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bysDVªkfud ;qxkr xzaFkky; o ekfgrh dsanzkrhy O;oLFkkidh; ra=s 

                                                          

lqgkl “kadjjko Mksaxjs 

xzaFkiky 

MkW- iatkcjko ns”keq[k dyk o okf.kT;^¼lk;~e½ egkfo|ky;] 

 ukxiwj 

 

lkjka”k%&dks.krhgh laLFkk vFkok O;olk; vk/kh dqBY;krjh O;DrhP;k eukr tUekl ;srks- 

O;olk;kfo’k;h vFkok laLFksfo’k;h dYiuk eukr vlrs- ijarq R;k dYiusl laLFksps vFkok 

O;olk;kps ewrZ #i ns.;klkBh vusd xks’Vhaph t#jh vlrs- mnk- vkfFkZd ikBcG] tkxk] 

fu;kstu] euq’;cG b- ek= R;kP;k ik;kHkwr fodklklkBh rlsp xq.kkRed mRiknu o ntZsnkj 

lsokalkBh ek= mre O;oLFkkiukph xjt vlrs- Eg.kwu O;oLFkkiukl vkt “kkL=h; ifjek.k izkIr 

>kys vkgs- iuvZfHk;kaf=dj.k] laiw.kZ xq.kork O;oLFkkiu] ckg;L=ksr] cqf/neaFku] euksjs[ku] o 

flDl flXek] LokWV i`FFkdj.k bR;knhapk g;k isijkr mYys[k dsysyk vkgs- 

 

egRokP;k laKk%& iquvZfHk;kaf=dj.k] laiw.kZ xq.kork O;oLFkkiu] Ckkg;L=ksr] cqf/neaFku] euksjs[ku] 

flDl flXek] LokWV i`FFkdj.k 

 

izLrkouk%& vk/kqfud O;oLFkkiu ra=kps Lo:i loZlkekU;r% lkaf[;dh; Lo:ikr ekaMrk ;srs- 

gh ra=s fo”ys’k.kkoj vk/kkfjr vlrkr- ,[kk|k dkekps iw.kZ fo”ys’k.k d#u R;krhy izR;sd 

Hkkxkpk fopkj izFke dsyk tkrks o R;kuqlkj ra=kauk vkdkj fnysyk vlrks- R;keqGs gh O;oLFkkiu 

ra=s i/nr”khj vlrkr- ;k ra=kpk  mi;ksx ra=ke/;s vk[kwu fnysY;k i/nrhusp djko;kpk 

vlrks- vFkkZr R;kr LFkydkykuq:i o dkekP;k Lo:ikuqlkj cny djkos ykxrkr- fu;kstuiwoZ 

ra=kps voyacu dsY;kl ra= ;”kLohi.ks okijys tkrs- rlsp gh O;oLFkkidh; ra=s oLrqfu’B 

vlrkr- ra=kps Lo#i loZlk/kkj.k Lo#ikps vlY;keqGs rh oLrqfu’B ulrhy rj R;kl ra=kps 

Lo#i ;s.ks dBh.k vlrs- ftrdh ra=s uohu o pkaxyh frrdhp O;olk;krhy izxrh eksBh vls 

Eg.krk ;sbZy- Lor% uO;k ra=kauk fuekZ.k dj.;kis{kk vfLrRokr vlysY;k uO;k dYiuk@ ra=s 

okij.ks laLFkslkBh vFkok O;olk;klkBh fgrdkjd vlrs- 
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xazFkky;s o iquvZfHk;kaf=dhdj.k%&  ,dfolkO;k “krdkr tj ,[kk|k laLFksyk vk?kkMhoj 

jkgk;ps vlsy rj xzkgd]Li/kkZ]o lrr cny g;k rhu Qkj egROkkP;k xks’Vh vkgsr- xzaFkky; ,d 

laLFkk vkgs- xzaFkky;kauk ra=Kkukrhy izxrheqGs okjaokj gks.kk&;k cnykauk rksaM ns.;klkBh lrr 

uohu ra=Kkukpk Lohdkj djkok ykxrks- rlsp okpdkaP;k ekfgrhP;k ok<R;k ekx.;k iw.kZ 

dj.;klkBh ekfgrhps O;oLFkkiu lrr djkos ykxrs- uos ra=Kku o okpdkaP;k ok<R;k xjtk 

;kaph lkaxM ?kkywu mre lsok ns.;klkBh O;oLFkkiukrhy dkgh izfdz;k iw.kZi.ks cnykO;k 

ykxrkr- 

     [kwi NksV;kNksV;k fdz;kauh izfdz;k curs- ;k izfdz;se/kwup okpdkyk ¼xzkgdkyk½ gos rs 

mRiknu fdaok lsok feGrs- izR;sd O;Drhps ;k fdz;kae/khy ;ksxnku R;k izfdz;sps ;”k Bjfors- i.k 

xzkgdkpk laca/k ek= QDr feG.kk&;k lsos”kh fdaok mRiknuk”khp vlrks- xzkgdkpk izfdz;slkBh 

ykx.kk&;k fdz;k] euq’;cG ;kaP;k”kh dkghgh laca/k ulrks- 

     xzaFkky;kr tj iquvZfHk;kaf=dhdj.k djk;ps >kys rj xzkgd¼Customer½] 

okpd¼Reader½] Li/kkZ¼Competition½]o lrr cnykpk¼Constant Change½ fopkj djkok 

ykxrks- 

     T;k izdYikaps ;”kLohjhrhus iquvZfHk;kaf=dhdj.k gksrs] rs izdYi vkiY;k loZ izfdz;kaps /;s;] 

xzkgdkaps lek/kku gsp ekurkr o R;k ǹf’Vus vkjk[kMk vk[krkr] i.k vkiyk xzkgd dks.k gs 

xzaFkky;klkBh Bjfo.ks dBh.k vlrs- xzaFkky;kr ckg; o varxZr vls nksUgh xzkgd vlrkr- okpd 

gk ckg; xzkgd Bjrks] i.k varxZr xzkgdkdMs nqyZ{k gks.;kph “kD;rk vlrs- 

     xzaFkky;ke/;s fofo/k foHkkx vlrkr- izR;sd foHkkxkps dke ijLijkaoj voyacwu vlrs- 

R;keqGs ,d foHkkx nql&;k foHkkxklkBh varxZr xzkgd B: “kdrks- ekfgrh] mRiknu ok lsok 

;klkBh ;k izfdz;soj dks.k voyacwu vkgs\ ;k iz”ukaph mrjs “kks/kY;kl] R;k izfdz;spk xzkgd feGw 

“kdrks- mnk- miktZu o rkaf=d foHkkxklkBh nso?kso¼Circulation½ foHkkx varxZr xzkgd Bjrks- 

     ,dnk xzkgd BjY;koj R;kyk dk; vMp.kh vkgsr] rs “kks/kkos ykxrs- xzaFkky;kr 

oDr”khji.kk] vpwdrk] dk;Z{kerk] Rofjr izfrlkn] ikBiqjkok ;klkj[;k xks’Vhae/;s vMp.kh 

mn~Hkorkr- xzkgdkaP;k vMp.kh o R;kaps Lo:i c?kwu CPI dh iquvZfHk;kaf=dhdj.k djk;ps] rs 

Bjfoys tkrs- mnk- xzaFkky; 'kkL=kP;k f”k{kdkauk vH;kldze Bjforkauk ckgsjP;k txkr d”kkyk 

ekx.kh vkgs gs igkos ykxrs- l/;k ikjaikfjd xzaFkky;&“kkL=kP;k cjkscjhus Kku O;oLFkkiukl 

egRo izkIr >kys vkgs- tj ;k cnykl rksaM |k;ps >kys rj vH;kldzekr FkksMk cny CPI u 
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vk.krk R;kps iquvZfHk;kaf=dhdj.k dj.ksp ;ksX; Bjrs- xzkgdkaP;k xjtk y{kkr u ?ksrY;kl xzkgd 

vkiY;k xjtk Hkkxo.;klkBh brj fBdk.kh oGrkr] gs /;kukr Bsokos- 

laiw.kZ xq.kork O;oLFkkiu%&¼Total Quality Management½(TQM½ gs ra= ulwu 

rRoKku vkgs- xq.korsoj fua;a=.k vkf.k deZpk&;kpk lgHkkx ;k nksu xks’Vhaoj rs vk/kkfjr vkgs- 

mn~ns”kkuwlkj O;oLFkkiu] DokfyVh ldZy] O;wgjpukRed fu;kstu b- O;oLFkkiukP;k rRokaiklwu 

gs rRoKku mHks jkfgys vkgs- ;k ra=krhy izR;sd “kCnkpk vFkZ letwu ?ksrY;kl ;k ra=kpk 

mn~ns”k Li’V gksrks- 

     Total Eg.kts laiw.kZr% laLFksrhy mRiknus o fnY;k tk.kk&;k lsok ;kaP;k”kh lacaf/kr 

izR;sd deZpkjh R;k lsok o mRiknukP;k xq.korsckcr ltx vlyk ikfgts- loZ O;fDrauk 

lekos”kd o lLFksrhy izR;sd xks’Vhsuk lkeko.kkjh v”kh gh i/nr vkgs- 

    Quality Eg.kts xq.kork% laLFksrhy izR;sdt.k O;fDr”k% o leqg Eg.kwu xzkgdkal lokZr 

pkaxyh] LoLr o xzkgdkus visf{kysyh xq.korsuqlkj lsok o mRiknu ns.;kpk iz;Ru dfjr vlrks- 

R;klkBh izR;sd NksV;k xks’VhalkBh th ekuds ikGkoh ykxrkr rh ikGwu tkLrhr tkLr xq.kork 

feGfo.;kpk laLFksrhy izR;sdkpk iz;Ru vlrks- 

    Management Eg.kts O;oLFkkiu% loZ ;a=.ksps ok i/nrhps O;oLFkkiu djrkuk lrr 

izxrh o lq/kkj.kk ;kdMs y{k fnys xsys rjp laiw.kZ xq.kork feGrs- R;klkBh laLFksrhy izR;sd 

O;Drhus vkiys dke o R;kps O;oLFkkiu iw.kZ tckcnkjhus o vkfRe;rsus dj.ks t:jhps vkgs- ;kr 

loZp ;a=.ksph fdaok i/nrhps xq.kork varHkwZr vkgs- 

laiw.kZ xq.kork O;oLFkkiu¼TQM½ o xzaFkky;% xzkgdkaP;k xjtk gkp izeq[k ?kVd ekuwu 

R;kuqlkj lrr lq/kkj.kk dj.ks gs TQM ps mfn~n’V vlrs- xzaFkky;klkBh gs rRo dkgh uohu 

ukgh- dkj.k okpd o R;kaaP;k xjtk gsp xzaFkky;kps eq[; mfn~n’V vlrs- TQM eqGs lq/kkj.kk 

izkeq[;kus vksSipkfjdrsus o i/nr”khji.ks dsY;k tkrkr- xzaFkky;kr TQM djrkauk [kkyhy xks’Vh 

fopkjkr ?;ko;kl gO;kr- 

    1½ okpd% okpdkaps lek/kku gsp xzaFkky;kps eq[; mfn~n’V vlk;yk gos- xazFkky;kps okpd 

fofo/k izdkjps o fofo/k xjtk vl.kkjs vlrkr- R;keqGs ikg.kh d#u] iz”ukoyh nsowu fdaok 

lwpuk isVh Bsowu¼Suggestion Box½  okpdakP;k izeq[k xjtk dk; vkgsr ;kph ikg.kh djrk 

;srs- ;k ikg.khP;k fu’d’kkZo#u xzkgdkaP;k xjtkauk izk/kkU; |k;ps dh R;k[ksfjt vk.k[kh dkgh 
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lsok xzkgdkauk |k;P;k gs Bjfoys tkrs- R;kuqlkj xzaFkky;hu lsokae/;s lq/kkj.kk dsY;k tkrkr- 

mre xq.korsph lsok xzkgdkauk ns.ks Eg.ktsp okpdkaP;k xjtkauk izfrlkn ns.ks- 

    2½ fn?kZdkyhu dVhcn~/krk ¼Longterm Commitment½% gh ,d nh?kZdkG pky.kkjh 

izfdz;k vkgs- ;k Commitment uqlkj ts cny visf{kr vkgsr] rs gGwgGw d#u vaeykr 

vk.kwu xazFkky; xzkgdkaP;k xjtkauqlkj mre lsok ns.;kpk iz;Ru djrs- ra=Kku uohu vkgs Eg.kwu 

rs okij.ks xjtsps vkgs gk n`f’Vdksu u Bsork okpdkaP;k xjtkauk vuql#up ra=Kku okijys 

tkrs- 

     3½ MsVkoj vk/kkfjr fu.kZ;% dqBykgh cny ?kMorkauk R;klkBh dkgh MsVk ¼ekfgrh½ xksGk 

djkok ykxrks- R;keqGs O;oLFkkiukyk ekfgrh ns.kkjh i/nr laLFkse/;s fodflr djkoh ykxrs- 

mnk- jkst fdrh okpd iqLrds ?ksrkr] dqByh iqLrds okprkr b- ekfgrh xksGk djkoh ykxrs- ;k 

ekfgrheqGs xzaFkky; O;oLFkkiukl fu.kZ; ?ks.ks lksis tkrs- 

     4½ la?k mHkkj.kh ¼Team Structure½% xzaFkky;hu dkedktke/khy vMp.kh 

lksMfo.;klkBh DokfyVh ldZYl LFkkiu dsyh tkrkr- DokfyVh ldZye/;s O;oLFkkiuk”kh lacaf/kr 

vlk usrk fuoMwu R;kP;k usr`Rok[kkyh loZ deZpkjh dke djrkr- 

     5½ izfdz;sr cny% izfdz;sr cny ?kMowu vk.k.;klkBh iwuvZfHk;kaf=dhdj.kkph vko”;drk 

Hkklw “kdrs- i.k R;kvk/kh iw.kZ iz.kkyh] dkekP;k i/nrh o dk;sZ ;kaps uhV fo”ys’k.k gks.ks xjtsps 

vlrs- 

   6½ deZpk&;kauk vf/kdkj % ,[kk|k dkekr ;s.kk&;k vMp.khaph uhV dYiuk rs dke 

dj.kk&;k O;fDrl vlrs- R;keqGs R;k lkqMfo.;kpk ekxZgh rhp O;Drh lkaxw “kdrs- R;k fof”k’V 

dk;kZoj dke dj.kk&;k O;Drhyk tj vMp.khaoj mik; “kks/kk;ps vf/kdkj fnys] rj R;k 

O;fDrpk vkRefo”okl ok<wu dkekrhy vkReh;rk o xq.kork ok<w “kdrs- 

xzaFkky; o ckg;L=ksr ¼Outsourcing½% cnyR;k ifjfLFkrhe/;s vusd laLFkk ckg;L=ksrkapk 

Lohdkj djrkauk fnlrkr- xzaFkky; o ekfgrh laLFkk R;kauk viokn ukfgr- 

      viqjk deZpkjh oxZ] viqjk osG] vkfFkZd raxh b- dkj.kkalkBh xzaFkky; Outsourcing  pk 

i;kZ; Lohdkjrkuk fnlrkr- xzaFkky;kr lax.kdhdj.k] lanHkZlsok] xzaFkky;hu rkfydhdj.k] 

xzaFkcka/k.khlkj[ks rkaf=d lksiLdkj b- dkekps Outsourcing gksrkuk fnlrs- ;k[skjht iwoZy{kh 
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#iakrj.k ¼Rectrospective conversion½ ;klkBhgh Outsourcing  dsys tkrs- varxZr 

O;oLFkk] LoPNrk] ns[kHkky o lqj{kk bR;knhlkBh Outsourcing  djrk ;srs- 

xazFkky; o cqf/neaFku % xzaFkky; gh laLFkk lekt] f”k{k.k] la”kks/ku] m|ksxO;olk; v”kk 

fufeZfr{ke {ks=kacjkscjp vuqRikfnr {ks+=k”kh lacaf/kr vkgs- R;keqGsp xzaFkky;kph fufeZrh rs okVpky 

;ke/;s vusd leL;k fuekZ.k gksow “kdrkr- ;k leL;k vf/kd pkaxY;k izdkjs d”kk nwj djrk 

;srhy] ;kdfjrk cqf/neaFku l=kps vk;kstu fuf”prp mi;kxh Bjrs- xzaFkikykl usgehp Hkfo’;kps 

Hkku Bsokos ykxrs- Hkfo’;krhy ;ksX; o okLrfodrsph tk.kho Bsowu rks xzaFkky;kl R;kuqlkj r;kj 

Bsow “kdrks- Hkfo’;kr ;sow “kd.kk&;k leL;kaph vksG[k] oSpkfjd cktw] Hkfo’;krhy xzaFkky;kP;k 

ok<hP;k fn”kk ;k lokZalkBh xzaFkiky cqf/neaFku ra=kpk okij d# “kdrks- 

     xzaFkky;ke/;s cqf/nekiu ra= vusd leL;kalkBh okijrk ;srs- mnk- xzaFkky;krhy 

euq’;cGkph leL;k] ckg;& O;oLFkkiu L=ksr] xzaFkky;kP;k vkfFZkd ckch bR;knh- ;k[ksjht 

xzaFkky;hu lsokaP;k xq.kork ok<hlkBh] xzaFkky;kps lax.kdhdj.k o lax.kdiz.kkyhph fuoM 

;klkBh] xzaFkky;kP;k HkkSfrd foLrkjklkBh] uohu ra=Kku xzaFkky;kr vk.k.;klkBh ;k o v”kk 

vusd leL;kalkBh xazFkky;kr cqf/neaFkukpk okij djrk ;srks- 

xzaFkky; o euksjs[ku ¼Mind Mapping½% ekuokP;k eukr ok esanwr R;kyk goh vl.kkjh 

ekfgrh c&;kp osGk lkBfoysyh vlrs] i.k rh O;ofLFkri.ks jpysyh ulrs- R;keqGs tsOgk gos 

rsOgk rh ekfgrh feG.ks nqjkikLr gksrs- tj ,[kk|k xzaFkky;ke/;s O;ofLFkr rkfydhdj.k o 

oxhZdj.k dsys ulsy] rj xzFkky;kr ekfgrh miyC/k vlwugh okpdkauk rh feG.ks vo?kM gksrs- 

rlkp dkghlk gk izdkj- ;kpk ifj.kke Eg.kts ek.kls fujk”k gksrkr o uohu ekfgrh 

Lohdkj.;klkBh vFkok okij.;klkBh ukjkt vlrkr- 

     i.k ,[kk|k lqlTt xzaFkky;kae/;s tlk ekfgrhpk veki lkBk vlrks] rks O;ofLFkr jhrhus 

lkBfoysyk vlrks o xzaFkky;kph ekfgrh ns.kkjh iz.kkyh ¼Information Retrieval System½ 

brdh izHkkoh vlrs dh] okpdkyk goh vl.kkjh ekfgrh Rofjr feGw “kdrs- rlsp euksjs[kugh 

eukph ¼Data Retrieval System½ vkgs- 

    euksjs[kukeqGs uoh ekfgrh feGfo.ks] frpk vH;kl] O;oLFkkiu o lkBo.k eukr dj.ks lgt 

“kD; gksrs- uSlfxZd jhrhus ekfgrhps oxhZdj.k dj.ks] rh Rofjr vkf.k lgtxR;k goh rsOgk 

vkBo.ks “kD; gksrs- 
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    xzaFkky;kr uoh ekfgrh lkehy gksrkuk frP;k oxhZdj.kkeqGs] rkfydhdj.kkeqGs] rlsp 

funsZ”kukeqGs ¼Indexing½ t”kh xzaFkky;kr vk/khiklwu vlysY;k ekfgrhyk tksMyh tkrs o R;k 

ekfgrhpk ,d Hkkx curs] R;kpizek.ks euksjs[kukr uoh ekfgrh ekuoh easnwr vk/khP;k ladYiukauk 

fpdVyh tkrs] R;keqG frpk “kks/k ?ks.ks lksis tkrs- 

xzaFkky; o flDl flXek%  xzaFkky; gh ,d lsokHkkoh laLFkk vkgs- xzaFkky;k}kjs ns.;kr ;s.kk&;k 

lsokae/khy nks’k vksG[kwu rs nwj dj.;kl flDl flXekph enr gksrs- ;keqGs lsokaph xq.kork ok<rs 

o R;k funksZ’k curkr- okpdkaP;k xzzaFkky; lsokafo’k;h dkgh vis{kk vlrkr] rj dkgh ekx.;k 

vlrkr- xzaFkky;hu lsokauh ;k vis{kkaph fdaok ekx.;kaph iwrZrk dj.ks visf{kr vlrs- flDl 

flXekP;k okijkeqGs xzkgdkaP;k ekx.;kaph iwrZrk gks.;kl enr gksrs- flDl flXekeqGs 

xzaFkky;krhy lnks’k fdz;kaph@lsokaph la[;k ?kVrs] osGsr o Jekr cpr gksrs- fofo/k izdkjP;k 

rQkorh nwj gksrkr o xzaFkky;hu lsokaP;k [kpkZae/;s deky cpr gksrs- 

LokWV vWuWyfll SWOT ANALYSIS : Strength, Weakness, Opportunity o 

Threats ;k pkj “kCnkaP;k ifgY;k v{kjkrwu Swot gs aaacronym cuys vkgs- vYcVZ gEQzh 

Albert Humphrey ;kauk Swot Analysis ps tud ekuys tkrs- 

      O;kikjkP;k o laLFksP;k dqBY;kgh ifjfLFkrhps vkdyu gksowu fu.kZ;kizr ;s.;klkBh LokWV 

vWuWyfll pk okij dsyk tkrks- laLFksph /kksj.ks Bjfo.;klkBh LokWV vWuWfyfll fg i/nrh okijyh 

tkrs- rlsp ,[kknk uok izdYi mHkkj.;kvk/kh vFkok lkglh fu.kZ; ?ks.;kvk/kh laLFkk R;kps LokWV 

vWuWfyfll djrs- 

    uok izdYi lq# djrkuk vFkok lkglh fu.kZ; ?ksrkauk R;kekxps gsrw o R;kyk vik;dkjd o 

lkg;dkjd vls varxZr o ckg; ?kVd ;kpk fopkj dsyk tkrks- 

    xzaFkky;kph /kksj.ks] fLFkrh o fn”kk ;kaP;klkBh ,d <kpk LokWV vWuWfyflleqGs feGrks- 

cqf/neaFku ppsZrgh LokWV vWuWfyfll okijrk ;srs- fu;kstu] Li/kZd laLFkakpk vH;kl] fodzhra= 

vkf.k mRiknu fodkl dj.;klkBh] la”kks/ku dj.;klkBh] vgokykalkBhgh LokWV vWuWfyfllpk 

okij dsyk tkrks- 

     MkoispkRed /kksj.ks Bjforkuk varxZr rlsp ckg; okrkoj.kkpk vankt ?ks.ks egRokps vlrs- 

laLFksP;k varxZr okrkoj.krhy ?kVdkaph] cyLFkkus ¼Stregths½ o nqcZyLFkkus ¼Weaknesses½ 

vls oxhZdj.k djrk ;srs- rj laLFksP;k ckg; okrkoj.kkrhy ?kVdkaps l/kh 

¼Opportunities½¼O½ o /kksds ¼Threats½¼T½ vls oxhZdj.k djrk ;srs- 
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