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‡µZv mš‘wó mvwe©K gvb e¨e ’̄vcbvi †gŠwjK Dcv`vb| GB e¨e ’̄vcbvi mvwe©K †Póv n‡jv †µZv‡`i mš‘wó AR©b Kiv 
Ges Zv Kivi Rb¨ Ab¨vb¨ cÖ‡qvRbxq Kvh©m¤úv`b Kiv nq| GB BDwb‡U †µZv mš‘wó m¤úvwK©Z aviYv I Zv AR©‡bi 
Kjv‡KŠkj wb‡q Av‡jvPbv Kiv n‡q‡Q| ‡µZv mš‘wó cÖwZôv‡bi weµq †hgb evovq, †ZgbB evRvi cÖwZ‡hvwMZvq 
wUwK‡q iv‡L| †m Rb¨ †µZv mš‘wó mvwe©K gvb e¨e ’̄vcbvi Ab¨Zg cÖ`vb Dcv`vb|  
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†µZv mš‘wó: cÖK…wZ I cwiPq 
Customer Satisfaction 

 
D‡Ïk¨ 

G cvV †k‡l AvcwbÑ 
• †µZv mš‘wó aviYvwUi msÁv Kj‡Z cvi‡eb  
• †µZv Kx Zv ej‡Z cvi‡eb  
• gvb m¤ú‡K© †µZv Dcjwä eywS‡q ej‡Z cvi‡eb  
• djveZ©b t A‡MÖwµqvkxj c×wZ¸‡jv eY©bv Ki‡Z cvi‡eb 
• djveZ©b t cÖwZwµqvkxj c×wZ¸‡jv eY©bv Ki‡Z cvi‡eb  
• †mev gvb Kx Zv ej‡Z cvi‡eb  
• †mev gv‡bi mv‡_ mswkøó KvR¸‡jv eY©bv Ki‡Z cvi‡eb  
• Pvwn`v‡K cÖ‡qvR‡b iƒcvšÍiKiY Kivi K¨v‡bv g‡WjwU e¨vL¨v Ki‡Z cvi‡eb 
• †µZv aviY Kx Zv ej‡Z cvi‡eb 
• †µZv aviY wKfv‡e Kiv hvq Zv eY©bv Ki‡Z cvi‡eb  

 

f~wgKv  
(Introduction)  

mvwe©K gvb e¨e ’̄vcbv †h KqwU ¸iæZ¡c~Y© Dcv`vb wb‡q MwVZ Zvi g‡a¨ ‡µZv mš‘wó Ab¨Zg| ‡µZv mš‘wó n‡jv GB 
mvwe©K gvb e¨e ’̄vcbvi †K› ª̀we› ỳ| G Kvi‡Y GB cv‡V ‡µZv mš‘wó m¤ú‡K© we Í̄vwiZ Av‡jvPbv Kiv n‡q‡Q| ‡µZv 
mš‘wói aviYv †_‡K wKfv‡e Zv AR©b Kiv hvq Zvi †KŠkj I c×wZ eY©bv Kiv n‡q‡Q| cÖ_‡g ‡µZv mš‘wó Kx Zv 
wb‡q Av‡jvPbv n‡e|  

‡µZv mš‘wó Kx?  
(What is customer satisfaction ?)  

‡µZviv mvwe©K gvb e¨e ’̄vcbvi †K› ª̀we› ỳ Ges †h †Kvb msMV‡bi †miv m¤ú`| GKwU msMV‡bi mvdj¨ Av‡m 
µgea©gvb weµq †_‡K| hw` †µZv msL¨v µgvš^‡q evo‡Z _v‡K I eZ©gvb †µZviv evievi µq K‡i, Zvn‡j 
cÖwZôv‡bi mdjZv a‡i ivLv hvq I cÖwZôv‡bi bM` cÖevn ev‡o| msMV‡bi †µZv‡`i Avek¨KxqZv wb‡Pi QK †_‡K 
Avgiv fvj fv‡e eyS‡Z cvie|  

cvV-3.1 
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†µZv mš‘wó n‡jv †µZvi g‡bi GKUv Ae ’̄v hv wZwb †Kvb cY¨ ev †mev †fvM Kivi ci Dcjwä K‡ib| cY¨ ev †mev 
†_‡K cÖZ¨vwkZ Dc‡hvM cvIqvi Rb¨B GKRb †µZv †Kvb cY¨ ev †mev µq K‡i| †mB cÖZ¨vwkZ Dc‡hvM jvf 
Ki‡j †h cÖkvwšÍ GKRb †µZv Zvi g‡b cvq †mUvB n‡jv †µZv mš‘wó| KUjvi, wjqs, As I Zvb (1996) gZ 
cÖKvk K‡ib †h, Ò †µZv mš‘wó n‡jv GKRb e¨w³i Abyf~Z gvbwmK Ae ’̄v hv †Kvb c‡Y¨i cÖZ¨vwkZ dj I 
DcjwäK…Z d‡ji Zzjbvg~jK Abyf~wZ †_‡K Av‡m|Ó A‡bK mgq cY¨ ev †mev †_‡K cÖvß Dc‡hvM †µZvi cÖZ¨vkv‡K 
Qvwo‡q hvq| GwU Zvi g‡b AviI mš‘wó Av‡b| GB mš‘wói gvÎv hZ †ekx n‡e, ZZB †µZv †Kv¤úvwbi cÖwZ, 
†K¤úvwbi cY¨ ev †mevi cÖwZ Abyi³ I AbyMZ n‡e Ges GB cY¨ ev †mev evievi µq Ki‡e| mvwe©K gvb e¨e ’̄vcbvi 
P~ovšÍ jÿ¨ n‡jv †µZv mš‘wó AR©b Kiv I GUv‡K DË‡ivËi evov‡bv|  

Gevi Avgiv †µZv †K Zv wb‡q Av‡jvPbv Kie|  

†µZv †K?  
(What is customer ?)  

‡µZv ej‡Z ỳB ai‡bi †µZv‡K †evSvq| GK cÖKvi n‡jv ewnt ’̄ †µZv I Ab¨ cÖKvi n‡jv Af¨šÍixY †µZv| ewnt¯’ 
†µZv n‡Z cv‡i GKRb e¨w³ whwb cY¨ ev †mev wK‡b‡Q, n‡Z cv‡i GKRb e¨w³ whwb cY¨ ev †mev e¨envi ev †fvM 
K‡i‡Q, n‡Z cv‡i Ggb GKRb whwb cY¨ ev †mevi weµq‡K cÖfvweZ K‡i‡Q| Avgiv Rvwb, †µZv I †fv³v GK bvI 
n‡Z cv‡i| †hgb †ewe dzW µq K‡i wcZv ev gvZv wKš‘ †fvM K‡i wkï| G †ÿ‡Î †µZv wn‡m‡e wcZv ev gvZv Ges 
wkï MY¨ n‡e| ewnt ’̄ †µZviv cÖwZôv‡bi evB‡i Ae ’̄vb K‡i| GB †µZv Avevi wZb iKg t PjwZ †µZv, m¤¢ve¨ 
†µZv I nviv‡bv †µZv| cÖwZwU cÖKvi †_‡K †µZv mš‘wói g~j¨evb Z_¨ cvIqv hvq| msMV‡bi mKj Kg©Pvwi‡`i 

‡µZvMY

m¤§yL fv‡Mi Kg©PvwiMY

Kvh© wefv‡Mi Kg©PvwiMY

‡R¨ô e¨e ’̄vcKMY 

cÖavb wbe©vnx 

Kg©KZ©v 
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Rvb‡Z n‡e wKfv‡e ewnt ’̄ †µZv‡`i mvwe©K mš‘wó evov‡bv hvq| bZzb †µZv Avmv I cyivZb †µZv a‡i ivLvi Rb¨ 
mvwe©K gvb e¨e ’̄vcbvi cvi`wk©Zv Ae¨vnZ fv‡e evov‡Z n‡e|  

Af¨šÍixY †µZv ej‡Z msMV‡bi wewfbœ Kvh© wefv‡M Kg©iZ e¨w³MY‡K †evSvq| GKwU Kvh© GKK ev wefvM Ab¨ 
GKwU Kvh© GKK ev wefv‡Mi †µZv Ges cÖ_‡gv³ Kvh© GKK ev wefvM n‡jv mieivnKvix| cÖ‡Z¨K Kvh© GKK ev 
wefvM †Kvb bv †Kvb cY¨ ev †mev ˆZwi Ki‡Q hv Ab¨ GKwU Kvh© GKK ev wefvM e¨envi Ki‡Q| Drcv`b wefvM, 
digv‡qm MÖnY BDwbU, evRvRvZKiY wefvM, cÖ‡KŠkj wefvM, weµq wefvM, wnmve wefvM, wbivcËv wefvM BZ¨vw` 
mKj cÖvwZôvwbK wefvM ev Kvh© BDwbU GKevi †µZv nq Avi GKevi mieivnKvix nq| cÖ‡Z¨K Kvh© wefv‡M 
wb‡qvwRZ e¨w³eM©‡K wbwðZ Ki‡Z n‡e †h, Zvi cY¨ ev †mev e¨enviKvix cieZ©x wefv‡Mi cÖZ¨vwkZ gvb c~iY 
Ki‡Q| cy‡iv msMVbe¨vcx Ggb Af¨šÍixY †µZv I mieivnKvix †PBb Av‡Q hviv G‡K A‡b¨i Kv‡Q gvbm¤úbœ cY¨ ev 
†mev †cŠ‡Q w`‡”Q| GB KvR wVK g‡Zv n‡j ewnt ’̄ †µZv‡`i mš‘wó jvf Kiv hvq|  

me©‡k‡l ejv hvq, ewnt ’̄ †µZv I Af¨šÍixY †µZv DfqB †µZv| Avi mvwe©K gvb e¨e ’̄vcbv Dfq †µZv‡`i mgvb 
fv‡e ¸iæZ¡ †`q I Zv‡`i mš‘wó AR©b Kivi †Póv K‡i|  

Gevi gvb m¤ú‡K© †µZv Dcjwä wb‡q Av‡jvPbv Kiv n‡e|  

gvb m¤ú‡K© †µZv Dcjwä  
(Customer perception about Quality)  

mvwe©K gvb e¨e ’̄vcbvi GKUv †gŠwjK `k©b n‡jv Ae¨vnZ cÖwµqv Dbœqb| G `k©b †_‡K ‡evSv hvq †h, gv‡bi †Kvb 
MÖnY‡hvM¨ mxgv †bB| ‡Kbbv, †µZv‡`i cÖ‡qvRb, g~j¨ I cÖZ¨vkv avivevwnK fv‡e cwiewZ©Z n‡”Q I µgvMZ ‡ekx 
Pvc m„wó Ki‡Q| Av‡gwiKvb †mvmvBwU di †KvqvwjwU Gi GK Rwi‡c gvb m¤ú‡K© †µZv‡`i aviYvMZ Dcv`vb I Zvi 
ch©vqµwgKZv cvIqv †M‡Q| ‡µZv cQ‡›`i µg Abymv‡i ‡m¸‡jv GLb Av‡jvPbv Kiv n‡e| 

1. cvi`wk©Zv t cvi`wk©Zv mevi A‡M ’̄vb †c‡q‡Q| cvi`wk©Zv n‡jv c‡Y¨i ev †mevi g~j ˆewkó¨ A_©vr Ôe¨env‡ii 
Dchy³ZvÕ| GwU ej‡Z †evSvq ‡h, GKwU cY¨ ev †mev wewµi mgq †µZvi e¨env‡ii Rb¨ cÖ ‘̄Z Av‡Q| ‡hgb 
GKUv Kjg hLb wewµ n‡e ZLb †mwU wjL‡Z cvi‡e| GB cvi`wk©Zv ¸‡Yi mnMvgx we‡ePbv¸‡jv n‡jv (1) 
cÖvc¨Zv A_©vr cY¨wU hLb e¨envi Kiv n‡e ZLb KvR Ki‡e; (2) wek¦vm‡hvM¨Zv A_©vr GKUv mgq Kv‡ji g‡a¨ 
ÎæwU n‡Z gyw³; Ges (3) iÿYv‡eÿYZv A_©vr cY¨wU Kg©ÿg ivLv mnR n‡e|  

2. ‰ewkó¨vewj t †µZv we‡ePbvq GwU wØZxq ’̄v‡b Av‡Q| GwU n‡jv c‡Y¨i ‡MŠY ˆewkó¨ A_©vr AwZwi³ mshy³ 
Dc‡hvM| GB ¸Y¸‡jv gb Í̄vwZ¡K, mgqgyLx, Pzw³wfwËK, ˆbwZK I cÖhyw³MZ Dc‡hvM| ‡hgb, Nwoi cÖavb KvR 
mgq †`Lv‡bv| GLb, Gi mv‡_ ÷cIqvP ¸Y hy³ Ki‡j Zv n‡e AwZwi³ Dc‡hvM| ZvB, GwU n‡e ˆewkó¨| 
GKB fv‡e GK Kj‡g Kv‡jv Kvwji cvkvcvwk jvj Kvwj hy³ Kiv| GLv‡b jvj Kvwj n‡e ˆewkó¨| 

3. †mev t †µZv we‡ePbvq GB ¸YwU Z…Zxq ’̄v‡b Av‡Q| cY¨ ev †mev m¤úwK©Z †Kvb mgm¨v I Awf‡hv‡Mi mgvavb 
ev mn‡R †givgZ Kivi my‡hvM we‡µZv cÖ`vb Ki‡j Zv n‡e †mev| GB †mevi †Kvb mxgv †bB, †µZv mš‘ó 
n‡jB AvcvZZt †kl| ZvB, GwU Ae¨vnZ fv‡e Pj‡Z _v‡K|  

4. wbðqZv t †µZv we‡ePbvq GB ¸YwU PZz_© ’̄v‡b Av‡Q| GB wbðqZvi A_© n‡jv wewµZ I mievivnK…Z ÎæwUhy³ 
cY¨mvgMÖx †givgZ K‡i †`qv ev e`‡j †`qvi wjwLZ A½xKvi| we‡µZvi Zid †_‡K GB cÖKvk¨ A½xKvi 
†µZvi Kv‡Q ‡mev cvIqvi wbðqZv evovq|  
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5. `vg t †µZv we‡ePbvq cÂg ’̄v‡b Av‡Q g~j¨| †µZviv D”PZi Dc‡hvM cvIqvi Rb¨ AwZwi³ `vg w`‡Z ivwR 
Av‡Q| Z‡e, †µZviv cÖwZ‡hvMx c‡Y¨i Dc‡hv‡Mi mv‡_ me mgq Zzjbv K‡i †`L‡Z Pvq Kvi cY¨ †_‡K †ekx 
Dc‡hvM ev g~j¨ cvIqv hv‡e|  

6. mybvg t ‡µZv we‡ePbvq me©‡k‡l Av‡Q mybvg| mybvg n‡jv †Kvb cÖwZôv‡bi mv‡_ mvgwMÖK AwfÁZv jä mš‘wó| 
†m Kvi‡Y †µZviv cwiwPZ, Av ’̄vkxj eªvÛ bvg †`‡L cY¨ †K‡b Ges mviv Rxeb Zvi mv‡_ _vK‡Z Pvq| GwU 
†µZv a‡i ivLvi GKwU Dchy³ nvwZqvi| cÖwZôv‡bi mvwe©K I Ae¨vnZ fvj e¨envi I †mev †`qvi gva¨‡g GwU 
AwR©Z nq|  

Gevi djveZ©b m¤ú‡K© Av‡jvPbv Kiv n‡e|  

djveZ©b t †µZv mš‘wó Rvbvi Dcvq  
(Feedback : Way to know Customer Satisfaction)  

‡µZv mš‘wó Rvbvi Dcvq n‡jv †µZv‡`i cÖwZwµqv Rvbv| cY¨ I †mev †fv‡Mi ci †µZv‡`i cÖZ¨vkv KZUzKz c~iY 
n‡q‡Q Zv Rvbvi Rb¨ djveZ©b me‡P‡q Kvh©Ki e¨e ’̄v| Avgiv Rvwb, GKwU cY¨ ev †mev †_‡K †µZviv hv †c‡Z 
Pvq, †m cÖZ¨vkv c~iY ev Qvwo‡q hvIqv n‡jv gvb| cY¨ I †mev ˆZwi Kivi Av‡M †µZv‡`i cÖZ¨vkv †R‡b wb‡q ‡m 
fv‡e cY¨ ev †mev ˆZwi Ki‡j ‡m cY¨ ev †mev †µZv‡`i mš‘wó Av‡b| †µZv‡`i cÖZ¨vkv Rvbvi Rb¨ bgybv Rwic 
c×wZ e¨envi Kiv nq| GwUI djveZ©b, Z‡e GUv‡K e‡j A‡MÖwµqvkxj djveZ©b| Avi cY¨ ev †mev †fv‡Mi ci 
†µZv‡`i cÖwZwµqv Rvbvi Rb¨ †h bgybv Rwic Pvjv‡bv nq, Zv‡K e‡j cÖwZwµqvkxj djveZ©b| G Dfq c×wZ 
e¨envi K‡i †µZv‡`i g‡bvfve, wµqv-cÖwZwµqv Rvbvi ‡Póv Kiv nq| mg‡qi Ave‡Z© †µZviv cwiewZ©Z nq| 
Zv‡`i gb, cÖZ¨vkv, mieivnKvix cwiewZ©Z nq| †m Kvi‡Y †µZv‡`i cwiewZ©Z Ae ’̄v Rvbvi †Póv Ae¨vnZ ivL‡Z 
nq| †µZv mš‘wói eZ©gvb Ae ’̄v I cwiewZ©Z Ae ’̄v Rvbvi Rb¨ A‡MÖwµqvkxj djveZ©b I cÖwZwµqvkxj djveZ©b 
e¨e ’̄vq ‡h †h c×wZ e¨envi Kiv nq †m¸‡jv wb‡q Gevi Av‡jvPbv Kiv n‡e|  

djveZ©b t A‡MÖwµqvkxj c×wZ  
(Feedback : Proactive Method)  

1. gšÍe¨ KvW© t cY¨ ev †mev wewµi mgq GKwU gšÍe¨ KvW© mshy³ Kiv nq| GB Kv‡W© †µZvi bvg, †ckv, eqm, 
Ges wK Dcv`vb †µZv‡K GB cY¨ ev †mev wKb‡Z DØy× K‡i‡Q Zv Lvwj RvqMvq wj‡L Rvbv‡bvi Rb¨ ejv nq| 
‡nv‡Uj, †gv‡Uj, †i‡ Í̄viv, nvmcvZvj BZ¨vw` cÖwZôv‡b †Uwe‡ji Dc‡i ev K‡ÿ GB KvW© ‡i‡L †`qv nq| 
A‡bK †ÿ‡Î Af¨_©bv †K› ª̀ †_‡K we`vq †bqvi mgq ZvrÿwYK fv‡e †µZv‡`i KvQ †_‡K GB gšÍe¨ KvW© c~iY 
K‡i †bqv nq|  

2. †µZv cÖkœgvjv t GwU eûj e¨eüZ GKwU bgybv Rwic gva¨g| GLv‡b cY¨ I †mevi gvb m¤úwK©Z Db¥y³ I e× 
cÖkœ _v‡K| Db¥y³ cÖ‡kœi wb‡P Lvwj RvqMv _v‡K Ges †mLv‡b †µZv‡`i DËi wjL‡Z ejv nq| e× cÖ‡kœ m¤¢ve¨ 
DËi ‡`qv _v‡K I Ab¨vb¨ DËi †`qvi GKUv my‡hvMI _v‡K| Zvi ga¨ †_‡K wbR DËi evQvB K‡i wUK w`‡Z 
nq Ges Ab¨ DËi _vK‡j Zv wbw ©̀ó ’̄v‡b wjL‡Z nq| DËi¸‡jvi µgweb¨v‡mi Rb¨ GKUv GK †_‡K cuvP ev 
GK †_‡K `k †¯‹j ‡`qv nq| mivmwi †µZv‡`i w`‡q cÖkœgvjv c~iY Kivi cvkvcvwk Ab¨vb¨ †h me Dcvq 
AvRKvj e¨envi Kiv n‡q, †m¸‡jv wb‡q Gevi Av‡jvPbv Kiv n‡jv t  

[K]  WvK gvidZ Rwic t G †ÿ‡Î †µZv‡`i Kv‡Q WvK gvidZ cÖkœgvjv cvwV‡q †`qv nq Ges Zv c~iY Kivi 
Rb¨ GKUv mgq †`qv nq| †µZv‡`i cÖkœgvjv c~i‡Y DØy× Kivi Rb¨ gv‡S gv‡S †Uwj‡dvb Kiv nq|  

[L]  †Uwj‡dvb Rwic t ‡µZv‡`i Kv‡Q †Uwj‡dvb K‡i Zv‡`i m¤§wZ wb‡q Zv‡`i‡K cÖkœ¸‡jv Kiv nq I DËi 
wjwce× Kiv nq| †Uwj‡dvb Rwi‡ci cÖkœgvjv mvaviYZt †QvU Ki‡Z nq|  
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[M]  wWwRUvj Rwic t ‡Kv¤úvwbi I‡qemvBU, †dmeyK, g¨v‡mÄvi, B‡gBj ev Ab¨ †Kvb wWwRUvj mvB‡U 
cÖkœ¸‡jv Avc‡jvW K‡i †µZv‡`i ev m¤¢ve¨ †µZv‡`i Zv c~iY Kivi Aby‡iva Kiv nq|  

[N]  M¨v‡jvc cÖwZôv‡bi Rwic t gZvgZ Rwic Kivi wKQz cÖwZôvb Av‡Q| G mKj cÖwZôv‡bi gva¨‡g Rwic 
KvR Pvwj‡q †µZv mš‘wó m¤ú‡K© Rvbv hvq|   

3. Av‡jvKcvZ `j t ‡µZv‡`i cÖZ¨vkv I cÖ‡qvRb Rvbvi Rb¨ Av‡jvKcvZ `j GKwU RbwcÖq †KŠkj| G 
c×wZ‡Z mgRvZxq †µZv‡`i GKwU `j‡K mfvq Avgš¿Y Rvbv‡bv nq| GKRb cwiPvjK ev gWv‡iUi c~e© †_‡K 
cÖ ‘̄Z Kiv web¨vmK…Z cÖkœ †µZv‡`i wRÁvmv K‡ib Ges Zv‡`i wPšÍv, Dcjwä I gšÍe¨ wjwce× K‡ib| eZ©gvb 
Pvjy cY¨, cÖ Í̄vweZ cY¨ I fwel¨r c‡Y¨i Dci Av‡jvKcvZ K‡i GB ai‡bi mfv Kiv nq| ‡Kv¤úvwbi Af¨šÍixY 
Kg©Pvwi‡`i wb‡q A‡bK mgq GB Av‡jvKcvZ `j c×wZ e¨envi K‡i †Kv¤úvwbi eZ©gvb I m¤¢ve¨ mgm¨v I 
Dbœq‡bi †ÿÎ¸‡jv wPwýZ Kiv nq|  

4. gvmyj Qvov †Uwj‡dvb t cY¨ I †mev m¤ú‡K© ‡µZv‡`i Awf‡hvM, ÎæwUwePz¨wZ, Dbœq‡bi †ÿÎ, †mevi gvb, 
civgk©, cÖZ¨vkv I cÖ‡qvRb Rvbvi Rb¨ gvmyj Qvov †Uwj‡dvb e¨envi Kiv nq| †µZv‡`i cÖwZwµqv Rvbvi ci 
Lye ª̀æZB †Kv¤úvwb e¨e ’̄v wb‡Z cv‡i| A‡bK mgq †Uwj‡dv‡bB mgm¨vi mgvavb †`qv nq| GUv LyeB Kvh©Ki 
djveZ©b e¨e ’̄v wn‡m‡e cÖgvwYZ n‡q‡Q|  

5. †µZv cwi`k©b t †Kv¤úvwbi c` ’̄ Kg©KZ©vMY wewfbœ weµq †K‡› ª̀ wM‡q †µZv‡`i mv‡_ K_v e‡j †Kv¤úvwbi cY¨ 
I †mev m¤ú‡K© Zv‡`i gZvgZ I cÖwZwµqv Rvb‡Z cv‡i| G mgq Kvh©wefv‡Mi †jvKRb mv‡_ wb‡Z n‡e| 
A‡bK mgq ZvrÿwYK mgvavb w`‡q cwiw ’̄wZi DbœwZ NUv‡Z cv‡i|  

6. cÖwZ‡e`b KvW© t ‡Kv¤úvwbi cÖ‡Z¨K †µZvi Kv‡Q ˆÎgvwmK wfwË‡Z GB cÖwZ‡e`b KvW© cvVv‡bv nq| †µZv‡`i 
gšÍe¨ we‡kølY K‡i †Kv¤úvwbi cY¨ I †mevi Dbœq‡bi †ÿÎ¸‡jv Luy‡R †ei Kiv nq I †m¸‡jv ms‡kvab ev 
ms‡hvR‡bi gva¨‡g cY¨ I †mevi DrKl© mvab Kiv nq|  

7. B›Uvi‡bU I Kw¯úDUvi t †Kv¤úvwbi IqemvBU, †dmeyK, wbDR MÖæc, g¨v‡mÄvi, BDwUDe, B‡gBj, †gvevBj 
g¨v‡mR BZ¨vw` A‡bK wWwRUvj gva¨g Av‡Q hvi gva¨‡g †Kv¤úvwb Zvi †µZv‡`i mv‡_ ‡hvMv‡hvM Ki‡Z cv‡i, 
cY¨ I †mevi Z_¨ Rvbv‡Z cv‡i, Zv‡`i cÖwZwµqv I gšÍe¨ Rvb‡Z cv‡i Ges †m¸‡jv e¨envi K‡i cY¨ I 
†mevi Dbœqb NUv‡bv hvq|  

8. Kg©Pvwi djveZ©b t Kg©Pvwi‡`i KvQ †_‡K ‡Kv¤úvwbi Af¨šÍixY cwi‡ek m¤ú‡K© Zv‡`i gZvgZ, civgk©, 
Dbœqb wPšÍv Rvbvi Rb¨ Kg©Pvwi djveZ©b e¨envi Kiv nq| †Kv¤úvwbi †µZv‡`i Awf‡hvM, cÖZ¨vkv I civgk© 
m¤ú‡K© Kg©Pvwi‡`i gZvgZ, mgvavb I Dbœq‡bi wPšÍv m¤ú‡K©I Rvbv hvq| G Rb¨ †eªBb‡÷vwg©s mfv, civgk© 
mfv BZ¨vw` e¨e ’̄v wb‡q Kg©Pvwi‡`i djveZ©b Rvbv hvq|  

djveZ©b t cÖwZwµqvkxj c×wZ  
(Feedback : Reactive Method)  

cÖwZwµqvkxj c×wZ‡Z ‡µZv‡`i Awf‡hvM ev civgk© cvIqvi ci e¨e ’̄v †bqv nq| ‡µZv‡`i Awf‡hvM ev civgk©‡K 
fvj fv‡e MÖnY K‡i †Kv¤úvwb †m Abyhvqx ms‡kvabg~jK ev Dbœqbg~jK e¨e ’̄v wb‡j mvwe©K gvb e¨e ’̄vcbv AwaK 
Kvh©Ki n‡e| Z‡e, M‡elYvq †`Lv †M‡Q kZKiv 80 fvM Amš‘ó †µZv †Kvb Awf‡hvM K‡i bv| ZeyI †µZv‡`i 
Awf‡hvM ev civgk© Kv‡R jvwM‡q gv‡bvbœqb Kiv hvq| GB cÖwZwµqvkxj djveZ©b‡K Kvh©Ki fv‡e gv‡bvbœq‡b 
e¨envi K‡i †µZv mš‘wó wbwðZ Ki‡Z n‡j wb¤œewY©Z KvR¸‡jv Ki‡Z n‡e t 

1. †µZv‡`i fvj I g›` Dfq cÖwZwµqv I AwfÁZv Rvb‡Z PvB‡Z n‡e I †m¸‡jv wb‡q ª̀æZZvi mv‡_ KvR 
Ki‡Z n‡e|  
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2. Awf‡hvM mgvav‡bi mvsMVwbK e¨e ’̄v, cÖwµqv, wbqg-Kvbyb, wewaweavb cÖwZôv Ki‡Z n‡e Ges m¤§yL mvwii 
Kg©x‡`i Zv mgvav‡b ÿgZvqb Ki‡Z n‡e| Zv‡`i‡K cÖ‡qvRbxq cÖwkÿY w`‡Z n‡e, we‡kl K‡i †µZv‡K› ª̀xK 
AvPiY I kÖeY `ÿZvi Dci GB cÖwkÿY w`‡Z n‡e| †K †Kvb& ai‡bi Awf‡hvM wb‡q KvR Ki‡e Zv wbw ©̀ó 
Ki‡Z n‡e, cÖ‡qvRbxq mnvqK m¤ú` I gvjvgvj w`‡Z n‡e, mwVK fv‡e KvR Kiv bv Kivi Rb¨ cyi¯‹vi -
wZi¯‹v‡ii e¨e ’̄v Ki‡Z n‡e| Zv‡`i‡K cÖ‡qvRbxq cÖwkÿY w`‡Z n‡e|  

3. Awf‡hvM we‡kølY Ki‡Z n‡e Ges †Kvb& †ÿ‡Î GwU cÖ‡hvR¨ Zv wba©viY Ki‡Z n‡e| g‡b ivL‡Z n‡e, †µZviv 
A‡bK mgq mgm¨vi †ÿÎ wPb‡Z cv‡i bv|  

4. cÖwµqv I gvjvgv‡ji weP¨ywZ wba©viY Ki‡Z n‡e I mgm¨vi g~j KviY AcmviY Ki‡Z n‡e|  

5. †µZv‡`i Awf‡hvM MÖn‡Yi ci GK Rb †R¨ô Kg©KZ©v †µZvi mv‡_ †hvMv‡hvM K‡i Zv‡K Awf‡hvM cvIqvi 
K_v Rvbv‡eb I †Kv¤úvwb †h ª̀æZ e¨e ’̄v wb‡”Qb Zv Rvbv‡Z n‡e Ges †Kv¤úvwb‡K gv‡bvbœq‡bi my‡hvM †`qvi 
Rb¨ Zv‡K ab¨ev` Rvbv‡Z n‡e|  

6. †µZv mš‘wó cwigvcK cÖwZôv Ki‡Z n‡e I Zv Ae¨vnZ fv‡e cwiaviY Ki‡Z n‡e|  

7. Awf‡hvM Z_¨ I Zvi mgvav‡bi msev` msMV‡bi mKj Kg©Pvwi‡K Rvbv‡Z n‡e| GKB m‡½ Awf‡hvMKvix‡K 
ab¨ev‡`i mv‡_ mgvav‡bi K_v Rvbv‡Z n‡e|  

8. gvb KvDwÝj‡K gvwmK Awf‡hvM cÖwZ‡e`b cvVv‡Z n‡e ‡hb Zviv GwU g~j¨vqb Kivi my‡hvM cvq|  

9. †µZv‡`i cÖZ¨vkv c~e©v‡ý Rvbvi †Póv Ki‡Z n‡e|  

10. †µZv‡`i Awf‡hvM ª̀æZZv, `ÿZv I f ª̀R‡bvwPZ fv‡e mgvavb Ki‡Z n‡e|  

Gevi Pjyb ‡mev gvb wb‡q Av‡jvPbv Kiv hvK|  

‡mev gvb  
(Service Quality)  

‡mev n‡jv GKwU A „̀k¨ cY¨ hv ev Í̄‡e cÖwµqvKiY Kiv hvq bv Ggb GKwU KvR, GKwU cvi`wk©Zv ev GKwU cÖ‡Póv| 
GB †mev gvby‡li Afve c~iY Ki‡Z cv‡i Ges †m Kvi‡Y evRv‡i wewµi Rb¨ Dc ’̄vcb Kiv nq| †mev hviv †K‡b, 
Zviv †mev †fvM Ki‡Z cv‡i wKš‘ Zvi gvwjK n‡Z cv‡i bv| GB †mev ỳB cÖKvi n‡Z cv‡i t †gŠwjK †mev I 
Avbymw½K †mev| ‡gŠwjK †mev n‡jv hLb †Kvb †mev †jb‡`‡bi cÖavb jÿ¨ µq, ZLb Zv‡K †gŠwjK †mev e‡j| 
†hgb XvKv †_‡K K·evRvi hvIqvi Rb¨ wMÖb jvB‡bi GKUv evm fvov Kiv n‡jv| GLv‡b cwienb †mevwU †Kbv 
n‡jv, evmwU bq| ZvB cwienb †mevwU n‡jv ‡gŠwjK †mev| Avi Avbymw½K †mev n‡jv †Kvb e ‘̄MZ cY¨ wKb‡j Gi 
m‡½ wKQz KvR mnMvgx wn‡m‡e cvIqv hvq| †hgb Kw¤úDUvi wKb‡j m‡½ ’̄vcb I md&UIq¨vi myweav cvIqv hvq| 
Gqvi KwÛkbvi wKb‡j m‡½ ’̄vcbvi KvRwU cvIqv hvq| G¸‡jv Avbymw½K †mev| ‡mevi gvb ej‡Z GLv‡b Dfq 
†mevB †evSv‡e|  

†mev wewfbœ ch©v‡q m¤úvw`Z n‡Z cv‡i| cY¨ ev †mev µ‡qi Av‡M, µq Kv‡j I µ‡qi c‡i †mev m¤úv`b Kiv nq| 
GB †mevi gva¨‡g †µZv mš‘wó AR©b I a‡i ivLv nq| †mev gvb bvbv ch©v‡q I bvbv fv‡e eRvq ivLvi †Póv Kiv nq| 
†µZv †mevi †ÿÎ¸‡jv I mswkøó †mev m¤úv`b KvR¸‡jv wb‡P Av‡jvPbv Kiv n‡jv t  

[K] msMVb 

‡µZv ‡mevi gvb eRvq ivL‡Z n‡j msMVb ch©v‡q wKQz KvR Ki‡Z n‡e| †m¸‡jv n‡jv (1) GKwU gvb cyw Í̄Kv cÖ ‘̄Z 
Ki‡Z n‡e †hLv‡b cÖ‡Z¨K †mev I Zvi gvb`‡Ûi eY©bv _vK‡e; (2) cÖ‡Z¨K Kv‡Ri wba©vwiZ gvb`Û mKj‡K 
cÖwkÿY, mfv, wfwWI, e¨w³MZ †KvwPs, B‡gBj BZ¨vw`i gva‡g Rvbv‡Z n‡e; (3) †mevi gvb I Zvi gvb`Û wb‡q 
wKQz mvaviY cÖkœ - DËi m¤^wjZ B›Uªv‡bU mvBU ˆZwi Ki‡Z n‡e, hv‡Z Kg©Pvwiiv mn‡R DËi †c‡Z cv‡i; (4) 
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`iKvi n‡j †µZv †mev gvb DbœZ Kivi Rb¨ †fŠZ KvVv‡gv cwieZ©b Ki‡Z n‡e; Ges (5) GKwU ’̄v‡b mKj †mev 
cvIqvi Rb¨ Ô ª̀æZ cwi‡mev †K› ª̀Õ cÖwZôv Ki‡Z n‡e|  

[L] †µZv -hZœ 

msMV‡bi Kv‡Q †µZviv n‡jv ivRv| ‡µZv‡`i mš‘wói Dci mvsMVwbK mvdj¨ I Aw Í̄Z¡ wbf©ikxj| †m Kvi‡Y †nbwi 
†dvW© gšÍe¨ K‡i‡Qb †h Ò gvwjKiv Kg©Pvwi‡`i †eZb †`q bv, †m †Kej A_© e¨envi K‡i| †µZvivB Kg©Pvwi‡`i 
†eZb ‡`qÓ (†e÷viwdì I Ab¨vb¨,2019, c„. 78)| ‡m Kvi‡Y Kg©Pvwiiv Aek¨B †µZv‡`i mš‘ó Ki‡e| †µZv-hZœ 
Kivi mv‡_ mswkøó KvR¸‡jv n‡jv t (1) cÖ‡Z¨K †µZv‡K g~j¨ w`‡Z n‡e Ges Zv‡`i‡K wgÎ wn‡m‡e we‡ePbv Ki‡Z 
n‡e; (2) †µZv‡`i mv‡_ me mg‡q m¤§vb Rvbv‡Z n‡e, f ª̀ AvPiY Ki‡Z n‡e I †ckvMZ e¨envi Ki‡Z n‡e| g‡b 
ivL‡Z n‡e, G iKg e¨envi Ki‡j Zviv ÎæwU I fzj gvd K‡i msMV‡bi AMÖMwZ‡Z mnvqZv Ki‡e; (3) †µZv‡`i 
Awf‡hv‡Mi ª̀æZ mvov w`‡Z n‡e Ges †µZv‡`i cÖZ¨vkvi †P‡q †ekx wKQz Ki‡Z n‡e; (4) †µZv‡`i cÖZ¨vkv c~iY 
Ki‡Z n‡e; (5) †µZv‡`i Kv‡Q †`q A½xKvi c~iY Ki‡Z n‡e; (6) †µZv‡`i Abyf~wZi g~j¨ w`‡Z n‡e; (7) 
†µZv‡`i †h †Kvb cÖ‡kœi m‡šÍvlRbK Reve w`‡Z n‡e; (8) †mev I cY¨ ª̀æZZv I `ÿZvi mv‡_ mieivn Ki‡Z n‡e; 
(9) ‡mev cÖ`vbKvixiv cwi”Qbœ I cwicvwU fv‡e ‡µZv‡`i Kv‡Q hv‡e; (10) †µZv‡`i Pvwn`v Abymv‡i mnvqZv w`‡Z 
n‡e Ges cÖ‡qvR‡b Dchy³ Kg©xi Kv‡Q cvVv‡Z n‡e; Ges (11) †µZv‡`i mv‡_ †mB e¨envi Ki‡Z n‡e †hgb e¨envi 
Avcwb A‡b¨i KvQ †_‡K wb‡Ri Rb¨ Avkv K‡ib|  

[M] †hvMv‡hvM  

‡µZv‡`i mv‡_ cÖwZôv‡bi †mevi gvb Abymv‡i †hvMv‡hvM Ki‡Z n†e| msMVb †h †mev w`‡e e‡j cÖPvi K‡i‡Q Zv bv 
†c‡j †µZviv Amš‘ó nq| ZvB, †µZv‡`i mv‡_  †hvMv‡hv‡Mi †ÿ‡Î ‡h KvR¸‡jv Ki‡Z n‡e Zv n‡jv t (1) †µZv 
I cÖwZôv‡bi Kg©Pvwi‡`i g‡a¨ mnR †hvMv‡hvM e¨e ’̄v _vK‡e; (2) ¯̂”Q, wbf©i‡hvM¨ I mn‡R †evaMg¨ fvlvq 
†hvMv‡hvM Ki‡Z n‡e; (3) †hvMv‡hvM n‡e f ª̀ I cÖxwZKi; Ges (4) †hvMv‡hv‡Mi `wjj n‡e †µZvevÜe|  

[N] m¤§yL mvwii †jvKRb 

‡µZviv m¤§yL mvwii †jvKR‡bi mv‡_B mvaviYZt mvÿvr K‡i Zv‡`i cÖ‡qvR‡bi K_v e‡j| GB mvÿvr AcÖxwZKi 
n‡j †µZviv msMVb m¤ú‡K© Lvivc aviYv K‡i| ZvB, m¤§yL mvwii †jvKRb‡K n‡Z n‡e gvwR©Z, f ª̀ I gvbe m¤ú‡K© 
`ÿ| gvb †mev cÖ`v‡bi Rb¨ G ‡ÿ‡Î KiYxq n‡jv t (1) m¤§yL mvwi‡Z KvR Kivi Rb¨ gvbyl‡K cQ›` K‡i, 
fvjev‡m, gvby‡li mv‡_ AvjvcPvwiZvq cUz I webqx ¯̂fv‡ei †jvKRb wb‡qvM w`‡Z n‡e; (2) Zv‡`i‡K gvbe m¤úK© 
M‡o †Zvjv, eRvq ivLv I gvby‡li mv‡_ KvR Kivi `ÿZv evov‡bvi Rb¨ cÖwkÿY w`‡Z n‡e; (3) Zv‡`i‡K 
ZvrÿwYK fv‡e I c‡i mgm¨v mgvavb Kivi Rb¨ cÖ‡qvRbxq KZ©„Z¡ w`‡Z n‡e; (4) ‡µZv‡`i Af¨šÍixY ‡µZv 
wn‡m‡e we‡ePbv Ki‡Z n‡e; (5) m¤§yL mvwii Kg©Pvwi‡`i wjwLZ I †gŠwLK †hvMv‡hv‡M `ÿ Ges mgm¨v mgvav‡b `ÿ 
n‡Z n‡e| †m Kvi‡Y Zv‡`i‡K ÿgZvqb Ki‡Z n‡e; (6) †µZv‡`i cÖK…Z hZœ Ki‡Z Pvq Ggb †jvK‡`i m¤§yL 
mvwi‡Z KvR w`‡Z n‡e; Ges (7) m¤§yL mvwii †jvKR‡`i Kv‡Ri ¯̂xK…wZ I cyi¯‹vi w`‡Z n‡e|  

[O] †bZ…Z¡  

gvb †bZ…‡Z¡i mwµq Dcw ’̄wZ Qvov gvb †mev wbwðZ Kiv Am¤¢e| †m Rb¨ gvb †bZ…Z¡‡K [K] D`vniY m„wó Ki‡Z n‡e; 
[L] m¤§yL mvwii †jvKR‡bi KvQ †_‡K mgm¨v I Kv‡Ri gvÎv m¤ú‡K© Rvb‡Z n‡e; [M] ‡mev Kv‡Ri mv‡_ m¤ú„³ n‡Z 
n‡e; Ges [N] gvb †mev †`qvi Rb¨ A½xKvive× n‡Z n‡e| 

‡mev gvb m¤ú‡K© we Í̄vwiZ Rvb n‡jv| Gevi Avgiv Rvbe wKfv‡e †µZv-Pvwn`v‡K ‡µZv-cÖ‡qvR‡b iƒcvšÍi Kiv nq|  
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Pvwn`v‡K cÖ‡qvR‡b iƒcvšÍiKiY  
Translating Needs into Requirements  

msMV‡bi †µZv mš‘wó AR©‡bi GKUv we‡kl KvR n‡”Q †µZv-Pvwn`v‡K ‡µZv-cÖ‡qvR‡b iƒcvšÍiKiY| ‡µZv‡`i g‡b 
bvbv iK‡gi m¤¢e Am¤¢e cY¨ ev †mevi cvIqvi B”Qv _v‡K| GUv n‡jv †µZv Pvwn`v| wKš‘ me B”Qv eZ©gvb cÖhyw³ I 
Ávb w`‡q cY¨ ev †mevq iƒcvšÍi Kiv hvq bv| hZUzKz ‡µZv-Pvwn`v cY¨ ev †mevq iƒcvšÍi Kiv hvq Zv n‡jv †µZv 
cÖ‡qvRb| GUv‡K Avevi KvwiMwi cÖ‡qvRbI (Technical Requirements) ejv nq| cY¨ ev †mev m„wó I D™¢veb Kivi 
mgq Drcv`bKvix †µZv Pvwn`v g~j¨vqb K‡i| bZzb cY¨ ev †mev m„wói mgq †µZv Pvwn`v cÖhyw³MZ fv‡e hZUzKz 
cY¨ ev †mevi m‡½ ms‡hvRb Kiv m¤¢e †mwU wPwýZ K‡i| `iKvi n‡j cÖhyw³ I cÖwµqvi Dbœqb NUvq Ges ‡µZv 
cÖ‡qvRb wgU †Z mÿg cY¨ ei †mev Drcv`b K‡i| cyivZb cY¨ ev †mev ‡µZv cÖ‡qvRb Abyhvqx ms®‹vi K‡i D™¢vweZ 
cY¨ ev †mev Drcv`b K‡i| hv †nvK, GB iƒcvšÍiKi‡Yi GKUv K¨v‡bv (Kano)g‡Wj Av‡Q|  

K¨v‡bv (Kano)g‡Wj 1980i `k‡K Aa¨vcK †bvwiqvwK K¨v‡bv (Noriaki Kano)D™¢veb K‡ib| GwU cY¨ Dbœqb I 
†µZv mš‘wói GKUv ZË¡| GB ZË¡ †µZv AMÖvwaKvi‡K cuvPwU ai‡b †kÖYxKiY K‡i‡Q| †m¸wj n‡jv AZ¨vek¨Kxq gvb 
(hv cY¨ ev †mevq AekÖB _vK‡Z n‡e), GKgvwÎK gvb (hv GKwU gvÎ ¸Y), AvKl©Yxq gvb (AcÖZ¨vwkZ PgrKvi 
¸Y), wbt¯ú„n gvb (_vKv ev bv _vKvq †µZviv fvj g›` wKQz g‡b K‡i bv) Ges wecixZ gvb (A‡bK †µZvi g‡b 
weiw³ Drcv`b K‡i)| K¨v‡bv g‡Wj wK wK ¸Yvejx ev ˆewkó¨vejx †µZv mš‘wói Rb¨ cY¨ ev †mev ms‡hvRb Ki‡Z 
n‡e Zv wba©vi‡Y mvnvh¨ K‡i| GwU †µZv cÖ‡qvR‡bi aviYvMZ g‡Wj| Z‡e g‡W‡j cÖ Í̄ve Kiv n‡q‡Q †h, cÖwZôvb 
ïay †µZv Pvwn`v wgUv‡e bv, Zv‡K Qvwo‡q hv‡e| K¨v‡bv g‡Wj †µZv mš‘wói wZbwU w`‡Ki wfwË‡Z cÖ ‘̄Z Kiv 
n‡q‡Q| †m¸‡jv n‡jv t  

1. cÖKvk¨ cÖ‡qvRb (Explicit Requirement)t ‡µZviv ‡h me Pvwn`v cÖKvk K‡i, mn‡R wPwýZ Kiv hvq, c‡Y¨i 
cvi`wk©Zvi mv‡_ m¤úwK©Z, †h¸‡jv †c‡j †µZvivi mš‘ó nq bv, †c‡j Amš‘ó nq, †m¸‡jv n‡”Q cÖKvk¨ 
cÖ‡qvRb| G¸‡jv Aek¨B cY¨ ev †mevi g‡a¨ _vK‡Z n‡e|  

2. D™¢veb (Innovation) t ‡h Pvwn`v m„wókxj fvebv †_‡K Av‡m, †µZviv †c‡j D‡ËwRZ I Avbw›`Z nq, Ges †h 
Pvwn`v AwP‡iB wbqwgZ cÖZ¨vkvq cwiYZ nq, Zv n‡”Q D™¢veb ¸Yvejx|  

3. myß ev AcÖKvk¨ cÖ‡qvRb (Implicit Requirement)t ‡h Pvwn`v m¤ú‡K© †µZviv AewnZ bb wKš‘ Zviv cÖZ¨vkv 
K‡i †h Zviv ¯̂qswµq fv‡e evRvi †_‡K Zvi mieivn cv‡e| ‡µZviv gy‡Li K_vq Zv‡`i cÖ‡qvRb cªKvk Ki‡Z 
cv‡i bv| G ai‡bi Pvwn`v A‡bK mgq wk‡íi gvb`Û ev AZxZ Abykxjb wbf©i nq| G ai‡bi cÖ‡qvRb wPwýZ 
Kiv, Drcv`b‡hvM¨ c‡Y¨ iƒcvšÍi Kiv LyeB KwVb| Z‡e, †µZv‡`i wµqv-cÖwZwµqv †_‡K AwR©Z wkÿv †_‡K 
GwU cybtAvwe®‹vi Kiv m¤¢e nq|  

K¨v‡bv g‡W‡ji wPÎwU wb‡P †`qv n‡jv|  
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Pvwn`v‡K cÖ‡qvR‡b iƒcvšÍiKi‡Yi K¨v‡bv g‡Wj 

‡µZv aviY  
(Customer Retention) 

‡µZv aviY ev a‡i ivLv cÖwZôv‡bi Rb¨ AZxe ¸iæZ¡c~Y© GKwU KvR| cÖwZôv‡bi `xN©-‡gqv‡` wU‡K _vKvi Rb¨ 
†µZv aviY GKwU kw³kvjx I Kvh©Ki nvwZqvi| cÖwZôvb I Gi c‡Y¨ ev †mevi cÖwZ †µZvi AvbyMZ¨B †µZv‡K a‡i 
ivL‡Z cv‡i| Gi Rb¨ †µZv mš‘wó wfwË wn‡m‡e KvR K‡i| †m Kvi‡Y †µZv aviY ej‡Z Hme Kvh©vejx‡K †evSvq 
hv cÖ‡qvRbxq †µZv mš‘wó m„wó K‡i Ges hvi djkÖæwZ‡Z †µZv aviY m„wó nq| ‡µZv aviY cwigv‡ci Rb¨ wK 
cwigvY bM` weµq n‡”Q Zv we‡kølY Kiv `iKvi| †µZv‡`i g‡a¨ cybive„wËKviK †µZvi msL¨v KZ Zv wbY©q Ki‡Z 
n‡e| GivB a‡i ivLv †µZv| GB †µZvi‡`i msL¨v I nvi evo‡j cÖwZôv‡bi `xN©-‡gqv`x wU‡K _vKv m¤¢e n‡e| 
†µZv iÿY mdj Ki‡Z n‡j KZK¸‡jv c`‡ÿc †`qv `iKvi| †m¸‡jv n‡”Q -  

1. †µZv‡`i †Kv¤úvwbi cY¨ I †mevi cÖwZ AwaKZi Av‡eMZvwoZ I A½xKvive× Ki‡Z n‡e| ‡µZviv †hb Av ’̄v 
ivL‡Z cv‡i|  

2. †µZv‡`i Kvg¨ ch©v‡qi gvbhy³ †mev w`‡Z n‡e I wbqwgZ GKB gv‡bi †mev w`‡Z n‡e|  

3. †µZv‡`i mv‡_ AbyK~j ‡mevi gva¨‡g wg_w®Œqv Ki‡Z n‡e| hZ evi †µZv Avm‡e, ZZ evi GKB AvKl©Yxq 
†mevi gva¨‡g wg_w®Œqv Ki‡Z n‡e| Ggb e¨envi †µZv‡`i g‡b aYvZ¥K g‡bvfve M‡o †Zv‡j|  

4. gvb m¤úbœ Kg©Pvwi, AeKvVv‡gv, m¤ú`vw` BZ¨vw` †µZv‡`i g‡b msMV‡bi mv‡_ m¤úK© ivL‡Z DØy× K‡i|  

5. Kg©Pvwi‡`i wgwó K_v ejv, m`vPvi Kiv, f ª̀ I b¤ª AvPiY Kiv I †µZvi cÖwZ webxZ m¤§vb cÖ`k©b Kiv 
BZ¨vw` AvPiY †µZv‡`i g‡b †Kv¤úvwb m¤ú‡K© ‡cÖiYv`vqK g‡bvfve M‡o †Zv‡j| we‡kl K‡I evRviRvZKi‡Y 
wb‡qvwRZ e¨w³MY I cY¨ mieivn cÖwµqvq GgbZi AvPiY †µZv‡K †Kv¤úvwbi cÖwZ AbyMZ K‡i|  

6. weµq cÖmvi, †bev cÖ`vb cÖwµqvi AvaywbKxKiY, weÁvcb I evRvi ea©b BZ¨vw` KvR evisevi Ki‡j †µZv‡`i 
g‡b AbyK~j cÖfve †d‡j|  

D‡ËwRZ †µZv 
`ªæZ cÖZ¨vwkZ n‡e  

mn‡R wPwýZ 
cvi`wk©Zv 
m¤úwK©Z  

AwbqwgZ ch©‡eÿ‡Ki Kv‡Q ¯̂vfvweK           
ïay AwfÁ e¨enviKvix I bK&kvKvi‡Kiv ÁvZ 
mvaviYZt AwR©Z wkÿv we‡kølY Kv‡j 
cybtAvwe®‹…Z  

Ae¨³ wKš‘ cÖZ¨vwkZ 

cwiZ…ß Pvwn`v  AcwiZ…ß Pvwn`v  

D™¢veb  e¨³ I cÖZ¨vwkZ Pvwn`v 

Amš‘ó †µZv  

mš‘ó †µZv  
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7. †Kv¤úvwbi Kv‡Ri g‡a¨ I †µZv‡`i m‡½ AvPi‡Y mZZv eRvq ivL‡Z n‡e, †Kvb iKg Amr Abykxjb Kiv 
hv‡e bv, Ges †µZv‡`i mv‡_ ¯̂”Q I b¨vqmsMZ AvPiY Ki‡Z n‡e|  

8. †Kv¤úvwbi mvwe©K welq †hgb cY¨, †mevi gvb Kg©Pvwi‡`i AvPiY I mZZv BZ¨vw` Ggb n‡e †hb †µZviv 
†Kv¤úvwbi cY¨ I †mev e¨envi K‡i Mwe©Z †eva K‡i|  

Dch©y³ Kv‡Ri gva¨‡g †µZv mšÍzwó AR©b Kiv hvq, e„w× Kiv hvq Ges †Kv¤úvwbi cY¨ I †mevi cÖwZ †µZv AvbyMZ¨ 
e„w× cvq I wbwðZ Kiv hvq| †µZviv ‡Kv¤úvwb †Q‡o Ab¨ †Kv_vI hvq bv| Zviv ‡Kv¤úvwbi cY¨ I mevi Kv‡Q 
evievi wd‡i Av‡m| mvwe©K cwiYwZ nq ewa©Z AvKv‡i †µZv aviY|  
 

 mvims‡ÿc:  

GB cv‡V ‡µZv mš‘wó wb‡q Av‡jvPbv Kiv n‡q‡Q| †µZv mš‘wó n‡jv †µZvi g‡bi GKUv Ae ’̄v hv wZwb †Kvb cY¨ 
ev †mev †fvM Kivi ci Dcjwä K‡ib| gvb m¤ú‡K© †µZv Dcjwä Rwi‡c †`Lv †M‡Q †h, †µZviv c‡Y¨i 
cvi`wk©Zv‡K mevi A‡M ’̄vb †`q, Zvici ˆewkó¨ Ges mevi †k‡l mybvg ’̄vb †c‡q‡Q| ‡µZv mš‘wó Rvbvi Dcvq 
n‡jv †µZv‡`i cÖwZwµqv Rvbv| G Rb¨ djveZ©b me‡P‡q Kvh©Ki e¨e ’̄v| djveZ©b ỳB fv‡e n‡Z cv‡i| 
A‡MÖwµqvkxj djveZ©b Avi cÖwZwµqvkxj djveZ©b| ‡mev n‡jv GKwU A „̀k¨ cY¨| GB †mevi gvb eRvq ivLvi 
Rb¨ KZK¸‡jv KvR Ki‡Z nq| †m¸‡jv n‡jv mnvqK msMVb, †µZv-hZœ, †hvMv‡hvM, †bZ…Z¡ BZ¨vw`| Zv n‡j 
†µZv mš‘wó ev‡o I †µZv aviY Kiv m¤¢e nq| 
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BDwbU DËi g~j¨vqb  

 

1| ‡µZv mš‘wó aviYvwUi msÁv w`b|  

2| ‡µZv Kx Zv e¨vL¨v Kiæb|  

3| gvb m¤ú‡K© †µZv Dcjwä eywS‡q ejyb|   
4| djveZ©b t A‡MÖwµqvkxj c×wZ¸‡jv eY©bv Kiæb|  

5| djveZ©b t cÖwZwµqvkxj c×wZ¸‡jv eY©bv Kiæb|  

6| †mev gvb Kx Zv Kiæb|  

7| ‡mev gv‡bi mv‡_ mswkøó KvR¸‡jv eY©bv Kiæb| 

8| Pvwn`v‡K cÖ‡qvR‡b iƒcvšÍiKiY Kivi K¨v‡bv g‡WjwU e¨vL¨v Kiæb| 

9| ‡µZv aviY Kx? †µZv aviY wKfv‡e Kiv hvq Zv eY©bv Kiæb|  
 


