh dh jksdFkke ds fy, ,d cnyko ds dne ds ckjs esa lqusa 
vkSj 'kq#vkr esa ç'uksa dks lqusa rkfd fjVsyj mUgsa vkeus&lkeus vius tokc esa ‘kkfey dj ldsA ;g 
vkRefo'okl vkSj Li"Vrk dks çksRlkfgr djrk gSA deZpkfj;ksa dks ç'u iwNus ds fy, çksRlkfgr djsaA 
ofj"B dkfeZdksa }kjk LoLFk vkykspuk dk Lokxr fd;k tkuk pkfg,A ofj"Btu laxBu esa O;ofLFkr 
ifjorZu dh O;k[;k djrk gSA lHkh deZpkfj;ksa dh ckr /;ku ls lqusa vkSj fopkj eaFku l= dks 
çksRlkfgr djsaA blls vkRefo'okl vkSj Li"Vrk dks çksRlkfgr fd;k tkrk gSA 

3- yxkrkj uokpkj djsa ¼Innovate constantly½ %fjVsy laxBu daiuh dk çdkj gS tks yxkrkj 
uokpkj dj jgk gSA uokpkj ls ifjorZu vkrk gSA ftruk vf/kd vki uokpkj djsaxs] mruk gh vf/kd 
vki cnyus ds fy, rS;kj gksaxs vkSj ftruk vf/kd os bl fopkj ds vH;Lr gksaxsA viuh daiuh 'kq: ls 

,d vkea=.k 
cuk,a 

ç'u iwNus dks 
çksRlkfgr djsa 

yxkrkj uokpkj 
djsa 

NksVs lewgksa dks 
[kcj nsas 

 

fu"i{k :i ls 
laokndjsa 
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gh 'kq: djsaA NksVh 'kq#vkr djsa vkSj lqfuf'pr djsa fd yksxksa dks irk pys fd os bl ubZ fn'kk ds 
dkj.k ukSdjh ls ckgj ugha gSaA 

4- NksVs lewgksa dks [kcj nsa ¼Break the news to smaller groups½ % ewy ckr ;g lqfuf'pr djuk 
gS fd ;g NksVs lewgksa esa foHkkftr gksA ;fn O;fDr ç'uksa dk vuqjks/k ugha dj jgs gSa] rks laxBu esa 
ifjorZu djus esa dfBukbZ gksrh gSA bls ftruk laHko gks mruk de vkSj +vkarfjd cuk,a] rkfd yksxksa 
dks ç'u iwNus esa vklkuh gksA tc xzkgd lgt eglwl djrs gSa] rks çR;sd O;fDr cgqr rsth ls leku 
/kjkry ij cuk jgsxkA 

5- fu"i{k :i ls laokn djsa ¼Communicate fairly½ % deZpkfj;ksa ds lkFk dq'kyrk ls laokn djsa fd 
mudk laxBu dksbZ cnyko D;ksa dj jgk gS] vPNh rjg ls laokn djus dk D;k dkj.k gS vkSj 
deZpkfj;ksa ls iwNsa fd D;k os Li"V :i ls ifjorZu dk;kZUo;u esa fdlh leL;k dk lkeuk dj jgs gSaA 

 

çfrfØ;kvksa dh fuxjkuh djuk ¼MONITOR THE REACTIONS½ 
çxfr dks fodflr djus vkSj Hkfo"; dh laHkkoukvksa dh igpku djus] vFkkZr~ çxfr n{krk] le; ij mÙkj 
nsus vkSj Hkfo"; dh laHkkoukvksa dh igpku djus gsrq fjVsy O;kikjksa }kjk fuxjkuh fu"ikfnr dh tkrh gSA 
fjVsyj dks ifjorZuksa ds çfr xzkgdksa dh 'kq#vkrh çfrfØ;kvksa dh fuxjkuh djuh pkfg, vkSj mfpr 
Qkbu&Vîwfuax lek;kstu djuk pkfg,A 
 

xzkgd çHkko ds fy, ra= ¼MECHANISM FOR CUSTOMER INFLUENCES½ 
xzkgd dks çHkkfor djus ds fy, fofHkUu ra= gSaA dqN ra= fuEufyf[kr gSa ¼fp= 4-6½% 

 
fp= 4-6 % xzkgd çHkko ds fy, ra= 

 

lkekftd çHkko 

O;fDr ds opu 
dk ra= 

v‚uykbu 
'k‚fiax ra= 

çksRlkgu ra= 

çHkkoh iznk;xh 
dk ra= 

v‚uykbu dfFkr 
ewY; 
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1- lkekftd çHkko ¼Social Influences½ % ;g fofHkUu çdkj ds laxBuksa }kjk O;kid :i ls mi;ksx 
fd;k tkus okyk ra= gSA bl ra= ls xzkgdksa ds lkFk vf/kd ckrphr djus dk volj feyrk gSA 
vktdy lks'ky lkbV~l ds ;wtlZ c<+rs tk jgs gSaA bl çdkj] fofHkUu lks'ky lkbV~l tSls Qslcqd] 
bfcfc;ks] fV~oVj] fyaDMbu vkfn xzkgdksa ds [kjhn fu.kZ;] czkaM dh best cukus] mRiknksa vkSj lsokvksa dh 
v|ru tkudkjh çnku djus ij çHkko Mkyrh gSaA 

2- v‚uykbu 'k‚fiax ra= ¼Online shopping mechanism½ % v‚uykbu 'k‚fiax us xzkgdksa dh 
ckj&ckj [kjhnkjh djus dh #fp dks c<+k;kA mUgsa mRiknksa ds p;u ij tksj nsus dh t:jr ugha gSA os 
viuk le; Lo;a r; djrs gSa vkSj baVjusV ij mRiknksa vkSj lsokvksa dh [kkst djrs gSaA 

3- çksRlkgu ra= ¼Incentive mechanism½ % mRiknksa dh fcØh c<+kus ds fy, xzkgd dks fofHkUu çdkj 
ds v‚Qj vkSj NwV çnku dh tkrh gSaA blls FkksM+s le; ds fy, fcØh c<+ tkrh gSA blls xzkgd 
vf/kd [kjhnkjh djus ds fy, vkdf"kZr gksrs gaSA 

4- çHkkoh iznk;xh dk ra= ¼Mechanism of effective delivery½ % çHkkoh iznk;xh xzkgd ij 
ldkjkRed çHkko Mkyrh gSA çHkkoh iznk;xh ds dkj.k xzkgd oQknkj gks tkrk gSA xzkgd larq"V vkSj 
oQknkj gks tkrk gSA 

5- v‚uykbu dfFkr ewY; ¼Online perceived value½ % vc ,d fnu ds baVjusV iz;ksDrk c<+ x, gSa 
blfy, dbZ laxBu foKkiu çnf'kZr djrs gSa] vius xzkgdksa }kjk jsfVax] mRiknksa vkSj lsokvksa dh 
fo'ks"krkvksa vkSj xq.koÙkk çnku djrs gSaA tc Hkh dksbZ laHkkfor ;k ekStwnk xzkgd baVjusV ij dke djrk 
gS ;k fdlh mRikn vkSj lsokvksa dh [kkst djrk gS rks ;g mUgsa blds fy, v‚uykbu dfFkr ewY; nsrk 
gSA 

6- O;fDr ds opu dk ra= ¼Word of mouth mechanism½ % O;fDr dscksyusdk ra=mRiknksa vkSj 
lsokvksa ds ckjs esa okLrfod xzkgd Hkkouk dk çfrfuf/kRo djrk gSA ;g laHkkfor xzkgdksa ds fy, vf/kd 
çkekf.kd tkudkjh gSA blls laxBukRed czkaM best esa lq/kkj vkrk gSA 

7- xzkgd lsok ekiu dk izn'kZu ¼Measures Customer service performance½ % xzkgd lsok ds 
çn'kZu dks ekius ds dbZ vyx&vyx rjhds gSaA fjVsyj xzkgd lsok vkSj vius O;kikj dh xzkgd lsok 
dk;Zuhfr dh lQyrk dks ekius ds fy, mi;ksx dj ldrk gSA xzkgd lsok ds çn'kZu dk eki fjVsy 
LVksj ds Lo:i ij fuHkZj djsxkA xzkgd lsok çn'kZu dks ekius ds fofHkUu rjhdksa dh lwph tSlk fd 
fp= 4-7 esa fn[kk;k x;k gS] bl çdkj gSa% 
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fp= 4-7 % xzkgd lsok fu"iknu ds mik; 

 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

jksy&Iys esa lsok çnkrk ds dk;ksaZ dks djukA 

vko’;d lkefxz;ka % isu@ isafly] uksVcqd] tkap lwph 

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa jksy&Iys esa fofHkUu Hkwfedk,a fuHkkus ds fy, dgsaA 
3- dqN Nk=ksa dks fofHkUu O;kikjksa ls mnkgj.k ysrs gq, lsok çnkrkvksa ds dk;ksaZ dks djus gsrq dgsaA 
4- jksy Iys % dqN fo|kfFkZ;ksa dks fuEufyf[kr Hkwfedk fuHkkus ds fy, dgsa% 

d- igyk Nk= % vPNs O;ogkj okys xzkgd] 
[k- nwljk Nk= % ukjkt xzkgd] 
x- rhljk xzkgd % Hkzfer xzkgd] 
?k- pkSFkk xzkgd % fu"i{k xzkgd 

 

5- ns[ksa fd lsok çnkrk fofHkUu xzkgdksa dks fdruh vPNh rjg laHkky ldrk gS] mudk ewY;kadu djsa 

iw.kZ larqf"V 

ladYi dk 
vkSlr le; 

çfrLif/kZ;ksa 
dh rqyuk 

esa 

xzkgd 
izfr/kkj.k 

 
:ikarj.k 

nj 

 

larqf"V esa 
lq/kkj 

 
xzkgd lsok ekiu 

dk izn'kZu 
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fd os xzkgd dks fdruh vPNh rjg laHkky ldrs gSa vkSj mls [kq'k dj ldrs gSaA 
6- jksy&Iys dh lgk;rk ls D;k vkius xzkgd dks larq"V djus esa lsok çnkrk dh fuEu xfrfof/k;ksa 

dks le>kA mi;qDr ij lgh dk fu'kku yxk,aA 
 

Ø- la-  xfrfof/k ;k izfØ;k  gka ugha 

1.  D;k vki le>rs gSa fd lsok çnkrk dks xzkgdksa ds lkFk dSls ysunsu 
djuk gS 

  

2.  D;k vki xzkgd dks [kq'k djus ds fy, lsok çnkrk ds ikl gksus okys 
fofHkUu dkS'kyksa dks le>rs gSa\ 

  

3.  D;k vkius dfBu xzkgdksa ls fuiVus esa lsok çnkrk dkS'ky ij /;ku 
fn;k\ 

  

 
xfrfof/k 2 

,d fjVsyLVksj ij tk,a(ogka xzkgd lsok esa ifjorZu ds dk;kZUo;u ds ra= dk HkaMkj.k vkSj fujh{k.k 
djsaA 

vko’;d lkefxz;ka % isu @ isafly] uksVcqd] tkaplwph 

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy LVksj ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj foftVds fy, lgefr ysaA 
5- uksV djsa fd xzkgd lsok esa ifjorZuksa dks ykxw djus dk ra= D;k gSA 
6- xzkgd lsok esa ifjorZu ykxw djus esa fjVsyj dks fdu leL;kvksa dk lkeuk djuk iM+rk gS\ 
7- fcØh lg;ksxh }kjk fn, x, leFkZu dk fujh{k.k djsa vkSj 1000 'kCnksa esa ,d fjiksVZ rS;kj djsaA 
8- lsok dh xq.koÙkk dh leL;kvksa dks fy[ksaA 
9- lsok çnkrk ds dk;ksaZ vkSj Kku dk fujh{k.k djsaA 
10- d{kk esa lsok lq/kkj xfrfof/k;ksa dk çn'kZu djsaA 
11- ,d fjiksVZ fy[ksa vkSj v/;kid dks tek djsaA 
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viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- lsok iznk;xh O;kikj dk ,d rRo gS tks - - - - - - - - - - - vkSj - - - - - - - - - - - ds chp lapkj 
dk o.kZu djrk gSA 

2- - - - - - - - - - - -O;fDr laxfBr] oQknkj] tokcnsg vkSj esgurh gksrs gSaA 
3- - - - - - - - - - - -yksx feyulkj] /kkjkçokg vkSj lfØ; gksrs gSaA 
4- O;fDr vkerkSj ij cgqr vf/kd ÅtkZ okys gksrs gSa tcfd os vU; yksxksa - - -  - - -  - ds lkFk 

feydj dke djrs gSaA 
5- ,d fjVsy laxBu ds fy, xzkgd lqfo/kk çn'kZu dh çxfr ds fy, lcls vPNk rjhdk ;g gS fd 

- - - - - - - - - - -ds fy, ,d okrkoj.k gSA 
6- - - - - - - - - - - - Lora=rk og fMxzh gS ftlds fy, LVkQ dk ,d lnL; dke ds ifj.kkeksa dks 

çsfjr dj ldrk gS tks mUur xzkgd lsok çn'kZu ls tqM+k FkkA 
7- vf/kd laKkukRed - - - - - - - - - - -okys yksx igys lh[ksaxs] vkxs dh tkudkjh dks xzg.k djsaxs 

vkSj Kku dks vf/kd mR—"V :i ls ljy cuk,axsA 
8- çf'k{k.k ls deZpkjh ds dkS'ky esa òf) gksus dh mEehn gS] tks csgrj - - - - - - - - çnku djrs gSaA 
9- fjVsy LVksj lsok okrkoj.k - - - - - - - - - - -vkSj - - - - - - - - - - -dks çHkkfor djus ds fy, 

LFkkfir fd;k x;k gSA 
10- xzkgd dh oQknkjh - - - - - - - - - - -esa xzkgd [kjhn ds fjd‚MZ dks cuk, j[kus ds ifj.kke ds 

:i esa ekih tk ldrh gSA 
11- - - - - - - - - - - -bl laHkkouk dk çfrfuf/kRo djrk gS fd xzkgd iqu% çdV gksus dk lek/kku 

djrk gS vkSj LFkkiuk dh ljkguk djsxkA 
[k- cgq oSdfYid iz'u 

1- ftlesa izn'kZu ehVj flLVe esa xzkgdksa dh [kjhn dk fjd‚MZ j[kus dks vklkuh ls eki ldrk gSA 
d½ xzkgd oQknkjh 
[k½ xzkgd larqf"V 
x½ Vhe Lrj dh xzkgd lsok 
?k½ mijksDr lHkh 

2- çn'kZu ds fdl 'kh"kZd ds rgr O;fDrxr xzkgd lsok çn'kZu ls çHkkfor ehVj gSA 
d½ xzkgd dhoQknkjh 
[k½ xzkgd dhlarqf"V 
x½ Vhe Lrj dh xzkgd lsok 
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?k½ mijksDr esa ls dksbZ ugha 
3- fdl çn'kZu ehVj esa dk;ZdrkZ le>rs gSa fd xzkgd mPp lqfo/kk igys ls laHkkfor] iqjL—r vkSj 

vuqekfur gSA 
d½ LFkkuh; çfr;ksfxrk 
[k½ LVksj lsok okrkoj.k 
x½ xzkgd larqf"V 
?k½ mijksDr esa ls dksbZ ugha 

4- fdl çn'kZu ehVj esa vfrfjDr Kkuh deZpkjh vius O;kikj ds fy, LoLFk :i ls lqlfTtr gSaA 
d½ Vhe Lrj dh xzkgd lsok 
[k½ LVksj lsok okrkoj.k 
x½ ukSdjh ds vuqHko ij 
?k½ mijksDr lHkh 

5- fdu yksxksa ds lkFk çn'kZu ehVj }kjk rsth ls tkap dh tk,xh fd os vfrfjDr fjd‚MZ dks vius 
vanj ‘kkfey djsaxs vkSj vfrfjDr O;kolkf;d :i ls le>us dks ljy cuk,axsA 
d½ cfgeqZ[krk 
[k½ drZO;fu"Bk 
x½ laKkukRed {kerk 
?k½ mijksDr esa ls dksbZ ugha 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- cfgeqZ[kh O;fDr esa mR—"Vrk çkIr djus dh vf/kd bPNk gksrh gSA 
2- cfgeqZ[kh O;fDr;ksa ds ikl lkekU; O;fDr dh rqyuk esa de ¼O;fDrxr½ xzkgd lsok çLrqfr gksrh 

gSA 
3- drZO;fu"Bk lkekU; :i ls csgrj dk;Z fu"iknu ls Hkh lacaf/kr gSA 
4- mUur laKkukRed ;ksX;rk okys deZpkjh ¼vDlj vkbZD;w esa ekik tkrk gS½ csgrj xzkgd lsok dh 

izLrqrhdj.k ds fy, bPNqd gksrs gSaA 
5- tc LFkkuh; nkSM+ xaHkhj gksrh gS] rks çfr"Bku mR—"V çfrLi/kkZ ds fy, vius lsok Lrj dks mUur 

djrs gSaA 
?k- dkWye dk feyku djsa 

 dkWye,  dkWyech 
1- lsok iznk;xh çnkrkvksa ds chp ckrphr gS 

 

, 
 

lfØ; 

2- drZO;fu"Bk vkSj viO;; ch xzkgdksa ds çfr oQknkjh  
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3- cfgeqZ[kh yksx feyulkj ckrwuh gksrs gSa lh miyfC/k;ka 
4- vf/kd xzkgd lqfo/kk çn'kZu Mh xzkgd 

 

5- bZekunkj yksx -----------ds fy, ç;kl djrs gSa bZ O;fDrxr [kkfl;rsa 
 

³- laf{kIr mÙkj okys iz’u  

1- lsok iznk;xh dks ifjHkkf"kr dhft,A 
2- drZO;fu"Bk D;k gS\ 
3- cfgeqZ[krk ¼extraversion½ D;k gS\ 
4- laxBu dk okrkoj.k D;k gS\ 
5- dfFkr Lora=rk D;k gS\ 
6- laKkukRed {kerk,a D;k gSa\ 
7- tkWc ¼ukSdjh½ çf'k{k.k ij D;k gS\ 
8- LVksj lsok okrkoj.k ls D;k rkRi;Z gS\ 
9- deZpkjh çf'k{k.k ls vki D;k le>rs gSa\ 
p- y?kq mÙkj okys iz’u 

1- lsok iznk;xh ¼fMyhojh½ D;k gS vkSj lsok iznk;xh xzkgd dks çHkkfor djus okys dkjdksa dh 
O;k[;k djsaA 

2- xzkgd lsok ekinaMksa ij ppkZ djsaA 
 

N- vius izn'kZu dh tk¡p djsa 

1- lsok iznk;xh ¼fMyhojh½ dks fu/kkZfjr djus okys dkjdksa okyk ,d pkVZ cuk,aA 

2- xzkgdksa ij nh xbZ lsok ds çHkko ds fy, ra= dk çn'kZu djsaA 

3- xzkgd lsok çfriknu ij Hkwfedk fuHkk,a vkSj çn'kZu ehVjksa dh x.kuk djsaA 
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l= 3 % fujarj lq/kkj dks c<+kok nsuk ¼PROMOTE CONTINOUS IMPROVEMENT½ 
NksVs fjVsy O;kikj ekfyd ekStwnk xzkgdksa ;k laHkkfor xzkgdksa ls çfrfØ;k ,d= djds vius O;kikj dks 
iquiZzkIr djus ds fy, vf/kxzg.k djrs gSaA ;fn dksbZ fjVsyj vius lkeku vkSj lsokvksa dks xzkgdksa dh lVhd 
vkSj lcls egRoiw.kZ vko';drkvksa ds vuqlkj cspuk pkgrk gS] rks lcls vPNk rjhdk ;g gS fd muls 
mudh t:jrksa ds ckjs esa iwNk tk,A blls ;g irk yxkus esa enn feysxh fd xzkgdksa ds ek/;e ls foi.ku 
lapkj çkIr gksrk gS ;k ughaA 

;fn gj lIrkg ,d isij esa foKkiu fn;k tkrk gS vkSj dksbZ çfrfØ;k ugha feyrh gS] rks ;g ladsrfeyrk 
gS fd xzkgdksa us fuf'pr :i ls foKkiu dks ugha ns[kk gS( bldk 'kk;n vFkZ gS fd çfrfØ;k lzksr lgh 
ugha gSA 

xzkgd dh çfrfØ;k ,d= djsa vkSj fjd‚MZ djsa ¼COLLECT AND RECORD CUSTOMER’S FEEDBACK½ 
xzkgd dh çfrfØ;k ds laxzg esa fuEufyf[kr fof/k;ka çHkkoh gSa% 

1- çfrfØ;k dkMZ ¼Response Cards½ % dbZ fjVsy laxBuksa ds ikl fu/kkZfjr çn'kZu ds fy, ;k rks 
psdvkmV ds djhc ;k vfrfjDrcgqr vf/kd vkoktkgh okyh txgksa ij yksxksa }kjk çfrfØ;k dkMZ Hkjus 
ds fy, fn, tkrs gSaA xzkgdksa ls vuqjks/k gS fd fjVsy vkmVysV ij miyC/k dkMZ Hkjsa ;k vius ?kj ys 
tk,aAdkMZ esa ifj.kkeLo:i çhisM Mkd 'kkfey gS] xzkgd mUgsa iksLV djus dk dksbZ [kpZ ugha mBkrk gSA 
xzkgd bl rduhd dh xksiuh;rk dks ilan djrs gSa] D;ksafd dksbZ O;fDrxr tkudkjh ,d= ugha dh 
tkrh gSA 
 

2- v‚uykbu losZ{k.k ¼Online Surveys½ % ,d v‚uykbu losZ{k.k midj.k çnkrk LFkkfir djus ls 
xzkgdksa dks v‚uykbu ds ek/;e ls çfrfØ;k dk ewY;kadu djus esa enn feysxhA bl Vwy esa ,d esy 
;k osclkbV esa ,d fyad 'kkfey gksxk vkSj foftVj dks losZ{k.k iwjk djus ds fy, rhljs i{k ds çnkrk 
dh lkbV ij ys tk;k tk,xkA 
 

3- xzkgdksa ls ckr djuk ¼Talking to Customers½ % xzkgdksa ls lh/ks izfrfØ;k ysus gsrq vkus dk ;g 
lcls cM+k volj gSA lh/ks ;k VsyhQksu ij cksyus okys xzkgd mi;ksxh MsVk cukrs gSaA xzkgdksa ds lkFk 
fu;fer :i ls ckrphr djus ls mUgsa yxsxk fd mudh jk; dks egRo fn;k tkrk gSA 

4- xzkgd çksRlkgu ¼Customer Incentives½ % cM+h daifu;ka vDlj xzkgdksa dh jk; ysus ds fy, 
losZ{k.k ,tsafl;ksa dks fu;qDr djrh gSaA fjVsy QeksaZ ds fy, mÙkj nj c<+kus dk yksdfç; rjhdk xzkgd 
dks fcØh ds fcanq ij ,d NwV dwiu çnku djuk gS] tks fcØh jlhn ij ,d uacj ij d‚y djus vkSj 
losZ{k.k esa Hkkx ysus ds cnys esa fjVsy LVksj esa dh xbZ ckn dh foftV ij Hkquk;k tk ldrk gSA 

5- lks'ky ehfM;k ¼Social Media½ % fjVsyj dks izfrfØ;k nsus ds fy, xzkgdksa ds LVksj ;k osclkbV ij 
vkus dk bartkj djus dh t:jr ugha gSA lks'ky ehfM;k xzkgdksa dh çfrfØ;k ysus dk egRoiw.kZ 
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ek/;e gSA fjVsy laxBuksa ds fy, cM+h la[;k esa yksxksa rd 'kh?kzrk ls igqapus vkSj O;kid losZ{k.k ds 
ctk; dsoy ,d ;k nks ç'u iksLV djus ds fy, ;g fof/k vf/kd yksdfç; gSA 

6- losZ{k.k laxBu ¼Survey Organizations½% dHkh&dHkh] fjVsy laxBu ds fy, tkudkjh ,d= djus 
vkSj O;k[;k djus ds fy, ,d fof'k"V xzkgd losZ{k.k ,tsalh dks fdjk, ij ysuk vPNk gksrk gSA os 
vU; HkkSxksfyd {ks=ksa esa O;kikj ds foLrkj esa enn djsaxs] tgka orZeku esa mRiknksa @ lsokvksa ds fy, 
dksbZ xzkgd ugha gSA 

fo'ys"k.k vkSj O;k[;k ¼ANALYZING AND INTERPRETING ½ 
xzkgd çfrfØ;k ,d O;kikj dks ,d okLrfod –f"Vdks.k çnku djrh gS fd og fdl rjg ls dj jgk gSA 
bl izfrfØ;k dk mfpr fo'ys"k.k O;olk; dks ;g tkudkjh çnku dh tkrh gS fd D;k ifjorZu djus gSa] 
jktLo vkSj ykHk esa lq/kkj vkSj c<+kus ds fy, dkSu ls dkjd gSaA blds lkFk gh] ;g egRoiw.kZ gS fd O;kikj 
djus okys O;fDr xzkgdksa dh çfrfØ;k dk fo'ys"k.k djus ds fy, lgh dk;Zuhfr;ksa vkSj Vwyksa ds lkFk 
vuqca/k djus esa l{ke gksA fo'ys"k.k dsbl rjhds ls xzkgdtks dg jgk gS ml ij lVhd :i ls csgrj 
idM+ ikus ds fy, ,d lq[kn xsVos dks izdV djsxkA fuEufyf[kr dqN dk;Zuhfr;ka gSa tks lHkh fjVsy 
O;kikjksa ds ikl xzkgdksa dh çfrfØ;k dk v/;;u djus gsrq vf/kd mi;qDr dk;Z rS;kj djus ds fy, 
vko';d gSaA 
 

1- fVIif.k;ksa dks oxhZ—r djsa ¼Categorize the comments½% xzkgd çfrfØ;k dks le>uk vkSj 
xzkgd çfrfØ;k ds vuqlkj bls Js.khc) djukA bl izfrfØ;k esa mRikn dh iznk;xh ;k fMyhojh dh 
xfr] fcØh ds ckn dh lsokvksa dh fLFkfr] xzkgd lsok vuqHkkx dh mi;ksfxrk vkSj vU; phtksa ij 
fVIif.k;ka 'kkfey gSaA 

2- Jsf.k;ksa dks mi&Jsf.k;ksa esa foHkkftr djsa ¼Divide the categories into sub-categories½% 
mijksDr fufnZ"V Jsf.k;ksa ds vk/kkj ij izfrfØ;k l‚VZ fd, tkus ds ckn] bls fdlh Hkh fufnZ"V 
vkbVe dh mi&Jsf.k;ksa esa foHkkftr djsa] Lo;a ds mRikn czkafMax vkSj fdlh Hkh ljksdkj ds fy, 
vko';d /;ku nsaA mi&Jsf.k;ka cukus ls O;kikj lapkyu ds mu NksVs fgLlksa ds laidZ esa vkus esa 
enn feysxh tks vke rkSj ij misf{kr gksrs gSa ysfdu okLro esa lexz O;kikfjd dk;Z ds fy, cgqr 
egRoiw.kZ gksrs gSaA 

3- çfrfØ;k ds çk—frd ifjos'k ds vuqlkj fufnZ"V djsa ¼Specify according to the natural 

surroundings of the feedback½% xzkgd çfrfØ;k ldkjkRed vkSj udkjkRed gks ldrh gSA 
ldkjkRed fVIif.k;ka bl ckr dk okLrfod fopkj çnku djsaxh fd vkt dh frfFk esa D;k lgh gks 
jgk gS vkSj bls tkjh j[kus esa fo'okl cukrh gaSA xzkgdksa dh ldkjkRed çfrfØ;k ds fy, muds 
vkHkkjh jgsa] blls xzkgdksa dh oQknkjh ds fuekZ.k esa vR;f/kd çHkko Mkyk tk,xkA blh rjg] çfrdwy 
fVIif.k;ka Hkh O;kikj dh dqN fo'ks"krkvksa dks cnyus esa ekxZn'kZu djsaxhA bu udkjkRedrkvksa ls 
fuiVuk vkSj çR;sd xzkgd ds lkFk bu dfBukb;ksa dk lek/kku djuk vf/kd O;kikj dks cuk, j[kus 
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esa fl) gksrk gSA çfØ;k ds var rd ;g le>uk laHko gS fd O;kikj dk Lrj dgka gS vkSj bls fdl 
rjg ls mfpr rjhds ls vkxs c<+k;k tk,A 
 

4- ifj.kkeksa dks lesfdr djsa vkSj vxys pj.k dks fu/kkZfjr djus ds fy, ,d ;kstuk cuk,a 
¼Consolidate the results and make a plan to determine next step½ % ,df=r 
izfrfØ;k MsVk dks Jsf.k;ksa] mi&Jsf.k;ksa vkSj ldkjkRed vkSj udkjkRed fVIif.k;ksa dks vyx djus ds 
ckn] dk;ksaZ dh ,d ;kstuk cuk,a fd çR;sd eqís ij dSls çfrfØ;k nh tk,A ,d O;ogk;Z vkSj çHkkoh 
;kstuk cukus ls xzkgdksa }kjk O;Dr dh xbZ lHkh leL;kvksa dk lek/kku gksxkA loksZÙke lsokvksa dks 
dk;Z'khy j[ksa vkSj mR—"V :i ls ekStwn jgsaA blls fdlh ,slh pht ij igqapus esa enn feysxh 
ftlesa vxyh ckj csgrj xzkgd çfrfØ;k ds rjhds dks doj fd;k tkrk gSA 

 

ifjorZuksa ds ykHk vkSj uqdlku ¼ADVANTAGES AND DISADVANTAGES OF CHANGES½ 
vf/kdka'k O;kikj mRiknksa vkSj lsokvksa ds mRiknu gsrq m|ksx ds #>ku] mUur fopkjksa] xzkgd vkSj fjVsy 
O;kikj vko';drkvksa dks çHkkfor djrs gSaA miHkksDrk [kjhnus rFkk nwljksa dks lwfpr djus gsrq mRlkfgr 
jgrs gSaA fjVsy O;kikj pykus ds fy, fofHkUu fo'ks"krk,a vkSj çfrHkkxh gSa] dqN ekfyd dk;kZRed 
xzkgd&dsafnzr fjVsy O;kikjksa dh vksj >qdrs gSa] tks xzkgdksa dh bPNkvksa vkSj ekaxksa ij vk/kkfjr gksrs gSaA 
xzkgd&dsafnzr O;kikj dh fof/k dks ykxw djus okyh çR;sd fjVsy QeZ ds fy, dbZ Qk;ns vkSj dfe;ka gSaA 

 

ykHk %  
 xzkgd&dsafnzr O;kikfjd lgk;rk ds lQyrkiwoZd dk;kZUo;u ls fjVsy laxBu ,d fo'oluh; xzkgd 

vk/kkj dk fuekZ.k djrs gSaA 

 xzkgd fjVsy daifu;ksa ls [kjhnus ds fy, vf/kd mRlqd jgrs gSa fd os mRikn vkSj lsokvksa dks mRiUu 
djrs le; viuh bPNkvksa ij fopkj djrs gSaA 

 tks xzkgd jsQjy ds ek/;e ls fjVsy nqdkuksa esa vkrs gSa] os leku :i ls iwoZ&;ksX;rk izkIr gksrs gSa] 
ftlls mUgsa laHkkfor xzkgdksa ls [kjhnkjksa rd cnyus esa vklkuh gksrh gSA 

 xzkgd lsok fjVsy daiuh ds czkaMsM mRikn ds ,d fgLls dks :ikarfjr djrh gS tcfd fjVsy daiuh 
xzkgd&dsafnzr O;olk; ls vkxs c<+rh gSA 
 

gkfu %  
 

 xzkgd&dsafnzr O;kikj fo'ks"k :i ls xzkgdksa dh bPNkvksa vkSj pkgrksa ij dk;Z djrs gSa] tks daiuh dh 
ekSfydrk ij çfrdwy çHkko Mkyus esa l{ke gksaxsA 

 mPp&Lrjh; fo’ks”krkvksa dh miyC/krk NksVs O;kikj ds fy, leL;kxzLr gks ldrh gS] D;ksafd ;g egaxk 
gks ldrk gS vkSj deZpkfj;ksa ds pys tkus dk dkj.k cu ldrk gSA 

 uohurk dk vHkkoA 
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 ges’kk cnyrh xzkgd bPNk,aA 
 

lq/kkj ds voljksa dh igpku djsa ¼IDENTIFY THE OPPORTUNITIES FOR IMPROVEMENT ½ 

xzkgd çR;sd O;kikj dk eq[; rRo gksrs gSa vkSj mUgsa ges'kk fjVsyj dh loksZPp çkFkfedrk gksuh pkfg,A 
[kq'k xzkgd fjVsyj dks Hkjkslsean cukus vkSj vkxs ds O;kikj esa ykus dk ykHk mBk ldrs gSaA blds vykok] 
fjVsy QeZ dks ns[kHkky ij tksj nsuk pkfg, fd muds xzkgdksa dks vR;f/kd mRiknksa vkSj 'kkunkj lsok ds 
lkFk gf"kZr vkSj larq"V gksuk pkfg,A ifj.kkeLo:i] ;fn fjVsyj pkgrk gS fd muds xzkgd mUgsa ilan djsa] 
rks mUgsa lHkh vof/k;ksa esa 'kh"kZ xzkgd izFkk,a viukuh gkasxhA 

fjVsy vkmVysV esa xzkgd lsok esa lq/kkj ds fy, bls ,d lexz vkSj xzkgd&dsafnzr dk;Zç.kkyh dh 
vko';drk gSA d‚y lsaVj ds n'kZu 'kkL= vkSj xq.koÙkk çn'kZu dks bl rjg ls js[kkafdr djus ds fy, ,d 
dBksj ç;kl dh vko';drk gksrh gS tks xzkgd dh izFkkvksa dks iqu% çkIr djrk gS vkSj blds egRo dks 
c<+krk gSA 'kqØ gS] ,slk djus ds fy, dbZ LFkkfir ijaijk,a gSaA xzkgd lsok dks csgrj cukus vkSj xzkgdksa dks 
csgrj lsok nsus gsrq ;gka dqN dk;Zuhfr;ka nh xbZ gSa% 

 ekius ;ksX; xzkgd lsok y{; fu/kkZfjr djsaA 

 tokcnsgh dks çksRlkfgr djsaA 

 xzkgd vuqHko esfVªDl dks VªSd djsaA 

 fjVsy çfrfuf/k;ksa }kjk xzkgd lsok ij yxkrkj çfrfØ;k nsaA 

 vius xzkgdksa dks 'kkfey djsaA 

 daiuh dh d‚y lsaVj fLØIV dk ewY;kadu  djsaA 

 xzkgd&dsafnzr czkaM cuk,aA 

 lks'ky ehfM;k dks vius lsok pSuyksa esa ,dh—r djsaA 

 czkaM dh bestesa xzkgd lsok ij /;ku nsaA 

 xzkgd lsok laLÑfr dks ifjHkkf"kr djsaA 

 xzkgd lsok laLÑfr dks lq–<+ djus ds fy, çf'k{k.k dk mi;ksx djsaA 

 lhvkj,e l‚¶Vos;j [kkstsa tks vkidh çfØ;k ds vuqdwy gksA 

vkt ds fjVsy dkjksckjh okrkoj.k esa xzkgd lsok mi[kaMksa dh t:jr gS rkfd iwjh xzkgd Hkkxhnkjh lwV 
cukus ds fy, ysunsu vkSj fcØh tSlh ubZ vko';d bdkb;ksa ds lkFk fudVrk ls viuk;k tk ldsA 
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ifjorZuksa ds ckn fo'ysf"kr xzkgd çfrfØ;k dh çLrqfr ¼PRESENTATION OF ANALYSED 

CUSTOMER FEEDBACK AFTER CHANGES½ 
,d ckj xzkgd çfrfØ;k dk fo'ys"k.k djus ds ckn] ifj.kke vklkuh ls le>us ;ksX; :i esa miyC/k gks 
ldrs gSaA MsVk ds vFkZ dh O;k[;k djus gsrq fo'ys"k.k dks vius laxBu ds Kku ds lkFk fyad djsa] lsok 
vkSj xzkgd lsok çfØ;kvksa dh izLrqfr dh tkrh gSA 
vius xzkgdksa ds fopkjksa ds mÙkj esa laxBu ds lsok çLrko ;k xzkgd lsok çfØ;kvksa esa cnyko ds fy, 
flQkfj'ksa djsaA xzkgdksa dks lwfpr djus vkSj xzkgd laca/k fodflr djus gsrq xzkgdksa dh çfrfØ;k dk 
mi;ksx djus ds rjhdksa dh igpku djsaA tkap dks vf/kd dkjZokbZ ;ksX; cukus ds fy,] MsVk dks pkj 
frekfg;ksa esa foHkkftr djsa] çR;sd ,d lVhd miyfC/k ds lkFk leFkZu djrk gSA  

1- egRoiw.kZ etcwfr;ka ¼Important Strengths½ % xzkgd T;knkrj bls ilan djrs gSa vkSj bu 
lqfo/kkvksa dk ckj&ckj vkSj ldkjkRed :i ls mYys[k djrs gSaA O;kikj bu LFkyk—fr;ksa ls larq"V 
eglwl djrk gS] blfy, ;g bu lqfo/kkvksa dk j[kj[kko djrk gS vkSj c<+kok nsrk gS D;ksafd os 
O;kikfjd mís';ksa dks iwjk djrs gSaA 

2- vU; etcwfr;ka ¼Other Strengths½ % ;s ,slh fo'ks"krk,a gSa ftUgsa ldkjkRed çfrfØ;k feyh] ysfdu 
de vkòfÙk ds lkFkA bu lqfo/kkvksa dk fo'ys"k.k fd;k tkuk pkfg, vkSj ns[kuk pkfg, fd lqfo/kk dk 
fdruh ckj mi;ksx fd;k tkrk gSA 

3- egRoiw.kZ [kkfe;ka ¼Important Flaws½ % ;gka dfBu {ks= ekStwn gksrs gSaA ;g vLi"V gS fd ,d 
fo'ks"krk ^^izeq[k [kkfe;ksaâ ^ ls uhps gksdj de gks tkrh gS] ftldk vFkZ gS fd ewY;kadu djus okys 
yxHkx gj O;fDr us bldk fojks/k fd;kA ftruh tYnh gks lds fodkl dks ykxw djuk pkfg,A 

4- vU; [kkfe;ka ¼Other Flaws½ % ;s ,slh fo’ks”krk,a gSa] ftUgsa udkjkRed çfrfØ;k feyh] tcfd dsoy 
,d NksVs lewg }kjkA ;s lqfo/kk,a ldkjkRed rjhds ls gSa&tc xzkgdksa dks os fo’ks”krk,a feyrh gSa 
ftudh os dYiuk djrs gSa] rks ;g lq>ko nsrs gSa fd blls xq.koÙkk vkSj csgrj gks ldrh gSA 

 

izk;ksfxd vH;kl 
 

xfrfof/k 1 % 

,d O;kikj fjVsy vkmVysV ij tk,a vkSj izfrfØ;k ysus dh fof/k dk fujh{k.k djsaA 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] tkap lwph 

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 



168  fcØh lg;ksxh ¼lsYl ,lksfl,V½& d{kk 12 
 

3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj foftV ds fy, lgefr ysaA 
5- fjVsy LVksj ds deZpkfj;ksa ls fuEufyf[kr ç'u iwNsaA 

d½ xzkgdksa dh çfrfØ;k çkIr djus ds fy, viuk, x, rjhdsA 
- - - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 

 

[k½ xzkgd çfrfØ;k dk fo'ys"k.k dSls fd;k tkrk gS\  
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 

 

x½ çLrqrhdj.k ds fy, fo'ysf"kr xzkgd çfrfØ;k ij dSls fopkj fd;k tkrk gS\ 
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 

 

6- fjVsy LVksj ijfjiksVZ fy[ksa] nksLrksa ds lkFk ppkZ djsa vkSj v/;kid dks fn[kk,aA 

 

xfrfof/k 2  

,d xzkgd losZ{k.k dk lapkyu djsa vkSj ifjorZuksa ds ckn çfrfØ;k ,d= djus] fo'ys"k.k djus rFkk 
O;k[;k djus ds fy, ,d fjiksVZ rS;kj djsaA 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] tkap lwph 

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftVdk mís'; crk,a vkSj foftVds fy, lgefr ysaA 
5- fuEufyf[kr iz'uksa dks iwNsaA 
6- mi;qDr ij lgh dk fu'kku yxk,aA 
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Ø- la- xfrfof/k;k izfØ;k  gka  ugha 
1.  D;k vki ml fof/k dks le> ldrs gSa ftlesa izfrfØ;k ,d= fd;k tkrk 

gS\ 

  

2.  D;k vkidks irk pyk fd izfrfØ;k dh tkap ds fy, fdu dk;Zuhfr;ksa ;k 
rduhdksa dk mi;ksx fd;k tkrk gS\ 

  

3.  izfrfØ;k dk fo'ys"k.k dkSu djrk gS\ 
Who is analyses the feedback?  

  

4.  D;k vkius lq/kkj ds fy, dh xbZ udkjkRed fVIif.k;ksa dks le>k\   

5.  D;k vki le>rs gSa fd izfrfØ;k dh çLrqfr ls dSls vkSj dkSu fuiVrk 
gS\ 

  

 

7- fjiksVZ fy[ksa] nksLrksa ds lkFk ppkZ djsa vkSj v/;kid dks fn[kk,aA 
 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- dbZ fjVsy O;kikjksa ds ikl ;k rks - - - - - - - - - - -  - - ds ikl ;k vf/kd vkoktkgh ds {ks= esa 'kks 
ij mÙkj dkMZ gksrs gSaA 

2- ,d v‚uykbu losZ{k.k - - - - - - - - - - - - -çnkrk LFkkfir djus ls xzkgdksa dks v‚uykbu ds ek/;e 
ls izfrfØ;k dks jsV djus esa enn feysxhA 

3- O;kikjesa xzkgdksa ls O;fDrxr :i ls ckr djds lh/ks çfrfØ;k çkIr djus dk ekSdk xaok fn;k ;k - - 
- - - - - - - - -  - - dh O;oLFkk dh xbZA 

 

4- xzkgd- - - - - - - - - - - - -xfrfof/k esa cM+s fjVsy vkmVysV xzkgdksa dh Hkkoukvksa dh tkudkjh çkIr 
djus ds fy, losZ{k.k ,tsafl;ksa ds lkFk vDlj oknk djrs gSaA 

5- lkekftd - - - - - - - - - - - - -xfrfof/k dk mi;ksx djus ls cM+h la[;k esa O;fDr;ksa rd rsth ls 
igqapsxkA 

6- - - - - - - - - - - - - - fof/k vU; HkkSxksfyd {ks=ksa esa O;kikj ds foLrkj esa enn djsxh] tgka orZeku esa 
dksbZ xzkgd ugha gSA 

[k- cgq oSdfYid iz'u 

1- fjVsy LVksj ij çfrfØ;k dkMZ Hkjus gsrq xzkgdksa dks fdl rjhds ls vkeaf=r fd;k tkrk gS ;k mUgsa 
?kj ys tk;k tkrk gSA 
d½ losZ{k.k laxBu 
[k½ çfrfØ;k dkMZ 
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x½ xzkgd çksRlkgu 
?k½ mijksDr lHkh 

2- vU; HkkSxksfyd {ks=ksa esa O;kikj ds foLrkj gsrq dkSu lh fof/k lgk;d gksxh\ 
d½ lks'ky ehfM;k 
[k½ xzkgdksa ls ckr djuk 
x½ losZ{k.k laxBu 
?k½ mijksDr esa ls dksbZ ugha 

3- og rjhdk ftlls esy ;k osclkbV esa fyad 'kkfey gksxkA 
d½ lks'ky ehfM;k 
[k½ losZ{k.k laxBu 
x½ v‚uykbu losZ{k.k 
?k½ mijksDr esa ls dksbZ ugha 

4- bl fof/k ls cM+h la[;k esa O;fDr;ksa rd rsth ls igqapk tk,xk% 
d½ xzkgdksa ls ckr djuk 
[k½ losZ{k.k laxBu 
x½ lks'ky ehfM;k 
?k½ mijksDr lHkh 

5- os fo’ks”krk,a gSa ftUgsa xzkgd vkerkSj ij ilan djrs gSa tks fu;fer :i ls crk, tkrs gSa vkSj 
fuf'pr :i ls fdl prqFkkaZ'k ¼Quadrant½ esa gksrs gSaA 
d½ çeq[k [kkfe;ka 
[k½ çeq[k etcwfr;ka 
x½ vU; [kkfe;ka 
?k½ mijksDr lHkh 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 
1- mi&Jsf.k;ka cukus ls O;kikj lapkyu ds mu NksVs fgLlksa dk irk yxkus esa enn feysxh ftUgsa 

vkerkSj ij misf{kr fd;k tkrk gSA 
2- ldkjkRed Li"Vhdj.k bl ckr dk okLrfod fopkj çnku ugha djsxk fd vkt dh frfFk esa D;k py 

jgk gSA 
3- udkjkRed fVIif.k;ka O;olk; dh dqN fo'ks"krkvksa dks cnyus esa ekxZn'kZu ugha djsaxhA 
4- ,d O;ogk;Z vkSj çHkkoh ;kstuk cukus ls xzkgdksa }kjk O;Dr dh xbZ lHkh leL;kvksa dk lek/kku 

gksxkA 
5- eq[; etcwfr;ka os fo'ks"krk,a gSa ftUgsa xzkgd T;knkrj ukilan djrs gSa tks fu;fer :i ls vkSj 

fuf'pr :i ls crkbZ tkrh gSaA 
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6- vU; etcwfr;ka ,slh fo'ks"krk,a gSa ftUgsa ldkjkRed çfrfØ;k feyh] ysfdu de vkòfÙk ds lkFkA 
7- vU; çokg os fo'ks"krk,a gSa ftUgsa udkjkRed çfrfØ;k feyh] fQj Hkh dsoy ,d NksVs lewg }kjkA 
 
?k- dkWye dk feyku djsa 

 dkWye,  dkWyech 
1- blesa çhisM Mkd 'kqYd 'kkfey gSa , 

 
çeq[k etcwrh 

2- fcfyax dkmaVj ij fjMD'ku dwiu nsuk] ftls 
i‚baV v‚Q lsy Hkh dgrs gSa 

ch vU; çokg 

3- xzkgd }kjk laHkkfor lqfo/kkvksa dh estckuh djsa 
 

lh çfrfØ;k dkMZ 

4- ldkjkRed çfrfØ;k ds lkFk lqfo/kk,a ysfdu de 
vkòfÙk 

Mh xzkgd çksRlkgu 

 

5- fo'ks"krk,a tks udkjkRed çfrfØ;k çkIr djrh gSa bZ vU; etcwfr;ka 
 

³- laf{kIr mÙkj okys iz’u  

1- çfrfØ;k dkMZ D;k gS\ 
2- v‚uykbu losZ{k.k D;k gS\ 
3- xzkgd çksRlkgu D;k gS\ 
4- lks'ky ehfM;k D;k gS\ 
5- çeq[k etcwfr;ksa ls vki D;k le>rs gSa\ 
6- izfrfØ;k esa vU; etcwfr;ka D;k gSa\ 
7- çeq[k çokg D;k gS\ 
8- izfrfØ;k esa vU; çokgksa ls vki D;k le>rs gSa\ 
 

p- y?kq mÙkj okys iz’u 

1- izfrfØ;k ,d= djus ds rjhds D;k gSa\ 
2- izfrfØ;k dk fo'ys"k.k djus ds fy, dk;Zuhfr O;kikj D;k gSa\ 
3- fo'ys"k.k fd, x, xzkgd çfrfØ;k dh çLrqfr esa fopkj djus gsrq dkjd D;k gS\ 
 

N- vius izn'kZu dh tk¡p djsa 
1- xzkgdksa ls izfrfØ;k çkIr djus esa mi;ksx dh tkus okyh fof/k;ksa dk çn'kZu djsaA 
2- izfrfØ;k esa ykxw rduhdksa dk o.kZu djsaA 
3- ,d losZ{k.k dks le>us ij fjiksVZ fy[kus dh çfØ;k ij ,d pkVZ cuk,aA 
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l= 4 % lsok dkmaVj ds ifjorZuksa esa lq/kkj ¼IMPROVE CHANGES IN 

SERVICES COUNTER½ 

,d ckj izfrfØ;k laxzg çfØ;k iwjh gks tkus ds ckn] fjVsyj dks çkIr tkudkjh ds fo'ys"k.k ds vk/kkj ij 
vius mRikn@lsokvksa esa vko';d ifjorZu djus gksrs gSaA udkjkRed vkSj ldkjkRed çfrfØ;k,a xzkgdksa ds 
çfr mldh uhfr;ksa vkSj dk;ZØeksa esa cnyko ykus esa enn djsaxhA blds vykok xzkgdksa dh larqf"V ds lkFk 
;g fjVsy LVksjksa esa O;kid cnyko dks vkdf"kZr djus vkSj cukus esa l{ke gksxkA lsokvksa esa lq/kkj ds fy, 
fuEufyf[kr ifjorZu gSa% 

lsok esa lq/kkj ds fy, ifjorZu ¼CHANGES TO IMPROVE SERVICE½ 

vko';d ifjorZuksa dks ykxw djds xzkgd lsokvksa dks csgrj cukus ds fy, dbZ cnyko fd, x, gSa] tks bl 
çdkj gSa% 

1- larq"V gksuk xzkgdksa dk vf/kdkj ¼Delight Customers Right½ % bZekunkjh ls feydj dke djsa 
xzkgdksa ds lkFk [kq'k jgsa ftllss mudh leL;kvksa dk lek/kku fd;k tk,xkA xzkgd 4 ls 6 O;fDr;ksa 
dks fo'ks"k fjVsyj }kjk çkIr vius vuqHko ds ckjs esa crk ldrs gSaA blfy,] ;g ,d ,slk rjhdk gS tks 
O;kikj ds ckjs esa ekSf[kd :i ls egRoiw.kZ :i ls çHkkfor djrk gSA ,d vKkr ;k voS;fDrd O;kikjh 
ds :i esa çn'kZu u djsa( O;kikj dk çfrfuf/kRo djus okys foØsrk ds :i esa xzkgdksa ds lkFk okLro esa 
ckr djsaA fcØh lg;ksxh dks vius xzkgdksa dks ml :i esa lacksf/kr djuk pkfg, ftlls os [kq’k jgsarFkk 
ckrphr ds Bhd 'kq#vkr esa mUgsa viuk uke crkuk pkfg,A 

 

2- vf'k"V ugha cusa & xzkgdksa dk lEeku djsa ¼Don’t be rude– Respect the Customers½ % 
vuqla/kku lsokvksa ds vuqlkj rhu&pkSFkkbZ xzkgdksa dk dguk gS fd os ekg esa ,d ckj dHkh dHkh vlH; 
xzkgd lsok dk vuqHko djrs gSaA QeZ ds ek/;e ls fdlh ekeys dks r; djus dh dksf'k'k djrs le; 
xzkgd ds LoHkko ds çfr fouez gksuk cgqr egRoiw.kZ gSA xzkgd dks lqurs le; /kS;Z j[ksa tks egRoiw.kZ gS 
vkSj cnys esa mUgsa lgk;rk djus vkSj mUgsa lgt cukus dk ekSdk feyrk gSA xzkgd ftruk vf/kd [kq'k 
gksxk] ;g laHkkouk gS fd og viuh ljkguk dh çfrfØ;k lk>k djsxk ftlls vkus okys Hkfo"; esa gksus 
okyh rqyuh; leL;kvksa dks jksdk tk ldsA 

3- xzkgd tks dg jgs gSa] bl ij ges'kk utj j[ksa ¼Always keep track of What Customers Are 

saying½ % xzkgdksa dks lqurs le;] bl ckr ij /;ku nsa fd fjVsyj dks ,df=r izfrfØ;k ls D;k 
cnyko djuk pkfg, vkSj fQj VªSd djuk pkfg,A xzkgd fdlh Hkh laxBu ds fy, thou gSaA mudh 
mfpr vko';drkvksa dk fuiVku ugha djus ds ifj.kkeLo:i leL;k,a gks ldrh gSaA xzkgd ls 
çfrfØ;k ,d= djus ds rjhdksa dk ç;ksx djsaA 
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4- tkjh lgk;rk vkSj fo'ks"k çLrkoksa ds fy, xzkgd ds çLrko dks larq"V djuk ¼To Satisfy 

Customer’s Proposal for Ongoing Assistance and Special Offers½ % xzkgd ds /khes 
fouk'k ¼destruction½ dk igyk dkj.k xzkgd lsok ls uk[kq'k gksuk gSA xzkgdksa dks fujarj vk/kkj ij 
'kkunkj lsok nsus ds fy, lc dqN rS;kj djsaA xzkgdksa dks tYnh] mRlkg ls tokc nsa vkSj xzkgd dks 
vkSj vf/kd [kjhnkjh djus gsrq çksRlkfgr djus ds fy, fo'okl ds lkFk ,d fof'k"V çLrko çnku 
djus ds fy, ges'kk rS;kj jgsaA 

5- ,d ç'kaflr Hkkxhnkj ds leku xzkgd dk vkuan ysa & lans'k nksrjQk gS ¼Indulgence a 

Customer similar to an Appreciated Partner – Message is Two-Way½ % tSlk fd 
igys mYys[k fd;k x;k gS] xzkgd dh çfrfØ;k dks xaHkhjrk ls ysa vkSj vko';drkvksa ds vuqlkj 
dkjZokbZ djsaA lqfuf'pr djsa fd ;fn fjVsyj xzkgdksa dh çfrfØ;k ysrk gS rks og fjVsy O;kikj okLro 
esa mUgsa O;kikfjd Hkkxhnkj ds :i esa egRo nsrk gSA 

6- fo'okl cuk,a¼Build Trust½ % fLFkfr dgk tkrk gS] ^^;g ,d çfrdwy vuqHko gsrq cukus ds fy, 12 
vk'kkoknh lsok çFkkvksa dks çkIr djrk gSA^^ ;g gS fd fjVsy O;kikj vkSj muds xzkgdksa ds chp fo'okl 
dSls fodflr fd;k tk,A mRiknksa vkSj lsokvksa esa fd, x, bu la'kks/kuksa ds xzkgdksa dks /;ku esa j[ksa 
D;ksafd os xzkgdksa dks çHkkfor djrs gSaA 

7- ikjn'khZ jgsa & nks"kksa dh mRifÙk gksus ij fo'oluh;rk egRoiw.kZ gS ¼Be Transparent – 

Trustworthiness is Vital when it originates to Faults½ % vk/kqfud fMftVy ;qx esa 
ikjnf'kZrk vko';d gS] xzkgdksa ds lkFk fo'okl] larqf"V vkSj LoLFk fcØh dkS'ky cukus esa ikjnf'kZrk 
,d egRoiw.kZ dkjd gSA O;kikj ikjnf'kZrk dk rkRi;Z dqN Hkh ugha fNikuk gS vkSj xzkgdksa ds fy, gj 
igyw ikjn'khZ gSA 

8- vius 'kCnksa ds ek/;e ls ikyu djsa & laHkkoukvksa ij QkWyks vi djsa ¼Follow Through on Word 

– Follow Up on Possibilities½ % eqag ds opu dk vFkZ ca/ku gksrk gSA oknksa dk ikyu djuk 
O;ikj dh Li"Vrk dks n'kkZrk gSA blls xzkgdksa ds lkFk fo'okl vkSj fo'oluh;rk dh Hkkouk dk 
fuekZ.k djus esa enn feyrh gSA 

9- ftEesnkjh dks igpkusa & xzkgd fu;fer :Ik lsges’kk lgh gksrk gS ¼Recognize Responsibility – 

The Customer is Continuously Right½ % fLFkfr dSlh Hkh gks] xzkgd LFkk;h :i ls lgh gksrk 
gSA ;g ,d fu;e gS tks fdlh O;kikj dks mldh çxfr ds ek/;e ls] xzkgd lqfo/kk ls iz;ksDrkvksa ds 
vuqHko ls mRikn fodkl ds fy, ekxZn'kZu djrk gSA bl Hkkouk esa bls lsV djus ds fy,] xzkgdksa dks 
çnf'kZr djus ds fy, ,d xzkgd lsok ;kstuk rS;kj djsa rkfd os ges’kk lgh jgsaA bl ;kstuk dks rhu 
Hkkxksa esa O;ofLFkr djsa] vFkkZr~ xzkgdksa dks [kq'k djsa] 'kkfey djsa] fLFkjrk vkSj ,d O;fDrxr Li'kZ djsa 
vkSj xzkgdksa dks çHkkoh <ax ls vuqikyu lsok nsdj mUgsa dHkh Hkh Hkwyus u nsaA 

10- ges'kk ^^/kU;okn^^ dgsa & n;kyqrk vkSj —rKrk xzkgdksa ds fy, O;kikj esa lq/kkj djsxh ¼Always Say 

“Thank You” – Kindness and Gratitude will improve business to the customers½ % xzkgd 
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ds fjVsy O;kikj ds fy, n;kyqrk ¼Kindness½ vkSj —rKrk ¼thankfulness½ mUgsa yach vof/k ds fy, 
vkd"kZ.k dks vkxs c<+kus dk ,d rjhdk gSA xzkgdksa dks mudh leL;k ds lek/kku dh çxfr ls xqtjus 
gsrq ea=eqX/k ¼enchanting½ djus ds fy, ftruk laHko gks mruk vkHkkjh jgsaA 

 

O;kikj ij lsok esa ifjorZu dk çHkko ¼IMPACT OF CHANGE IN SERVICE ON BUSINESS½ 

fjVsyj ds fy, lsokvksa esa ifjorZu vifjgk;Z gS ysfdu fjVsy laxBu ds fcØh deZpkjh bls Lohdkj ugha 
djsaxsA tcfd ifjorZu ds NksVs çHkko gks ldrs gSa] dqN O;fDr;ksa ds fy, nnZukd gksaxs ysfdu bldk O;kikj 
ij nh?kZdkfyd çHkko iM+sxkA O;kikj dh miyfC/k fjVsylZ }kjk miHkksDrkvksa dks nh tkus  
okyh lsokvksa esa fd, x, ifjorZuksa ij fuHkZj djrh gSA lsokvksa esa ifjorZu ds çHkko ij ppkZ dh xbZ gS 
¼fp= 4-8½% 

 
fp= 4-8 % O;kikj ij lsok esa ifjorZu dk çHkko 

 

1- v|ru djuk ¼Updating½ % lsokvksa esa ifjorZu fjVsylZ dks m|ksx dh xfrfof/k;ksa ds lkFk orZeku 
jgus esa enn djrk gS] tks bls laHkkfor xzkgdksa ds fy, LokLF; ds leku vfrfjDr vkd"kZd cuk 
ldrk gS] orZeku xzkgd dks cuk, j[k ldrk gSA 

2- u, volj cuk,a ¼Create new opportunities½ % fjVsyj vius fjVsy O;kikj dks NksM+dj u, 
volj iSnk dj ldrk gS tgka xzkgd dks vfrfjDr ;k ubZ lsok,a feyrh gSa ftlds ifj.kkeLo:i 
fjVsyj dh fcØh esa o`f) gksrh gSA fjVsyj u, cktkj [kaM dk irk yxk ldrk gS vkSj vPNh cktkj 
fgLlsnkjh dk vkuan ys ldrk gSA 

v|ru 
djuk 

u, volj 
cuk,a 

uokpkj 

 

n{krk esa 
of̀) 

euksof̀Ùk 

 

ubZ 
rduhd 

viukrk gS 

xzkgdksa dh 
t:jrksa dks 
iwjk djsa 

O;kikjij lsok 
ifjorZu dk 

çHkko 
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3- uokpkj ¼Innovation½ % fjVsyj }kjk nh tkus okyh lsokvksa esa cnyko rsth ls ,d ,slk okrkoj.k gks 
ldrk gS tks ,d uokpkj dks çksRlkfgr djrk gSA u, fopkj jpukRedrk dks fodflr djus ij /;ku 
dsafnzr djrs gSaA ;g jpukRed :i ls fjVsy O;kikj dks c<+us esa enn dj ldrk gSA 

4- n{krk esa o`f) ¼Increase efficiency½ % lsokvksa esa ifjorZu dk;Z çfØ;kvksa dh n{krk dks c<+krk gS] 
ftlds ifj.kkeLo:i deZpkfj;ksa vkSj fcØh dfeZ;ksa dh larqf"V gksrh gSA 

5- eukso`fÙk ¼Attitudes½ %,d fjVsy laxBu esa lsok,a çnku djrs le; –f"Vdks.k esa cnyko ,d fcØh 
O;fDrxr dh enn dj ldrk gSA 

6- ubZ rduhd viukrk gS ¼Adopts a new technology½ % lsok esa ifjorZu dh vko';drk fjVsyj 
}kjk ubZ rduhd dks viukus dh vksj ys tkrh gSA blls laxBu dks çfrLi/kkZ esa [kM+k gksus esa enn 
feyrh gS vkSj fjVsyj }kjk izLrqr fd, x, u, ykHkksa vkSj lsok ds lkFk xzkgdksa dh larqf"V dk Lrj 
c<+sxkA 

7- xzkgdksa dh t:jrksa dks iwjk djsa ¼Fulfill customer needs½ % xzkgd dh t:jrsa yxkrkj cny jgh 
gSa vkSj c<+ jgh gSa tks u, çdkj ds mRikn vkSj lsok ds fy, ubZ ekaxsa iSnk djrh gSaA blls fjVsylZ dh 
foi.ku uhfr;ksa vkSj dk;ZØeksa esa vko';d ifjorZu gksrs gSaA 

8- bl çdkj vkt ds rsth ls cnyrs ifjos'k esa fdlh Hkh O;kikj esa lsok esa ifjorZu dh vko';drk 
vifjgk;Z ¼inevitable½ gks xbZ gS] ifjorZu fdlh Hkh laxBu ds fy, egRoiw.kZ gS D;ksafd ifjorZu ds 
fcuk O;kikj vius çfrLi/khZ c<+r ¼edge½ dks [kksus dh laHkkouk j[krk gS vkSj orZeku xzkgd vkSj 
laHkkfor xzkgd dh vis{kkvksa dks iwjk djus esa foQy jgrk gSA 

 

izk;ksfxd vH;kl 
 

xfrfof/k 1 

fdlh fjVsy vkmVysV ij tk,a vkSj nh xbZ fLFkfr esa lsok esa lq/kkj ds fy, ifjorZuksa dh igpku 
djsaA 

vko’;d lkefxz;ka % isu] isafly] uksVcqd] tkap lwph 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj foftV ds fy, lgefr ysaA 
5- fuEufyf[kr iz'u iwNsaA 
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d½ Åij fn, x, dkS'ky dks /;ku esa j[krs gq, xzkgd }kjk iwNs x, ç'uksa ds lkFk vk,a vkSj 
mudk mÙkj dSls nsaA 

[k½ lsok lq/kkj mik;ksa dh ,d lwph rS;kj djsa tks vkids }kjk pqus x, O;kikj ds vuqlkj lsok 
çnku djus ds fy, vPNk gksxkA 

x½ D;k vki mu dkS'kyksa vkSj rkSj&rjhdksa dks le>rs gSa tks ,d lsok çnkrk dks lokyksa ds 
tokc nsus pkfg, vkSj lsokvksa dks csgrj cukus ds fy, D;k fopkj fd, x,\ 

?k½ mi;qDr ij lgh dk fu'kku yxk,aA 
Ø- la- lsok çnkrk dkS'ky@lsok lq/kkj gka ugha 
1-  D;k vki mu dkS'kyksa dks le>rs gSa tks lsok çnkrk ds ek/;e ls çnf'kZr fd, 

tkrs gSaA 
  

2-  D;k vkius ,d lsok çnkrk ds :i esa viuk O;ogkj cnyuk 'kq: dj fn;k gS   

3-  D;k vki xzkgdksa ds lkFk O;ogkj djus esa /kS;Z j[krs gSa   

4-  D;k vkius igpku fy;k gS fd fdlh O;kikj esa lsok lq/kkj dc vko';d gSa   

5-  D;k vki lsok esa lq/kkj ds fy, ifjorZuksa dh igpku dj ldrs gSa\   

 

6- mijksDr xfrfof/k ds vk/kkj ij xzkgd lsok lq/kkjksa esa gq, fofHkUu çdkj ds ifjorZuksa dk ,d pkVZ 
cuk,aA 

 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- [kq'k xzkgd O;kikj ds ckjs esa  - - - - - - - - - - - - - - - dks çHkkfor djrs gSaA 
2- vuqla/kku lsokvksa ds vuqlkj  - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - xzkgdksa dk 

dguk gS fd os ekg esa de ls de ,d ckj vlH; xzkgd lsok dk vH;kl djrs gSaA 
3- xzkgd dh ckr lqurs le; - - - - - - - - - - - - - - - dk gksuk egRoiw.kZ gSA 
4- xzkgd laxBu ds  - - - - - - - - - - - - - - - gSa] mudh mfpr vko';drkvks a dks iwjk ugha djus 

ls leL;k,a gks ldrh gSaA 
5- xzkgd lsok ds lkFk xzkgd ds {kj.k dk igyk dkj.k  - - - - - - - - - - - - - - - gSA 
6- vius xzkgdksa ls fo'okl] - - - - - - - - - - - - - - vkSj I;kj cukus esa ikjnf'kZrk ,d xaHkhj dkjd 

gSA 
7- n;kyqrk vkSj  - - - - - - - - - - - - - - - xzkgd ds fjVsy O;kikj ds fy, foLrkfjr vof/k ds fy, 

mUgsa vkSj vf/kd vkdf"kZr djus dk ,d rjhdk gSA 
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[k- cgq oSdfYid iz'u 

1- lsokvksa esa lq/kkj ds fy, fuEufyf[kr ifjorZu gSaA 
d½ vius xzkgdksa dks çlUu djsa lgh 
[k½ vf'k"V u cusa & xzkgdksa dk lEeku djsa 
x½ ges'kk /;ku nsa& lqusa fd xzkgd D;k lacksf/kr dj jgs gSa 
?k½ mijksDr lHkh 

2- uhps ppkZ dh xbZ lsokvksa esa ifjorZu dk dkSu lk çHkko ugha gS % 
d½ vkmVMsVsM 
[k½ u, volj cuk,a 
x½ uokpkj esa òf) 
?k½ n{krk esa of̀) 

3- xzkgd ds - - - - - - - - - - - dk tokc nsa vkSj xzkgd dks vkSj vf/kd [kjhnkjh djus gsrq 
çksRlkfgr djus ds fo'okl ds lkFk ,d fof'k"V çLrko ;k deh çnku djus ds fy, ges'kk 
rS;kj jgsaA 
d½ tYnh 
[k½ mRlkg ls 
x½ nksuksa d½ vkSj [k½ 
?k½ mijksDr esa ls dksbZ ugha 

4- bl ;kstuk dks rhu Hkkxksa esa O;ofLFkr djsa 
d½ xzkgdksa dks [kq'k djsa 
[k½ 'kkfey djrs gaS] fLFkjrk vkSj ,d O;fDrxr Li'kZ j[ksa 
x½ xzkgdksa dks çHkkoh <ax ls Q‚yks&vi djds lsok dks dHkh Hkh Hkwyus u nsa 
?k½ mijksDr lHkh 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- O;kikj dk çfrfuf/kRo djus okys O;fDr ds :i esa fjVsy xzkgdksa ds lkFk okLro esa ckrphr djsaA 
2- ftruk vf/kd vkjke ls xzkgd gksxk] mruh gh vf/kd laHkkouk gS fd os viuh cgqewY; çfrfØ;k 

lk>k djsaxsA 
3- xzkgdksa dks vius le; esa vkSj l[rh ls tokc nsaA 
4- ikjnf'kZrk dk vFkZ izfrfØ;k ls Mjuk gSA 
5- ikjnf'kZrk fNikus ds fy, dqN Hkh ugha n'kkZrh gSA 
6- ikjnf'kZrk ls rkRi;Z deZpkfj;ksa ds O;fDrxr vkSj dk;Z xq.k larqfyr ugha gSaA 
7- ikjnf'kZrk dk vFkZ gS vius xzkgdksa dk lkeuk djus ds fy, rS;kj jgsaA 
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8- xzkgdksa dh leL;kvksa dks gy djus ds vH;kl ds ek/;e ls tkus ds fy, le; dks vkd"kZd 
cukus ds mís'; ls ;FkklaHko vuqeksnu djsaA 

?k- dkWye feyku djsa 
 dkWye,  dkWyech 
1- xzkgdksa ds lkFk lgh O;ogkj djsa 

 

, xzkgdksa dk lEeku djsa 

2- ges'kk lqusa ch okLro esa ckrphr 

3- vlH; ugha cusa lh bZekunkjh egRoiw.kZ gS tc ;g nks"k 
mRiUu gksrk gS 

4- larq"V jguk tkjh j[ksa Mh lqusa fd xzkgd D;k dg jgs gSa 
5- ikjn'khZ jgsa bZ tkjh çko/kku vkSj fo'ks"k v‚Qjdk 

izLrko nsa 
 

³- laf{kIr mÙkj okys iz’u  

1- lsok çnkrk }kjk mi;ksx fd, tkus okys f'k"Vkpkj 'kCn D;k gSa\ 
2- fjVsyj dks xzkgd ds lkFk okLro esa ckrphr D;ksa djuh iM+rh gS\ 
3- lsok esa ifjorZu ykus ds fy, fjVsyj dks xzkgd dh ckr D;ksa lquuh iM+rh gS\ 
4- lsok esa xzkgd esa ifjorZu djus esa ikjn'khZ dk D;k vFkZ gS\ 
5- lsok cnyus ds fy, vuqorhZ dkjZokbZ dh vko';drk D;ksa gS\ 

p- y?kq mÙkj okys iz’u 

1- vf/kd xzkgd larqf"V ds fy, vkius fdl çdkj dk ifjorZu çLrkfor fd;k\ 
2- fjVsy QeZ ij lsok esa ifjorZu ds çHkko dh O;k[;k dhft,A 

 

N- vius izn'kZu dh tk¡p djsa 

1- xzkgdksa ls izfrfØ;k çkIr djus ds ckn fjVsyj }kjk fd, tkus okys vko';d ifjorZuksa dks 
çnf'kZr djsaA 

2- fjVsyj }kjk nh tkus okyh lsok esa fd, x, ifjorZu ds çHkko dks n'kkZus okyk ,d pkVZ cuk,aA 

 

 

 



 

 

 

 

 

 
 

VheodZ dks laxBu esa ,d lkekU; y{; dks çkIr djus ds fy, yksxksa ds lewg dh ,d lkFk dke djus dh 
bPNk ds :i esa ifjHkkf"kr fd;k x;k gSA blls vkHkkl gksrk gS fd LVksj ds deZpkjh ifjokj dh rjg dke 
djrs gSa vkSj laxBukRed y{;ksa dks çkIr djus gsrq çHkkoh Vhe odZ ifj.kke nsrs gSaA fdlh Hkh laxBu esa 
deZpkjh ds çn'kZu dks csgrj cukus ds fy, Vhe odZ ,d egRoiw.kZ Hkwfedk fuHkkrk gSA fjVsy laxBu esa 
lkekU; y{; dks iwjk djus gsrq dbZ deZpkjh dke djrs gSaA laxBu ds mís'; dks çkIr djus ds fy, lHkh 
deZpkfj;ksa dks çHkkoh <ax ls dke djus dh vko';drk gSA deZpkfj;ksa dks ,d nwljs dk leFkZu vkSj 
lg;ksx djuk pkfg,A fjVsyj ;k nqdkunkj dks vf/kd lQy cuus gsrq deZpkfj;ksa ds ewY; dks le>uk 
gksxkA fjVsy fcØh rc lQy gksrh gS tc fjVsylZ xzkgdksa dks mRikn@lsok,a çnku dj jgs gksa rFkk mUgsa 
larq"V dj jgs gksaA bldk ifj.kke lEekutud ykHk ekftZu] O;kid cktkj vk/kkj] vPNh fjVsy best vkSj 
fjVsylZ ds mRikn dh lVhd fLFkfr esa gksxkA xzkgd vis{kk djrs gSa fd fcØh deZpkjh dks vPNs O;ogkj dk 
çn'kZu djuk pkfg,] mudh vis{kkvksa dh igpku djuh pkfg, rFkk t:jrksa dks igpkuuk pkfg,A fjVsy 
laxBu esa dke djus okys lHkh deZpkfj;ksa gsrq xzkgd larqf"V lkekU; y{; gSA  

tc dksbZ xzkgd fjVsy LVksj ij igqaprk gS] rks ;g egRoiw.kZ gS fd fjVsyj ;k fcØh lg;ksxh xzkgd dks 
Lokxr eglwl djkus ds fy, vius vf/kdkj ds nk;js ds vanj lc dqN rS;kj djrk gS] vkSj ;g lqfuf'pr 
djrk gS fd os fjVsy LVksj dks [kq'kh&[kq'kh okil tk,aA ,d fjVsy laxBu esa] Mªsl dksM vkSj fn[kkoV 
fjVsy laxBu dks laxBu ds czkaMksa ds lkFk deZpkjh dh mifLFkfr dks lajsf[kr djus esa enn djrs gSa] muds 
tkWc jksy dk O;kolk;hdj.k] blds vykok] laxBu dh igpku dh Hkkouk iSnk djrs gSaA fjVsy fcØh dh 
çeq[k lQyrk xzkgd dks igpkuus ij fuHkZj djrh gSA okLro esa] ;g laHkkfor xzkgd dh ryk'k gSA  

laHkkouk fdlh O;fDr ;k laLFkk ls gks ldrh gS tks mRikn }kjk ykHkkfUor gksus dh mEehn gS] fcØh 
deZpkjh cspuk pkgrk gS vkSj bls [kjhnus dh izLrqfr dj ldrk gSA fjVsy fcØh ls mu yksxksa dks dbZ 
volj feyrs gSa tks vkxs ,d mTToy dsfj;j dh laHkkouk ns[k jgs gSa] gesa vFkkZr~] xzkgd] fcØh lg;ksxh] 

bd
kb
Z 

5

 Vhe vkSj laxBu ds :i
esa dke djuk 

(WORK IN TEAM AND 
ORGANIZATION) 
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Js.kh çca/kd] LVksj çca/kd] epsaZMkbtj] fjVsy izpkyu çca/kd vkfn pquus gsrq fofHkUu çdkj ds fodYi 
feyrs gSaA  

Vhe vkSj laxBu esa bdkbZ dk;Z dks pkj l=ksa esa foHkkftr fd;k x;k gSA igyk l= mifLFkfr vkSj O;ogkj 
ds fy, laxBu ds ekudksa ls lacaf/kr gS] nwljk l= leFkZu Vhe odZ ij dsafnzr gS] rhljs l= esa fjVsy 
laxBu esa çHkkoh <ax ls dke dk o.kZu fd;k x;k gS rFkk pkSFks l= esa Vhe ds mís';ksa vkSj y{;ksa dh 
O;k[;k dh xbZ gSA 

l= 1 % mifLFkfr vkSj O;ogkj ds fy, laxBu ekud ¼ORGANIZATION 

STANDARDS FOR APPEARANCE AND BEHAVIOR½  

vc bu fnuksa fjVsy laxBuksa esa Lohdk;Z O;fDrxr mifLFkfr vkSj mfpr iks'kkd ¼attire½ jkstxkj dh t:jh 
‘krZ gSA dkfeZd foHkkx ds ikl ekudksa dks fu/kkZfjr djus ds fy, vf/kdkj vkSj ftEesnkjh gS vkSj bUgsa 
mfpr vkSj leku :i ls ykxw fd;k tkrk gSA ekud dk vFkZ gS fd ;s ek=k] Hkkjhiu ¼heaviness½] lhek] 
xq.koÙkk ds ewY; dh x.kuk ds fy, funsZ'k ds ek/;e ls dqN gn rd lsV vi fd, tkrs gSa vkSj bUgsa 
ekU;rk çkIr gksrh gSA 

;g ,d vk/kkj ;k leFkZu ds :i esa lsok djus ds fy, cukbZ xbZ lajpuk gSA mifLFkfr ds ekud fjVsy 
laxBu ds O;fDrxr fcØh dh mifLFkfr ds fy, LFkkfir ekud dks lanfHkZr djrs gSaA fjVsy laxBu esa 
mifLFkfr ds vlk/kkj.k ekud dks cuk, j[kus gsrq lHkh vf/kdkfj;ksa vkSj deZpkfj;ksa dh O;fDrxr ftEesnkjh 
gksrh gSA çca/kd vkSj i;Zos{kd çfØ;k esa fu/kkZfjr mifLFkfr ds mPp ekudksa dks çkIr djus ds fy, lHkh 
dfeZ;ksa dh lqj{kk ds fy, ftEesnkj gSa vkSj tgka vko';d gks mUgsa flQkfj'k vkSj ekxZn'kZu nsuk pkfg,A 
Mªsl vkSj mifLFkfr ekudksa ls laxBuksa dks dbZ izdkj dh lgk;rk çnku djus dk nkok fd;kA 

eksVs rkSj ij] ykHkksa esa laxBu ds czkaM ds lkFk deZpkjh mifLFkfr dh fu;qfDr] tkWc jksy dk O;kolk;hdj.k] 
dY;k.k vkSj lqj{kk laca/kh ljksdkjksa dh mifLFkfr vkSj laxBukRed igpku dh cqf)eÙkk dh tkudkjh 
'kkfey gSA 
1- dqy feykdj mifLFkfr % deZpkjh O;fDrxr mifLFkfr ds mPp ijaijkxr Lrj cukdj j[ksaxs vkSj rktk 

rjhu] lkQ] lqO;ofLFkr vkSj vPNh rjg ls rS;kj gksuk pkfg,A deZpkfj;ksa dks leqnk; ds lnL;ksa ds 
chp jgus ds nkSjku /kweziku ugha djuk pkfg,A tc deZpkfj;ksa dh Js.kh ,d onhZ ds mfpr ekud dks 
,d leku ekud cukus esa 'kkfey gksrh gS] rks fdlh Hkh Mªsl dks iguuk vko';d gksrk gS vkSj pfj= 
ds fy, mi;qDr gksrk gSA 

2- Mªsl dksM % ,d deZpkjh dk Mªsl dksM vko';d gS tks mudh mez] fu%'kDrrk] tsaMj iquewZY;kadu] 
/kkfeZd /kkj.kk ;k er] tsaMj ;k ;kSu vfHkfoU;kl esa HksnHkkoiw.kZ ugha gS ¼fp= 5-1½A 
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fp= 5-1 Mªsl dksM  

lzksr % https://bit.ly/2M1W15T 

3- cky % cky lkQ] Bhd ls da?kh fd, x, gksus pkfg,A ckyksa esa vko';d çk—frd jax dk mi;ksx fd;k 
tkuk pkfg,A 

4- daiuh yksxks ds lkFk igpku i= % vkbZMh dkMZ fjVsy laxBu dk egRoiw.kZ fgLlk gSa] ftlls ,d lkFk 
ljy deZpkjh fooj.k i= cukuk vkSj ,d fjVsy daiuh dh bZekunkjh vkSj lqj{kk esa lq/kkj djuk laHko 
gks tkrk gSA vkbZMh dkMZ esa LokHkkfod :i ls ,d dk;ZdrkZ dk uke] QksVks] ukSdjh dk inuke vkSj 
vuqHkkx 'kkfey gksrk gS] ftlls igpku dh rhoz O;fDrxr çfrj{kkRed rLohj ¼LuSi½ cu tkrh gSA  
fQj Hkh] çkS|ksfxdh çxfr ds ek/;e ls vkbZMh dkMZ ls vc O;kikjksa dks mudh lqj{kk] laca/k cukus vkSj 
muds izpkyu dks ;qfDrlaxr cukus esa lgk;rk djus ds rjhdksa dh fofo/krk esa mi;ksx fd;k tkrk gSaA  

5- 'kkjhfjd gko&Hkko % 'kkjhfjd Hkk"kk dks le>uk O;fDrxr mifLFkfr ds vR;ar egRoiw.kZ igyqvksa dk 
,dek= Hkko gSA  

6- çlk/ku lkexzh % esd&vi ckjhdh vkSj cqf)ekuh ls fd;k tkuk pkfg,] u fd ckgj fudyk gqvk ;k 
vR;f/kdA pednkj jaxksa ds mi;ksx dh vuqefr ugha gSA 

7- VSVw % DokVZj] gkQ vkSj iwjh vkLrhu ds VSVw dks gj le; <aduk pkfg,A dksbZ Hkh VSVw ns[kus okys yksxksa 
dks ijs'kku djrk gS] ijs'kku djrk gS ;k viekutud yxrk gS mls gj le; doj fd;k tkuk 
pkfg,A 

mifLFkfr vkSj O;ogkj gsrq lko/kkfu;ka ¼PRECAUTIONS FOR APPEARANCE AND BEHAVIOR½ 
fdlh laxBu esa dke djrs le; iq#"k vkSj efgyk deZpkfj;ksa dks mudh mifLFkfr ds laca/k esa dqN 
lko/kkfu;ka cjruh gksrh gSa %  
iq#"k deZpkfj;ksa }kjk yh xbZ lko/kkuh % iq#"k deZpkfj;ksa }kjk mudh mifLFkfr vkSj O;ogkj ds laca/k esa 
lko/kkuh cjrus ds :i esa fuEukuqlkj gSa %  
 

 fu/kkZfjr onhZ lkQ vkSj bL=h dh gqbZ gksuh pkfg,A 
 twrs lkQ vkSj i‚fy'k fd, gq, gksus pkfg,A 
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 cky lkQ] NaVs gq, ¼trimmed½ vkSj vPNh rjg ls da?kh fd, gq, gksus pkfg,A 

 ,d lkQ vkSj vPNk fn[kus dh mEehn dh tkrh gSA 

 nk<+h@ewaN ds ekeys esa] fVªe vko';d gS] vPNh rjg ls j[kh tk, vkSj lqO;ofLFkr gksuh pkfg,A 

 uk[kwuksa dks fu;fer varjky ij cM+s djhus ls dkVs ;k fVªEM fd, gq, gksus pkfg,A 

 vkf/kdkfjd ?kaVksa ds nkSjku LVksj ds vanj fdlh Hkh çdkj ds xgus] LVM vkSj xgus cgqr vf/kd ugha 
igus tkrs gSaA 

efgyk deZpkfj;ksa }kjk cjrh tkus okyh lko/kkfu;ka % efgyk deZpkfj;ksa }kjk mudh mifLFkfr vkSj O;ogkj 
ds laca/k esa cjrh tkus okyh lko/kkfu;ka bl çdkj gSa %  
 yacs cky j[kus okyh efgyk deZpkfj;ksa dks vius ckyksa dks cka/k dj j[kuk pkfg,] mUgsa [kqyk u j[ksa] u 

gh muesa dkQh rsy Mky dj j[kuk pkfg, ¼fp= 5-2½A 
 flj ij dh xbZ pksVh esa lQsn pesyh ;k eksxjk ds Qwyksa dh dksbZ ¼xtjk½ Mksjh ugha gksuh pkfg,A 
 mUgsa pedhys jax dh usy i‚fy'k vkSj yacs uk[kwu j[kus ls cpuk pkfg,] D;ksafd blls os xzkgdksa dks 

Hkzfer dj ldrh gSa ;k çLrqrhdj.k ij epZasMkbt+ dks uqdlku gksus dk dkj.k cus jgsaxsA 

 
fp= 5-2 % efgyk Mªsl dksM  

 

lzksr % https://bit.ly/2YVv9Ig 
 

 cgqr de ;k fcuk pedhys xgus igusaA 
 >wyus okyh ckfy;ka] tksj ls ctus okyh ik;y vkSj daxu Q'kZ ij ugha iguus pkfg,A 
 dsoy cgqr de pednkj esdvi mi;ksxh gksxk ¼dsoy cgqr pednkj jaxksa ds fyifLVd½A 
 

Mªsl dksM ds fy, lko/kkfu;ka % Mªsl dksM ds ckjs esa cjrh tkus okyh lko/kkuh fuEukuqlkj gSa % 
 fjVsy LVksj esa lcls vkxs ds lHkh deZpkfj;ksa dks gj fnu ,d vuqeksfnr onhZ ¼fp= 5-3½ iguuh 

pkfg,A 
 cSd&,aM ds deZpkfj;ksa ls vke rkSj ij vukSipkfjd Mªsl dksM viukus dh mEehn dh tkrh gSA 
 çR;{k vkSj vçR;{k :i ls deZpkfj;ksa dh vko';drk gS fd os MîwVh ij tYn ls tYn vkbZMh dkMZ 

çnf'kZr djsa D;ksafd blls xzkgdksa dks deZpkfj;ksa dks igpkuus esa lgk;rk feyrh gSA 
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 [kqys gq, [kk| inkFkksaZ dks laHkkyus okys lsok deZpkjh dks u, nLrkus iguuk pkfg,] tcfd fdpusV ds 
vanj dke djus okys lHkh deZpkjh vkSj ,Q,elhth fjVsy LVksj ij ykbo csdjh [k.M esa MîwVh ij 
gksrs gh Vksih iguuk vko';d gSA 

 'k‚i&bu&'k‚i deZpkjh vkSj czkaM çeksVj viuh Loh—r onhZ dk mi;ksx djrs gSaA   

  
 

fp= 5-3 % onhZ ¼;wfuQkWeZ½  
 
 T;knkrj dkys eksts vkSj dkys csYV deZpkfj;ksa dh onhZ ds fgLls ds :i esa vkn'kZ gksrs gSaA 

 gkmldhfiax] lqj{kk vkSj vU; lafonkRed deZpkfj;ksa ds lkFk twrs ds lkFk viuh Loh—r onhZ gksrh gSA 
 

laxBu esa O;ogkj ¼BEHAVIOR IN ORGANIZATION½ 
ges'kk ;kn j[ksa fd larq"V xzkgd vius [kjhn dh flQkfj'kksa vkSj O;kikj ds jsQjy ds ek/;e ls o"kksaZ ls 
O;kikj esa ;ksxnku nsaxsA 
 

xzkgdksa ds lkFk O;ogkj esa O;ogkj % tSlk fd ge Hkh ekurs gSa] xzkgd jktk gS] blfy, fjVsy LVksj ds 
çR;sd lnL; dks xzkgd ds lkFk uehZ ls O;ogkj djuk pkfg, ¼fp= 5-4½A 
 

 çR;sd fcØh çfrfuf/k dks xzkgd çksQkby ds vuqlkj gksuk pkfg, ;k muls ckr djuh pkfg,A ;g 
vko';d gS fd os lHkh ds lkFk ç'kalk vkSj lEeku ds lkFk O;ogkj djsaA 

 mUgsa #>kuksa] cktkj esa cnyko] xzkgdksa ds Lokn vkSj vknrksa ds ckjs esa irk gksuk pkfg,A 

 mUgsa vius xzkgdksa dh ckr /;ku ls vkSj ‘kkafriwoZd lquuh pkfg,] lEeku çnf'kZr djuk pkfg,A 

 bu ldkjkRed fcØh O;ogkjksa dks çnf'kZr djsa vkSj çfrLi/kkZ ls vyx fn[kus yxsaxsA 

 mls xzkgdksa dh NksVh vkSj cM+h la[;k nksuksa ds lkFk ppkZ djus esa lgt gksuk pkfg,A 
 

 

ofj"Bksa ds lkFk O;ogkj esa O;ogkj ¼Behavior in Dealing with Superiors½ 
 

 fcØh deZpkjh ls ofj”B dkfeZd mldk c‚l gksrk gS ¼fp= 5-4½A 
 dkWIkksZjsV dk;Zikyd vkSj fu.kZ;drkZ ,sls yksxksa ds lkFk dke djuk pkgrs gSa tks mudh enn dj ldsaA 
 vius O;kikj esa lq/kkj djsa vkSj csgrj ifj.kke nsaA  
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fp= 5-4 % ofj"B dkfeZdksa ds lkFk O;ogkj djuk  

lzksr % https://bit.ly/2LgrgrR 
 
lgdfeZ;ksa ds lkFk O;ogkj esa O;ogkj ¼Behavior in Dealing with Colleagues½ % 
• ,d foØsrk dks laxBu esa vius lg;ksfx;ksa ds lkFk Hkh 'kkyhurk ls O;ogkj djuk pkfg, ¼fp= 5-5½A 
• vgadkj dks egRokdka{kk ds leku ekudj Hkzfer gksus ls cpsaA 
• ;fn çfrLi/khZ lgdehZ ,d mPp miyfC/k izkIr djus okyk gS rks visf{kr :i ls vPNk dke djus ds 

fy, mldh ç'kalk djus dk ç;kl djsaA 
• laxBu esa çfrLi/kkZ dks O;fDrxr :i ls u ysaA  
• lgdehZ ds lkFk fouez vkSj lH; O;ogkj cuk, j[ksaA  
• [kqys rkSj ij çfrLi/khZ lg;ksfx;ksa ds lkFk dke djus dh ctk; muds lkFk dke djus dk ç;kl djsaA  

 
fp= 5-5 % lgdfeZ;ksa ds lkFk O;ogkj  

 

lzksr % https://rb.gy/uwteru 
 

 

xzkgd ds lkFk O;ogkj ¼DEALING WITH CUSTOMER½ 
xzkgd ds lkFk O;ogkj djuk vkSj mudh leL;kvksa vkSj eqíksa dks gy djuk fcØh lg;ksxh dk drZO; gSA 
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1- xzkgd dk vfHkoknu djsa % lcls igys] fcØh lg;ksxh dks xzkgdksa dk lEekuiwoZd vfHkoknu djuk 
pkfg, rFkk leL;k dks nksLrkuk rjhds ls iwNuk pkfg,A 

2- xzkgd dks crk,a fd os ewY;oku xzkgd gSa % ,d ckj tc fcØh lg;ksxh xzkgd dh leL;k ;k ijs'kkuh 
dks lqurk gS] rks lcls igys] mls vius xzkgdksa dks bl rjg ls laokn djuk pkfg, ftlls mUgsa 
ewY;oku vkSj lEekfur eglwl gksA 

3- xzkgdksa dh vis{kkvksa dh igpku djsa % ,d ckj tc xzkgd 'kkar gks tkrk gS rks fcØh lg;ksxh dks 
xzkgdksa dh vis{kkvksa dh igpku djuh pkfg, rFkk xzkgdksa ds lkFk bldh iqf"V djuh pkfg,A 

4- xzkgd ds lkFk fouez O;ogkj djsa % gkykafd xzkgd ijs'kku gS fQj Hkh fcØh lg;ksxh dks xzkgdksa ds 
lkFk gj le; fouez vkSj ennxkj O;ogkj djuk pkfg,A 

5- lwfpr xzkgd vkSj vk'oLr % fcØh lg;ksxh dk ;g drZO; gS fd og xzkgdksa dks mudh f'kdk;rksa dh 
fLFkfr ds ckjs esa lwfpr j[ksa rFkk mUgsa mi;ksxh lek/kku ds fy, vk'oLr Hkh djsaA 

fcØh lg;ksxh dks vius xzkgd dks lHkh çdkj ds xzkgdksa esa çHkkoh <ax ls çfrfØ;k nsus ds fy, mi;qDr 
O;ogkj dks viukuk pkfg,A 

izk;ksfxd vH;kl 
xfrfof/k 1 

laxfBr fjVsy vkmVysV ij tk,a vkSj mifLFkfr ds ekudksa ij ,d pkVZ cuk,aA 

vko’;d lkefxz;ka % uksVcqd] isu] isafly] tkap lwph 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- Nk=ksa dks ,d fjVsy laxBu ;k ,d 'kkWi ij tkus ds fy, dgsaA 
3- fjVsy eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- foftV dk mís'; crk,a vkSj foftV dh vuqefr ysa] fjVsy LVksj ds deZpkfj;ksa dh ekud 

mifLFkfr tkusaA 
5- Mªsl dksM] igpku i= vkSj muds }kjk cjrh tkus okyh lko/kkfu;ksa dh QksVksxzkQ ysaA 
6- ;g Hkh iwNsa fd fjVsy LVksj ij xzkgdksa] ofj"B dkfeZdksa vkSj lgdfeZ;ksa ls dSls laidZ djsaA 
7- ,d pkVZ cuk,a vkSj lHkh rLohjksa dks pkVZ ij fpidk,aA 
8- pkVZ dks d{kk esa çLrqr djsaA 

xfrfof/k 2  
fjVsy LVksj ij tk,a vkSj fjVsy LVksj esa iq#"k rFkk efgyk deZpkfj;ksa ds dke djus dh lko/kkfu;ka 
tkusaA 



     186                                                                       fcØh lg;ksxh ¼lsYl ,lksfl,V½ & d{kk 12 
 

vko’;d lkefxz;ka % uksVcqd] isu] isafly] tkap lwph  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj foftV ds fy, lgefr ysaA 
5- fuEufyf[kr ç'u iwNsa vkSj muds mÙkj 50 'kCnksa ls vf/kd ugha fy[ksaA 

d½ fjVsy LVksj esa iq#"k deZpkfj;ksa dks D;k lko/kkfu;ka cjruh pkfg,\ 
[k½ fjVsy LVksj esa efgyk deZpkfj;ksa dks D;k lko/kkfu;ka cjruh pkfg,\ 
x½ gs;j LVkby esa D;k lko/kkfu;ka cjruh pkfg,\ 
?k½ Mªsl dksM esa D;k lko/kkfu;ka cjruh pkfg,\ 

 

6- çLrqfr rS;kj djsa vkSj d{kk esa mifLFkr gksaA 
7- v/;kid dks çLrqrhdj.k ¼izstsaVs'ku½ tek djsaA 
 

xfrfof/k 3 

xzkgdksa ds lkFk çHkkoh rjhds ls O;ogkj djukA  

vko’;d lkefxz;ka % iqjkus v[kckj] isu] isafly] /kkxk vkSj VsiA 

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj foftV ds fy, lgefr ysaA 
5- fuEufyf[kr ç'u iwNsa vkSj muds mÙkj 50 'kCnksa ls vf/kd ugha fy[ksaA 

d½ xzkgd dk vfHkoknu dSls djsa\ 
[k½ xzkgd dks dSls lwfpr fd;k tk, fd os ewY;oku xzkgd gSa\ 
x½ xzkgdksa dh vis{kkvksa dh igpku dSls djsa\ 
?k½ xzkgd ds lkFk fouez O;ogkj dSls djsa\ 
³½ xzkgdksa dks lwfpr djus ds rjhds D;k gSa\ 

6- uksV~l cuk,a vkSj fcØh dk;Zdkjh ls iqf"V djsaA 
7- d{kk esa fjiksVZ çLrqr djsaA  
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viuh izxfr tkapsa 
d- fjDRk LFkku Hkjsa 

1- leqnk; ds lnL;ksa ds lkFk dke djrs gq, - - - - - - - - - - -  - dks /kweziku ugha djuk pkfg,A 
2- - - - - - - - - - - -  - rktk] cM+s djhus ls LVkby okys vkSj ^^çk—frd^^ ckyksa okys gksus pkfg,A 
3- - - - - - - - - - - -  - - - - - - - - - - - -  - esa ,d dk;ZdrkZ dk uke] QksVks] ukSdjh dk inuke 

vkSj vuqHkkx 'kkfey gksrk gS] igpku dh rhoz O;fDrxr çfrj{kkRed rLohj ¼LuSi½ cu tkrh gSA 
4- - - - - - - - - - - -  - O;fDrxr mifLFkfr dh vR;ar egRoiw.kZ fo'ks"krkvksa esa ls ,d gSA  
5- frekgh] vk/kh vkSj iwjh cktw - - - - - - - - - - -  - vko';drk gj le; layXu gksuh pkfg,A 
[k- cgq oSdfYid iz'u 
1- Lohdk;Z O;fDrxr c<+rs vkSj mfpr iks'kkd - - - - - - - - - - - - - dh ifjfLFkfr;ka gSaA 

d½ jkstxkj 
[k½ HkrhZ  
x½ p;u 
?k½ mijksDr lHkh 

2- dqN lsVvi vkSj çkf/kdj.k ds ek/;e ls ekU;rk çkIr] fu;e ds :i esa - - - - - - - - - -  ds 
:i esa çfl) gSA 
d½ uhfr 
[k½ ekud  
x½ dk;ZØe 
?k½ mijksDr esa ls dksbZ ugha 
 

3-  - - - - - - - - - - - - - - - - -  ckjhd vkSj foosdiw.kZ gksuk pkfg,A 
d½ iks'kkd 
[k½ VSVw  
x½ esdvi 
?k½ mijksDr lHkh 

4- larq"V xzkgd viuh [kjhn] flQkfj'kksa vkSj - - - - - - - - - - - - - - - ds ek/;e ls O;kikj esa 
;ksxnku nsrk gSA 
d½ çpkj 
[k½ lykg  
x½ jsQjy 
?k½ mijksDr esa ls dksbZ ugha 
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5- laxBu esa - - - - - - - - - - - - - - dks O;fDrxr :i ls ugha ysaA
d½ çfrLi/kkZ 
[k½ nkf;Ro  
x½ ftEesnkjh 
?k½ mijksDr lHkh 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- ckyksa dks ekuo ckyksa ds vuqlkj vthc dyj ls dyj ugha djuk pkfg,A 
2- ,d deZpkjh ds Mªsl dksM dh vko';drk tsaMj iqufuZ/kkZj.k vkSj /keZ ds vuqlkj vuqfpr ugha 

gksuh pkfg,A 
3- yVdrs gq, xgus] tksj ls [kudus okys daxu vkSj pwfM+;ka Q'kZ ij iguh tk ldrh gSaA 
4- fjVsy LVksj esa dsoy ÝaVykbu deZpkfj;ksa dks gj fnu ,d nh xbZ onhZ iguuh pkfg,A 
5- [kqys rkSj ij çfrLi/khZ lg;ksfx;ksa ds izfr dke djus ds ctk; muds lkFk dke djus dk ç;kl 

djsaA 
 

?k- dkWye dk feyku djsa  

 dkWye , dkWye ch 
1- vk/kkj ;k leFkZu ds fy, fufeZr 

;k lsok djus okyh lajpuk  
, 
 

Mªsl dksM  

2- deZpkjh ds lkFk HksnHkko ugha gksuk 
pkfg,  

ch egRokdka{kk 

3- 'kkjhfjd gko Hkko dks le>uk 
bldh ,d egRoiw.kZ fo'ks"krk gS  

lh vPNs dke ds fy, 
lgdehZ 
 

4- Hkzfer djus okys vgadkj ls cpsa  Mh ekud  

5- çfrLi/khZ dh ç'kalk djsa  bZ O;fDrxr mifLFkfr   

  
 

³- laf{kIr mÙkj okys iz’u  

1- mifLFkfr dk ekud D;k gS\ 
2- Mªsl dksM D;k gS\ 
3- 'kkjhfjd gko Hkko ls vki D;k le>rs gSa\ 
4- mifLFkfr ds laca/k esa efgyk deZpkfj;ksa dks D;k lko/kkuh cjruh pkfg,\ 
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p- y?kq mÙkj okys iz’u  

1- fn[kkoV ds fofHkUu ekudksa dh O;k[;k dhft,A 
2- ,d fjVsy laxBu esa mifLFkfr vkSj O;ogkj ds laca/k esa cjrh tkus okyh lko/kkfu;ksa dh  

O;k[;k djsa\�
3- xzkgd] lgdfeZ;ksa vkSj ofj"Bksa ds lkFk O;ogkj djus ds O;ogkj laca/kh igyqvksa dh O;k[;k  

djsaA�
 

N- vius izn'kZu dh tk¡p djsa 

1- mifLFkfr ds pkVZ ekudksa dks MªkW djsaA 

2- iq#"k LVkQ vkSj efgyk LVkQ esa dke djus okyh lko/kkfu;ksa dks crk,aA 

xzkgdksa ds lkFk çHkkoh rduhdksa ds vuqlkj dSls O;ogkj djsa\ rduhdksa dh lwph cuk,aA 
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l= 2 % lefFkZr Vhe dk;Z ¼SUPPORT TEAMWORK½ 
 

VheodZ dk vFkZ gS iwoZfu/kkZfjr mÌs'; dks izkIr djus gsrq yksxksa ds lkFk dke djus dh izfØ;k 
djuk gSA VheodZ O;kikj dk ,d egRoiw.kZ fgLlk gSA lgdfeZ;ksa ds fy, Vhe esa izHkkoh gksuk 
vDlj vko';d gksrk gSA VheodZ dk vFkZ gS fd fjVsy deZpkfj;ksa ds chp fdlh Hkh O;fDrxr 
la?k"kZ ds ckotwn] yksx viuh O;fDrxr {kerkvksa dk mi;ksx djrs gq, vkSj ykHkdkjh izfrfØ;k,a 
iznku djus dh dksf'k'k djrs gSaA 
Vhe odZ dk vFkZ vkSj bldh fo'ks"krk,a ¼MEANING OF TEAM WORK AND ITS FEATURES ½ 
 

dk;Zcy LFkkfir djus ds fy, O;kikj ds mís'; ls dbZ rjhdksa esa ls ,d Vheksa dks cukuk gSA ,d Vhe nks 
;k nks ls vf/kd O;fDr;ksa dk lewg gS tks ,d lkekU; mís'; dks çkIr djus ds fy, feydj dke djrs 
gSaA çHkkoh Vhe deZpkjh çsj.kk vkSj fjVsy O;kikj mRiknu dk usr`Ro djus esa l{ke gksrh gSA 
 

Vhe odZ esa] O;fDr;ksa dk lewg ,d nwljs ds lkFk ,d leku mís'; gsrq] ,d ldkjkRed dk;Z okrkoj.k 
cukus ds fy,] vkSj Vhe ds çn'kZu dks c<+kus ds fy, O;fDrxr 'kfDr;ksa dks la;ksftr djus ds fy, ,d 
nwljs dh lgk;rk djrk gSA  
 

okLro esa] os çksVksVkbi esa ,d laiw.kZ cnyko dk çfrfuf/kRo djrs gSaA tSls gh fjVsy laxBu viuh iwjh Vhe 
ds çn'kZu ij /;ku dsafnzr djrk gS] mudh viuh lQyrk esa iwjh Vhe dh lQyrk dh lexzrk gksrh gS 
vkSj ,d O;fDrxr foQyrk mudh Vhe ds çn'kZu dks de dj ldrk gSA 
 

gesa vk'p;Z gks ldrk gS fd dSls ,d Vhe ,d lkekU; dk;Z lewg ls fHkUu gksrh gSA dk;Z lewg vfuok;Z 
:i ls lnL;ksa gsrq lwpuk lk>k djus ds fy, gksrs gSa vkSj rnuqlkj fu.kZ; fy, tkrs gSa fd vyx vyx 
lnL; vius O;fDrxr dk;Z mís';ksa dks lQy dj ldrs gSaA tcfd] ,d Vhe esa] lnL; dsoy tkudkjh 
lk>k ugha dj jgs gSa cfYd os Vhe ds ç;kl ds fy, tokcnsgh Hkh lk>k djrs gSaA fopkj vfrns;rk okyh 
Vhesa rkyesy j[krh gSaA lnL; rkyesy ds lkFk vius ne ij vkSj vf/kd izkIr dj ldrs gSaA çHkkoh Vheksa 
dh dqN çeq[k fo'ks"krk,a gSa % 

 iwjh rjg ls rks ugha] fdarq Vhesa tks rS;kj djrh gSa mlds fy, mi;ksxh gksrh gSaA 

 laHkor% fjVsy O;kikj laxBu us Vhe esa yxkrkj dk;Z fd;k gS ftlds lVhd fu.kZ;ksa ij i;kZIr le; 
dh ppkZ dk mi;ksx fd;k gSA 

 ;fn Vhe ds lnL; dke esa mfpr lk>snkjh ugha dj jgs gSa] tks fu.kZ; ysus esa vlQy gksaxsA 
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Vhe yhMj vkSj Vhe ds lnL; dh ftEesnkfj;ka ¼RESPONSIBILITIES OF TEAM LEADER AND 

TEAM MEMBER ½ 
fcØh lg;ksxh fjVsy LVksj esa viuh Vhe dh mRikndrk ds fy, ftEesnkj gSA ,d Vhe esa vke rkSj ij ,d 
fjVsy LVksj esa Vhe yhMj vkSj lnL; 'kkfey gksrs gSaA lkekU; y{; dks çkIr djus ds fy, Vhe ds çR;sd 
lnL; dh viuh O;fDrxr ftEesnkfj;ka gksrh gSa ¼fp= 5-6½A 

Vhe yhMj dh ftEesnkfj;ka % fjVsy LVksj dk ekfyd ,d Vhe yhMj dk p;u djrk gS vkSj Vhe ds 
lnL;ksa dks pquus ds fy, dgrk gSA Vhe yhMj dks fuEufyf[kr ftEesnkfj;ka fuHkkuh gksrh gSa % 

 Vhe yhMj Vhe ds lqpk: vkSj okLrfod dk;ksaZ dh lqj{kk djrk gSA 
 og xkjaVh nsrk gS fd lHkh çfrHkkxh laxBu ds lEesyu ds nkSjku ;ksxnku nsa vkSj og lnL;ksa dks 

vuko';d :i ls çeq[k NksVh eksVh phtksa ij le; yxkus ls jksdrk gSA 
 og xq.koÙkk ifj"kn ds ckn Vhe ds chp ,d e/;LFk ds :i esa dk;Z djrk gSA 
 og Vhe }kjk lq>k, x, ifjorZuksa dks ykxw djrk gSA 
 og iwjh cSBdksa dk dk;ZØe cukrk gS vkSj çekf.kr djrk gS fd cSBd vk;ksftr djus ds fy, vko';d 

lalk/ku lqyHk gSaA 

  
fp= 5-6 % Vhe odZ  

lzksr % https://rb.gy/kvhkdm 

ftEesnkjh vkSj Vhe ds lnL; % ,d Vhe ds lnL; Vhe ds Hkkxhnkj gksrs gSaA çR;sd lnL; dh dqN 

ftEesnkfj;ka gksrh gSa tks bl çdkj gSa %  

 lnL; laxBukRed y{;ksa dks çkIr djus esa enn djus ds fy, Vhe yhMj dk leFkZu djrs gSaA 

 Vhe ds lnL;ksa dks bZekunkj çfrfØ;k nsuh pkfg,A 

 Vhe çfØ;k dh lQyrk ds fy, lkewfgd ç;klksa dh vko';drk gSA 
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dkuwuh vko';drkvksa dh O;k[;k] iqf"V vkSj dk;Z djuk ¼INTERPRET, CONFIRM AND ACT ON 

LEGAL REQUIREMENTS½ 

dkuwuh vko';drkvksa dks eq[; :i ls rhu igyqvksa esa oxhZ—r fd;k x;k gS] tSls fd HksnHkko&fojks/kh] ;kSu 
mRihM+u vkSj /kedkuk ¼Bullying½ 

fojks/kh HksnHkko ¼Anti-discrimination½ 
HksnHkko fojks/kh dkuwu O;fDr;ksa ds fof'k"V lewg ds f[kykQ HksnHkko dks jksdus ds mís'; ls dkuwu dks 
lanfHkZr djrk gS( bu O;fDr;ksa us ckj&ckj lewgksa ;k lajf{kr oxksaZ dh j{kk dhA HksnHkko&fojks/kh dkuwu 
{ks=kf/kdkj ds vk/kkj ij fHkUu&fHkUu çdkj ds HksnHkko ds vk/kkj ij fHkUu gksrs gSa] tks fd voS/k gSa vkSj os 
lewg ftUgsa ml fo/kkf;dk }kjk vkJ; fn;k x;k gSA   

vke rkSj ij] dkuwu cukus dh bu Jsf.k;ksa dk mís'; lsok] vkokl] f'k{k.k vkSj leqnk; ds vkxs ds {ks=ksa 
tSls lkoZtfud vkokl esa HksnHkko dks jksduk gSA HksnHkko fojks/kh dkuwu esa tsaMj] vk;q] tkfr] tkrh;rk] 
jk"Vªh;rk] fu%'kDrrk] ekufld chekjh ;k {kerk] ;kSu vfHkfoU;kl] tsaMj] tsaMj igpku @ vfHkO;fDr] ;kSu 
fo'ks"krkvksa] vk/;kfRed] iaFk] ;k O;fDrxr jktuhfrd fopkjksa ds vk/kkj ij lewgksa ds fy, çfrHkwfr;ka 'kkfey 
gks ldrh gSaA 

HksnHkko&fojks/kh dkuwu lekurk ds fl)karksa esa Li"V :i ls r; fd, x, gSa] fd Åij of.kZr fo'ks"krkvksa ds 
dkj.k O;fDrRoksa dks vyx rjhds ls lajf{kr ugha fd;k tkuk pkfg,A HksnHkko&fojks/kh dkuwuksa dk mís'; 
ikjLifjd :i ls vyx HksnHkko ¼O;fDr;ksa }kjk lefiZr½ vkSj fQj lajpukRed HksnHkko ¼uhfr;ksa ls mRiUu] 
tks fuf'pr lewgksa dks uqdlku igqapkrs gSa½ ls cpko djuk gSA U;k;ky; ;g fu/kkZfjr djus esa ikjLifjd 
:i ls HksnHkkoiw.kZ lek/kku vkSj vleku çHkko ds vkSfpR; ds fy, mRlqd gks ldrs gSa fd D;k HksnHkko ds 
fy, dksbZ fof'k"V foys[k ;k uhfr LFkkfir dh tkrh gSA  

;kSu mRihM+u ¼Sexual Harassment½   
;kSu mRihM+u dk vFkZ gS ¼fp= 5-7½ tcjnLrh ;kSu okrkoj.k dks cukuk vkSj ;kSu laca/kh xfrfof/k ds fy, 
ckrphr esa iqjLdkj nsus dk vokafNr ;k vuqi;qDr oknk djukA ;kSu mRihM+u esa lhek ds ekewyh mYya?ku 
ls ysdj ;kSu 'kks"k.k ;k geys rd dh xfrfof/k;ksa dh ,d Jà[kyk 'kkfey gSA mRihM+u dbZ vyx&vyx 
lkekftd ifjos'kksa tSls dk;ZLFky ;kSu 'kks"k.k] ?kjsyw ;kSu mRihM+u] Ldwy ;kSu mRihM+u vkSj ppksaZ] eafnjksa] 
fFk,Vjksa vkfn esa ;kSu mRihM+u esa gks ldrk gSA mRihM+u djus okys ;k ihfM+r fdlh Hkh tsaMj ds gks ldrs 
gSaA  

vf/kdka'k ledkyhu dkuwuh ifjfLFkfr;ksa esa] ;kSu mRihM+u tSlk fd fp= esa fn[kk;k x;k gSA xSj dkuwuh gSA 
;kSu mRihM+u ls tqM+s dkuwuksa }kjk vke rkSj ij lk/kkj.k NsM+[kkuh] rkRdkfyd fVIi.kh ;k NksVh&NksVh 
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,dkar ?kVukvksa ij çfrca/k ugha yxk, tkrs gSa] D;ksafd buesa ^^lkekU; ukxfjdrk lafgrk^^ dks ykxw ugha 
gksrh gSaA 

  

fp= 5-7 % ;kSu mRihM+u can djuk  

dk;ZLFky esa] mRihM+u dks voS/k ekuk tk ldrk gS] tcfd ;g fu;fer :i ls gksrk gS ;k xaHkhj gS vkSj 
bl çdkj ,d vkØked ;k Hksnd dk;Z okrkoj.k mRiUu djrk gS ;k tc blds ifj.kke ds rkSj ij 
Vdjko ¼tSls ihfM+rksa dh inkoufr] c[kkZLrxh ;k NksM+us½ gksrk gSA fQj Hkh ;kSu mRihM+u ds dkuwuh vkSj 
lkaçnkf;d fopkj] laL—fr ls laL—fr esa fHkUu gksrs gSaA ,d fu;ksDrk }kjk ;kSu xfrfof/k ls tqM+h [kht 
¼annoyance½ jkstxkj esa gksus okys HksnHkko dh voS/k çFkk cuh gqbZ gSA dbZ fjVsy O;kikj laxBuksa esa] ;kSu 
mRihM+u dks jksdus vkSj ;kSu mRihM+u fgjklr ds :i esa deZpkfj;ksa dh ns[kHkky djus ls dkuwuh uhfr 
fuekZ.k ds çeq[k mís';ksa esa cny x, gSaA 

/kedkuk ¼Bullying ½ 
/kedkuk½ cy] [krjk] ;k nwljksa dks xkyh nsus] Mjkus ;k vkØked :i ls gkoh djus dk vH;kl gSA ;g 
vkpj.k vDlj yxkrkj vkSj fo'ks"krk gksrk gSA 

bldh ,d vko';d iwoZ 'krZ lkekftd ;k HkkSfrd vf/kdkj dh vlekurk ds ckjs esa /kedkus ;k nwljksa ds 
ek/;e ls vkus okyh tkx:drk gS] ftllss fookn vkSj cnek'kh esa varj fd;k tk ldrk gSA bl rjg ds 
çHkqRo ij tksj nsus ds fy, bLrseky fd, tkus okys O;ogkjksa esa ekSf[kd mRihM+u ;k /kedh] 'kkjhfjd geyk 
;k tcjnLrh dke djkuk 'kkfey gks ldrs gSa vkSj bl rjg ds çn'kZuksa dks fof'k"V y{;ksa ds fy, vDlj 
lgu fd;k tk ldrk gSA bl rjg ds O;ogkj ds ;qfDrdj.k esa dHkh&dHkh lkaçnkf;d oxZ] tkfr] fo'okl] 
tsaMj] ;kSu fLFkfr] mifLFkfr] vkpj.k] 'kkjhfjd gko Hkko] pfj=] çfr"Bk] vkuqoaf'kdrk] rkdr] vk;ke ;k 
;ksX;rk ds ifjorZu 'kkfey gksrs gSaA ;fn dksbZ lewg /kedkrk gS] rks mls eksfcax dgk tkrk gSA /kedkus dks 
dbZ vyx&vyx ijaijkvksa esa lhekafdr fd;k tk ldrk gS ¼fp= 5-8½A  
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fp= 5-8 % /kedkuk  

/kedkus dks pkj çkFkfed çdkjksa esa oxhZ—r fd;k tkrk gS& HkkoukRed] ekSf[kd] 'kkjhfjd vkSj daI;wVj ls 
mRiUuA blesa vke rkSj ij tcjnLrh vkSj Mjkus&/kedkus ds lw{e –f"Vdks.k 'kkfey gSaA ,d ds ckn ,d 
/kedkus okyh ?kVuvksa] iwjh rjg vdsys /kedkus ls ysdj lewg esa feydj cnek'kh] ftls eksfcax dgk tkrk 
gS] ftlesa /kedkus okys ,d@,d ls vf/kd ^^ysf¶VusaV^^ gks ldrs gSa] tks mldh /kedkus okyh ?kVukvksa esa 
/kedkus dk çeq[krk ls leFkZu djus gsrq lger çrhr gks ldrs gSaA 'kSf{kd laLFkkuksa v/;;u djus dh 
fLFkfr;ksa vkSj dkj[kkus esa yksxksa dks /kedkus dk Hkh lcls cM+s nqO;Zogkj ds :i esa mYys[k fd;k x;k gSA 

/kedkus dh laL—fr fdlh ,slh fLFkfr esa fodflr gks ldrh gS ftlesa O;fDr ,d nwljs ds lkFk feydj 
dk;Z djrs gSaA blesa Ldwy] ifjokj] dk;ZLFky] ?kj vkSj bykds 'kkfey gSaA /kedkus dk eq[; pj.k lks'ky 
ehfM;k osclkbVsa gSaA lcls etcwr fo'ys"k.k esa bl ckr dh tkx:drk Fkh fd D;k ,d vfHkusrk ds thou 
esa vR;f/kd çHkko'kkyh iq#"k /kedkus ds vkpj.k ds i{k esa gksxkA 

çHkkoh dk;Z vknrksa dk fodkl ¼DEVELOPMENT OF EFFECTIVE WORK HABITS ½ 
çHkkoh dk;Z vknrksa dks fodflr djus ds pkj rjhds gSa] tks bl çdkj gSa % 

1- ç'u iwNsa % iwjs dk;ZØe ij ppkZ djus ds ckn ç'u iwNuk deZpkjh ds lHkh lansgksa dks nwj djus ds 'kh"kZ 

rjhdkas esa ls bldk ,dek= rjhdk gS] D;ksafd bl ç'u l= ls dksbZ deZpkjh vU; deZpkjh dh leL;k 

dks le> tk,xkA 

2- dk;ZLFky dh tkudkjh dh ;kstuk cukuk vkSj O;ofLFkr djuk % çR;sd daiuh dks ,d dk;ZLFky dh 

;kstuk cukuh pkfg, rFkk mlds ifj.kkeLo:i O;ofLFkr djuk pkfg, fd os vius deZpkjh dks mfpr 

tkudkjh ns ldsa tgka mUgsa ;kstuk dks fØ;kfUor ¼execute½ djuk gSA 

3- çkFkfedrk,a vkSj iw.kZ dk;Z % fdlh Hkh daiuh esa çkFkfedrk,a vkSj dk;Z iwjk djuk cgqr egRoiw.kZ fgLlk 

gS] fdlh dk;Z dks mfpr vof/k esa iwjk djuk gksrk gSA ;g ,d m|eh thou esa ,d egRoiw.kZ Hkwfedk 

fuHkkrk gSA 
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4- dke vkSj O;fDrxr çkFkfedrkvksa dks larqfyr djuk % dke dk larqyu cgqr egRoiw.kZ fgLlk gS] 
D;ksafd fjVsy QeZ dks mfpr le; esa dbZ dke djus gksrs gSa] blfy, mUgsa viuh O;fDrxr 
çkFkfedrkvksa ds lkFk dke dks larqfyr djuk gksrk gSA 

dk;Z laca/kh çHkkoh vknrsa fjVsy O;kikj laxBu ds vR;f/kd çHkkoh dk;ZØeksa ds lapkyu gsrq Vhe dk usr`Ro 
djsaxhA 

 LFkkuh; fjVsy dkjksckj esa lfØ; :i ls Hkkx ysaA 

 xq.koÙkk fu.kZ;ksa ds fu/kkZj.k gsrq Je cktkj dh tkudkjh dk mi;ksx djsaA 

 ukSdjh ds leku lfØ; :i ls f'k{kkA 

 yksxksa dks dSfj;j fodflr djus ds fy, fdlh ds lkFk layXu djsaA 

 jSi&vjkmaM I;wfiy lsok,a çnku djsaA 

 mUur fuf/k lzksrksa ij VSi djsaA 

 fd, x, dk;Z dk ewY;kadu vad nsaA 

izk;ksfxd vH;kl 
xfrfof/k 1  

fjVsy LVksj ij tk,a vkSj fjVsfyax esa Vhe odZ dh fo'ks"krkvksa ij pkVZ rS;kj djsaA 

vko’;d lkefxz;ka % uksVcqd] isu] isafly] tkap lwphA  

izfØ;k 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy vkmVysV ij tkus ds fy, dgsaA 
3- vkmVysV eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj foftV ds fy, lgefr ysaA 
5- fuEufyf[kr ç'u iwNsa vkSj muds mÙkj 50 'kCnksa ls vf/kd ugha fy[ksaA 

d½ fjVsy laxBu ds Vhe odZ dh egRoiw.kZ fo'ks"krk,a D;k gSa\ 
[k½ laxBu ds vanj çHkkoh dh ftEesnkfj;ka D;k gSa\ 
x½ dkuwuh vko';drkvksa dh O;k[;k] iqf"V vkSj dk;Z dSls djsa\ 
³½ fjVsy LVksj esa fdl çdkj ds HksnHkko&fojks/kh O;ogkj gq,\ 
p½ fjVsy LVksj esa fdl çdkj dh ;kSu mRihM+u çFkk,a gqbZa\ 
N½ fjVsy LVksj esa fdl çdkj dh /kedkus dh çFkk,a gqbZa\ 

6- fjiksVZ rS;kj djsa vkSj v/;kid dks tek djsaA 
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xfrfof/k 2

[ksy ds ek/;e ls Vhe odZ xfrfof/k lh[ksaA 

vko’;d lkefxz;ka % iqjkus v[kckj] isu] isafly] /kkxk vkSj VsiA  

izfØ;k 

1- pkj ;k ikap Nk=ksa dh ,d Vhe cuk,aA 
2- de ls de Ng Vhesa cuk,aA 
3- lHkh Vheksa dks fuEufyf[kr funsZ'k nsa % 

d½ lHkh Vheksa dks isij cksV rS;kj djuh gSA 
[k½ mlds ckn mUgsa isij cksV ij isu ls uacj fy[kuk gksxkA 
x½ gj nks isij cksV ij Vsi yxk,aA lkFk gh bls /kkxs dh enn ls yVdkdj cuk,aA 

4- bl xfrfof/k ds fy, 15 feuV dk le; nsaA 
5- le; chrus ds ckn] v/;kid dks lHkh Vheksa }kjk rS;kj dh xbZ isij cksV dh la[;k fxuuh gksrh 

gS vkSj mu isij cksV dks gVk nsuk gksrk gS] tks vPNh rjg ls rS;kj ugha dh xbZ gSaA 
 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- - - - - - - - - - - - - - - Vhe deZpkjh çsj.kk vkSj fjVsy O;kikj mRiknu dk usr`Ro djus esa l{ke 
gks jgh gSA 

2- - - - - - - - - - - - - - - - - dk vFkZ gS tcjnLrh ;kSu okrkoj.k dks cukuk vkSj ;kSu laca/kh 
xfrfof/k ds fy, ckrphr esa iqjLdkj nsus dk vokafNr ;k vuqi;qDr oknk djukA 

3- - - - - - - - - - - - - - - - - fjVsy LVksj esa viuh Vhe dh mRikndrk ds fy, ftEesnkj gSA 
4- - - - - - - - - - - - - - - - - cy] [krjk] ;k nwljksa ds lkFk nqO;Zogkj djus] Mjkus ;k vkØked 

:i ls gkoh gksus dk vH;kl gSA vkpj.k vDlj dbZ ckj fd;k tkrk gS vkSj ;g bldh 
fo'ks"krk gksrh gSA 

5- çHkkoh dk;Z - - - - - - - - - - - - - - - - fjVsy O;kikj laxBu ds vR;f/kd çHkkoh dk;ZØeksa ds 
lapkyu ds fy, Vhe dk usr`Ro djsxkA 

[k- cgq oSdfYid iz'u 

1- çHkkoh Vheksa dh dqN çeq[k fo'ks"krk,a % 
d½ iwjh rjg ls ugha] Vhe tks rS;kj djrh gS mlesa Qynk;h gksrh gSA 
[k½ laHkor% fjVsy O;kikj laxBu us Vhe esa yxkrkj dk;Z fd;k gS tks lVhd fu.kZ;ksa ij i;kZIr 
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le; dh ppkZ dk mi;ksx djrk gSA
x½ Vhe ds lnL; dke esa mfpr lk>snkjh ugha dj jgs gSa] tks fu.kZ; ysus esa vlQy gksxkA 
?k½ mijksDr lHkh 

2- Vhe ds lnL; fuEufyf[kr ftEesnkfj;ksa vkSj drZO;ksa dk ikyu djrs gSa % 
d½ Vhe yhMj Vhe ds lqpk: vkSj okLrfod dk;ksaZ dh lqj{kk djrk gSA 
[k½ og Vhe }kjk vuq'kaflr ifjorZuksa dks ykxw djrk gSA  
x½ nksuksa d½ vkSj ch½ 
?k½ mijksDr esa ls dksbZ ugha 

3- yhMj dk dkSu&lk mÙkjnkf;Ro vkSj drZO; ugha gS % 
d½ çkjafHkd pj.k dh vof/k ds fy, Vhe dh enn djus ds fy, QSflfyVsVj Vhe yhMj dk 

leFkZu ugha djrk gSA 
[k½ og Vhe ds fy, lalk/kuksa dk dke djrk gSA  
x½ og Vhe çfØ;k dh lQyrk ds ckjs esa Vhe dks izfrfØ;k nsrk gSA 
?k½ QSflfyVsVj Vhe dk çfrHkkxh ugha gSA 

4- çHkkoh dk;Z vknrksa ds fodkl ds pkj rjhds bl çdkj gSa %   
d½ ç'u iwNsa vkSj dk;ZLFky dh tkudkjh dh ;kstuk cuk,a vkSj O;ofLFkr djsa 
[k½ çkFkfedrk,a vkSj iwjk dk;Z  
x½ dke vkSj O;fDrxr çkFkfedrkvksa dks larqfyr djuk 
?k½ mijksDr lHkh 

5- çHkkoh dk;Z vknrsa fjVsy O;kikj laxBu ds vR;f/kd çHkkoh dk;ZØeksa ds lapkyu ds fy, Vhe 
dk usr`Ro djsaxhA og vknr dkSu lh ugha gS\ 
d½ LFkkuh; fjVsy O;kikjksa dh fuf"Ø; HkkxhnkjhA 
[k½ xq.koÙkk fu.kZ;ksa ds fu/kkZj.k ds fy, Je cktkj dh tkudkjh dk mi;ksx djsaA  
x½ ukSdjh ds leku lfØ; f'k{kkA  
?k½ dSfj;j fodflr djus ds fy, yksxksa dks layXu djsaA 

 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- çHkkoh Vhe odZ fcØh lg;ksxh ds fy, ennxkj ugha gSA 
2- yhMj ny dh lqfo/kk gsrq izpkyd ny ds çkjafHkd Lrjksa ds nkSjku mudh enn djrk gSA 
3- dk;ZLFky ij deZpkfj;ksa ds lkFk HksnHkko djuk cgqr vPNk vH;kl gSA 
4- izpkyd ny ç.kkyh dh n{krk ds laca/k esa lewg dks fQj ls QhM nsrk gSA 
5- HksnHkko fojks/kh dkuwuh fn'kkfunsZ'k lekurk ugha ds fl)karksa esa fufgr gSaA 
6- cnek'kh ds fy, eq[; pj.k lks'ky ehfM;k osc lkbVksa ij gSA 
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?k- dkWye dk feyku djsa  

 dkWye , dkWye ch 
1-  HksnHkko fojks/kh  

 

 

, 
 

O;fDr;ksa ds fof'k"V lewgksa ds izfr HksnHkko 
dks jksdus ds mís'; ls dkuwu dks lanfHkZr 
djrk gS  

2- ;kSu mRihM+u  ch cy dk vH;kl] [krjk] ;k nqO;Zogkj djus 
ds fy, etcwj djuk] Mjkuk ;k vkØked 
:i ls nwljksa ij gkoh gksuk  

3- /kedkuk  lh ;kSu mRihM+u dk vFkZ gS tcjnLrh ;kSu 
okrkoj.k dks cukuk vkSj ;kSu laca/kh 
xfrfof/k ds fy, ckrphr esa iqjLdkj nsus 
dk vokafNr ;k vuqi;qDr oknk djukA  

 

³- laf{kIr mÙkj okys iz’u  

1- fjVsy fcØh esa dk;Z ny D;k gS\ 
2- Li"V djsa fd HksnHkko fojks/kh dkuwu çR;sd iq#"k ;k efgyk HksnHkko ds fy, rS;kj fd, x, gSaA 
3- mRihM+u dh leL;kvksa dks gy djus ds fy, ra= dh O;k[;k djsa\ 
4- /kedkuk D;k gS\ 
5- fn[kkoV ds ekud D;k gksus pkfg,\  

 

N- vius izn'kZu dh tk¡p djsa 

1- dk;Z ny dh fjiksfVaZx lqfo/kkvksa dk çn'kZu djsaA 

2- çHkkoh dk;Z vknrksa ds fodkl dh ç.kkyh dk ,d pkVZ cuk,aA 
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l= 3 % fjVsy laxBu esa çHkkoh rjhds ls dk;Z djuk ¼WORK EFFECTIVELY IN 

RETAIL ORGANIZATION½ 
Vhe odZ] fo'okl] lEeku vkSj lapkj çHkkoh dk;Z laca/kksa ds çeq[k igyw gSaA yksxksa ds lkFk ldkjkRed laca/k 
fodflr djds fjVsy O;kikj laxBu viuh xfrfof/k dks vf/kd etsnkj vkSj mRiknd cukus gsrq dk;Z ij 
feydj dke djrk gSA bl rjg budk ifjfpr gksus ls fjVsy O;olk; ds fy, Hkfo"; ds mUeq[khdj.k ;k 
laidZ ds :i esa Hkh enn fey ldrh gSA 

çHkkoh dkedkt esa leFkZu ¼SUPPORT IN EFFECTIVE WORKING½  
  
1- lgdfeZ;ksa ds lkFk dke lk>k djsa % nwljksa ds lkFk dke djus ds vius Qk;ns gSaA tcfd fcØh 

lg;ksfx;ksa dks vius dk;ZHkkj ds lkFk enn dh vko';drk gksrh gS] vU;Fkk os ,d lk>k drZO; fuHkkrs 
gSa tks okLro esa Hkwyus ds fy, la?k"kZ dj jgk gS] fcØh lg;ksxh vius lg&deZpkfj;ksa ls enn ds fy, 
mifLFkr gks ldrs gSaA fcØh lg;ksfx;ksa dks vius lg&deZpkfj;ksa ls drZO;ksa ds vuqikr ds fy, ftl 
rjg ls dguk pkfg,] og ftEesnkfj;ksa ds ifj–'; ij fuHkZj djrk gSA mnkgj.k ds fy,] ;fn fcØh 
lg;ksfx;ksa dks ftEesnkfj;ksa dks ewy :i ls muds c‚l dk mi;ksx djrs gq, lkSaik x;k Fkk] rks mudh 
fof/k mu nkf;Roksa ls fHkUu gksxh ftUgsa lk>k djus dh mEehn gSA  

 

2- ;FkkFkZoknh çfrc)rk cuk,a % ml le; dks u Hkwysa tc fjVsy O;kikj laxBu esa ;qok deZpkjh gksrs gSa] 
muds ikl ,d vLr O;Lr izdkj dk dk;ZØe gksrk gSA ekunaMksa vkSj çfØ;kvksa ds vuqlkj muds 
foÙkh; drZO;ksa dks ;kn j[ksaA tSlh fd geus ppkZ dh gS] vkfFkZd fodkl vke rkSj ij fjVsy O;kikj 
laxBu dh le; ;kstuk ds lkFk gksrk gSA deZpkjh eaMyh ds fjysfVOl dh gkWcht+ dks u HkwysaA muds 
vius ifjokj ds dkS'ky ij fopkj djsaA mudh vis{kkvksa dks /;ku esa j[ksaA 

 

3- mi;qDr fodYiksa dk irk yxk,a % ;fn deZpkjh volj dk dk;Z ugha djuk pkgrk gSA ;fn deZpkjh 
fdlh oSdfYid çfØ;k dks Lohdkj ugha djuk pkgrk gS rks vius fjVsy O;kikj m|e esa ofj"B 
vf/kdkfj;ksa dks fyf[kr :i esa lwfpr djsaA tkapsa fd os ,d fodYi ds :i esa vkids vfrjsd 
¼redundancy½ osru ds lkFk vk,axsA deZpkfj;ksa dks vfrjsd osru dk vf/kdkj rc feyrk gS ;fn 
mUgksaus viuh vR;k/kqfud çfØ;k lekIr gksus rd 2 o"kZ ls de le; rd vius m|e esa dke fd;k 
gksxkA 

 

4- dfBu ifjfLFkfr;ksa esa lgdfeZ;ksa dks çksRlkfgr djsa % tc lgdehZ ,d lkFk vPNh rjg ls dke djrs 
gSa] rks ge lHkh dks ykHk gksrk gSA ^^mPp eukscy okyh Nfo ¼image½ dh fLFkfr dke dh fuEu eukscy 
fLFkfr dh rqyuk esa yxkrkj ¼vfrfjDr½ mRiknu djsxhA ;fn vkids lgdehZ lkFk dke djus esa dfBu 
çrhr gksrs gSa] rks os fuf'pr :i ls bl ij çfrfØ;k nsaxs] ftlls vkids lg;ksfx;ksa dks mPp Vhe dk 
fgLlk cuus ds fy, çsfjr djus esa enn feysxhA 
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5- lewg esa dke djus ls lacaf/kr lgdehZ dh leL;kvksa dks gy djsa % euq";ksa dk ,d lewg fcuk fdlh 
iwoZ lwpuk ds dbZ –f"Vdks.kksa dks ,d lkFk O;Dr dj ldrk gS] fopkjksa vkSj leh{kkvksa dks tksM+ ldrk 
gS vkSj fdlh leL;k dk dq'kyrk ls lek/kku dj ldrk gSA lewg dh ijaijk ds dkj.k] lewg ds 
çR;sd lnL; dh ftEesnkjh gS fd og leku :i ls ;ksxnku djsa vkSj xq.koÙkkiw.kZ O;ogk;Z mÙkj rd 
igqapus gsrq fdlh ijs'kkuh ij viuk vuks[kk –f"Vdks.k izLrqr djsaA lkekU; rkSj ij] Vhe odZ ls csgrj 
fodYi] O;kikfjd oLrq,a ;k lsok,a fey ldrh gSaA Vhe odZ dh n{krk lewg ds O;fDr;ksa ds chp 
lk>snkjh ds ckn ds Ng ?kVdksa tSls lapkj] leUo;] lg;ksxh ;ksxnku dh fLFkjrk] lkekU; lgk;rk] 
ç;kl vkSj HkkbZpkjs ds çse ij fuHkZj djrh gSA  
 

fjVsy laxBu esa dSfj;j dh laHkkouk,a ¼CAREER PROSPECTS IN RETAIL ORGANIZATION½ 
  

fjVsy m|ksx esa çkFkfed dkS'ky okyh f'k{kk ls ysdj fjVsy çca/ku O;kolkf;dksa rd lHkh Lrjksa ij 
O;fDr;ksa dh ryk'k tkjh jgrh gSA dksbZ O;fDr viuh ,dkxzrk vkSj {kerk ds vk/kkj ij ukSdjh dks gkfly 
dj ldrk gS] bl chp fjVsy m|ksx esa ekdsZfVax ls ysdj czkaM fuekZ.k rd dh ?kVuk,a 'kkfey gSaA blds 
pyrs fjVsy O;kikj orZeku dkjksckjh ;qx ds vR;ar pqukSrhiw.kZ dsfj;j esa ls ,d cu tkrk gSA LVksj 
lapkyu lgk;d fjVsy nqdkuksa ds çkjafHkd Lrj dk in gSA tcfd] çR;sd fjVsy vkmVysV iwjh rjg ls 
fcØh dh ek=k ij fuHkZj djrs gaS tks os curs gSaA bl fjVsy O;kolkf;d {ks= esa ;g ,d egRoiw.kZ in gSA  
 
,d vPNk fcØh deZpkjh cuus ds fy,] mRiknksa @ lsokvksa] fcØh xfrfof/k;ksa] cktkj] xzkgdksa vkfn ds ckjs 
esa vPNh tkx:drk gksuh pkfg,A vko';d vuqHko ds ckn] deZpkjh dks mudh n{krk ds vuqlkj LVksj esa 
mPp&Lrjh; ukSdfj;ksa esa inksUur fd;k tk,xkA LVksj izpkyu lgk;d ds ços'k Lrj ds ckn miyC/k 
ukSdjh ds volj fuEukuqlkj gSa %   

rkfydk 1 % LVksj lapkyu esa ukSdjh dh laHkkouk,a  
ukSdjh dh fLFkfr ;ksX;rk  

 

foHkkx çca/kd @ ry çca/kd @ Js.kh çca/kd @ LVksj çca/kd @
çca/kd cSd&,aM izpkyu  

5 ls 10 o"kZ ds vuqHko ds lkFk 
,ech, 

xzkgd laidZ çca/kd@[kjhn vkSj O;kikfjd çca/kd@foHkkxh; 
çca/kd@ifjpkyu çca/kd  

2 ls 5 o"kZ ds vuqHko ds lkFk 
Lukrd 

ysunsu çlaLdj.k ,lksfl,V @ [kjhn vkSj edsaZMkbftax ,lksfl,V  Lukrd@12oha ikl 
  

 
fjVsy {ks= esa ukSdjh ifj–'; ¼JOB SCENARIOS IN RETAIL SECTOR½ 
 

1- fjVsy LVksj izpkyu lgk;d % laxfBr fjVsfyax esa fjVsy LVksj izpkyu lgk;d vkSj cqfu;knh ;k 
xz‚l :V ysoy esa fjVsy LVksj izpkyu dks laHkky ldrk gSA og vU; lgdfeZ;ksa dks Hkh çsfjr dj 
ldrk gS vkSj xzkgdksa dks epsZMkbt+ dk irk yxkus esa lgk;rk dj ldrk gS rkfd xzkgdksa dks 
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u,&u, epsZMkbt+ ls ifjfpr djk;k tk lds rFkk mRiknksa dks jSd Ýse ls fcfyax dkmaVj ¼ihvks,l½ 
esa LFkkukarfjr fd;k tk ldsA og xzkgdksa }kjk [kjhns x, mRikn dh ç'kalk] vkokxeu] HkaMkj.k vkSj 
okgu rd tkus ds lkFk fjVsy okrkoj.k esa xzkgdksa dh vkarfjd vkSj ckgjh enn Hkh djrk gSA og 
fjVsy okrkoj.k esa dk;Zjr jgus gsrq HkkSfrd :i ls mi;qDr gksuk pkgrk gS] tcfd vfLrRo esa xzkgd 
lsok ds çfr xzg.k'khy gksrk gSA  

2- fjVsy dSf'k;j % fjVsy O;kikj esa] dSf'k;j fjVsy LVksj ysunsu ds lekiu ij ,d O;fDr gksrk gS vkSj 
dS'k jftLVj@ihvks,l ds ek/;e ls mRiknksa ij ckjdksM dh Nfo cukrk gS ftls xzkgd dks fjVsy 
vkmVysV ls [kjhnus dh vko';drk gksrh gSA dSf'k;j Hkqxrku ,d= djrk gS ¼udn esa] psd vkSj @ 
;k ØsfMV @ MsfcV dkMZ }kjk½] çkIr jkf'k dks jftLVj esa fjd‚MZ djrk gS] ifjorZu djrk gS vkSj 
xzkgdksa dks jlhn nsrk gSA dSf'k;j xzkgdksa ls çkIr jkf'k;ksa dks fjd‚MZ djsaxs vkSj dS'k jftLVj Vsi 
ij izdV fd, x, O;kikfjd ysunsu] o.kZu djus vkSj [kkrksa ds ;ksx dh fjiksVZ rS;kj dj ldrs gSa 
rFkk Lo;a ds ikl ekStwn udnh dh izfr iqf"V dj ldrs gSaA  

3- fjVsy çf'k{kq ;k xzkgd lsok lg;ksxh % ,d çf'k{kq lg;ksxh & fjVsy vkmVysV xzkgdksa ds lkFk xzkgd 
lsok usVodZ tks mUgsa mRiknksa vkSj lsokvksa ls lacaf/kr iwNrkN ds ckjs esa crkus ds fy, mRikn 
tkudkjh çnku djrk gSA blds vykok] os fdlh Hkh xzkgd f'kdk;rksa ds lkFk vuqca/k vkSj lgk;rk 
djrs gSaA mnkgj.k ds fy,] ,d çf'k{kq @ xzkgd lsok lg;ksxh xzkgd dks [kkrk [kksyus esa lgk;rk 
dj ldrk gS ;k xzkgdksa dks eqf'dy esa enn dj ldrk gS ;fn xzkgd vius [kkrs ds ckjs esa 
tkudkjh ugha izkIr dj ldrk gS ;k ;fn mldk dk;Z vkns'k fuf'pr :i ls vanj dh vksj ugha gSA 
vke rkSj ij] çf'k{kq@xzkgd lsok lg;ksxh fofHkUu lzksrksa ds ek/;e ls xzkgd tkudkjh ,d= djrs 
gSaA  

4- fjVsy fcØh lg;ksxh % ,d fjVsy fcØh lg;ksxh dk çeq[k dk;Z ,d QeZ ds mRiknksa dks çfrfuf/k 
vkSj mRikn mR—"Vrk fu/kkZfjr djds fjVsy fcØh djuk gSA og bls lqfuf'pr djus ds fy, Hkh 
tokcnsg gS fd xzkgd mu lHkh vfHk;kuksa ds çfr lpsr gSa ftuds xzkgdksa dh vko';drkvksa ds 
vuqlkj vuqjks/k fd, x, gSa] muds mRikn ds çeq[k dks fu;af=r fd;k tkrk gSA cM+s fjVsy 
vkmVysV~l esa] u,&u, xzkgd ges'kk Hkzfer gksrs gSa] D;ksafd os ;g ugha igpkurs fd mUgsa fdl pht 
dh t:jr gSA ;g ,d fcØh lg;ksxh dh ftEesnkjh gS fd og bls lqfuf'pr djsa fd çR;sd xzkgd 
dk /;ku ogha dsafnzr gks tgka mUgsa mRlkg dh vko';drk gksA os xzkgdksa dks lVhd rjhds ls 
dksjhMksj rd ys tk ldrs gSaA  

5- forjd fcØh deZpkjh % forjd foØsrk jkstejkZ ds :V çLrko ds vuqlkj fjVsy @ gksylsy LVkslZ 
dk nkSjk djrk gS vkSj çksMfDVfoVh c<+kus vkSj lsYl ekDlZ gkfly djus ds fy, gSaMgsYM tSlh mfpr 
lsfyax vflLV ds ek/;e ls lsYl d‚y cukrk gS] fjVsy @ gksylsy O;olk; dh çHkko'kkyh 
tkudkjh çnf'kZr djrk gS] ftldh tkap mlds vkSj mlds orZeku çfr;ksfx;ksa }kjk dh tk jgh gSA 
mRiknksa dh fcØh c<+kus ds fy, u, vkmVysV~l dh igpku djsa vkSj fcØh lgk;d }kjk lfUufgr 
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mRiknksa vkSj m|e ls tqM+h O;kolkf;d leL;kvksa ds fu/kkZj.k dh lsok&lqfo/kk çnku djsaA og 
ihvks,l,e ¼fcØh lkexzh ds fcanq½ dks vkxs c<+kus okys mRiknksa ds fy, çeq[krk cukdj fcØh ds fcanq 
ij ekax mRiUu djrk gS vkSj mRikn ds lewg ij dkmaVj V‚i@'ksYQ ;k jSd vLFkk;h :i ls csprk 
gSA blfy,] og çsj.kk ds fy, vko';d gS vkSj miyC/krk vkSj LVksj –';rk ¼visibility½ ds ekudksa 
dks iwjk djrk gSA  

6- fjVsy Vhe yhMj % Vhe yhMj ,d Vhe ds çeq[k ds :i esa ,d gh le; esa epsaZMkbt v‚Q&Vsd 
vkSj fcØh ij mPp Qksdl ds lkFk epsaZMkbt rS;kj djus rFkk cukus esa egRoiw.kZ Hkwfedk fuHkk,xkA 
mls mR—"V mRikn Kku] ikjLifjd vkSj lquus ds dkS'ky dh vko';drk gSA 

7- foHkkxh; çca/kd % LVksj ds çn'kZu dh ;kstuk cukus] LFkkfir djus vkSj fu;af=r djus vkSj fjd‚MZ 
djus ij fjVsy O;kikj bdkbZ ds fy, O;kolkf;d mís';ksa dks çkIr djus ds fy, foHkkxh; çca/kd 
tokcnsg gSA og ,d LVksj lapkyu Vhe cukus @ çcaf/kr djus esa l{ke gS vkSj xzkgd [kaMksa vkSj 
muds mRikn vkSj czkaM ojh;rkvksa] çfrLi/kkZ vkSj fcØh rduhdksa vkSj çksRlkguksa dh vPNh le> 
j[krk gS tks o`f)'khy xzkgd [kjhn dks çHkkfor djrs gSaA 

8- fotqvy epsaZMkbt+j % ;s O;fDr czkaM dks ,d :i nsrs gSa] blfy, os fjVsy m|ksx esa leku egRoiw.kZ 
inksa esa ls ,d in ij viuh txg cuk ysrs gSaA fopkj vkSj fMtkbu dk ,d fgLlk gksus ds ukrs ,d 
O;kogkfjd fMtkbuj] mRikn fuekZrk vkSj LV‚d laHkkyus okyk gks ldrk gSA 

9- fjVsy [kjhnkj vkSj O;kikjh ¼Merchandisers½ % os yksx gSa tks fjVsy LVksj ds fy, lkeku vkSj 
lsokvksa dks ilan djrs gSa vkSj [kjhnrs gSaA mUgsa xzkgd dh t:jrksa] cktkj ds #>kuksa dks le>uk 
pkfg, vkSj vR;ar mRlkg vkSj xfr'khyrk dk O;ogkj djuk pkfg,A 

10- fjVsy izpkyu izca/kd % vkmVysV ds lapkyu dks CywfçaV vkSj O;ofLFkr djus ds fy, fjVsy izpkyu 
çca/kd dk nkf;Ro gSA blesa epsaZMkbt dk ysvkmV vkSj fMtkbu] fjVsy funsZ'kksa vkSj LV‚d j[kj[kko 
vkSj oLrq lwph dh tkap djuk] vkiwfrZ dh fLFkfr dh tkap djuk vkfn 'kkfey gSaA ekLVj fMxzh okys 
izR;kf'k;ksa dks fjVsy çca/kdksa ds :i esa 'kq: dj ldrs gSaA 

11- LVksj eSustj % LVksj eSustj dks le;&le; ij tujy eSustj ;k LVksj dk funs'kd dgk tkrk gS] 
tks ,d vyx fjVsy LVksj vkSj blds nSfud dk;ksZa ds çca/ku ds fy, tokcnsg gksrs gSaA fjVsy QeZ 
eSustj LVksj ds LVkQ dk bapktZ gksrk gS ftldh fjiksfVaZx ftyk ;k tksu eSustj ;k fjVsy LVksj ds 
ekfyd dks gksrh gSA 

12- eaMy çca/kd Divisional Managers % fjVsy LVksj esa bl dke dks mPp Lrj ij laHkky ldrs 
gSaA fjVsy LVksj esa vU; Jsf.k;ksa dh rqyuk esa bl ukSdjh esa vf/kd ftEesnkfj;ka gSaA 

 

ikfjJfed ¼REMUNERATION½ 
 

fjVsy O;kikj esa Hkqxrku QeZ] dke djus ds Lo:i vkSj ml {ks= ij fuHkZj djrk gS tgka fjVsy deZpkjh 
dke djrs gSaA fjVsy QeZ esa fcØh djus okys yksxksa dk lkekU; 'kq#vkrh osru 9000 #i, çfr ekg gksrk 
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gSA fjVsy m|ksx esa fofHkUu inksa ij l'krZ osru 9000 #i, ls 200000 #i, çfr ekg ds chp gksrk gSA 
csgrj iSdst] minku] çkIr gksus okys çksRlkgu bu dsfj;j dk fgLlk gSaA 
 
mR—"V lapkj dkS'ky vkSj i;kZIr yksxksa ds fy, çfrHkk ds lkFk ,d O;kolkf;d dks fjVsy LVksj çca/kdksa] 
xzkgd /;ku vf/kdkfj;ksa] O;kikfjd i;Zos{kdksa] lkoZtfud ekeyksa ds vf/kdkfj;ksa vkSj blds ifj.kkeLo:i] 
,d varjjk"Vªh; daiuh esa fu;qDr fd;k tk ldrk gSA buds vykok] O;fDr esa dwVuhfr] /kS;Z] fcØh ds dke 
esa #fp vkSj lkQ&lqFkjh mifLFkfr gksuh pkfg,A 
 
fcØh lg;ksxh ¼SALES ASSOCIATE ½ 
LVksj izpkyu lgk;d] dSf'k;j] çf'k{kq lg;ksxh vkSj fcØh lg;ksxh ds fy, rRdky dSfj;j dk voljA 
mlds ikl fjVsy izpkyu esa Kku] dkS'ky vkSj {kerk,a gksuh pkfg,] ftldk fooj.k uhps fn;k x;k gS % 
 
vko';d Kku % fcØh lg;ksxh ds ikl fuEufyf[kr fo’ks”krk,a gksuh pkfg, % 
• daiuh dh ekStwnk fcØh lao/kZu ;kstukvksa dk KkuA 
• daiuh dh ekStwnk fcØh lao/kZu ;kstukvksa dk KkuA  
• mRiknksa ds vknku&çnku ds laca/k esa uhfr;ksa dk KkuA 
• xzkgdksa dks okafNr epsZaMkbt+ [kkstus esa enn djus ds fy, lwph ds ckjs esa Kku] tks çnf'kZr ugha dh 

xbZ gaSA 
• LVksj izLrko ds ckjs esa xgjkbZ ls KkuA 
• mRikn ;k lwph esa KkuA  
• mRikn lqfo/kkvksa tSls czkaM fodYi] okjaVh] mi;ksx@vuqiz;ksx] 'ksYQ thou@frfFk;ksa ds vuqlkj 

mi;ksx] ns[kHkky vkSj gSaMfyax] HkaMkj.k vko';drkvksa] lqj{kk lqfo/kkvksa dh dher vkSj mRikn dh 
lkexzh dk KkuA  

• mRiknksa ds ewY; fu/kkZj.k dk KkuA  
 
vko';d dkS'ky % ,d fcØh lg;ksxh ds ikl tks dkS'ky gksus pkfg,] muesa fuEufyf[kr 'kkfey gSa %  
 vPNh fcØh dkS'ky 

 vPNk lapkj dkS'ky 

 /kS;Z 

 vPNh rjg ikjLifjd ckr djus dk dkS'ky 

 xzkgd&dsafnzr ekufldrk 
 daiuh vkSj mRiknksa ds fy, okLrfod mRlkg 
 leL;k lek/kku vkSj dk;Zuhfrd fu.kZ; ysuk 
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 lekuqHkwfriw.kZ joS;k 
 dbZ dk;ksaZ vkSj vçR;kf'kr ifjfLFkfr;ksa esa vuqdwyu vkSj çkFkfedrk nsus dh {kerk 
 lquus esa lfØ; vkSj fo'okl fuekZ.k 
 ewy ys[kk dkS'ky 
 le; çca/kh dkS'ky 
 tYnh ls lh[kus vkSj çfrfØ;k Lohdkj djus dh {kerk 
 O;fDrxr Lok;Ùkrk 
 lko/kkuh ldkjkRed 
 'kkjhfjd gko & Hkko 
 le>kus dk dkS'ky 
 ckrphr dk dkS'ky 
 çLrqfr dkS'ky 
 
fcØh lg;ksxh esa fuEu djus dh {kerk gksuh pkfg, % 
 

 LVksj ds lacaf/kr vuqHkkxksa ds fy, xzkgdksa dk ekxZn'kZu djsaA  
 lqj{kk tksf[keksa vkSj MdSfr;ksa ls lko/kku jgsa vkSj le>sa fd bu ifjfLFkfr;ksa ls dSls cpk tk, ;k dSls 

jksdk tk,A 
 O;kikfjd oLrqvksa dk o.kZu djsa vkSj xzkgdksa ds fy, mi;ksx] lapkyu çfØ;kvksa vkSj LV‚d ds j[kj[kko 

dks Li"V djsaA 
 mRikn tkudkjh dks le>sa] LVksj dh uhfr;ksa vkSj çfØ;kvksa dks tkusaA 

 xzkgdksa dks ekStwnk fcØh çksRlkgu ;kstukvksa ds ckjs esa crk,aA  
 
deZpkfj;ksa ds vf/kdkj ¼RIGHTS OF EMPLOYEES½ 
 
fu;ksDrk vkSj deZpkjh ,d nwljs ds çfr tokcnsgh ysrs gSa( mUgsa vius okLrfod vf/kdkjksa dks cjdjkj j[kus 
dh dYiuk Hkh djuh pkfg,A fu;ksDrkvksa ds fy, vius deZpkfj;ksa ds çfr vius dkuwuh nkf;Roksa dk fuoZgu 
djuk egRoiw.kZ gSA 
 
,d LFkkfir vkSj lefiZr deZpkjh fdlh Hkh fjVsy O;kikj dh miyfC/k ds fy, ,d iwoZ&vko';drk gS vkSj 
bl mís'; ds fy,] ljdkj }kjk daiuh ij dbZ ck/;rk,a vfuok;Z gSaA bu nkf;Roksa dk ikyu u djus ij 
tqekZuk vkSj ;gka rd fd vfHk;kstu dk lkeuk djuk iM+ ldrk gSA Hkkjr esa fofu;eu esa deZpkfj;ksa ds 
dY;k.k dh lqj{kk ds fy, dbZ çko/kku gSaA 
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;|fi Hkkjr esa futh lsok dks fu;af=r djus okys dksbZ lVhd dkuwu ugha gSa] vuqykHk ls ysdj ekr`Ro 
vodk'k] deZpkjh vf/kdkj vkSj fu;ksDrk dh ftEesnkjh tks iwjs Hkkjr esa laxr gSa ¼fp= 5-9½A 
 

1- jkstxkj ls lacaf/kr igyw % ,d jkstxkj le>kSrk ,d dkuwuh ikaMqfyfi gS] ftlesa ^'krsaZ vkSj fuca/ku^ 
iwjh rjg ls mfYyf[kr jkstxkj 'krksaZ dks 'kkfey fd;k x;k gSA ;g ekfyd vkSj dk;ZdrkZ nksuksa ds 
fo'ks"kkf/kdkjksa vkSj drZO;ksa dks lwphc) djrk gS vkSj nksuksa i{kksa dks lqj{kk vkSj j{kk çnku djus dh 
;kstuk gSA fu;e ds vuqlkj] ekfyd vius deZpkjh dks ,d fyf[kr jkstxkj vuqca/k çnku djus ds 
fy, ck/; gS] tc igys deZpkjh us dke 'kq: fd;k FkkA bl nLrkost dks deZpkfj;ksa vkSj fu;ksDrk 
ds chp laca/k LFkkfir djus ds fy, egRoiw.kZ nLrkostksa esa ls ,d ekuk tkrk gSA  

2- ,d dq'kyrk ls vPNh rjg ls rS;kj fd;k x;k jkstxkj % ekfydksa vkSj deZpkfj;ksa ds chp fooknksa ls 
cpus ds fy, le>kSrk fd;k tkrk gS vkSj fdlh Hkh Vdjko dh fLFkfr esa] ;g Vdjko dks gy djus 
esa enn djrk gS D;ksafd blesa lsok ds lHkh Hkko Li"V :i ls crk, x, gSaA 

3- Nqêh ls lacaf/kr igyw % vke rkSj ij] ,d deZpkjh dks mlds jkstxkj ds nkSjku fuEufyf[kr vodk'k 
feyrs gSA 

4- vkdfLed vodk'k % ;g ,d deZpkjh dks ikfjokfjd vfrfjDr tSls vfuok;Z ;k fNis gq, inkFkksaZ ds 
j[kj[kko ds fy, çnku dj jgk gS( mnkgj.k ds fy,] Jfed vius cPps ds Ldwy }kjk cqyk, x, 
vfHkHkkod & v/;kid lHkk esa mifLFkr gksus ds fy, vkdfLed vodk'k ij tk ldrs gSaA 

5- chekj vodk'k % ,d deZpkjh ds chekj gksrs gh chekj Nqêh çnku dh tkrh gSA  
6- fo'ks"kkf/kdkj ;k vftZr vodk'k % fo'ks"kkf/kdkj ;k vftZr vodk'k foLrkfjr vodk'k gksrs gSa tks 

vfxze :i ls iwoZ&O;ofLFkr gksrs gSaA  
7- udnhdj.k vodk'k % ,d deZpkjh lsok NksM+us] fueqZfDr] c[kkZLrxh ;k e`R;q ds ckotwn udnhdj.k 

vodk'k ys ldrk gSA  
8- uksfVl vof/k ds nkSjku vodk'k % ,d deZpkjh uksfVl vof/k ds nkSjku Nqêh ys ldrk gS] c'krsZ fd 

;g ,d bZekunkj dkj.k tSls ekr`Ro] fQVusl ds eqíksa vkfn ds fy, gksA ;fn jkstxkj i= esa dqN Hkh 
ugha dgk x;k gS] tks dk;ZdrkZ dks Nqêh ysus ls jksdrk gS uksfVl vof/k ds nkSjku] ;fn og vius 
[kkrs esa Nqêh dk miHkksx djrk@djrh gS vkSj mls bldh vuqefr gSA  

9- ,d fnu dh chekjh dh Nqêh ds fy, fpfdRlk fjd‚MZ % vke rkSj ij] tc chekjh dh Nqêh yxkrkj 
nks ;k rhu fnuksa esa dgha vkSj c<+ tkrh gS] rks fjVsy nqdkuksa dh uhfr ds vk/kkj ij] Jfedksa dks Nqêh 
dh vuqefr ds fy, ,d fpfdRlk çek.k i= nsus dh ekax dh tkrh gSA tcfd] ,d fnu dh chekjh 
dh Nqêh dh fLFkfr esa] fu;ksDrk dks fpfdRlk çek.k i= ugha ekaxuk pkfg,A 

10- vU; vodk'k % mi;qZDr vodk'k ls vyx] ;gka dqN vfrfjDr Hkqxrku] ekun ;k v/kZ&Hkqxrku 
vodk'k gSa] tks fjVsy vkmVysV ds fu.kZ; ij çnku fd, tk jgs gSaA f'k{kk vodk'k vkSj Le`fr 
vodk'k ,sls gh nks uewus gSaA 
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11- dk;ZLFky ij ;kSu mRihM+u ls lqj{kk % ;g xkjaVh nsuk ekfyd dh ftEesnkjh gS fd mlds deZpkjh] 
fo'ks"k :i ls efgyk deZpkjh] dke ij jgrs gq, Hkh lqjf{kr gSaA Hkkjrh; naM lafgrk ds rgr ;kSu 
mRihM+u vuq'kklukRed jgrk gSA 

12- ekr`Ro ykHk % ekr`Ro ykHk vf/kfu;e] 1961 ds vuqlkj] dke djus okyh efgyk,a loSrfud ekr`Ro 
vodk'k dh gdnkj gSaA ifjiDork ds le; deZpkfj;ksa dks Nqêh] lsok eqDr ;k c[kkZLr ugha fd;k tk 
ldrk gSA 

çn'kZ 4
ekr`Ro ykHk vf/kfu;e] 1961  

ekr`Ro ykHk vf/kfu;e] 1961 efgykvksa ds ekr`Ro ds le; ds nkSjku muds jkstxkj dh j{kk djrk gS vkSj 
mUgsa vius cPps dh ns[kHkky djus ds fy, ^ekr`Ro ykHk^ & vFkkZr~ dke ls iw.kZ Hkqxrku dh vuqifLFkfr 
dk vf/kdkj nsrk gSA ;g vf/kfu;e 10 ;k vf/kd deZpkfj;ksa okys lHkh çfr"Bkuksa ij ykxw gksrk gSA  
 
ekr`Ro ¼la'kks/ku½ fo/ks;d 2017] ekr`Ro ykHk vf/kfu;e] 1961 esa la'kks/ku] 11 vxLr 2016 dks jkT;lHkk 
esa 9 ekpZ 2017 dks yksdlHkk esa ikfjr fd;k x;k Fkk vkSj 27 ekpZ 2017 dks Hkkjr ds jk"Vªifr ls ,d 
lgefr çkIr gqbZ FkhA 
lzksr %  wikipedia.org  

 
13- minku % ;g iwjh lsok dh vof/k ds vk/kkj ij ,d deZpkjh dks Hkqxrku dh xbZ ,deq'r jkf'k gSA 

lsok ds var esa lsok ds var esa minku dk ykHk ;k rks R;kx i=] e`R;q] lsokfuo`fÙk ;k lekfIr ds i= 
}kjk] x.kuk ds fy, ewy ds :i esa fiNys vkgfjr Hkqxrku dks vkd"kZd ¼captivating½ djds ifjiDo 
gksrk gSA 

çn'kZ 5
minku vf/kfu;e  

,d fu;ksDrk }kjk vius deZpkjh dks jkstxkj dh vof/k ds nkSjku mlds }kjk çnku dh xbZ lsokvksa ds 
fy, minku nh tkrh gSA ,d O;fDr minku ikus dk ik= rHkh gksrk gS tc mlus fdlh laxBu esa ikap 
o"kZ dh lsok iwjh dj yh gksA bu ikap o"kZ esa mls fujarj dk;Zjr gksuk pkfg, vkSj ml daiuh ds lkFk 
deZpkjh dh lsokvksa esa dksbZ varjky ugha gksuk pkfg,A minku dk Hkqxrku vke rkSj ij lsokfuo`fÙk ds 
le; fd;k tkrk gS] ysfdu O;fDr dh e`R;q tSlh vçR;kf'kr fLFkfr;ksa ds ekeys esa igys Hkh Hkqxrku fd;k 
tk ldrk gSA ,d deZpkjh dks feyus okyh minku dk dksbZ fu/kkZfjr çfr'kr ugha gSA  
 
minku Hkqxrku vf/kfu;e] 1972 ds rgr minku fu;e vfuok;Z gSaA ;g vf/kfu;e 21 vxLr 1972 dks 
laln }kjk ikfjr fd;k x;k Fkk vkSj mlh o"kZ 16 flracj dks ykxw gqvk FkkA 
lzksr % wikipedia.org  
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14- Hkfo"; fuf/k % deZpkjh Hkfo"; fuf/k ¼bZih,Q½ lHkh osruHkksxh deZpkfj;ksa ds fy, ekStwn ,d 
lsokfuo`fÙk ykHk iSVuZ ekStwn gksA Hkkjr dk deZpkjh Hkfo"; fuf/k laxBu bldk çca/ku djrk gS vkSj 
20 ls vf/kd deZpkfj;ksa okys fdlh Hkh fjVsy vkmVysV dks bZih,Qvks ds lkFk fjd‚MZ djuk vfuok;Z 
gSA fu;e ds vuqlkj] ekfyd vkSj deZpkjh nksuksa dks vius ewy osru dk 12 çfr'kr Hkfo"; fuf/k esa 
nsuk gksrk gSA ;fn dksbZ ekfyd fdlh deZpkjh ds osru ls iwjk ih,Q va'knku ysrk gS rks ;g 
vf/kfu;e ds foijhr gS] vkSj og ih,Q vihyh; U;k;kf/kdj.k esa blds fy, dkmaVj vkosnu djus esa 
l{ke gSA  

15- LokLF; vkSj lqj{kk %  deZpkjh dks vius dke dks bl rjg ls djus dk vf/kdkj gS ftlesa nwljksa dh 
ns[kHkky dk iwjk /;ku j[kk tkrk gksA fu;ksDrk dks ,slh lqfo/kkvksa dks fu;af=r djus okyh 
vko';drkvksa ds oxhZdj.k dks vius rjg ls ogu djuk pkfg,] c'krsZ fd gkfujfgr e'khujh vkSj 
VwY;] yxkrkj LokLF; vkSj lqj{kk tkap djuk] LokLF; vkSj lqj{kk ekeyksa esa dk;Zcy ds çf'k{k.k dh 
lqj{kk djuk vkSj fof'k"V dk;Z ?kVukvksa ds laca/k esa [krjksa ds ekiu gsrq blds tksf[ke dk ewY;kadu 
djuk blesa ‘kkfey gksA fdlh deZpkjh ds vf/kdkjksa dks le>uk mUgsa lqjf{kr cukus dk igyk pj.k 
gSA 

 

 
fp= 5-9 % deZpkjh ds vf/kdkj vkSj ftEesnkfj;ka 

 
deZpkfj;ksa dh ftEesnkjh ¼RESPONSIBILITY OF EMPLOYEES ½ 
gkykafd ,d fjVsy laxBu esa dke djus okys deZpkjh ds Åij dqN ftEesnkfj;ka gksrh gSaA muesa ls dqN 
bl çdkj gSa %  
 LVksj [kksyuk] lHkh rkyksa vkSj lhYl dh tkap djukA 

 ckgjh vkSj vkarfjd vFkkZr~ fMLIys] fQDLpj vkfn dks cuk, j[kukA 

 LFkkiuk ds le; csgrj fo|qr midj.kksa dk mi;ksx djrs gq, fctyh dk çca/ku djuk rkfd midj.k 
vf/kd le; rd pysA 

 xzkgdksa ds fy, fofHkUu oxksaZ dh O;oLFkk djukA 

 gj le; pkSdl jgdj O;fDrxr lqj{kkA 
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 fcØh djuk xzkgd f'kdk;rsa xzkgd fjVuZ vkSj ,Dlpsatksa dks laHkkyukA dSf'k;fjax tSls Hkqxrku çkIr 
djuk( jlhnsa tkjh djukA 

 lqj{kk VSx yxkdj O;kikfjd enksa dh lqj{kkA 

 ladV çca/ku tSls vkx] ikfdaZx esa dkj dk vikl esa Vdjk tkuk] LVksj esa MdSrhA 

 oLrq lwph dk çca/kuA 

 nqdku can djukA   
 

izk;ksfxd vH;kl 
xfrfof/k 1  

leFkZu çHkkoh dk;ksZa dk çn'kZu djus ds fy, fjVsy LVksj ij tk,aA 

vko’;d lkefxz;ka % isu @ isafly] uksVcqd] tkaplwph  

izfØ;k 

1- ikap Nk=ksa dk ,d lewg cuk,aA 
2- mUgsa vius vkl ikl ds ,d lqij ekdsZV ij tkus ds fy, dgsaA 
3- fjVsy eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- foftV dk mís'; crk,a vkSj foftV dh vuqefr ysa] tkfu, 
5- çHkkoh dk;ksZa ds leFkZu ds ckjs esa iwNrkN djsaA  

6- fjVsy LVksj ds deZpkjh ,d nwljs dh dSls enn djrs gSa\ 
7- muds mÙkj dks fy[ksa vkSj fcØh lg;ksxh ds lkFk mls tkap ysaaA 
8- ,d fjiksVZ rS;kj djsa vkSj bls v/;kidksa dks tek djsaA 
  

xfrfof/k 2 

fjVsfyax esa dSfj;j dh laHkkoukvksa dh igpku djus ds fy, fjVsy LVksj ij tk,aA 

vko’;d lkefxz;ka % isu @ isafly] uksVcqd] tkap lwph 

izfØ;k 

1- ikap Nk=ksa dk ,d lewg cuk,aA 
2- mUgsa vius vkl ikl ds ,d lqij ekdsZV ij tkus ds fy, dgsaA 
3- fjVsy eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA  

4- foftV dk mís'; crk,a vkSj foftV dh vuqefr ysa] tkfu, 
5- miyC/k ukSdfj;ksa ds ckjs esa iwNrkN djsa vkSj ukSdjh dh fLFkfr vkSj vko';d ;ksX;rk ij ,d 
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fjiksVZ rS;kj djsaA  

6- ,d LFkkuh; lekpkj i= ns[ksa vkSj vkl&ikl ds fjVsy LVksj }kjk ?kksf"kr fjfDr;ksa dks uksV djsaA 
7- dksbZ Hkh Vhoh pSuy ns[ksa tks Vhoh ds ek/;e ls mRikn csprk gS vkSj ,d fcØh deZpkjh ds 

dkS'ky dks uksfVl djsa vkSj fn, x, çk:i ds vuqlkj ,d fjiksVZ rS;kj djsa % 
d½ Vhoh pSuy dk uke % 
[k½ dk;ZØe dk le; % 
x½ mRiknksa dh izLrqfr dh xbZ % 

8- dk;ZØe ns[kus ds ckn foØsrk ls lacaf/kr fuEu rkfydk Hkjsa %  
 

Ø- la- dkS'ky  mR—"V vkSlr vPNk [kjkc  

1.  lapkj dkS'ky      

2.  fcØh dkS'ky     

3.  çLrqrhdj.k dkS'ky     

4.  mRiknksa dk çn'kZu     

5.  fn[kkoV     
 

9- ,d fjiksVZ rS;kj djsa vkSj bls v/;kidksa dks çLrqr djsaA 
 

xfrfof/k 3 

deZpkjh vius vf/kdkjksa vkSj ftEesnkfj;ksa ds ckjs esa fdruk tkx:d gSa] bl ckjs esa tkudkjh ,d= 
djus ds fy, fjVsy LVksj ij tk,aA 

vko’;d lkefxz;ka % uksVcqd] isu] isafly] tkap lwph 

izfØ;k 

1- ikap Nk=ksa dk ,d lewg cuk,aA 
2- mUgsa fjVsy laxBu vkSj ,d 'kkWi ij tkus ds fy, dgsaA 
3- fjVsy eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- foftV dk mís'; crk,a vkSj foftV dh vuqefr ysa] fjVsfyax esa fjiksfVaZx dh çfØ;k tkusaA 
5- deZpkfj;ksa ls iwNsa fd fdlh laxBu esa mudh D;k ftEesnkjh gSA 
6- deZpkfj;ksa dks muds vf/kdkjksa ds ckjs esa tkx:d djsa vkSj uhps nh xbZ rkfydk Hkjsa %  
 

Ø- la-  deZpkfj;ksa ds vf/kdkj ¼Rights of employees½ gka  ugha  
1.  fyf[kr jkstxkj le>kSrk fd;k tkrk gS   

2.  ekr`Ro ykHk dk Kku    
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3.  xzsP;qVh ;k minku dh tkudkjh    

4.  bZih,Q dk Kku    

5.  Nqêh ds vf/kdkjksa dk Kku    
   

 

7- ,d fjiksVZ rS;kj djsa vkSj bls v/;kid dks tek djsaA 
 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 
1- - - - - - - - - - - - - - - - - - - - - m|ksx ewy dkS'ky okyh f'k{kk ls ysdj fjVsy çca/ku ds 

O;kolkf;d dkfeZd rd lHkh izdkj ds O;fDr;ksa dh ryk'k gksrh gSA 
2- LVksj lapkyu lgk;d fjVsy vkmVysV dk - - - - - - - - - - - - - - - - - - - - in gSA 
3- fo'ks"k iSdst] cksul] - - - - - - - - - - - - - - - - - - - - dh izLrqfr bl ukSdjh dk fgLlk gSA 
4- - - - - - - - - - - - - - - - - - - - - czkaMksa us lHkh 'kgjksa vkSj xzkeh.k fgLlksa esa fjVsy Jà[kyk,a tkjh 

dh gSa tks cM+h ukSdjh ds volj çnku djrh gSaA 
5- Hkkjr esa ykxw fofu;eksa esa deZpkfj;ksa ds dY;k.k gsrq - - - - - - - - -ds fy, dbZ vko';drk,a gSaA 

 
 

[k- cgq oSdfYid iz'u 

1- fuEufyf[kr esa ls dkSu deZpkjh dk vf/kdkj gS\ 
d½ ukSdjh ds fy, fyf[kr le>kSrk  
[k½ vkdfLed vodk'k  
x½ vPNh dke djus dh fLFkfr 
?k½ mijksDr lHkh 

2- ,d fjVsy laxBu esa dk;Zjr gksus ds nkSjku deZpkjh ds Åij dqN ftEesnkfj;ka gksrh gSaA muesa 
ls dqN bl çdkj gSa % 
d½ fcØh djuk 
[k½ xzkgd f'kdk;rksa dk çca/ku 
x½ xzkgd fjVuZ vkSj ,Dlpsat 
?k½ mijksDr lHkh 

3- ;g ekfyd dh ftEesnkjh gS fd og vius deZpkfj;ksa] fo'ks"k :i ls - - - - - - - - - - - - 
dk;ZdrkZvksa dks dke ds nkSjku lqjf{kr j[ksaA 
d½ efgyk 
[k½ iq#"k  
x½ VªkaltsaMj 
?k½ buesa ls dksbZ ugha 
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4- ;kSu mRihM+u - - - - - - - - - - - - - - - - - - - - - - ds rgr vuq'kklukRed gSA 
d½ Hkkjrh; dkuwuh lafgrk 
[k½ Hkkjrh; naM lafgrk 
x½ nksuksa ,½ vkSj ch½ 
?k½ mijksDr esa ls dksbZ ugha 

5- - - - - - - - - - ,d lsokfuo`fÙk ykHk iSVuZ gS tks lHkh osruHkksxh deZpkfj;ksa ds fy, ekStwn gSA 
d½ LokLF; vkSj lqj{kk 
[k½ deZpkjh Hkfo"; fuf/k ¼bZih,Q½ 
x½ xzsP;qVh 
?k½ ekr`Ro ykHk 
 

x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr 

1- fjVsy O;olk; O;kikj ;qx ds lcls cM+s ekax okys O;kikjksa esa ls ,d gSA 
2- gj fjVsy vkmVysV muds }kjk fd, tkus okys ysu&nsu ij cgqr fuHkZj gS( ;g bl O;olk; esa 

egRoiw.kZ inksa esa ls ,d gSA 
3- LVksj izpkyu dk rRdky dSfj;j volj xzkgd fcØh lsok lg;ksxh gSA 
4- fuekZrk dks orZeku fcØh lao/kZu ;kstukvksa ds ckjs esa crk,aA 
5- fdlh deZpkjh ds vf/kdkjksa dks le>uk mUgsa lqjf{kr cukus dk vafre pj.k gSA 
 

?k- dkWye dk feyku djsa  
 dkWye , dkWye ch 
1- foHkkx çca/kd @ ry çca/kd @ Js.kh çca/kd 

@ LVksj çca/kd @ çca/kd cSd&,aM izpkyu  

, 
 

2 ls 5 o"kZ ds vuqHko ds 
lkFk Lukrd  

2- xzkgd laidZ çca/kd@[kjhn vkSj O;kikfjd 
çca/kd@foHkkxh; çca/kd@ifjpkyu çca/kd  

ch Lukrd@12oha ikl 

3- ysunsu çlaLdj.k ,lksfl,V @ [kjhn vkSj 
edsaZMkbftax ,lksfl,V  

lh 5 ls 10 o"kZ ds vuqHko ds 
lkFk ,ech, 

  
 

³- laf{kIr mÙkj okys iz’u  
1- ,d deZpkjh ds fo'ks"kkf/kdkj vkSj ftEesnkfj;ka D;k gSa\ 
2- fjVsfyax esa dsfj;j dh D;k laHkkouk,a gSa\ 

 

[p- vius izn'kZu dh tk¡p djsa 
1- ,d deZpkjh dh ftEesnkjh dk çn'kZuA 
2- fjVsy fcØh esa laHkkoukvksa ij ,d pkVZ rS;kj djsaA 
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l= 4 % Vhe ds mís'; vkSj y{; ¼TEAM AIMS AND TARGETS½ 

fdlh Hkh dk;Z dks vkifŸk @ leqfpr :i ls fu/kkZfjr djuk cgqr vko';d gS] bls 'kq: djus 
ls igys fdlh dk;Z dks djus dh Li"V nwjn`f"V nsuk rHkh egRoiw.kZ gS tc dk;Z Vhe esa fd;k 
tkuk gSA 
y{;ksa dh fo'ks"krk,a ¼ FEATURES OF GOALS½ 
 
Vhe odZ ¼fp= 5-10½ dk y{; n{krk] xq.koÙkk esa lq/kkj djus vkSj Vhe ds çR;sd lnL; ds fy, ,d 
leFkZu ç.kkyh dh is'kd'k djus esa enn djuk gSA tc yksx ,d&nwljs ds lkFk ckrphr djrs gSa] rks os 
vius çn'kZu ij leh{kk çkIr djus esa l{ke gksrs gSa vkSj t:jr iM+us ij enn djrs gSaA fuEufyf[kr ds 
dkj.k Vhe ds fy, mÌs'; rS;kj djus dh vko';drk mRiUUk gksrh gS % 

 tc Vhe esa gj dksbZ iwjh rjg ls ,d gh n`f"Vdks.k vkSj mÌs'; ds ckjs esa tkurk gS] rks 
os izsfjr vkSj vR;f/kd izHkkoh gks tkrs gSaA 

 tc ,d Vhe us ,d nf̀"Vdks.k fodflr fd;k gS] rks os bl rF; ij vf/kd vklkuh ls 
fo'okl djrs gSa fd mUgsa bls lapkfyr djus dh vko';drk gSA 

 lewg cukus dk y{; ,d lajpuk dh is'kd'k djuk gS tks Jfedksa dh ;kstuk cukus esa 
'kkfey gksus dh {kerk dks c<+kok nsxk( leL;k fuokj.k vkSj xzkgdksa dh csgrj lsok ds 
fy, fu.kZ; ysuk laHko gksxkA 

 

 
fp= 5-10 % mís'; vkSj y{;  

lzksr % https://bit.ly/34fe279 
  
mís'; iwjk djus dk dkS'ky ¼SKILLS TO COMPLETE GOAL½  
i;Zos{kdksa dh izSfDVl djus okys fo'ks"kK] vesfjdu eSustesaV ,lksfl,'ku us i;Zos{kdksa ds fy, 
vko';d {kerkvksa dh igpku dh gS ftlesa lS)kafrd] lgHkkfxrk] n{krk vkSj lkekftd fo'ks"krk,a 
'kkfey gSaA ;s uhps of.kZr fd, x, gSa % 
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1- ladYiukRed dkS'ky % m|ksx dh leL;kvksa dks nwj djus ds fy, fooj.k dk mi;ksx djus dk 
dkS'ky] lq/kkj ds voljksa dh igpku] fLFkfr LFkkuksa dks Lohdkj djuk vkSj lek/kku djuk] 
vuqla/kku ds Hkkj ls vko';d fooj.kksa dk p;u djuk] daiuh ds iz;ksDrkvksa dks tkuuk] daiuh 
dh lajpuk dks tkuuk oSpkfjd dkS'ky dk mi;ksx gSA 

2- lapkj dkS'ky % 'kCnksa esa fopkjksa ds lkFk&lkFk fopkjksa dks cnyus dk ekSdk] izfr;ksfx;ksa] mPp oxZ 
vkSj deZpkfj;ksa ds chp fo'oluh;rk lkÖkk djuk] iz'u lquuk] fu”iknu {kerk vkSj cksyh tkus 
okyh O;oLFkk] fyf[kr vkSj foLr`r izdkj ds fu”iknu {kerkA 

3- izHkko'khyrk dkS'ky % izHkko'khyrk dkS'ky dk vFkZ gS lkoZtfud drZO; @ foHkkxh; y{;ksa] 
DykbaV Qksdl] ftlesa lerqY; dbZ dk;ks± esa izHkkoh eYVh VkÇLdx] led{k okrkZ] ifj;kstuk 
fu;a=.k lkW¶Vos;j] izfØ;kvksa dh tkap djuk rFkk lq/kkj ykxw djuk] ckgj vkSj vanj dk;Z 
vko';drkvksa dks ykuk vkSj j[kj[kko djuk] fopkj vkSj xfrfof/k;ksa] daiuh dk le; ds fy, eq[; 
Çprkvksa dh LFkkiukA   

4- ikjLifjd dkS'ky % izf'k{k.k vkSj ekxZn'kZu esa vko';d ikjLifjd dkS'ky] fofHkUUk yksxksa vkSj 
lekt ds lkFk izn'kZu] daiuh ds vanj lks'ky ehfM;k] lewg ds ckgj lks'ky ehfM;k] lewg dh 
lkekU; lgk;rk vkSj izfrc)rk esa dk;Z djukA 

 

y{;ksa dks iwjk djus gsrq dh tkus okyh dkjZokbZ ¼ACTIONS TAKING FOR COMPLETING GOALS½ 
laxBu esa dke djus okys deZpkfj;ksa ds fy, y{; cuk, j[kuk cgqr egRoiw.kZ gSA y{;ksa dh 
LFkkiuk mUgsa izkIr djus ls igys mBk;k x;k igyk pj.k gS( y{;ksa dh ;g LFkkiuk izR;sd 
deZpkjh dks nh xbZ ftEesnkfj;ksa ij vk/kkfjr gSA bu fu/kkZfjr y{;ksa dks dq'ky dkjZokbZ ds ek/;e 
ls fd;k tkrk gSA ,d ckj deZpkjh vius drZO;ksa dk ikyu djrk gS tSls izxfr dh tk¡p 
djuk] izfrfØ;k iwNuk] ldkjkRed izfrfØ;k nsuk vkSj ;kstukvksa dks lek;ksftr djuk mu y{;ksa 
dks izkIr djus esa deZpkjh Lrj dh fuxjkuh djus esa enn feysxh ftldh fuEukuqlkj ppkZ dh 
xbZ gS % 
1- izxfr dh tkap % lkIrkfgd] ekfld vkSj =Sekfld vk/kkj ij i;Zos{kd fn, x, y{;ksa ds 

vuqlkj ,lvks, }kjk lEiUUk ftEesnkfj;ksa dh fuxjkuh djsxkA ;g ,lvks, dks izfrfØ;k ds 
ek/;e ls mlds izn'kZu ds Lrj esa enn djrk gS vkSj vkxkeh y{;ksa dks izkIr djus ds fy, 
csgrj rjhds ls izn'kZu djus ds fy, izxfr djus dh dksf'k'k djrk gSA 

2- izfrfØ;k iwNuk % i;Zos{kd ,lvks, ds izn'kZu dks tkuus ds fy, ,d =Sekfld tkap lwph rS;kj 
djrs gSa vkSj xzkgdksa ls izfrfØ;k ds fy, bls izlkfjr djrs gSaA ;g jsÇVx ,lvks, dks csgrj 
izn'kZu djus ds fy, izksRlkfgr djrh gS D;ksafd xzkgd mudh fuxjkuh Hkh djrs gSaA 

3- ldkjkRed izfrfØ;k % i;Zos{kd ,lvks, ds fy, lcls vPNk izsjd gSA og vPNk izn'kZu djus 
ds fy, ,lvks, ds lHkh lansgksa dks Li"V djus esa l{ke gksuk pkfg,A ,d ldkjkRed 
izfrfØ;k izn'kZu djus vkSj fn, x, y{;ksa rd igqapus ds fy, mRlkg iznku djrh gSA 
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4- ;kstukvksa dks lek;ksftr djuk % ,lvks, ds drZO;ksa ds ckjs esa i;Zos{kd }kjk cukbZ xbZ y{; 
;kstuk dbZ ckj iwjh ugha gks ldrh gSA bl le; i;Zos{kd dks y{; iwjk u djus dh 
dfe;ka tkuus vkSj y{; dks lek;ksftr djus dh dfe;ka tkuus ds fy, ,lvks, dk leFkZu 
djuk pkfg,] lek;ksftr ;kstukvksa dks izkIr djus ds fy, mls izksRlkfgr djus dh ;kstuk 
cukuk pkfg,A blls ,lvks, dks Hkfo"; esa y{; gkfly djus gsrq dkS'ky lh[kus vkSj fodflr 
djus esa enn feysxhA 

 
vU; dh enn djsa & lgdehZ ¼ HELP OTHER – COLLEAGUES½ 
fjVsy dk vFkZ gS okLrfod iz;ksDrkvksa dks lkekuksa dh fcØh djuk] iqufoZØ; ¼resell½ ds fy, ugha] cfYd 
[kjhnkj }kjk mi;ksx vkSj miHkksx ds fy,A 
 

fjVsy esa lh/ks ml xzkgd dks [kjhnus ds ,adj ls eky dh fcØh 'kkfey gS tks ml oLrq dk mi;ksx djus 
dh ;kstuk cuk jgk gSA [kjhn dk vk/kkj ,d bZaV&vkSj&eksVkZj fjVsy vkmVysV] ,d v‚uykbu 'k‚fiax 
osclkbV] ,d laxzg] ;k ,d lsy Qksu Hkh gks ldrk gSA 
 
fjVsy LVksj J`a[kyk ds var esa gSA fuekZrk vkiwfrZdrkZvksa dks cM+h ek=k esa oLrqvksa dh is'kd'k djrs gSa vkSj 
vkiwfrZdrkZ xzkgdksa dks leku ek=k esa oLrqvksa dk çpkj djuk 'kq: dj nsrs gSaA 
 
lgdfeZ;ksa dks çksRlkfgr djuk ¼Encourage Colleagues½ 
fjVsy {kerk,a os gSa tks xzkgdksa dks vkbVe cspus ls tqM+h gSaA fjVsy 'kkWi dh ukSdfj;ksa dh la[;k] tSls 
dSf'k;j] mRikn fcØh deZpkjh] fjVsy 'kkWi lg;ksxh] fjVsy 'kkWi xzkgd] fjVsy 'kkWi O;oLFkkid] fjVsy 'kkWi 
mRikn fcØh] O;kikjh] 'kkWi O;oLFkkid] xzkgd] vkSj cgqr dqN ds fy, vko';d fjVsy {kerk,a gSaA 
 
fjVsy nqdku esa dke djus okys fdlh O;fDr dks dbZ uje vkSj dBksj {kerkvksa dh vko';drk gksrh gSA 
mUgsa vkadM+ksa ds lkFk fxurh vkfn esa mR—"V gksuk pkfg,] nwljksa ds lkFk vPNh rjg ls ckrphr djus esa 
l{ke gksuk pkfg, vkSj yksxksa dks [kjhnkjh djokus esa l{ke gksuk pkfg,A 
 

O;kikfjd tkx:drk dk vFkZ gS bldk Kku fd dksbZ laxBu ;k m|ksx dSls lapkfyr gksrk gSA fjVsy 
deZpkfj;ksa dks ml laxBu dks le>us dh t:jr gS ftlls os ykHkkfUor gksrs gSa] os tks vkbVe izLrqr 
djrs gSa vkSj xzkgd ds çdkj tks mudh oLrqvksa dks [kjhnrs gSaA 
 

lgdfeZ;ksa dh leL;kvksa dk lek/kku ¼Solve Colleagues problems½  
ubZ rduhdksa dks rsth ls viukus ds dkj.k] vkt dk [kjhnkj ^^ges'kk tqM+ŝ ^ jgus ds fy, çsfjr gksrk gS 
vkSj fiNys dqN o"kksaZ esa [kjhnkjh ds ikjaifjd rjhds iwjh rjg ls cny x, gSaA gj dksbZ vius czkaM lapkj 
ls vf/kd pqukSrh ns jgk gS vkSj fjVsy nqdku dk ifj–'; rsth ls cny jgk gSA vkiwfrZdrkZvksa gsrq lQyrk 
lcls igys O;fDrxr [kjhnkj vkSj muds Lokn dks le>us gsrq ikbZ tk ldrh gS] rkfd vuqdwfyr lapkj] 
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vkbVe dk ekxZn'kZu vkSj çnku fd;k tk lds tks [kjhn fodYiksa vkSj çfrc)rk dks çksRlkfgr vkSj 
çHkkfor djrk gSA 
 
Li"V] lVhd vkSj laxr tkudkjh nsa ¼Give clear, precise and relevant information½ 
vkids oLrqlwph Lrj ds ckjs esa lVhd fooj.k j[kus ds dbZ Qk;ns tSls fd vkids dk;ksZa esa 
csgrj xzkgd lgk;rk vkSj izn'kZu] deZpkjh ds lkFk] tks ges'kk ;g tkurs gSa fd D;k oLrqlwph 
miyC/k gS vkSj dgka gSA 
  

fu;fer :i ls LVkWd VsÇdx dk vk;kstu fuf'Pkr :i ls ;g lqfuf'Pkr dj ldrk gS fd vki 
ykHk ik ldsa % 
• lVhd fjiksÉVx iznku djsa ftlesa lqfuf'Pkr fd;k tkrk gS fd fjVsyj cqd dhÇix djrs gaS 

vkSj os ges'kk vius ykHk ekftZu ds ckjs esa tkurs gSaA 
• /khjs&/khjs f'kÇ¶Vx vkSj vksojLVkWd fd, x, mRiknksa dks igpkusa rkfd fjVsy foØsrk vf}rh; 

mRikn fcØh iznku dj ldsaA os tkurs gSa fd os vius iSls [kpZ dj jgs gSa vkSj muds fy, 
D;k ykHknk;d gS vkSj mudh nqdku okLro esa D;k lwph dh t:jr gSA 

• okil [kjhn de djsa & LVkWd VsÇdx djus ls m|fe;ksa dks ;g ns[kus ds fy, izksRlkgu 
feyrk gS fd D;k tYnh ls fcdrk gS vkSj fu;fer :i ls fQj ls pkyw gksrk gSA 

• [kjkc fof/k;ksa ij izdk'k Mkyk tk,A 
 

çfØ;k dk çn'kZu ¼Demonstrate the procedure½ 

ekud lapkyu çfØ;k] ,d nLrkost gS tks fjVsy nqdku ds vkmVysV dh fnu&çfrfnu dh fØ;kvksa dk 
ekxZn'kZu djrk gS rkfd ;g lqfuf'pr fd;k tk lds fd laxBu ds dk;ksaZ dks lqlaxr] nwjnf'kZrkiw.kZ rjhds 
ls fd;k tkrk gS vkSj dqN Hkh ekSdk ugha NksM+k tkrk gSA 

,d Rofjr fcØh ds fy, eq[; ck/kk ewY; ds fcuk ykxr gSA ;fn ;g Bhd ls miyC/k ugha 
djk;k tkrk gS rks xzkgd vDlj mRiknksa dh dher ij ladksp djrs gSaA ,d ckj ,slk gksus ij] 
foØsrk cgqr pqukSrhiw.kZ fLFkfr esa gksrk gSA bls jksdus ds fy,] lsYlilZu dks bl ckr ij ppkZ 
djus dh vko';drk gS fd vkbVe esa D;k vPNk gS] 'kq: blls ugha djsa fd bldh ykxr D;k 
gSA xzkgd dks ;g fn[kkus dh dksf’k’k djsa fd vkbVe muds thou esa ewY; dSls tksM+rk gS] ykxr 
ds dfBu fo"k; dks ppkZ ls nwj j[kk tkrk gSA  
lgdehZ dks ç'u iwNus ds fy, çksRlkfgr djuk ¼Encourage co-worker to ask questions½   

ljksdkjksa dks NksM+us gsrq geus xyr rjhds ls [kkst dh gS] Hkys gh tkudkjh izkIr djuk egRoiw.kZ 
gksA ljksdkjksa ds ckjs esa iwNus ds dk;Z ds ek/;e ls] ge [kqn gh lek/kku dh ryk'k djrs gSa] 
fofHkUUk ekxks± ij tkrs gSa ftlls ubZ ladYiukvksa ;k lwpukvksa dks ns[kus dh lqfo/kk feyrh gSA ;g 
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ugha igpkudj fd cl tks dqN gS] mlls ge [kqn dks leÖkus dh 'kfDr nsrs gSa fd ;g dSls gS 
vkSj blds lkFk] blds fy, ,d csgrj iz'kalk djsaA gekjh ftKklk ds ek/;e ls] ge vius dFku 
dh {kerk cukrs gSa( phtksa dks dSls fd;k tkrk gS] bldk voyksdu djsa vkSj blds ihNs dh 
O;k[;k ij fopkj djsaA 
 

ubZ {kerkvksa vkSj ykHkdkjh çfrfØ;k dk vH;kl djuk ¼Practice new abilities and beneficial 

feedback½ 

LVksj dh leh{kk dk izHkko iM+rk gS( bls rjhds ls izkIr djuk pkfg, rFkk izn'kZu dh leh{kk 
djus ds fy, xzkgd ls laidZ djuk pkfg,A xzkgd dh leh{kk okLro esa O;fDr;ksa dks izHkkfor 
dj ldrh gS ;fn ,lvks, ,d lqj{kk izfrfØ;k dks ykxw djus ls jksd ldrk gSA ;s fn'kkfunsZ'k 
fjVsy foØsrkvksa vkSj deZpkfj;ksa dks viuh ubZ {kerkvksa ds izn'kZu dks fodflr djus esa enn 
djsaxsA 
,d Vhe esa dke dh ladYiuk ¼CONCEPT OF WORK IN A TEAM½ 

fjVsyj dh vf/kdka'k lQyrk Vhe ds ekgkSy dks iksf"kr djus dh {kerk ij fuHkZj djrh gSA fQj Hkh 
fjVsylZ dks vius dk;ZLFky] tSls fd mPp deZpkfj;ksa dk dkjksckj vkSj dHkh&dHkh fjVsy okrkoj.k dh 
O;Lr vkSj rukoiw.kZ ç—fr esa fodkl'khy Vheksa vkSj Vhe odZ esa dqN pqukSfr;ksa dk lkeuk djuk iM+rk gSA 
,d fjVsy O;kikj dh lQyrk laxBu dh izeq[k Vhe dks [kq'k j[kus ds bnZ&fxnZ ?kwerh gSA 

;fn fu;ksDrk deZpkfj;ksa dh Hkkoukvksa ij /;ku dsafnzr ugha djrs gSa] rks mudh Vhe vPNk çn'kZu ugha 
djrh gSA fjVsy QeksaZ dks mfpr dk;ksZa gsrq cuk, j[kus ds fy, deZpkfj;ksa dks yxk;k tkuk pkfg,A Vhe 
odZ ln~Hkko] lkekU; /;ku ds fy, mRlkg vkSj Vhe ds y{;ksa dks çkIr djus ds fy, yxHkx tqM+s O;fDr;ksa 
ds lewg ds chp tokcnsgh dh ,d cqf)eÙkk iw.kZ tkudkjh gSA vPNh Vhe fn, x, y{;ksa dks vklkuh ls 
çkIr dj ysrh gSA 

fjVsfyax esa y{; izkIr djus ds fy, Vheksa dk egRo ¼IMPORTANCE OF TEAMS TO ACHIEVE 

TARGETS IN RETAILING½ 

,d etcwr çca/kd bl ij Qksdl djrs gq, ;g le> ldrk gS fd çHkkoh lapkj Vhe odZ ds fy, 
egRoiw.kZ Hkwfedk fuHkkrk gSA fuEufyf[kr y{;ksa dks çkIr djus ds fy, Vhe odZ egRoiw.kZ gS % 

xzkgd lsok % ,d fjVsy vkmVysV esa dke dk ,d lfØ; ¼frantic½ ekgkSy gks ldrk gS] [kkl rkSj ij 
dke ds O;Lr ?kaVksa ds nkSjkuA Vhe odZ ds lkFk dke ds ekgkSy esa] vU; deZpkjh vU; deZpkfj;ksa dks enn 
dh izLrqr djus ds fy, rsth ls dne c<+krs gSa] Åij ls uhps ds Lrj rd xzkgd larqf"V dh j{kk djrs gSaA 
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Vhe Hkkouk ls Hkjiwj ,d dk;Zcy Jfedksa vkSj xzkgdksa ds fy, ,d Lohdk;Z okrkoj.k mRiUu dj ldrk 
gSA 

mRikndrk % mRikndrk dk vf/kdre ykHk mBkus gsrq fjVsy dk;Z ds fy, mPp Lrj dh Vhe odZ dh 
vko';drk gksrh gSA fdjkuk] fjVsy LVksj esa] mnkgj.k ds fy, % 

• Tks deZpkjh vyekfj;ksa dh lqj{kk ds fy, jkr Hkj dke djrs gSa] mUgsa iwjh rjg ls vxys fnu ds fy, 
tehuh dk;Z esa j[kk tkuk pkfg,A 

• ;fn ,d xSaxos esa LV‚d j[kus okyk dkQh le; ls dke djrk gks rks oSdfYid xSaxos ds Jfedksa dks 
lkeku dks ,tsaMs esa j[kus esa enn djus dh vko';drk gksrh gSA 

• ,d [kk| lsok fjVsy LVksj esa] deZpkjh dks vfuok;Z rkSj ij dbZ Vhe lnL;ksa dks Hkkstu dh lqj{kk ds 
fy, iwjk djus ds fy, dke djuk gksrk gS] rkfd ;g rktk] lkQ jgrk gS vkSj xzkgd le; ij vius 
vkns'k çkIr dj ldsaA 

fu;qfDr % Vhe odZ ls deZpkfj;ksa dh O;Lrrk c<+ ldrh gS vkSj deZpkfj;ksa dks ;g eglwl gks ldrk gS fd 
fjVsy vkmVysV dh miyfC/k esa mudh egRoiw.kZ Hkwfedk gSA ,d Vhe ds :i esa dke djus okys foHkkx ds 
lnL; foHkkxh; fcØh y{;ksa dks çkIr djus gsrq vf/kd çsfjr gksrs gSaA os blh rjg Vhe ds vU; çfrHkkfx;ksa 
dh lgk;rk djus ds lkFk&lkFk foHkkx esa yksxksa ds vkxeu ¼arrival½ vkSj çn'kZu esa igys ls csgrj xoZ ds 
lkFk vkxs c<+us ds bPNqd gks ldrs gSaA 

çf'k{k.k % fjVsy O;kikj vius mPp Lrj ds dkjksckj ds fy, çfl) gS vkSj u, Jfedksa dks çf'k{k.k dh 
vko';drk gSA ,d Vhe okrkoj.k esa  dq'ky çf'k{k.k çnku fd;k tk ldrk gS] D;ksafd deZpkjh u, yksxksa 
dk leFkZu djus gsrq vf/kd mRlkgh gks ldrs gSaA ,slk okrkoj.k gksus ij] tgka Vhe odZ dk leFkZu ugha 
djrk gS] u, deZpkfj;ksa dks vius Lrj ij lh[kus ds fy, NksM+ fn;k tkrk gS] ftlls fjVsylZ ds fy, 
fujk'kk vkSj laHkor% mPp Lrj dk dkjksckj gksrk gSA VheodZ ls ekStwnk deZpkfj;ksa ds fo"ke izf'k{k.k dh 
lqfo/kk Hkh feyrh gSA 

,d Vhe ds lnL; ds ewY; ¼VALUES OF A TEAM MEMBER½ 
çR;sd Vhe dh lQyrk mlds Vhe ds lnL; ds ewY;ksa ij fuHkZj djrh gSA ,d Vhe ds lnL; ds :i esa 
,slk gksuk pkfg, % 
• Hkjkslsean 
• fuHkZj djus ;ksX; 
• lgdkjh 
• lgu'khy 
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Vhe çn'kZu y{; fu/kkZfjr djus gsrq miyC/k midj.k vkSj rduhd 
dk;Z dk ewY;kadu djus ds fy, ikap çeq[k çn'kZu mís'; gSa] tks gSa % 
 

• xq.koÙkk % phtksa dks lgh djukA 
• xfr % rsth ls dke djukA 
• fuHkZjrk % phtksa dks le; ij djukA  
• yphykiu % vko';drk ds vuqlkj cnyus esa l{ke gksukA 
• ykxr % vuqdwyre ykxrA 
 
,d Vhe ds :i esa dSls dke djsa ¼How to Work as a Team½ 
dqN mnkgj.k gSa] tks Vhe ds lnL; ds :i esa dke djus] çsfjr djus vkSj fLFkfr dks laHkkyus esa enn 
djrs gSaA muesa ls ,d gS %  
lfpu lsYl ,lksfl,V ¼,l,½ gSaA muds LVksj us 'kgj esa ^^loZJs"B fjVsy LVksj^^ dk iqjLdkj thrkA ml 
iqjLdkj lekjksg esa 'kkfey gksus ds fy, 'kgj dk vf/kdka'k fgLlk vk jgk gSA blfy, lfpu vkSj mudh 
Vhe dks ml dk;ZØe dk vk;kstu djuk gSA vkb, ns[ksa fd dSls lfpu vkSj muds lg;ksxh ,d Vhe ds 
:i esa dke djrs gSa vkSj bl vk;kstu dks lQyrkiwoZd vk;ksftr djrs gSaA  
lfpu % nksLrksa] gekjs ikl vk;kstu ds fy, flQZ ,d lIrkg gSA vkb, ge vius dke dks foHkkftr djsaA 
gesa Qwy pkfg,A lhek D;k vki bldh O;oLFkk dj ldrh gSa\  
 

lhek % t:j] lfpuA 

lfpu % nso] D;k vki bldh O;oLFkk djsaxs\ 

nso % dksbZ ckr ugha lfpu 

fç;k % eSa ykbV vkSj fctyh dk dke ns[kwaxh lfpuA  

lfpu % /kU;okn fç;kA vkSj D;k cpk gS\ 
 

jfo % fuea=.k i=A ;g eq>s djus nksA  
lfpu % /kU;okn] jfoA lHkh csgrjhu Vhe gesa 'kkunkj çn'kZu djus nsaA 
 

mijksDr ifj–'; esa] lfpu vius lkfFk;ksa ds lkFk dk;ZØe dh O;oLFkk dj jgk gSA Vhe ds lnL;ksa ds 
vPNs fcanqvksa ij xkSj djsa %  
 Vhe us vius dke dks ckaVkA  

 lHkh çfrHkkfx;ksa dks ,d dk;Z lkSaik x;k FkkA 

 lfpu us lq>ko ds fy, vU; lnL;ksa ls iwNkA 

 Vhe ds çR;sd çfrHkkxh us ckrphr esa Hkkx fy;kA.  
 



 

                                                                                                                                                                 
                                                                                              

Vhe vkSj laxBu ds :i esa dke djuk            219                 

Bl dk;ZØe dks vikj lQyrk feyh FkhA lHkh us vk;kstu dh O;oLFkk dh ljkguk dhA lfpu vkSj 
mudh Vhe Hkh viuh Vhe ds ç;kl dh lQyrk dk t'u euk jgs gSaA 

lfpu % Vhe dks c/kkbZ! vki lHkh us vPNk fd;kA 

Vhe % /kU;okn] lfpuA  

lhek % ge lQy gq, D;ksafd geus ,d Vhe ds :i esa dke fd;kA 

lfpu % gka-----lpA ,d lQy Vhe dbZ yksxksa ds dk;Z djus okyk ,d lewg gS ysfdu blds ihNs ,d gh 
fnekx gSA  
 

blfy,] ge ns[krs gSa fd ;fn ge ,d Vhe esa dke djrs gSa rks cM+s dk;Z fd, tk ldrs gSaA mijksDr 
ckrphr esa dqN çeq[k fcanq gSa] tks ,d vPNh Vhe odZ LFkkfir djus esa enn djrs gSaA tks bl izdkj gaS %  

 'kkunkj Vhe odZ 

 dbZ gkFk ysfdu ,d fnekx 

 c/kkbZ] ph;lZ] FkSaDl] osy Mu tSls 'kCnksa dk ç;ksx djsa] vPNk dke djrs jgsaA  
 

fjVsy [kaM esa dSfj;j ds vuar volj gSaA fjVsy vkmVysV LFkkfir djus dk fu.kZ; ysus ds ckn] çR;sd 
m|eh dks fjVsy bdkbZ LFkkfir djus dh çfØ;k dks le>uk pkfg,A m|eh dks jkT; ljdkj vkSj vU; 
çkf/kdj.kksa ds lkFk ,d QeZ ds iathdj.k ds fy, vkSipkfjdrkvksa dk Kku çkIr djuk pkfg, tSls fd 
nqdku vkSj LFkkiuk] ftyk vkS|ksfxd dsanz] vkfnA fuekZ.k tSlh bZ&fjVsy bdkbZ LFkkfir djus ds fy, ewy 
lajpuk dk;Z] midj.k] e'khusa] QuhZpj vkSj fLFkjrk ds fodkl ds rgr dbZ xfrfof/k;ka izkIr dh tkuh gSaA  

foÙk dks tqVkuk ¼Mobilizing Finances½ 

foÙkh; fu.kZ; ,d fjVsylZ dk;Zuhfr dk ,d ewy ?kVd cukrs gSaA ,d fjVsy bdkbZ 'kq: djus ls igys] 
vko';d foÙk vFkkZr~ foÙk dks tqVkuk] fjVsy bdkbZ gsrq /ku iSnk djus ds fofHkUu lzksrksa dks Hkh tkuuk 
mlds ckjs esa tkuuk vkSj r; djuk vko';d gSA vke rkSj ij] jkT; ljdkj ds foÙkh; laLFkku fjVsy 
bdkbZ 'kq: djus gsrq fuf/k;ka izLrqr dj jgs gSa] lkFk gh jk"Vªh;—r cSad] lgdkjh cSad vkSj vU; foÙkh; 
laxBu fjVsy O;kikj ds fy, fuf/k;ka miyC/k djk jgs gSaA Lojkstxkj dks c<+kok nsus gsrq m|fe;ksa ds fy, 
fj;k;rh njksa ij fofHkUu ljdkjh ;kstuk,a 'kq: dh tk jgh gSaA  
 
dkfeZd vko';drk ¼Personnel Requirement½ 
çR;sd fjVsy bdkbZ dks fjVsy O;kikj pykus ds fy, ekuo cy dh vko';drk gksrh gSA fnu&çfrfnu ds 
fjVsy lapkyu ds fy, fof'k"V dkS'ky okys fofHkUu çdkj ds dfeZ;ksa dh vko';drk gksrh gSA t‚c çksQkby 
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ds vuqlkj dfeZ;ksa dks dke ij j[kuk cgqr eqf'dy gS vkSj mUgsa fofHkUu leL;kvksa ds dkj.k ,d fjVsy 
bdkbZ ds fy, cuk, j[kuk pqukSrhiw.kZ gSA blfy,] fjVsylZ dks ekuoh; O;ogkj] dkfeZd v'kkafr ¼unrest½ 
vkSj vlarks"k ds leL;k {ks=ksa dks le>uk pkfg,A 
 

foi.ku xfrfof/k;ka ¼MARKETING ACTIVITIES½   

 ges'kk ;kn j[ksa] fjVsyj ds fy, xzkgdksa dh t:jrksa] vko';drkvksa vkSj bPNkvksa dks le>uk cgqr 
t:jh gSA 

 rnuqlkj] xzkgdksa dks fcØh ds fy, fofHkUu çdkj ds mRikn@oLrq,a miyC/k gks ldrh gSa( ;g xzkgd 
ojh;rk vkSj HkkSxksfyd fLFkfr ds vk/kkj ij fHkUu gksrk gSA 

 fjVsylZ dks fofHkUu foi.ku xfrfof/k;ksa tSls foKkiu] mRikn fofunsZ'k] 'ksYQ çn'kZu] xzkgd laca/k] NwV] 
v‚Qj] migkj vkfn ij /;ku dsafnzr djuk pkfg,A 

 fjVsy O;kikj dh ykHkçnrk fcØh dh ek=k ds lkFk&lkFk mifjO;; ¼overhead expenses½ ij mfpr 
O;; ij fuHkZj djrh gSA 

 dbZ mRikn Jsf.k;ksa esa] fjVsy ekftZu dkQh vkd"kZd vkSj vkd"kZd gksrk gS] ysfdu lkFk gh ;fn jksVs'ku 
vkSj fcØh dh vkof̀Ùk vFkkZr~ dkjksckj de gks tkrk gS rks blls dqN gkfu gksrh gSA 

 fjVsy fcØh c<+kus ds voljksa dh igpku djuk vkSj çfrLi/kkZRed ykHk izkIr djus gsrq fjVsy dk;Zuhfr 
dks ykxw djus gsrq ,d fjVsy feJ.k rS;kj djuk vko';d gSA 

 var esa] fjVsy bdkbZ dh ykHkçnrk] fcØh jkf'k@ek=k] fuos'k ij ykHk ¼vkjvksvkbZ½] ykHk ekftZu vkSj 
fjVsylZ vf}rh; ykHknk;d {kerkvksa tSls foÙkh; ifj.kkeksa ds ek/;e ls çkIr dh tkrh gSA 

 

fjVsyj dh lQyrk dk;Zuhfrd ;kstuk dks cgqr lko/kkuh ls dke djus ls çkIr gksrh gSA buesa 'kkfey gSa 
& ,d fe'ku fooj.k fodflr djuk] mís'; fu/kkZfjr djuk] voljksa dk fo'ys"k.k djuk vkSj fjVsy 
okrkoj.k dks QS'ku ds vuqlkj cukukA fjVsylZ fodYiksa dk ewY;kadu dj ldrk gS vkSj dk;Zuhfrd rjhdksa 
ij dke dj ldrk gS] tks çfrLi/kkZRed ykHk nsus esa enn djrk gSA varr% ;g fjVsyj dk;Zuhfr gksxh] 
ftlls fjVsy bdkbZ ds çn'kZu esa lq/kkj gksuk pkfg,A 

fjVsy dkjksckj dk çn'kZu ¼PERFORMANCE OF RETAIL BUSINESS½ 

fjVsfyax ,d rsth ls c<+rk gqvk O;kikfjd {ks= gS ftlds dkj.k vf/kdka'k m|eh fjVsy O;kikj 'kq: djus 
ds fy, çsfjr gksrs gSaA ewy :i ls ;g ,d de tksf[ke okyk O;kikj gS D;ksafd fuf'pr ekftZu dk 
vk'oklu fn;k tkrk gS vkSj viO;; dh laHkkouk de gksrh gS D;ksafd lekIr gks pqdh lkexzh dks 
vkiwfrZdrkZ dks okil fd;k tk ldrk gSA ;g fjVsy bdkbZ esa fuos'k fd, x, /ku dh lqj{kk djrk gSA bl 
çdkj] fjVsfyax O;olk; ds ckjs esa lexz çHkko vkd"kZd vkSj eksgd gSA  
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blfy,] fjVsyj vkSj mlds deZpkfj;ksa ls bu {ks=ksa ij çfrfØ;k çkIr djus dh vko';drk gS rkfd ;qok 
ih<+h dks fjVsy ifjpkyu esa O;olk; djus ds fy, mRlkfgr ¼motivate½ vkSj çsfjr fd;k tk ldsA bu 
lelkef;d {ks=ksa ij vuqHko vkSj muds fopkj mu csjkstxkj ;qokvksa ds fy, lgk;d gksaxs tks lcls 
egRoiw.kZ lsok {ks= esa Lojkstxkj ;k jkstxkj dh ryk'k djuk pkgrs gSaA  

izk;ksfxd vH;kl 
xfrfof/k 

fjVsy LVksj ij tk,a vkSj dk;Z dks iwjk djus ds fy, dkS'ky dk çn'kZu djsa vkSj ;g Hkh çnf'kZr djsa 
fd Vhe esa dSls dke djuk gSA 

vko’;d lkefxz;ka % uksVcqd] isu] isafly] tkap lwph  

izfØ;k % 

1- ikap ls Ng Nk=ksa dk lewg cuk,aA 
2- mUgsa fjVsy laxBu ij tkus ds fy, dgsaA 
3- fjVsy eSustj ls feysa vkSj fouezrk ls mldk vfHkoknu djsaA 
4- mls foftV dk mís'; crk,a vkSj iwjk djus ds dkS'ky dks tkuus gsrq foftV ds fy, lgefr ysa 

vkSj Vhe esa dSls dke djuk gS] ;g tkuus ds fy, ogka tk,¡A 
5- LVksj ds deZpkfj;ksa ls fuEufyf[kr ç'u iwNsa % 

d½ os ,d nwljs ds lkFk dSls leUo; djrs gSa\ 
[k½ Vhe ds çn'kZu dks fu/kkZfjr djus ds fy, muds }kjk mi;ksx fd, tkus okys midj.k vkSj 

rduhd D;k gSa\ 
x½ os dkSu ls rjhds gSa ftuls deZpkjh ,d nwljs dh enn dj ldrs gSa\ 
?k½ xzkgd lsok dks csgrj cukus ds fy, izfrfØ;k fdl çdkj lgk;d gS\ 

6- muds fopkj viuh uksVcqd esa fyf[k,A 
7- bl ij fjiksVZ cukdj d{kk v/;kid dks çLrqr djsaA  
 

viuh izxfr tkapsa 
 

d- fjDRk LFkku Hkjsa 

1- Vhe dks [kq'k j[kus ds fy, ,d lQy fjVsy vkmVysV dk izeq[k - - - - - - - - -  gSA 
2- ,d fjVsy vkmVysV fo'ks"k :i ls - - - - - - - - -  dk;Z izpkyu ds le; ds ek/;e ls ,d 

mRlkfgr dk;Z okrkoj.k gks ldrk gSA 
3- ,d etcwr çca/kd ,d xq.koÙkk ls lger gks ldrk gS fd okLrfod lapkj dk mi;ksx djuk  

- - - - - - - - - -  ds fy, egRoiw.kZ gSA 
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4- vPNh Vhe fn, x, - - - - - - - - - - - - - - - - - - dks vklkuh ls çkIr dj ysrh gSA 
5- Vhe - - - - - - - - -- - - - - - - - -    ds lkFk dke djus okyk deZpkjh deZpkfj;ksa vkSj xzkgdksa 

ds fy, ,d nksLrkuk ekgkSy iSnk dj ldrk gSA 
6- çR;sd Vhe dh lQyrk mlds Vhe lnL; ds ewY;ksa ij - - - - - - - - - - - - - - - - - gksrh gSA 
 

[k- cgq oSdfYid iz'u 

1- fuEufyf[kr y{;ksa dks çkIr djus ds fy, Vhe odZ egRoiw.kZ gS % 
d½ çf'k{k.k 
[k½ mRikndrk  
x½ fu;qfDr  
?k½ mijksDr lHkh 

 

2- fjVsy O;kikj dh ykHkçnrk fcØh dh ek=k ds lkFk&lkFk mi;qDr - - - - - - ij fuHkZj djrh gSA 
d½ Åijh O;;ksa ij [kpZ 
[k½ vksojgSM ls vk;  
x½ nksuksa d½ vkSj [k½ 
?k½ mijksDr esa ls dksbZ ugha 

3- var esa] fjVsy bdkbZ dh ykHkçnrk - - - -  -- - - - - - - - tSls foÙkh; ifj.kkeksa ds ek/;e ls çkIr 
dh tkrh gS 
d½ fcØh jkf'k @ ek=k] 
[k½ fuos'k ij okilh ¼vkjvksvkbZ½] 
x½ ykHk ekftZu vkSj fjVsylZ dh vf}rh; ykHknk;d {kerk,a 
?k½ mijksDr lHkh 

4- fjVsy O;kikj pykus ds fy, çR;sd fjVsy bdkbZ dks  - - - - - - - - - - dh vko';drk gksrh gSA 
d½ lkexzh  
[k½ ekuo cy 
x½ e'khu 
?k½ mijksDr esa ls dksbZ ugha 

5- - - - - - - - - - - - - - -  - fu.kZ; ,d fjVsyj dk;Zuhfr dk ,d ewy ?kVd cukrs gSaA 
d½ foÙkh; 
[k½ ykxr 
x½ nksuksa d½ vkSj [k½ 
?k½ mijksDr esa ls dksbZ ugha   
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x- fuEufyf[kr esa ls crk,a fd lgh gSa ;k xyr

1- ,d Vhe ds :i esa dke djus okys foHkkx ds lnL; foHkkxh; fcØh y{;ksa dks çkIr djus gsrq 
vf/kd çsfjr gksrs gSaA 

2- ,d Vhe okrkoj.k ls mUgsa dq'ky çf'k{k.k çnku ugha fd;k tk ldrk] D;ksafd deZpkjh u, yksxksa 
dh lgk;rk djus ds fy, vkSj vf/kd mRlkfgr gks ldrs gSaA 

3- dqN mnkgj.k gSa] tks Vhe ds lnL; ds :i esa dke djus] çsfjr djus vkSj fLFkfr dks laHkkyus esa 
enn djrs gSaA 

4- fjVsy O;kikj dh ykHkçnrk fcØh dh ek=k ds lkFk&lkFk Åijh O;;ksa ij mfpr [kpZ ij fuHkZj 
djrh gSA 

5- fjVsfyax fcØh ,d /kheh xfr ls c<+us okyk O;kikfjd {ks= gS ftlds dkj.k vf/kdka'k m|eh 
fjVsy O;kikj 'kq: djus ds fy, çsfjr gksrs gSaA 

6- fjVsfyax O;kikj ds ckjs esa gksus okyk lexz çHkko vkd"kZd vkSj eksgd gSA 
 

?k- dkWye feyku djsa 
 

 dkWye ,  dkWye ch 
1- foÙk tqVkuk  , ekuo cy 
2- dkfeZd vko';drk ch xzkgd ojh;rk 
3- fjVsy O;kikj dh ykHkçnrk Mh foÙkh; fu.kZ; 
4- foi.ku xfrfof/k;ka bZ Åijh O;;ksa ij [kpZ 

 

³- laf{kIr mÙkj okys iz’u  
1- fjVsy bdkbZ 'kq: djus ds fy, vko';d /ku ds lzksr D;k gSa\ 
2- lQyrk ds fy, Vhe ds lnL; dk D;k egRo gS\ 
3- laxfBr fjVsy LVksj esa vke rkSj ij viukbZ tkus okyh foi.ku xfrfof/k;ksa dh lwph cuk,a\ 

 

p- vius izn'kZu dh tk¡p djsa 

1- çnf'kZr djsa fd Vheksa dks fjVsy fcØh esa y{; dSls çkIr djus pkfg,A 

2- fjVsy O;kikj pykus ds fy, /ku ds lzksrksa ij ,d pkVZ cuk,aA 

3- lQy fjVsyj dh ekdsZfVax xfrfof/k;ksa dk o.kZu djsa vkSj ,d dk;Zuhfrd ;kstuk cuk,aA   

 



mŸkj dqath 

bdkbZ 1 % xzkgd dh fparkvksa dk lek/kku djuk 
 

l= 1 % xzkgd dh leL;kvksa dh igpku djuk vkSj mUgsa lquuk 
d- fjDRk LFkku Hkjsa % 
1- lquuk 
2- o`f) 
3- LokfeRo 
4- can fljs okys iz'u 
5- cgl 
 

[k- cgq oSdfYid iz'u % 1 & [k] 2 & ?k] 3 & d] 4 & x] 5 & x 
 

x- lgh ;k xyr 
1- lgh 
2-  xyr 
3- lgh 
4- lgh  
5- xyr 
 

?k- dkWye feyku djsa % 1 & bZ] 2 & lh] 3 & ,] 4 & ,] 5 & ch] 6 & Mh 
 
l= 2 % xzkgd dh leL;kvksa ls fuiVus ds fy, laxBukRed çfØ;k,a 
d- fjDRk LFkku Hkjsa 
1- Hkjkslk 
2- ykxr çHkkoh 
3- lEeku 
4- cnyuk 
 
 

[k- cgq oSdfYid iz'u % 1 & ?k] 2 & ?k] 3 & [k 
 

x- lgh @ xyr 
1- xyr 
2- lgh 
3- xyr 
4- lgh  
 

?k- dkWye feyku djsa % 1 & Mh] 2 & ,Q] 3 & ,] 4 & ch] 5 & lh] 6 & bZ 
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l= 3 % xzkgdksa dks vk'oLr djus ds fy, ckrphr 
 

d- fjDRk LFkku Hkjsa 
1- vad 
2- lwfpr 
3- uhfr lajpuk 
4- lquuk 
5- /;ku HkVdkuk 
6- Åij ls uhps rd 
7- la;qDr :i ls 
8- fu"i{k 
 

[k- cgq oSdfYid iz'u % 1 & [k] 2 & d] 3 & x] 4 & ?k] 5 & d 
 

x- lgh @ xyr 
1- lgh 
2- xyr 
3- lgh  
4- xyr 
5- xyr 
 

?k- dkWye feyku djsa % 1 & lh] 2 & bZ] 3 & ,] 4 & ch] 5 & Mh 
 
l= 4 % xzkgdksa dh ckj&ckj vkus okyh leL;kvksa dks laHkkyuk 
 

d- fjDRk LFkku Hkjsa 
1- eqDr 
2- tYnh igqap 
3- lQy 
4- Q‚yks vi 
 

[k- cgq oSdfYid iz'u % 1 & x] 2 & d] 3 & d] 4 & [k] 5 & d 
 

x- lgh @ xyr 
1- lgh 
2- xyr 
3- lgh 
 

?k- dkWye feyku djsa % 1 & ch] 2 & bZ] 3 & lh] 4 & ,] 5 & Mh 
 



     226                                                                       fcØh lg;ksxh ¼lsYl ,lksfl,V½ & d{kk 12 
 

bdkbZ 2 % fo'oluh; lsok iznk;xh 
 

l= 1 % xzkgd lsok çnku djus dh çfØ;k vkSj ç.kkfy;k¡ 
d- fjDRk LFkku Hkjsa 
1- eku 
2- lfEefyr 
3- vlguh; 
4- xjhc 
5- dusfDVax 
6- laL—fr 
 
[k- cgq oSdfYid iz'u % 1 & ?k] 2 & [k] 3 & x] 4 & [k] 5 & d 
 

x- lgh @ xyr 
1- lgh 
2- xyr 
3- lgh 
4- xyr 
5- lgh  
 

?k- dkWye feyku djsa % 1&bZ] 2 & ,] 3 & Mh] 4 & lh] 5 & ch 
 
l= 2 % xzkgd lsok iznk;xh dh leh{kk djuk vkSj mldk j[kj[kko djuk 
d- fjDRk LFkku Hkjsa 
1- larq"V 
2- fujk'k 
3- vewrZ 
4- LokHkkfod :i ls 
5- çfr"Bk 
 

[k- cgq oSdfYid iz'u % 1 & ?k] 2 & x] 3 & [k] 4 & [k] 5 & [k 
 

x- lgh @ xyr 
1- xyr 
2- lgh 
3- lgh 
4- lgh  
5- xyr 
 

?k- dkWye feyku djsa % 1&bZ]] 2 & lh] 3 & ch] 4 & ,] 5 & Mh 
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l= 3 % xzkgd lsok tkudkjh dh fjd‚fMaZx 
d- fjDRk LFkku Hkjsa 
1- t:jr] iwNrkN 
2- okjaVh dkMZ 
3- iwNrkN 
4- çn'kZu 
5- MsVk os;jgkml 
6- NksVs laxBu 
 
 

[k- cgq oSdfYid iz'u % 1 & x] 2 & ?k] 3 & x] 4 & x] 5 & d 
 

x- lgh @ xyr 
1- lgh 
2- xyr 
3- lgh 
4- xyr 
5- lgh 
6- lgh  
 

?k- dkWye feyku djsa % 1 & lh] 2 & bZ] 3 & Mh] 4 & ,] 5 & ch 
 
l= 4 % MsVk ds laxzg.k ds fy, dkuwuh vko';drk,a 
d- fjDRk LFkku Hkjsa 
1- dkuwuh vko';drk 
2- lafo/kku 
3- cspuk 
4- fy[kuk 
5- vH;kl@ izFkk 
 
 

[k- cgq oSdfYid iz'u % 1 & [k] 2 & d] 3 & [k] 4 & [k] 5 &x 
 

x- lgh @ xyr 
1- lgh 
2- xyr 
3- lgh  
4- xyr 
5- lgh  
 

?k- dkWye feyku djsa % 1 & lh] 2 & ,] 3 &bZ] 4 & ch] 5 & Mh 
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bdkbZ 3  % xzkgd laca/k çca/ku 
 

l= 1 % fcØh dks vf/kdre djuk vkSj laca/k cuk, j[kuk 
d- fjDRk LFkku Hkjsa 
1- O;ogkj 
2- volj 
3- ykxr 
4- dsanzh—r 
5- mRikndrk 
6- l‚¶Vos;j 
 

 

[k- cgq oSdfYid iz'u % 1 & d] 2 & x] 3 & x] 4 &d] 5 & [k 
 

x- lgh @ xyr 
1- lgh 
2- xyr 
3- xyr 
4- xyr 
5- lgh 
 

?k- dkWye feyku djsa % 1 & bZ] 2 & ,] 3 & ch] 4 & lh] 5 & Mh 
 
l= 2 % xzkgd vkSj laxBu dh vko';drk dks larqfyr djuk 
d- fjDRk LFkku Hkjsa 
1- iwokZuqeku 
2- yksx 
3- yhM 
4- fuHkZjrk 
5- ykxw djuk 
6- dk;Zcy Lopkyu 
 

[k- cgq oSdfYid iz'u % 1 & x] 2 & d] 3 & x] 4 & [k] 5 & d 
 

x- lgh ;k xyr 
1- xyr 
2- lgh 
3- lgh 
4- lgh  
5- xyr 
 

?k- dkWye feyku djsa % 1 & Mh] 2 & bZ] 3 & ,] 4 & ch] 5 & lh 
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l= 3 % laca/kksa ds fodkl ds fy, xzkgd dh vis{kk,a 
d- fjDRk LFkku Hkjsa 
1- [kjhn 
2- vuqHko 
3- O;fDrxr 
4- mRikn 
5- thou 'kSyh 
6- tkap 
 

[k- cgq oSdfYid iz'u % 1 & [k] 2 & x] 3 & d] 4 & [k] 5 & d 
 

x- lgh ;k xyr 
1- lgh 
2- xyr 
3- lgh 
4- lgh  
5- xyr 
 

?k- dkWye feyku djsa % 1 & lh] 2 & bZ] 3 & ,] 4 & ch] 5 & Mh 
 

l= 4 % izHkkoh lapkj 
d- fjDRk LFkku Hkjsa 
1- lapkj 
2- çs"kd 
3- izkIrdrkZ 
4- lans'k 
 
 

[k- cgq oSdfYid iz'u % 1 & [k] 2 & d] 3 & x] 4 & x] 5 & d 
 

x- lgh ;k xyr 
1- xyr 
2- xyr 
3- lgh 
4- lgh  
5- xyr 
 

?k- dkWye feyku djsa % 1 & Mh] 2 & ,] 3 & bZ] 4 & ch] 5 & lh 
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bdkbZ 4 % lsok esa fujarj lq/kkj 
l= 1 % xzkgd lsok esa lq/kkj 
d- fjDRk LFkku Hkjsa 
1- mRikn 
2- vfxze 
3- mRikn 
4- njokts] lqfo/kk 
5- futh—r 
6- lsok] lVhd 
7- Kku 
8- okLrfodrk 
9- xzkgd dk 
10- tokcnsgh 
 

 

[k- cgq oSdfYid iz'u % 1 & x] 2 & d] 3 & d] 4 & [k] 5 & d 
 

x- lgh ;k xyr 
1- lgh 
2- xyr 
3- lgh 
4- lgh  
5- lgh  
 

?k- dkWye feyku djsa % 1 & lh] 2 & bZ] 3 & ,] 4 & ch] 5 & Mh 
 
l= 2 % ifjorZuksa ds dk;kZUo;u ds fy, ra= 
d- fjDRk LFkku Hkjsa 
1- çnkrk] xzkgd 
2- drZO;fu"Bk 
3- cfgeqZ[kh 
4- xzkgd 
5- lsok 
6- dfFkr Lora=rk 
7- ;ksX;rk 
8- lsok 
9- lsok dh xq.koÙkk] xzkgdksa dh larqf"V 
10- ç.kkyh 
11- xzkgd oQknkjh 
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[k- cgq oSdfYid iz'u % 1 & d] 2 & x] 3 & [k] 4 & x] 5 & x 
 

x- lgh ;k xyr 
1- lgh 
2- xyr 
3- lgh 
4- lgh 
5- lgh  
 

?k- dkWye feyku djsa % 1 & Mh] 2 & bZ] 3 & ,] 4 & ch] 5 & lh 
 

l= 3 % fujarj lq/kkj dks c<+kok nsuk 
d- fjDRk LFkku Hkjsa 
1- psdvkmV 
2- midj.k 
3- Qksu 
4- çksRlkgu 
5- ehfM;k 
6- losZ{k.k 
 

[k- cgq oSdfYid iz'u % 1 & [k] 2 & x] 3 & ] 4 & lh] 5 & d 1-b, 2-c, 3-, 4-c, 5-a 
 

x- lgh ;k xyr 
1- lgh 
2- xyr 
3- xyr 
4- lgh 
5- xyr 
6- lgh 
7- lgh  
 

?k- dkWye feyku djsa % 1 & lh] 2 & Mh] 3 & ,] 4 & bZ] 5 & ch 
 

l= 4 % lsok dkmaVj ds ifjorZuksa esa lq/kkj 
d- fjDRk LFkku Hkjsa 
1- eqag ls fudys opu 
2- rhu pkSFkkbZ 
3- /kS;Z 
4- vkthfodk 
5- vlarks"k 
6- larqf"V 
7- vkHkkj 
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[k- cgq oSdfYid iz'u % 1 & ?k] 2 & d] 3 & x] 4 & ?k 
 

x- lgh ;k xyr 
1- lgh 
2- lgh 
3- xyr 
4- xyr 
5- lgh 
6- xyr 
7- lgh 
8- lgh  
 
 

?k- dkWye feyku djsa % 1 & ch] 2 & Mh] 3 & lh] 4 & bZ] 5 & lh 
 
bdkbZ 5 % Vhe vkSj laxBu ds :i esa dke djuk 
 

l= 1 % mifLFkfr vkSj O;ogkj ds fy, laxBu ekud 
d- fjDRk LFkku Hkjsa 
1- fjVsy deZpkjh 
2- cky 
3- vkbZMh dkMZ 
4- 'kkjhfjd gko Hkko 
5- VSVw 
 
 

[k- cgq oSdfYid iz'u % 1 & d] 2 & [k] 3 & x] 4 & x] 5 & d 
 

x- lgh ;k xyr 
1- xyr 
2- lgh 
3- xyr 
4- xyr 
5- lgh 
 

?k- dkWye feyku djsa % 1 & Mh] 2 & ,] 3 & bZ] 4 & ch] 5 & lh 
 

l= 2 % lefFkZr Vhe dk;Z 
d- fjDRk LFkku Hkjsa 
1- çHkkoh 
2- ;kSu mRihM+u 
3- fcØh lg;ksxh 
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4- /kedkuk 
5- vknrsa 
 

 
[k- cgq oSdfYid iz'u % 1 & ?k] 2 & x] 3 & d] 4 & ?k] 5 & d 
 

x- lgh ;k xyr 
1- xyr 
2- lgh 
3- xyr 
4- xyr 
5- lgh 
6- lgh  

 

?k- dkWye feyku djsa % 1 & lh] 2 & ,] 3 & ch 
 
l= 3 % fjVsy laxBu esa çHkkoh rjhds ls dk;Z djuk 
d- fjDRk LFkku Hkjsa 
1- fjVsy 
2- ços'k Lrj 
3- çksRlkgu 
4- cM+k 
5- lqj{kk 
 

[k- cgq oSdfYid iz'u % 1 & ?k] 2 & ?k] 3 & d] 4 & [k] 5 & [k 
 

x- lgh ;k xyr 
1- lgh 
2- lgh 
3- lgh  
4- xyr 
5- xyr 
 

?k- dkWye feyku djsa % 1 & ,] 2 & ,] 3 & ch 
 

l= 4 % Vhe ds mís'; vkSj y{; 

d- fjDRk LFkku Hkjsa 
1- ?kwerk  
2- ihd  
3- Vhe odZ 
4- y{; 
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5- Hkkouk 
6- vkfJr 
 
 

[k- cgq oSdfYid iz'u % 1 & ?k] 2 & d] 3 & ?k] 4 & [k] 5 & d 
 

x- lgh ;k xyr 
1- lgh 
2- xyr 
3- lgh 
4- lgh 
5- xyr 
6- lgh  
 

?k- dkWye feyku djsa % 1 & x] 2 & d] 3 & ?k] 4 & [k-  
 



'kCnkoyh 

'kCn  vFkZ 

vkØkedrk 'k=qrkiw.kZ ;k fgald O;ogkj 

{kek ;kpuk fdlh vijk/k ;k foQyrk dh [ksntud Loh—fr 

fn[kkoV ftl rjg ls dksbZ ;k dqN fn[krk gS 

ljkguk dh ,d O;fDr tks fdlh pht ds iw.kZ ewY; dh ljkguk djrk gS vkSj igpkurk gS 

mi;qDr ifjfLFkfr;ksa esa mi;qDr ;k mfprA 
mfpr :i ls bl rjg ls tks ifjfLFkfr;ksa esa mi;qDr ;k mfpr gksA 
O;olk; ,d 'kkSd ;k NksVk O;kikjA 
laca/k lkÖkk Hkkoukvksa] #fp;ksa ;k vuqHkoksa ds vk/kkj ij fdlh ds lkFk laca/k ;k Çyd 

dh LFkkiukA 
Li"V djuk ¼,d dFku ;k fLFkfr½ de Hkzfer vkSj vf/kd cks/kxE; cukukA 
,df=r djuk fnypLih ;k egRo okyh oLrqvksa ds :i esa Mkd fVdVksa dk laxzg vkSj 

v/;;u( fVdV bdV~Bk djus dk dkeA 

f'kdk;r ,d fooj.k fd dqN vlarks"ktud ;k vLohdk;Z gSA 
iwjh rjg ls iwjh rjg ls( fcydqyA 

?kVd ,d cM+s fgLls dk ,d fgLlk ;k rRo] fo'ks"k :i ls e'khu ;k okgu dk ,d 
fgLlkA 

fujarj yxkrkj le; dh vof/k esa( ges'kkA 
lafonkRed ,d lafonk esa lgerA 

ckrphr ,d ckr] fo'ks"k :i ls ,d vukSipkfjd] nks ;k nks ls vf/kd yksxksa ds chp] 
ftlesa lekpkj vkSj fopkjksa dk vknku&iznku gksrk gSA 

rnuqlkj pfj=] :i] ;k dk;Z esa vuq:i ;k led{k( rqyuh;A 

vkykspuk dfFkr nks"kksa ;k xyfr;ksa ds vk/kkj ij fdlh dh ;k fdlh pht dh vLoh—fr 
dh vfHkO;fDrA 

xzkgd ,d O;fDr tks fdlh nqdku ;k O;olk; ls lkeku ;k lsok,a [kjhnrk gSA 
Hkjksls dk fo'oluh; vkSj HkjkslseanA 
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fu%'kDrrk ,d 'kkjhfjd ;k ekufld fLFkfr tks fdlh O;fDr dh xfrfof/k;ksa] bafnz;ksa ;k 
xfrfof/k;ksa dks lhfer djrh gSA 

vlger loZlEefr ;k vuqeksnu dk vHkkoA 

vlarks"k larqf"V dh dehA 

vlarq"V fdlh ds 'kadk ;k Hk; dks nwj djus dh fØ;kA 

gkoh 'kfDr vkSj izHkko gSA 
fxjkoV 'kfDr] le`f)] ;k fLFkfr dk uqdlkuA 

ukVdh; ukVd ls lacaf/kr ;k ukVd dk izn'kZu ;k v/;;uA 

izHkko'khyrk okafNr ifj.kke mRiUUk djus esa dksbZ pht ftl gn rd lQy gksrh gS( 
lQyrkA 

vkikr fLFkfr ,d xaHkhj] vizR;kf'kr vkSj vDlj [krjukd fLFkfr ftlesa rRdky dkjZokbZ dh 
vko';drk gksrh gSA 

lekuqHkwfr nwljs dh Hkkoukvksa dks leÖkus vkSj lkÖkk djus dh {kerkA 
izksRlkfgr djuk  ¼fdlh dks½ leFkZu] fo'okl ;k vk'kk nsaA 
mRlkgtud fdlh dks leFkZu ;k fo'okl nsuk( lgk;dA 

lxkbZ  'kknh djus ds fy, ,d vkSipkfjd leÖkkSrk 

tks'k rhoz vkSj mRlqd vkuan] #fp] ;k vuqeksnuA 

leku :i ls fu"i{k vkSj fu"i{k rjhds lsA 

vis{kk,a ,d n`<+ fo'okl fd dqN gksxk ;k ekeyk gksxkA 
ckgjh fdlh pht ds ckgj dk fuekZ.k] fLFkr ;k mlls lacaf/krA 

lk/;rk vklkuh ls ;k vklkuh ls fd, tkus dh voLFkk ;k HkkoA 
yphyk fcuk rksM+s vklkuh ls Ökqdus esa l{keA 

fujk'kk dqN cnyus ;k izkIr djus esa vleFkZ gksus ds ifj.kkeLo:i ijs'kku ;k ukjkt 
gksus dh HkkoukA 

mRiknd iSnk djuk ;k cukukA 
gSaMÇyx gkFkksa ls eglwl djuk ;k gsjQsj djukA 

lkSgknZiwoZd /ofu ds lkeatL; ds lkFk( lqj lsA 
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dBksjrk vfiz; :i ls [kqjnjs gksus ;k bafnz;ksa dks >d>ksjus dk xq.kA 
[krjukd tksf[ke Hkjk( [krjukdA 

gkbij ekdsZV lkekuksa dh ,d foLr`r Jà[kyk ds lkFk ,d cgqr cM+k Lo;a&lsok LVksj vkSj 
,d cM+k dkj ikdZ] tks vke rkSj ij ,d 'kgj ds ckgj fLFkr gksrk gSA 

igpku djuk LFkkfir ;k ladsr djsa fd dkSu ;k D;k ¼dksbZ ;k dqN½ gSA 
dk;kZUo;u fdlh fu.kZ; ;k ;kstuk dks ykxw djus dh izfØ;k( fØ;kUo;uA 

lq/kkj djuk lq/kkj ;k lq/kkj dk ,d mnkgj.kA 
vifjgk;Z fuf'Pkr :i ls gksuk( vfuok;ZA 

vk/kkjHkwr lajpuk fdlh lekt ;k m|e ds lapkyu ds fy, vko';d ewy HkkSfrd vkSj 
laxBukRed lajpuk,a vkSj lqfo/kk,a ¼tSls Hkou] lM+dsa] fctyh dh vkiwNZr½A 

lgk;d fdlh mÌs'; ;k uhfr dks vkxs c<+kus ds lk/ku ds :i esa dk;Z djukA 

ckrphr ikjLifjd fØ;k ;k izHkkoA 
fcpkSfy;ka ,d O;fDr tks ,d leÖkkSrs ds fy, iz;kl djus vkSj ykus ds fy, yksxksa ds 

chp ,d dM+h ds :i esa dk;Z djrk gS( ,d e/;LFkA 
vewY; vR;ar mi;ksxh( vifjgk;ZA 

Tkkap iM+rky fdlh pht ;k fdlh dh tkap djus dh fØ;k( vkSipkfjd ;k O;ofLFkr ijh{kk 
;k vuqla/kkuA 

Hkkxhnkjh fdlh pht+ esa 'kkfey gksus ;k mlesa Hkkx ysus dk rF; ;k fLFkfrA 
yscÇyx dkxt dk ,d NksVk VqdM+k] diM+k] IykfLVd] ;k blh rjg dh lkexzh tks 

fdlh oLrq ls tqM+h gksrh gS vkSj mlds ckjs esa tkudkjh nsrh gSA 
fo/kku dkuwu] lkewfgd :i ls ekuk tkrk gSA 
O;kikj lkeku [kjhnk vkSj cspk tk ldrk gSA 
fcØh oLrq dh fcØh dks c<+kok nsus dh xfrfof/k] fo'ks"k :i ls fjVsy nqdkuksa esa 

mudh izLrqfr }kjkA 
cgqjk"Vªh; dbZ ns'kksa ;k dbZ jk"Vªh;rkvksa ds O;fDr;ksa ds lfgr ;k 'kkfey djukA  

xq.kk ¼,d la[;k½ nwljs ls izkIr djsa ftlesa igyh la[;k ,d fuNZn"V la[;k esa gSA 
ckrphr vke lgefr izkIr djus ds fy, eqÌksa ij ikNZV;ksa ds chp ppkZA 
O;kolkf;d ukSdjh ;k O;kolkf;d ls lacaf/krA 
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volj ,d le; ;k ifjfLFkfr;ksa dk lsV tks dqN djuk laHko cukrk gSA 
iSdsÇtx oLrq dks yisVus ;k lajf{kr djus ds fy, iz;qDr lkexzhA 

iSE¶ysV~l ij ,d iSEQysV fy[kus ds fy,( ,d iSE¶ysV esa fy[kus gsrqA 
O;fDrRo fdlh ds pfj= dk og igyw tks nwljksa ds lkeus izLrqr ;k vuqHko fd;k tkrk 

gSA 

izksRlkgu fdlh dks eukus ;k dqN djus ;k fo'okl djus ds fy, jkth djus dh fØ;k 
;k izfØ;kA 

cgqr ,d cM+h ;k i;kZIr ek=k ;k ek=k( i;kZIr ls vf/kdA 

fLFkfr fu/kkZj.k og LFkku tgka dksbZ ;k dksbZ oLrq fLFkr gks ;k j[kh xbZ gksA 
laHkkouk,a ,d ckr tks gks ldrh gS ;k gks ldrh gSA 
{kerk Hkfo"; esa fdlh pht esa fodflr gksus dh {kerk gksuk ;k fn[kkukA 
fu/kkZfjr   
izfØ;k,a dqN djus dk ,d LFkkfir ;k vkf/kdkfjd rjhdkA 

O;kolkf;drk fdlh O;kolkf;d ls visf{kr ;ksX;rk ;k dkS'kyA 

izksQkekZ :i ds :i esa fd;k ;k mRikfnrA 
iwosZ{k.k Hkfo"; esa fdlh ?kVuk ds ?kfVr gksus dh lEHkkouk ;k laHkkoukA 

euksfoKku ekuo eu vkSj mlds dk;ks± dk oSKkfud v/;;u] fo'ks"k :i ls fdlh fn, x, 
lanHkZ esa O;ogkj dks izHkkfor djus okysA 

lt+k fdlh vijk/k ds fy, izfr'kks/k ds :i esa naM nsuk ;k yxkukA 

okLrfod D;k izkIr fd;k tk ldrk gS ;k D;k mEehn dh tk ldrh gS] bldk ,d 
leÖknkj vkSj O;kogkfjd fopkj gksuk ;k fn[kkukA 

vk'oklu fdlh ds 'kadk ;k Hk; dks nwj djus dh fØ;kA 

flQkfj'ksa dkjZokbZ ds loksZŸke ikB~̧ kØe ds :i esa ,d lqÖkko ;k izLrko] fo'ks"k :i ls 
,d vkf/kdkfjd fudk; }kjk lkeus j[kk x;kA 

iathdj.k ntZ djus ;k iath—r gksus dh fØ;k ;k izfØ;kA 

fo'oluh;rk Hkjkslsean gksus ;k yxkrkj vPNk izn'kZu djus dk xq.kA 
izfriknu laxhr ;k ukVd ds ,d VqdM+s dk izn'kZuA 
ftEesnkfj;ka fdlh pht ls fuiVus ;k fdlh ij fu;a=.k j[kus dk drZO; gksus dh voLFkk 
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;k rF;A 
tokcnsgh tYnh vkSj ldkjkRed izfrfØ;k nsus dk xq.kA 
vo/kkj.k fdlh pht dk fujarj dCtk] mi;ksx ;k fu;a=.kA 
iqu% izkIr djuk  ¼dqN½ dgha ls okil ysuk ;k ykukA 

jsQjy ,d O;fDr ls nwljs O;fDr dks oMZ vkWQ ekmFk flQkfj'ksaA 

fjVsy fjVsy oLrqvksa vkSj lsokvksa dks cspus dk O;kikj gSA 
rRi'pkr~ ,d [kkl ckr gksus ds ckn( ckn esaA 
lQyrkiwoZd ,d rjg ls tks fdlh bfPNr mÌs'; ;k ifj.kke dks iwjk djrk gksA 
i;kZ; ¼fdlh 'kCn ;k okD;ka'k dk½  mlh Hkk"kk esa nwljs 'kCn ;k okD;ka'k ds leku 

vFkZ gksukA 
fcØh lg;ksxh ,d fcØh lg;ksxh ,d [kqnjk foØsrk gS tks fcØh] fcØh] xzkgd iwNrkN] LVksj 

j[kj[kko] xzkgdksa dh lsok] vkSj xzkgd lsok iznku djus tSlh fofHkUUk xfrfof/k;ka 
djrk gSA 

fcØh izfrfuf/k fcØh izfrfuf/k og O;fDr gksrk gS tks xzkgdksa dks mRikn vkSj lsok,a csprk gSA 
Hkjkslsean bZekunkj ;k lPpkbZ ds :i esa Hkjkslk djus esa l{keA 

fufoZokn budkj ;k fookfnr djus esa vleFkZA 

leÖk dqN leÖkus dh {kerk( leÖkukA 

cspSuh Çprk ;k cspSuh dh HkkoukA 
vfo'oluh;rk Hkjkslk djus ;k fo'okl djus esa vleFkZrkA 

xokg ,d O;fDr tks ,d ?kVuk ns[krk gS] vkerkSj ij ,d vijk/k ;k nq?kZVuk gksrh 
gSA 

jSÇix fdlh pht dks <adus ;k ?ksjus ds fy, bLrseky fd;k tkus okyk dkxt ;k 
uje lkexzhA 
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