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oZOr Am°a gmd©OoZH$ j{Ã H{$ ]¢H$m{ß _{ß Am∞ZbmBZ ]¢oHß$J g{dmAm{ß
H{$ ‡oV J́mhH$m{ß H$r YmaUm H$m VwbZmÀ_H$ A‹``Z

gwoZVm JUmdm*  S>m∞. g_Vm _{hVm**

em{Y gmamße - em{Y gmamße - em{Y gmamße - em{Y gmamße - em{Y gmamße -  `h A‹``Z oZOr VWm gmd©OoZH$ j{Ã H{$ ]¢H$m{ß ¤mam ‡XmZ H$r OmZ{ dmbr Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H{$ ‡oV J´mhH$m{ß H$r YmaUm
H$m VwbZmÀ_H$ odõ{fU ‡ÒVwV H$aVm h°& A‹``Z H$m C‘{Ì` `h OmZZm h° oH$ gwodYmAm{ß, gwajm, odÌdgZr`Vm, ÀdnaV g{dm, C[`m{J _{ß gabVm
VWm g_Ò`m g_mYmZ H{$ AmYma [a Xm{Zm{ß ‡H$ma H{$ ]¢H$ J´mhH$m{ß H$r A[{jmAm{ß H$m{ oH$g hX VH$ [yam H$a ah{ h¢& oS>oOQ>b AW©Ï`dÒWm H{$ ]∂T>V{ ‡`m{J
H{$ gßX^© _{ß Bg odf` [a em{Y H$r AmdÌ`H$Vm BgobE _hŒmd[yU© h° ∑`m{ßoH$ J´mhH$m{ß H$r gßVwoÓQ> Am°a odÌdmg grY{ ]¢oHß$J g{dmAm{ß H$r JwUdŒmm g{
‡^modV hm{V{ h¢&

Bg A‹``Z _{ß gd}jU odoY H$m C[`m{J oH$`m J`m h°, oOgH{$ AßVJ©V AbJ-AbJ Am`w, [{em Am°a ]¢oHß$J [•ÓR>^yo_ dmb{ J´mhH$m{ß g{
‡ÌZmdbr H{$ _m‹`_ g{ S{>Q>m gßH$obV oH$`m J`m& Am±H$∂S>m{ß H$m odõ{fU dU©ZmÀ_H$ Edß VwbZmÀ_H$ [’oV`m{ß ¤mam oH$`m J`m&

_wª` oZÓH$f© `h gßH{$V X{V{ h¢ oH$ oZOr ]¢H$m{ß H{$ J´mhH$ g{dm H$r JoV, C[`m{J _{ß gabVm VWm VH$ZrH$r XjVm H$m{ AoYH$ gamhV{ h¢, O]oH$
gmd©OoZH$ j{Ã H{$ ]¢H$ J´mhH$m{ß H$m{ gwajm, odÌdgZr`Vm Am°a gaH$mar ^am{g{ H$m AoYH$ AZw^d hm{Vm h°& Xm{Zm{ß j{Ãm{ß _{ß J´mhH$m{ß Z{ VH$ZrH$r
g_Ò`mAm{ß Am°a g_`-g_` [a AmZ{ dmbr Z{Q>dH©$ H$oR>ZmB`m{ß H$m{ ‡_wI MwZm°Vr H{$ Í$[ _{ß oMo›hV oH$`m& gß[yU© odõ{fU g{ Ò[ÓQ> hm{Vm h° oH$ gVV
VH$ZrH$r gwYma Am°a J´mhH$-H{$ßo–V ZroV`m± hr Am∞ZbmBZ ]¢oHß$J H$m{ Am°a AoYH$ ‡^mdr ]Zm gH$Vr h¢&
e„X Hwß$Or ñ e„X Hwß$Or ñ e„X Hwß$Or ñ e„X Hwß$Or ñ e„X Hwß$Or ñ Am∞ZbmBZ ]¢oHß$J, J´mhH$ YmaUm, oZOr ]¢H$, gmd©OoZH$ ]¢H$, oS>oOQ>b g{dmE±, J´mhH$ gßVwoÓQ>, gwajm, odÌdgZr`Vm, VH$ZrH$r
XjVm, VwbZm A‹``Z&

‡ÒVmdZm - ‡ÒVmdZm - ‡ÒVmdZm - ‡ÒVmdZm - ‡ÒVmdZm -  ^maVr` ]¢oHß$J ‡Umbr Z{ o[N>b{ Xm{ XeH$m{ß _{ß CÑ{IZr`
[nadV©Z X{Im h°& oS>oOQ>bmBO{eZ Z{ [maÂ[naH$ ]¢oHß$J H$m{ AmYwoZH$,
V{O Am°a AoYH$ gwodYmOZH$ ÒdÍ$[ ‡XmZ oH$`m h°& AmO ]¢oHß$J g{dmE±
emIm-H{$o›–V Z hm{H$a _m{]mBb, BßQ>aZ{Q> Am°a EQ>rE_ O°g{ flb{Q>\$m∞_m~ H{$
_m‹`_ g{ 24×7 C[b„Y h¢& ode{fH$a H$m{odS>-19 _hm_mar H{$ ]mX
oS>oOQ>b b{Z-X{Z _{ß A^yV[yd© d•o’ hwB©, oOgg{ Am∞ZbmBZ ]¢oHß$J Am_
J´mhH$m{ß H{$ X°oZH$ OrdZ H$m _hÀd[yU© ohÒgm ]Z JB© h°&
oS>oOQ>bmBO{eZ Am°a ]¢oHß$J j{Ã _{ß [nadV©Z - oS>oOQ>bmBO{eZ Am°a ]¢oHß$J j{Ã _{ß [nadV©Z - oS>oOQ>bmBO{eZ Am°a ]¢oHß$J j{Ã _{ß [nadV©Z - oS>oOQ>bmBO{eZ Am°a ]¢oHß$J j{Ã _{ß [nadV©Z - oS>oOQ>bmBO{eZ Am°a ]¢oHß$J j{Ã _{ß [nadV©Z - oS>oOQ>bmBO{eZ Z{
]¢oHß$J g{dmAm{ß H$m{ ÒdMmobV, gwaojV Am°a ÀdnaV ]Zm`m h°& AmO ImVm
Im{bZ{ g{ b{H$a YZ AßVaU, o]b ^wJVmZ, oZd{e ‡]ßYZ, bm{Z
EoflbH{$eZ, Am°a [mg]wH$ A[S{>Q> VH$ bJ^J g^r ‡oH´$`mE± Am∞ZbmBZ
gß[fi hm{ gH$Vr h¢& `yoZ\$mBS> [{_{ßQ> BßQ>a\{$g (UPI), BßQ>aZ{Q> ]¢oHß$J,
_m{]mBb ]¢oHß$J Am°a oS>oOQ>b dm∞b{Q> O°g{ _m‹`_m{ß Z{ ]¢oHß$J H$m`m~ H$m{
gab ]Zm oX`m h°&

^maVr` naOd© ]¢H$ Am°a ^maV gaH$ma ¤mam "Digital India' Am°a
"Cashless Economy' O°g{ Ao^`mZm{ß Z{ Am∞ZbmBZ ]¢oHß$J H$m{ Ï`m[H$
ÒdrH$m`©Vm oXbmB© h°&
Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H$m _hÀd - Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H$m _hÀd - Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H$m _hÀd - Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H$m _hÀd - Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H$m _hÀd - Am∞ZbmBZ ]¢oHß$J H{$ _m‹`_
g{ J´mhH$ g_`, ÒWmZ Am°a bmJV-VrZm{ß H$r ]MV H$aV{ h¢& `h ‡Umbr
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[maXoe©Vm, gwajm Am°a gwodYm H$m{ ]∂T>mVr h°& oS>oOQ>b naH$m∞S©> aIZ{ g{
b{Z-X{Z H{$ ‡_mU gwaojV ahV{ h¢ Am°a Ym{ImY∂S>r H$r gß^mdZmE± H$_ hm{Vr
h¢& ]¢oHß$J g{dmAm{ß VH$ [hw±M ]∂T>Z{ g{ odŒmr` g_md{eZ (Financial
Inclusion) _{ß ^r d•o’ hwB© h°&

AmO H{$ ‡oVÒ[Yr© ]¢oHß$J dmVmdaU _{ß Am∞ZbmBZ g{dmAm{ß H$r JwUdŒmm
grY{-grY{ J´mhH$ gßVwoÓQ> Am°a J´mhH$-oZÓR>m (Customer Loyalt) H$m{
oZYm©naV H$aVr h°&
oZOr Edß gaH$mar ]¢H$m{ ß H$r ^yo_H$m - oZOr Edß gaH$mar ]¢H$m{ ß H$r ^yo_H$m - oZOr Edß gaH$mar ]¢H$m{ ß H$r ^yo_H$m - oZOr Edß gaH$mar ]¢H$m{ ß H$r ^yo_H$m - oZOr Edß gaH$mar ]¢H$m{ ß H$r ^yo_H$m - oZOr j{Ã H{$ ]¢H$ (O°g{ HDFC,
ICICI, Axis Bank AmoX) VH$ZrH$r ZdmMma Am°a ÀdnaV g{dm H{$ obE
OmZ{ OmV{ h¢& d{ C[`m{JH$Vm©-AZwHy$b BßQ>a\{$g, V{O g_Ò`m-g_mYmZ
Am°a ›`yZV_ ‡Vrjm g_` H$m{ ‡mWo_H$Vm X{V{ h¢& Xygar Am{a, gmd©OoZH$
j{Ã H{$ ]¢H$ (O°g{SBI, PNB, Bank of Baroda AmoX) Ï`m[H$ J´mhH$
AmYma, AoYH$ odÌdgZr`Vm Am°a gaH$mar ^am{g{ H{$ H$maU _hÀd[yU©

ŷo_H$m oZ^mV{ h¢& hmbmßoH$, C›h{ß VH$ZrH$r gwYma Am°a J´mhH$ g{dm _{ß g_`-
g_` [a MwZm°oV`m{ß H$m gm_Zm H$aZm [∂S>Vm h°& Bg VwbZmÀ_H$ A‹``Z
H$m C‘{Ì` B›ht Xm{Zm{ß ‡H$ma H{$ ]¢H$m{ß H$r Am∞ZbmBZ g{dmAm{ß H{$ ‡oV J´mhH$m{ß
H$r YmaUm _{ß AßVa H$m{ g_PZm h°&
J´mhH$ YmaUm H{$ A‹``Z H$r C[`m{oJVm - J´mhH$ YmaUm H{$ A‹``Z H$r C[`m{oJVm - J´mhH$ YmaUm H{$ A‹``Z H$r C[`m{oJVm - J´mhH$ YmaUm H{$ A‹``Z H$r C[`m{oJVm - J´mhH$ YmaUm H{$ A‹``Z H$r C[`m{oJVm - J´mhH$ YmaUm dh ‡oH´$`m
h° oOgH{$ _m‹`_ g{ J´mhH$ g{dm H$r JwUdŒmm, gwajm, gwodYm Am°a C[`m{J
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_{ß gabVm H$m AZw^d H$aV{ h¢& J´mhH$m{ß H$r YmaUm H$m{ g_PZm ]¢oHß$J
gßÒWmZm{ß H{$ obE AÀ`ßV AmdÌ`H$ h° ∑`m{ßoH$ Bgr AmYma [a d{ A[Zr
ZroV`m{ß Am°a VH$ZrH$r g{dmAm{ß _{ß gwYma H$a gH$V{ h¢& `oX oH$gr ]¢H$ H$r
Am∞ZbmBZ g{dm V{O, gwaojV Am°a C[`m{JH$Vm©-AZwHy$b hm{Vr h°, Vm{ J´mhH$
gßVwoÓQ> ]∂T>Vr h° Am°a ]¢H$ H{$ ‡oV odÌdmg _O]yV hm{Vm h°&
gmßoª`H$r` [na‡{˙` gmßoª`H$r` [na‡{˙` gmßoª`H$r` [na‡{˙` gmßoª`H$r` [na‡{˙` gmßoª`H$r` [na‡{˙` - ^maV _{ß oS>oOQ>b ^wJVmZ bJmVma ]∂T> ahm h°&
hmob`m AmßH$∂S>m{ß H{$ AZwgma:
1. X{e _{ß UPI b{Z-X{Z ‡oV _mh bJ^J 10-12 Aa] VH$ [hw±M MwH{$

h¢&
2. 80% g{ AoYH$ ]¢H$ J´mhH$m{ß Z{ H$_-g{-H$_ EH$ ]ma Am∞ZbmBZ

]¢oHß$J g{dmAm{ß H$m C[`m{J oH$`m h°&
3. RBI H$r na[m{Q©> H{$ AZwgma oS>oOQ>b ]¢oHß$J b{Z-X{Z _{ß df© Xa df©

bJ^J 30-35% H$r d•o’ XO© hm{ ahr h°&
`{ Am±H$∂S{> Xem©V{ h¢ oH$ Am∞ZbmBZ ]¢oHß$J ^maV H$r ]¢oHß$J ‡Umbr

H$m Ao^fi AßJ ]Z MwH$m h°, BgobE J´mhH$m{ß H$r YmaUm H$m A‹``Z AÀ ß̀V
‡mgßoJH$ Am°a C[`m{Jr h°&
gmohÀ`-g_rjmgmohÀ`-g_rjmgmohÀ`-g_rjmgmohÀ`-g_rjmgmohÀ`-g_rjm
Am∞ZbmBZ ]¢oHß$J g{dmAm{ß [a o[N>b{ Xm{ XeH$m{ß _{ß Ï`m[H$ em{Y hwAm h°,
oOg_{ß g{dm-JwUdŒmm, gwajm, C[`m{J-gwodYm, odÌdmg ((Trust)) VWm
J´mhH$-gßVwoÓQ> H$m{ ‡_wI gßH{$VH$m{ß H{$ Í$[ _{ß [hMmZm J`m h°& Ling et al.
(2016) Z{ A[Zr A‹``Z na[m{Q©> _{ß Xem©`m oH$ d{]gmBQ>‹E{[ H{$ d{]-
oS>OmBZ, ‡Umbr H$r odÌdgZr`Vm Am°a gwajm VßÃ (Encryption,
Authentication) J´mhH$ gßVm{f H$m{ g]g{ AoYH$ ‡^modV H$aV{ h¢& Bgr
‡H$ma, Jun and Cai (2001) Z{ B©-g{dm JwUdŒmm H{$ Am`m_
O°g{H•$odÌdgZr`Vm, ‡oVoH´$`merbVm VWm gwodYmH•$H$m{ oS>oOQ>b ]¢oHß$J
AZw^d H{$ _wª` oZYm©aH$ ]Vm`m&

^maVr` [na‡{˙` _{ß  Hazra & Srivastava (2010) Z{ Indian
Journal of Marketing _{ß ‡H$moeV A[Z{ em{Y _{ß Ò[ÓQ> oH$`m oH$ g{dm-
JwUdŒmm (Service Quality) H{$ [m±M VÀdH•$odÌÏgZr`Vm, AmÌdÒVVm,
_yV©Vm, ‡oVoH´$`merbVm Am°a ghmZw^yoV-J´mhH$ -oZ_m©U Am°a gßVwoÓQ>
Xm{Zm{ß H$m{ JhamB© g{ ‡^modV H$aV{ h¢& Kumbhar  (2011) Z{ Am∞ZbmBZ
]¢oHß$J A[ZmZ{ _{ß OZgmßoª`H$r` Ma, BßQ>aZ{Q>-AZw^d, Om{oI_-YmaUm
Am°a ]¢H$-odÌdmg H$m{ _hŒmd[yU© H$maH$ [m`m&

Parasuraman, Zeithaml Am°a Berry  ¤mam odH$ogV
SERVQUAL _m∞S>b Am∞ZbmBZ ]¢oHß$J H{$ AmH$bZ _{ß Ï`m[H$ Í$[ g{
C[`m{J oH$`m J`m h°& H$B© A‹``Zm{ß Z{ BgH$m oS>oOQ>b gßÒH$aU E-
SERVQUAL `m NetQUALA[Zm`m h°& ZdrZ A‹``Z O°g{
Bhuvaneswari & Maruthamuthu (2024,ScienceScholar) Z{
Structural Equation Modeling (SEM) H{$ _m‹`_ g{ `h ‡_moUV
oH$`m oH$ g{dm-JwUdŒmm H{$ Am`m_ grY{ J´mhH$ gßVwoÓQ> Am°a oZÓR>m g{
Ow∂S>V{ h¢&

oZOr Am°a gmd©OoZH$ j{Ã H{$ ]¢H$m{ß H$r VwbZm H$aZ{ dmb{ hmob`m
em{Y (CXm., Rajeev Vashisht & Rajinder Singh, 2024; BPAS
Journals) ]VmV{ h¢ oH$ oZOr ]¢H$ oS>oOQ>b ZdmMma, ÀdnaV g{dm,
_m{]mBb-BßQ>a\{$g, Am°a UX-oS>OmBZ _{ß AoYH$ CfiV [mE OmV{ h¢, O]oH$
gmd©OoZH$ ]¢H$ gwajm-odÌdmg, Ï`m[H$ [hw±M, VWm H$_ ewÎH$ O°gr

ode{fVmAm{ß H{$ H$maU J´mhH$m{ß H$m{ AmH$of©V H$aV{ h¢& Bgr ‡H$ma, Malik &
Goyal (2022) Z{ oZÓH$f© oX`m oH$ oZOr ]¢H$ VH$ZrH$r XjVm _{ß AJ´Ur
h¢, O]oH$ gaH$mar ]¢H$ g{dm-oÒWaVm Am°a Om{oI_-oZ`ßÃU _{ß ]{hVa _mZ{
OmV{ h¢&

VH$ZrH$r [na‡{˙` _{ß RBI, NPCI Am°a PwC H$r na[m{Q{>ß© Xem©Vr h¢
oH$ ̂ maV _{ß oS>oOQ>b ̂ wJVmZ o[N>b{ Hw$N> dfm~ _{ß Vrd´ JoV g{ ]∂T>m h°& UPI
b{Z-X{Z _{ß dmof©H$ 30-40% d•o’ Z{ J´mhH$m{ß H$m{ Am∞ZbmBZ ]¢oHß$J H$r
Am{a ‡{naV oH$`m h°& EY (2023) H$r na[m{Q©> Xem©Vr h° oH$ 80% ^maVr`
J´mhH$ A] H$_ g{ H$_ EH$ oS>oOQ>b ]¢oHß$J g{dm H$m oZ`o_V C[`m{J
H$aV{ h¢, oOgg{ g{dm-JwUdŒmm H$m _hÀd Am°a ]∂T> OmVm h°&
em{Y-odoY-em{Y-odoY-em{Y-odoY-em{Y-odoY-em{Y-odoY- Bg A‹``Z _{ß oZOr Am°a gmd©OoZH$ j{Ã H{$ ]¢H$m{ß H$r
Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H{$ ‡oV J´mhH$m{ß H$r YmaUm H$m VwbZmÀ_H$
odõ{fU oH$`m J`m h°& em{Y-odoY H$m{ Ò[ÓQ>, Ï`doÒWV Am°a d°kmoZH$
Tß>J g{ ‡ÒVwV H$aZ{ H{$ obE oZÂZ o]ßXwAm{ß H$m AZwgaU oH$`m J`m h°&
em{Y oS>OmBZ -em{Y oS>OmBZ -em{Y oS>OmBZ -em{Y oS>OmBZ -em{Y oS>OmBZ - Bg A‹``Z _{ß Xm{ ‡H$ma H{$ em{Y oS>OmBZ A[ZmE JE
h¢:
1. dU©ZmÀ_H$ em{Y - 1. dU©ZmÀ_H$ em{Y - 1. dU©ZmÀ_H$ em{Y - 1. dU©ZmÀ_H$ em{Y - 1. dU©ZmÀ_H$ em{Y - dU©ZmÀ_H$ oS>OmBZ H$m C‘{Ì` dmÒVodH$
[naoÒWoV`m{ß H$m Vœ`mÀ_H$ dU©Z ‡ÒVwV H$aZm h°& Bg em{Y _{ß J´mhH$m{ß H$r
Am`w, C[`m{J H$r Amd•oŒm, Am∞ZbmBZ ]¢oHß$J H{$ ‡oV ^am{gm, gwodYm,
gwajm-YmaUm, gßVwoÓQ> AmoX [hbwAm{ß H$m dU©ZmÀ_H$ odõ{fU oH$`m J`m
h°& Bgg{ OmZH$mar o_bVr h° oH$ J´mhH$ Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H$m
AZw^d oH$g ‡H$ma H$aV{ h¢&
2. VwbZmÀ_H$ em{Y -2. VwbZmÀ_H$ em{Y -2. VwbZmÀ_H$ em{Y -2. VwbZmÀ_H$ em{Y -2. VwbZmÀ_H$ em{Y - VwbZmÀ_H$ oS>OmBZ H$m C[`m{J oZOr Am°a
gmd©OoZH$ ]¢H$m{ß H{$ ]rM AßVa H$m{ g_PZ{ H{$ obE oH$`m J`m& A‹``Z _{ß
Xm{Zm{ß ‡H$ma H{$ ]¢H$m{ß H{$ J´mhH$m{ß H$r ‡oVoH´$`mAm{ß H$m VwbZm-AmYmnaV
odõ{fU oH$`m J`m h°, VmoH$ ̀ h kmV hm{ gH{$ oH$ H$m°Z-gm j{Ã VH$ZrH$r
XjVm, g{dm-JwUdŒmm, gwajm Am°a gwodYm H{$ gßX^© _{ß ]{hVa ‡Xe©Z H$a
ahm h°&
S{ >Q>m H{$ Úm{VS{>Q>m H{$ Úm{VS{>Q>m H{$ Úm{VS{>Q>m H{$ Úm{VS{>Q>m H{$ Úm{V
1.1.1.1.1. ‡mWo_H$ S{>Q>m ‡mWo_H$ S{>Q>m ‡mWo_H$ S{>Q>m ‡mWo_H$ S{>Q>m ‡mWo_H$ S{>Q>m - ‡mWo_H$ S{>Q>m grY{ J´mhH$m{ß g{ ‡m· oH$`m J`m&
1.1.1.1.1. ‡ÌZmdbr -$‡ÌZmdbr -$‡ÌZmdbr -$‡ÌZmdbr -$‡ÌZmdbr -$ Am∞ZbmBZ Edß Am∞\$bmBZ _m‹`_ g{ EH$ gßaoMV
‡ÌZmdbr odVnaV H$r JB©&
2.2.2.2.2. gmjmÀH$ma-$gmjmÀH$ma-$gmjmÀH$ma-$gmjmÀH$ma-$gmjmÀH$ma-$ MwoZßXm CŒmaXmVmAm{ß g{ gßoj· gmjmÀH$ma oH$E JE
VmoH$ CZH$r am` H$m{ AoYH$ JhamB© g{ g_Pm Om gH{$&
2.2.2.2.2. o¤Vr`H$ S{ >Q>m -o¤Vr`H$ S{ >Q>m -o¤Vr`H$ S{ >Q>m -o¤Vr`H$ S{ >Q>m -o¤Vr`H$ S{ >Q>m - o¤Vr`H$ S{>Q>m odo^fi odÌdgZr` Úm{Vm{ß g{
gßH$obV oH$`m J`m, O°g{-
1. RBI H$r dmof©H$ na[m{Q©>
2. ]¢oHß$J g{∑Q>a [a em{Y-[Ã Am°a OZ©b
3. g_mMma-[Ã Edß odŒmr` [m{Q©>b
4. gß]ßoYV ]¢H$m{ß H$r AmoYH$mnaH$ d{]gmBQ>
5. oS>oOQ>b ]¢oHß$J Am°a UPI [a C[b„Y gaH$mar Edß oZOr gßÒWmAm{ß
H$r na[m{Q{>ß©
Z_yZm AmH$ma Am°a g°Â[obßJ VH$ZrH$ - Z_yZm AmH$ma Am°a g°Â[obßJ VH$ZrH$ - Z_yZm AmH$ma Am°a g°Â[obßJ VH$ZrH$ - Z_yZm AmH$ma Am°a g°Â[obßJ VH$ZrH$ - Z_yZm AmH$ma Am°a g°Â[obßJ VH$ZrH$ - Bg A‹``Z H{$ obE Hw$b
200 J´mhH$m{ß g{ S{>Q>m gßH$obV oH$`m J`m& Bg_{ß 100 oZOr ]¢H$ H{$ J´mhH$
Am°a 100 gmd©OoZH$ ]¢H$ H{$ J´mhH$ emo_b oH$E JE&

g°Â[obßJ H{$ obE gab a°�S>_ g°Â[obßJ (Simple Random
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Sampling) VH$ZrH$ A[ZmB© JB©& Bg VH$ZrH$ H$m M`Z BgobE oH$`m
J`m ∑`m{ßoH$ Bgg{ ‡À {̀H$ J´mhH$ H$m{ M`oZV hm{Z{ H$m g_mZ Adga o_bVm
h° Am°a Z_yZm AoYH$ ‡oVoZoYH$ (Repraswentative) ]ZVm h°&
(H$) C[H$aU -(H$) C[H$aU -(H$) C[H$aU -(H$) C[H$aU -(H$) C[H$aU - S{>Q>m gßH$bZ h{Vw EH$ gßaoMV ‡ÌZmdbr H$m C[`m{J
oH$`m J`m& ‡ÌZmdbr _{ß _wª`V: Likert Rating Scale (1-5) H$m
‡`m{J oH$`m J`m, oOg_{ß-
1. 1 = o]ÎHw$b AgßVwÓQ>
2. 2 = AgßVwÓQ>
3. 3 = VQ>ÒW
4. 4 = gßVwÓQ>
5. 5 = AÀ`ßV gßVwÓQ>
Bg ÒH{$b H$m C[`m{J g{dm-JwUdŒmm, gwajm, gwodYm, ‡oVoH´$`m-g_`,
VH$ZrH$r XjVm Am°a g_J´ gßVwoÓQ> H$m{ _m[Z{ H{$ obE oH$`m J`m& ‡m·
Am±H$∂S>m{ß H$m odõ{fU ‡oVeV, Am°gV (Mean) Am°a VwbZmÀ_H$ MmQ>m~ H{$
AmYma [a oH$`m J`m&
VmobH$mVmobH$mVmobH$mVmobH$mVmobH$m  1 (A  1 (A  1 (A  1 (A  1 (AJJJJJbbbbb{ [•> [a X{I{){ [•> [a X{I{){ [•> [a X{I{){ [•> [a X{I{){ [•> [a X{I{)
g_Ò`mAm{ß d AZw^dm{ß H$m odõ{fU - g_Ò`mAm{ß d AZw^dm{ß H$m odõ{fU - g_Ò`mAm{ß d AZw^dm{ß H$m odõ{fU - g_Ò`mAm{ß d AZw^dm{ß H$m odõ{fU - g_Ò`mAm{ß d AZw^dm{ß H$m odõ{fU - C[am{∫$ VmobH$m H{$ AmYma [a,
J´mhH$m{ß ¤mam AZw^d H$r OmZ{ dmbr ‡_wI g_Ò`mAm{ß Am°a gH$mamÀ_H$
AZw^dm{ß H$m odõ{fU Bg ‡H$ma h°:
1. oZOr j{Ã H{$ ]¢H$m{ß H{$ gßX^© _{ß:
l gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$ JoV, C[`m{J _{ß AmgmZr, ZdmMma Am°a J´mhH$
ghm`Vm _wª` o]ßXw h¢ Ohm± `{ ]¢H$ emZXma ‡Xe©Z H$aV{ h¢& J´mhH$ BZH{$
oS>oOQ>b BßQ>a\{$g Am°a ZB© gwodYmAm{ß g{ AÀ`oYH$ gßVwÓQ> h¢&
l g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$ _wª` g_Ò`m D±$M{ b{Z-X{Z ewÎH$ H{$ Í$[
_{ß gm_Z{ AmB© h°& Hw$N> J´mhH$m{ß Z{ AÀ`oYH$ Ï`o∫$JVH$aU H$m{ H$^r-
H$^r MV[Aß]b H{$ _m_b{ _{ß AdmßoN>V _hgyg oH$`m&
2.2.2.2.2. gmd©OoZH$ j{Ã H{$ ]¢H$m{ ß H{$ gßX^© _{ß:$gmd©OoZH$ j{Ã H{$ ]¢H$m{ ß H{$ gßX^© _{ß:$gmd©OoZH$ j{Ã H{$ ]¢H$m{ ß H{$ gßX^© _{ß:$gmd©OoZH$ j{Ã H{$ ]¢H$m{ ß H{$ gßX^© _{ß:$gmd©OoZH$ j{Ã H{$ ]¢H$m{ ß H{$ gßX^© _{ß:$
l gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$gH$mamÀ_H$ [hby:$ gwajm Am°a H$_ bmJV BZH{$ g]g{ _O]yV [j
h¢& J´mhH$ BZ ]¢H$m{ß H$m{ gwaojV _mZV{ h¢ Am°a Am∞ZbmBZ g{dmAm{ß H{$ obE
H$_ ewÎH$ hm{Z{ g{ d{ Iwe h¢&
l g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$g_Ò`mE± / MwZm°oV`m±:$ g]g{ ]∂S>r MwZm°Vr VH$ZrH$r ]woZ`mXr T>mßM{
H$r h°& bJmVma S>mCZQ>mB_, Yr_r JoV Am°a [wamZ{ O_mZ{ H{$ `yOa BßQ>a\{$g
J´mhH$m{ß H$r _wª` oeH$m`V{ß h¢& BgH{$ Abmdm, J´mhH$ ghm`Vm H$m Yr_m
Am°a H$_ Hw$eb hm{Zm EH$ ‡_wI g_Ò`m ]Zr hwB© h°&
g_J´ Ï`mª`m- g_J´ Ï`mª`m- g_J´ Ï`mª`m- g_J´ Ï`mª`m- g_J´ Ï`mª`m- odõ{fU g{ Ò[ÓQ> h° oH$ oZOr ]¢H$ "C[`m{JH$Vm© AZŵ d
Am°a ZdmMma' [a ‹`mZ H{$ßo–V H$aH{$ J´mhH$m{ß H$m{ AmH$of©V H$a ah{ h¢, O]oH$
gmd©OoZH$ ]¢H$ "gwajm Am°a gm_W©Á' H{$ A[Z{ [maß[naH$ bm^m{ß [a oZ^©a
h¢& hmbm±oH$, VH$ZrH$r _w‘m{ß Am°a Iam] J´mhH$ g{dm H{$ H$maU gmd©OoZH$
]¢H$m{ß _{ß g_J´ J´mhH$ gßVwoÓQ> [rN{> ah OmVr h°& gmd©OoZH$ ]¢H$m{ß H{$ obE
A[Z{ oS>oOQ>b flb{Q>\$m∞_© H{$ ]woZ`mXr T>mßM{ Am°a C[`m{JH$Vm© BßQ>a\{$g _{ß
gwYma H$aZm ̂ odÓ` _{ß ‡oVÒ[Ym© ]ZmE aIZ{ H{$ obE AÀ`ßV AmdÌ`H$ h°&
Bg A‹``Z H$m _wª` C‘{Ì` oZOr Am°a gmd©OoZH$ j{Ã H{$ ]¢H$m{ß ¤mam
‡XmZ H$r OmZ{ dmbr Am∞ZbmBZ ]¢oHß$J g{dmAm{ß H{$ ‡oV J´mhH$m{ß H$r YmaUm
H$m VwbZmÀ_H$ odõ{fU H$aZm Wm& A‹``Z H{$ oZÓH$fm~ g{ Ò[ÓQ> hm{Vm h°
oH$ Xm{Zm{ß ‡H$ma H{$ ]¢H$ oS>oOQ>b ]¢oHß$J g{dmAm{ß H{$ j{Ã _{ß _hÀd[yU© ̂ yo_H$m
oZ^m ah{ h¢, oHß$Vw J´mhH$m{ß H{$ AZw^d Am°a gßVwoÓQ> ÒVa _{ß CÑ{IZr` AßVa

X{IZ{ H$m{ o_bVm h°&
oZOr j{Ã H{$ ]¢H$m{ß H{$ J´mhH$ g{dm H$r JoV, ghO BßQ>a\{$g, VH$ZrH$r

XjVm, Ï`o∫$JV gwodYmAm{ß Am°a ÀdnaV g_Ò`m-g_mYmZ H{$ H$maU CÉ
gßVwoÓQ> Ï`∫$ H$aV{ h¢& AmYwoZH$ E{[-oS>OmBZ, \$rMa-g_•’ flb{Q>\$m∞_©
Am°a H$_ VH$ZrH$r ÃwoQ>`m{ß H{$ H$maU oZOr ]¢H$ oS>oOQ>b gwodYm ‡XmZ
H$aZ{ _{ß AJ´Ur h¢& dht Xygar Am{a, gmd©OoZH$ j{Ã H{$ ]¢H$m{ß H{$ J´mhH$
gwajm, odÌdgZr`Vm, gaH$mar ̂ am{g{ VWm H$_ b{Z-X{Z ewÎH$ H{$ H$maU
AoYH$ gßVwoÓQ> Xem©V{ h¢& BZ ]¢H$m{ß H$m _O]yV Z{Q>dH©$ Am°a [maß[naH$ odÌdmg
CZH$r ‡_wI eo∫$ h°&

hmbm±oH$, A‹``Z _{ß `h ^r [m`m J`m oH$ gmd©OoZH$ ]¢H$m{ß H$m{
VH$ZrH$r Yr_m[Z, ]ma-]ma AmZ{ dmbr ogÒQ>_ ÃwoQ>`m{ß, [wamZ{ BßQ>a\{$g,
Am°a J´mhH$ ghm`Vm _{ß odbß] O°gr MwZm°oV`m{ß H$m gm_Zm H$aZm [∂S>Vm h°&
oZOr ]¢H$m{ß _{ß ^r AoYH$ ewÎH$ Am°a AÀ`oYH$ Ï`o∫$JV S{>Q>m C[`m{J
O°gr oMßVmE± gm_Z{ AmB™&

g_J´ Í$[ g{ A‹``Z `h BßoJV H$aVm h° oH$ `oX gmd©OoZH$ j{Ã
H{$ ]¢H$ VH$ZrH$r AmYwoZH$rH$aU, BßQ>a\{$g gwYma Am°a J´mhH$ ghm`Vm
H$m{ _O]yV H$a{ß VWm oZOr ]¢H$ gwajm Am°a ewÎH$-ZroV`m{ß H$m{ gßVwobV
H$a{ß, Vm{ Xm{Zm{ß hr j{Ã Am∞ZbmBZ ]¢oHß$J AZw^d H$m{ Am°a AoYH$ ‡^mdr
Edß J´mhH$-H{$ßo–V ]Zm gH$V{ h¢& oS>oOQ>b `wJ _{ß gVV ZdmMma Am°a
J´mhH$-H{$ßo–V —oÓQ>H$m{U hr ]¢oHß$J g{dmAm{ß H$r JwUdŒmm H$m ^odÓ`
oZYm©naV H$a{ßJ{&
gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-
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VmobH$mVmobH$mVmobH$mVmobH$mVmobH$m  1  1  1  1  1
H´$.H´$.H´$.H´$.H´$. _m[XßS>_m[XßS>_m[XßS>_m[XßS>_m[XßS> oZOr j{ÃoZOr j{ÃoZOr j{ÃoZOr j{ÃoZOr j{Ã gmd©OoZH$ j{Ãgmd©OoZH$ j{Ãgmd©OoZH$ j{Ãgmd©OoZH$ j{Ãgmd©OoZH$ j{Ã oQ>fl[Ur (Ï`mª`m)oQ>fl[Ur (Ï`mª`m)oQ>fl[Ur (Ï`mª`m)oQ>fl[Ur (Ï`mª`m)oQ>fl[Ur (Ï`mª`m)

H{$ ]¢H$H{$ ]¢H$H{$ ]¢H$H{$ ]¢H$H{$ ]¢H$ H{$ ]¢H$ (Am°gVH{$ ]¢H$ (Am°gVH{$ ]¢H$ (Am°gVH{$ ]¢H$ (Am°gVH{$ ]¢H$ (Am°gV
(Am°gV ÒH$m{a(Am°gV ÒH$m{a(Am°gV ÒH$m{a(Am°gV ÒH$m{a(Am°gV ÒH$m{a ÒH$m{a 1-5)ÒH$m{a 1-5)ÒH$m{a 1-5)ÒH$m{a 1-5)ÒH$m{a 1-5)
1-5)1-5)1-5)1-5)1-5)

1 d{]gmBQ>/E{[ H$m C[`m{J 4.5 3.8 oZOr ]¢H$m{ß H{$ oS>oOQ>b flb{Q>\$m∞_© AoYH$ ghO Am°a AmYwoZH$ [mE
 H$aZ{ _{ß AmgmZr JE&

2 b{Z-X{Z H$r JoV Edß XjVm 4.6 4 oZOr ]¢H$m{ß _{ß b{Z-X{Z Am_Vm°a [a V{Or g{ [ya{ hm{V{ h¢&
3 gwajm ode{fVmE± 4.4 4.5 Xm{Zm{ß ‡H$ma H{$ ]¢H$ gwajm H$m{ CÉ ‡mWo_H$Vm X{V{ h¢, gmd©OoZH$

]¢H$ Wm{∂S{> ]{hVa a{Q{>S>&
4 J´mhH$ ghm`Vm g{dm 4.2 3.5 Mm°Q>]m∞Q>, H$m∞b g{ßQ>a H{$ _m‹`_ g{ oZOr ]¢H$m{ß H$r ghm`Vm g{dm

AoYH$ Hw$eb [mB© JB©&
5 g{dmAm{ß H$r ododYVm 4.3 4.2 oZd{e, o]b ^wJVmZ, F$U Amd{XZ O°gr g{dmAm{ß _{ß Xm{Zm{ß ]am]a

h¢&
6 b{Z-X{Z ewÎH$ 3.8 4.4 gmd©OoZH$ ]¢H$ Am∞ZbmBZ b{Z-X{Z [a H$_ ewÎH$ bJmV{ h¢,

oOgg{ J´mhH$ AoYH$ gßVwÓQ> h¢&
7 oS>oOQ>b ^wJVmZ EH$rH$aU 4.7 4.1 UPI, dm∞b{Q> AmoX H{$ EH$rH$aU _{ß oZOr ]¢H$m{ß H{$ E{[ AJ´Ur h¢&
8 Ï`o∫$JVH$aU 4.4 3.6 oZOr ]¢H$ J´mhH$m{ß H$r AmXVm{ß H{$ AmYma [a Ï`o∫$JV Am∞\$a Am°a

S°>e]m{S©> ‡XmZ H$aV{ h¢&
9 VH$ZrH$r Iam]r/S>mCZQ>mB_ 4 3.4 gmd©OoZH$ ]¢H$m{ß H{$ ogÒQ>_ _{ß VH$ZrH$r Iam]r Am°a AZwgyoMV

S>mCZQ>mB_ H$r oeH$m`V AoYH$ o_br&
10 ZdmMma Am°a ZB© gwodYmE± 4.5 3.7 oZOr ]¢H$ AI ghm`H$, ]OoQß>J Qy>Îg O°gr ZB© gwodYmE± OÎXr

bm∞›M H$aV{ h¢&
Hw$b Am°gV gßVwoÓQ> ÒH$m{a 4.34 3.86 oZÓH$f©:$ oZOr ]¢H$m{ß _{ß J´mhH$ gßVwoÓQ> H$m g_J´ ÒVa gmd©OoZH$

]¢H$m{ß H$r VwbZm _{ß Ò[ÓQ> Í$[ g{ AoYH$ h°&
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