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J•h F$U `m{OZmAm{ß _{ß J́mhH$ gß]ßY ‡]ßYZ H$m _hÀd Am°a ‡^md

S>m∞. g_Vm _{hVm*  gwoZVm JUmdm**

‡ÒVmdZm - ‡ÒVmdZm - ‡ÒVmdZm - ‡ÒVmdZm - ‡ÒVmdZm -  ^maVr` ]¢oHß$J ‡Umbr Z{ o[N>b{ Xm{ XeH$m{ß _{ß oOg Vrd´
JoV g{ odÒVma Am°a ‡oVÒ[Ym© H$m AZŵ d oH$`m h°, Cg_{ß J•h F$U (Home
Loan) ̀ m{OZmE± AÀ`oYH$ bm{H$o‡` Am°a _hŒd[yU© odŒmr` CÀ[mX ]ZH$a
C^ar h¢& AmO H{$ g_` _{ß Ka IarXZm H{$db EH$ AmdÌ`H$Vm hr Zht,
]oÎH$ OrdZ H$r EH$ ]∂S>r C[bo„Y H{$ Í$[ _{ß X{Im OmVm h°& Bgr H$maU,
gaH$mar Am°a oZOr Xm{Zm{ß ‡H$ma H{$ ]¢H$ VWm odŒmr` gßÒWmE± J´mhH$m{ß H$m{
AmH$of©V H$aZ{ h{Vw ododY J•h F$U `m{OZmE± ‡ÒVwV H$aVr h¢&

BZ ̀ m{OZmAm{ß H$r g\$bVm H{$db „`mO Xa, F$U AdoY ̀ m ̂ wJVmZ
H$r gwodYm [a hr oZ^©a Zht H$aVr, ]oÎH$ `h Bg ]mV [a ^r AmYmnaV
hm{Vr h° oH$ ]¢H$ A[Z{ J´mhH$m{ß g{ oH$g ‡H$ma H$m gß]ßY ÒWmo[V Am°a ]ZmE
aIV{ h¢& `hr o]ßXw J´mhH$ gß]ßY ‡]ßYZ (Customer Relationship
Management – CRM>)H$r AdYmaUm H$m{ AÀ`ßV ‡mgßoJH$ ]ZmVm h°&

`h  [∂S>Vmb H$aZm h° oH$ ]¢H$ Am°a odŒmr` gßÒWmZ J•h F$U ‡XmZ
H$aZ{ H$r ‡oH´$`m _{ß A[Z{ J´mhH$m{ß g{ oH$g ‡H$ma gßdmX H$aV{ h¢, C›h{ß oH$g
ÒVa [a g{dm AZw^d H$amV{ h¢, Am°a XrK©H$mobH$ odÌdmg H$m oZ_m©U H°$g{
H$aV{ h¢&
l _hÀd _hÀd _hÀd _hÀd _hÀd g{ VmÀ[`© `h h° oH$ J´mhH$ gß]ßY ‡]ßYZ oH$g ‡H$ma ]¢oHß$J
‡Umbr H$m{ AoYH$ [maXer©, ^am{g{_ßX Am°a ‡oVÒ[Ym©À_H$ ]ZmVm h°&
l ‡^md‡^md‡^md‡^md‡^md H$m AW© `h h° oH$ CRM H{$ ‡`m{J g{ J´mhH$m{ß H$r gßVwoÓQ>,
oZÓR>m, oeH$m`V oZdmaU Am°a ]¢H$ H$r bm^‡XVm [a ∑`m Aga [∂S>Vm h°&

Bg ‡H$ma `h em{Y [Ã Bg ‡ÌZ H$m CŒma Im{O{Jm oH$ ∑`m ‡^mdr
J´mhH$ gß]ßY ‡]ßYZ J•h F$U `m{OZmAm{ß H$r g\$bVm Am°a J´mhH$m{ß H$r
gßVwoÓQ> _{ß oZUm©`H$ ^yo_H$m oZ^mVm h°&
em{Y H$r [•ÓR>^yo_ - em{Y H$r [•ÓR>^yo_ - em{Y H$r [•ÓR>^yo_ - em{Y H$r [•ÓR>^yo_ - em{Y H$r [•ÓR>^yo_ - 1990 H{$ ]mX ̂ maVr` AW©Ï`dÒWm H{$ CXmarH$aU
(Liberalization) Z{ ]¢oHß$J j{Ã H$m{ ‡oVÒ[Ym©À_H$ ]Zm oX`m& oZOr
]¢H$m{ß H{$ AmJ_Z Z{ J́mhH$ g{dm H$m{ ZE Am`m_ oXE& A] H{$db F$U C[b„Y
H$amZm hr [`m©· Zht Wm, ]oÎH$ J´mhH$m{ß H{$ gmW [maXer©, gßd{XZerb
Am°a ^am{g{_ßX gß]ßY ]ZmZm ^r CVZm hr AmdÌ`H$ hm{ J`m& J•h F$U H{$
j{Ã _{ß J´mhH$ A∑ga XrK©H$mobH$ Ow∂S>md aIV{ h¢, ∑`m{ßoH$ F$U AdoY ‡m`:
10 g{ 25 dfm~ VH$ MbVr h°& Bg bß]{ gß]ßY H{$ Xm°amZJ´mhH$ gß]ßY ‡]ßYZH$r
JwUdŒmm J´mhH$ H$r gßVwoÓQ> Am°a ]¢H$ H$r N>od H$m{ V` H$aVr h°&
em{Y H$r AmdÌ`H$Vm - em{Y H$r AmdÌ`H$Vm - em{Y H$r AmdÌ`H$Vm - em{Y H$r AmdÌ`H$Vm - em{Y H$r AmdÌ`H$Vm - J•h F$U `m{OZmE± H{$db AmoW©H$ Ï`dhma H$m
ohÒgm Zht h¢, ]oÎH$ `h Ï`o∫$ H{$ gm_moOH$ Am°a [mnadmnaH$ OrdZ g{
^r JhamB© g{ Ow∂S>r hm{Vr h¢& ̀ oX J´mhH$ ]¢H$ H{$ gmW ghO Am°a gßVm{fOZH$

* ghm`Vm ‡m‹`m[H$ (dmoU¡`) ^JVogßh emgH$r` ÒZmVH$m{Œma _hmod⁄mb`, Omdam (_.‡.)ghm`Vm ‡m‹`m[H$ (dmoU¡`) ^JVogßh emgH$r` ÒZmVH$m{Œma _hmod⁄mb`, Omdam (_.‡.)ghm`Vm ‡m‹`m[H$ (dmoU¡`) ^JVogßh emgH$r` ÒZmVH$m{Œma _hmod⁄mb`, Omdam (_.‡.)ghm`Vm ‡m‹`m[H$ (dmoU¡`) ^JVogßh emgH$r` ÒZmVH$m{Œma _hmod⁄mb`, Omdam (_.‡.)ghm`Vm ‡m‹`m[H$ (dmoU¡`) ^JVogßh emgH$r` ÒZmVH$m{Œma _hmod⁄mb`, Omdam (_.‡.) ‰mmaV ‰mmaV ‰mmaV ‰mmaV ‰mmaV
** em{YmWr© (dmoU¡`) odH´$_ odÌdod⁄mb`, C¡O°Z (_.‡.)em{YmWr© (dmoU¡`) odH´$_ odÌdod⁄mb`, C¡O°Z (_.‡.)em{YmWr© (dmoU¡`) odH´$_ odÌdod⁄mb`, C¡O°Z (_.‡.)em{YmWr© (dmoU¡`) odH´$_ odÌdod⁄mb`, C¡O°Z (_.‡.)em{YmWr© (dmoU¡`) odH´$_ odÌdod⁄mb`, C¡O°Z (_.‡.) ‰mmaV ‰mmaV ‰mmaV ‰mmaV ‰mmaV

gß]ßY AZw^d H$aVm h°, Vm{ dh Z H{$db ̂ odÓ` _{ß Cgr ]¢H$ H$r g{dmE± b{Vm
h° ]oÎH$ Xygam{ß H$m{ ^r CgH$r AZweßgm H$aVm h°& Xygar Am{a, Iam] gß]ßY
‡]ßYZ J´mhH$m{ß _{ß AgßVm{f, AodÌdmg Am°a ]¢oHß$J g{dmAm{ß g{ Xyar [°Xm
H$aVm h°&
Bg gßX^© _{ß A‹``Z H$aZm AmdÌ`H$ hm{ OmVm h° oH$-
1. ]¢H$ oH$g ‡H$maCRM > aUZroV`m{ß H$m C[`m{J J•h F$U `m{OZmAm{ß

_{ß H$aV{ h¢&
2. BZ aUZroV`m{ß H$m J´mhH$m{ß H$r gßVwoÓQ> Am°a odÌdmg [a ∑`m ‡^md

[∂S>Vm h°&
3. CRM g{ ]¢H$m{ß H$m{ ‡oVÒ[Ym© _{ß oH$g ‡H$ma bm^ ‡m· hm{Vm h°&
em{Y H$m C‘{Ì`: em{Y H$m C‘{Ì`: em{Y H$m C‘{Ì`: em{Y H$m C‘{Ì`: em{Y H$m C‘{Ì`: Bg em{Y H$m ‡_wI C‘{Ì` `h g_PZm h° oH$-
l J•h F$U `m{OZmAm{ß _{ß J´mhH$ gß]ßY ‡]ßYZ H$r ^yo_H$m ∑`m h°&
l ‡^mdr CRMoH$g ‡H$ma J´mhH$m{ß H$r oZÓR>m Am°a gßVm{f H$m{ ]∂T>mVm

h°&
l CRM > ]¢oHß$J gßÒWmAm{ß H$r AmoW©H$ ‡JoV Am°a ]´mßS> d°Î`y _{ß H°$g{

`m{JXmZ X{Vm h°&
em{Y H$r ‡mgßoJH$Vm - em{Y H$r ‡mgßoJH$Vm - em{Y H$r ‡mgßoJH$Vm - em{Y H$r ‡mgßoJH$Vm - em{Y H$r ‡mgßoJH$Vm - AmO O] oS>oOQ>brH$aU (Digitalization)
Am°a Am∞ZbmBZ ]¢oHß$J H$m Xm°a h°, V] J´mhH$ H{$db gwodYmOZH$ F$U hr
Zht MmhVm ]oÎH$ Ï`o∫$JV ‹`mZ, ÀdnaV g_mYmZ Am°a [maXoe©Vm ^r
A[{ojV H$aVm h°& E{g{ g_` _{ß J´mhH$ gß]ßY ‡]ßYZ H{$db EH$ Am°[MmnaH$
‡oH´$`m Zht, ]oÎH$ ]¢H$m{ß H$r XrK©H$mobH$ g\$bVm H$r Hw$ßOr h°& ̀ h A‹``Z
]¢H$m{ß, em{YmoW©`m{ß Am°a ZroV-oZ_m©VmAm{ß g^r H{$ obE C[`m{Jr hm{Jm&
em{Y [naH$Î[Zm - em{Y [naH$Î[Zm - em{Y [naH$Î[Zm - em{Y [naH$Î[Zm - em{Y [naH$Î[Zm - `oX `h em{Y _mÃmÀ_H$ ÒdÍ$[ H$m h°, Vm{ em{Y H$m{
oXem ‡XmZ H$aZ{ h{Vw [naH$Î[ZmAm{ß H$m oZYm©aU AmdÌ`H$ h°& [naH$Î[Zm
dh d°kmoZH$ AZw_mZ h° Om{ em{YH$Vm© A[Z{ A‹``Z H$r g_Ò`mAm{ß H{$
g_mYmZ h{Vw ‡ÒVwV H$aVm h° Am°a oOgH$m [arjU Am±H$∂S>m{ß  H{$ _m‹`_ g{
oH$`m OmVm h°&

Bg A‹``Z _{ß J´mhH$ gß]ßY ‡]ßYZ (Customer Relationship
Management– CRM) Am°a J´mhH$ gßVwoÓQ> (Customer
Satisfation) H{$ ]rM gß]ßY H$m{ g_PZ{ h{Vw oZÂZoboIV [naH$Î[ZmE±
‡ÒVwV H$r OmVr h¢:
CRM>> H$m J´mhH$ gßVwoÓQ> [a gH$mamÀ_H$ ‡^md hm{Vm h°&
l Bg [naH$Î[Zm H$m VmÀ[`© `h h° oH$ `oX oH$gr ]¢H$ _{ß CRM>>
VH$ZrH{$ß Am°a aUZroV`m± ‡^mdr Tß>J g{ bmJy H$r OmVr h¢, Vm{ dhm± H{$ J´mhH$m{ß
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H$r gßVwoÓQ> H$m ÒVa AoYH$ hm{Jm&
CRM>>> H$r ‡^mderbVm oZOr ]¢H$m{ß _{ß gmd©OoZH$ ]¢H$m{ß H$r VwbZm _{ß AoYH$
h°&
l Bg [naH$Î[Zm H$m Ao^‡m` h° oH$ oZOr ]¢H$, J´mhH$ gß]ßY ‡]ßYZ
_{ß VH$ZrH$r ZdmMma, ÀdnaV g{dm Am°a Ï`o∫$JV ‹`mZ X{Z{ H$r dOh g{,
gmd©OoZH$ ]¢H$m{ß H$r VwbZm _{ß AoYH$ ‡^mdr og’ hm{V{ h¢&
gßJ´ohV AmßH$∂S>m{ß H$m Ï`doÒWV odõ{fU oH$`m OmEJm& BgH{$ obE
gmßoª`H$r` VH$ZrH$ ,Am°a J´m\$ H$m C[`m{J hm{Jm  VH$ZrH$m{ß H$m ‡`m{J
hm{Jm -
l gmd©OoZH$ j{Ã H{$ ]¢H$m{ß H$r EH$rH•$V VmobH$m Am°a Ama{I-
]¢H$m{ß H$r ododY g{dmAm{ß H$m{ b{H$a J´mhH$m{ß H$r g_J´ gßVwoÓQ> H$m EH$rH•$V
oddaU-
_wª` oZÓH$f© (gßoj· Í$[ _{ß):_wª` oZÓH$f© (gßoj· Í$[ _{ß):_wª` oZÓH$f© (gßoj· Í$[ _{ß):_wª` oZÓH$f© (gßoj· Í$[ _{ß):_wª` oZÓH$f© (gßoj· Í$[ _{ß):
Anova [naUm_ ]VmV{ h¢ oH$ ‡ÌZm{ß (Rows) H{$ ÒVa [a gßVwoÓQ> _{ß H$m{B©
_hÀd[yU© AßVa Zht h°, AWm©V g^r [hbwAm{ß H$m{ J´mhH$m{ß Z{ bJ^J g_mZ
_hÀd oX`m& b{oH$Z gßVwoÓQ> ÒVam{ß (Columns) _{ß _hÀd[yU© AßVa [m`m
J`m& AoYH$mße J´mhH$m{ß Z{ g{dmAm{ß H$m{ A¿N>m `m Am°gV ]Vm`m, O]oH$
CÀH•$ÓQ> Am°a AgßVm{f OZH$ l{Ur _{ß ‡oVoH´$`mE± A[{jmH•$V H$_ aht&

Bgg{ Ò[ÓQ> h° oH$ ]¢H$ g{dmE± [yar Vah CÀH•$ÓQ> Zht h¢ Am°a gwYma H$r
AmdÌ`H$Vm h°& ode{fH$a EMI MyH$ [a ‡mdYmZ Am°a „`mO Xa O°g{
[hbwAm{ß _{ß AgßVm{f AoYH$ ahm& dht "J´mhH$ AmH$f©U `m{OZmE±' Am°a
"[am_e© g{dmE±' H$m{ A[{jmH•$V gH$mamÀ_H$ a{oQß>J o_br&
oZÓH$f©:$oZÓH$f©:$oZÓH$f©:$oZÓH$f©:$oZÓH$f©:$
1. g{dmAm{ß H$r ododYVm (Rows) g{ J´mhH$m{ß H$r gßVwoÓQ> _{ß H$m{B© AßVa

Zht h°&
2. gßVwoÓQ> ÒVam{ß (Columns) _{ß gmßoª`H$r` Í$[ g{ AÀ`oYH$ _hÀd[yU©

AßVa h°&
3. g_J´ Í$[ g{ J´mhH$ AZw^d _‹`_ ÒVa [a H{$ßo–V h°, oOgg{ gßH{$V

o_bVm h° oH$ gmd©OoZH$ ]¢H$m{ß H$m{ g{dmAm{ß H$r JwUdŒmm d [maXoe©Vm
_{ß gwYma H$r AmdÌ`H$Vm h°&

VmobH$mVmobH$mVmobH$mVmobH$mVmobH$m  1,2 - (Ao›V_ [•> [a X{I{)  1,2 - (Ao›V_ [•> [a X{I{)  1,2 - (Ao›V_ [•> [a X{I{)  1,2 - (Ao›V_ [•> [a X{I{)  1,2 - (Ao›V_ [•> [a X{I{)
[naUm_ Am°a oZÓH$f©$ [naUm_ Am°a oZÓH$f©$ [naUm_ Am°a oZÓH$f©$ [naUm_ Am°a oZÓH$f©$ [naUm_ Am°a oZÓH$f©$ - Anova odõ{fU g{ Ò[ÓQ> hwAm oH$ odo^fi
‡ÌZm{ß (O°g{ „`mO Xa, EMI gwodYm, H$mJOr H$m`©dmhr, F$U ÒdrH•$oV,
oeH$m`V oZdmaU AmoX) [a J´mhH$m{ß H$r gßVwoÓQ> g_mZ Zht h°& ‡ÌZm{ß Am°a
gßVwoÓQ> ÒVam{ß Xm{Zm{ß _{ß _hÀd[yU© o^fiVm [mB© JB©& BgH$m AW© h° oH$ ]¢H$ H$r
g^r g{dmE± J´mhH$m{ß H$m{ g_mZ Í$[ g{ ‡^modV Zht H$aVt&
_wª` oZÓH$f©-$ _wª` oZÓH$f©-$ _wª` oZÓH$f©-$ _wª` oZÓH$f©-$ _wª` oZÓH$f©-$ J´mhH$ ode{f Í$[ g{ „`mO Xa, EMI ‡mdYmZ Am°a
H$mJOr H$m`©dmhr O°g{ [hbwAm{ß H{$ ‡oV AoYH$ gßd{XZerb h¢&emIm H$m
ÒWmZAm°aoeH$m`V oZdmaU_{ß ^r o^fiVmE± X{Ir JB™& AoYH$mße J´mhH$m{ß
H$r am` A¿N>m Am°a ]hwV A¿N>m l{Ur _{ß H{$ßo–V ahr, oHß$Vw EMI MyH$ [a
ewÎH$, „`mO Xa Am°a ̀ m{OZmAm{ß [a [am_e© O°g{ _w‘m{ß [a AgßVm{f A[{jmH•$V
AoYH$ Wm&
S{>Q>m Ï`mª`m:S{>Q>m Ï`mª`m:S{>Q>m Ï`mª`m:S{>Q>m Ï`mª`m:S{>Q>m Ï`mª`m:
l EMI g{dmE±:$ g{dmE±:$ g{dmE±:$ g{dmE±:$ g{dmE±:$^wJVmZ _{ß gwodYm Am°a AZwÒ_maH$ gamhZr` h¢, [aßVw

EMI MyH$ g{ gß]ßoYV ‡mdYmZ AgßVm{fOZH$ h¢&
l J´mhH$ [am_e©:$J´mhH$ [am_e©:$J´mhH$ [am_e©:$J´mhH$ [am_e©:$J´mhH$ [am_e©:$`m{OZmAm{ß Am°a AmH$f©U ÒH$r_m{ß _{ß gyMZm H$r H$_r

`m AÒ[ÓQ>Vm h°&
l ‡oH´$`mÀ_H$ [hby:$‡oH´$`mÀ_H$ [hby:$‡oH´$`mÀ_H$ [hby:$‡oH´$`mÀ_H$ [hby:$‡oH´$`mÀ_H$ [hby:$H$mJOr H$m ©̀dmhr Am°a F$U odVaU gßVm{fOZH$

h¢, Om{ ‡oH´$`m XjVm H$m{ Xem©V{ h¢&
l g{dm^md:g{dm^md:g{dm^md:g{dm^md:g{dm^md:$]¢H$H$o_©`m{ß H$m Ï`dhma Am°a oeH$m`V oZdmaU Am°gV

ÒVa [a h°&
gmd©OoZH$  j{Ã H{$ ]¢H$ g{ hm{_ bm{Z ‡oH´$`m H{$ g_` Am°a CgH{$ [ÌMmV
J´mhH$m{ß H$r gßVwoÓQ> H$r oÒWoV :
S>mQ>m odõ{fU:S>mQ>m odõ{fU:S>mQ>m odõ{fU:S>mQ>m odõ{fU:S>mQ>m odõ{fU:
1) AoYH$mße J´mhH$ oeH$m`V g_mYmZ _{ß Am°gV `m AgßVwÓQ> h¢& `h

EH$ gwYma `m{Ω` j{Ã h°&
2) emIm H$m ÒWmZ H$r ‡oVoH´$`m o_olV h°&
3) oS>oOQ>b `m XyaÒW gwodYm A^r ^r H$B© J´mhH$m{ß H{$ obE gro_V h° -

$ oS>oOQ>b g{dmAm{ß H$m{ Am°a _O]yV H$aZ{ H$r OÍ$aV h°&
4) AZwÒ_maH$ g{dm Hw$N> hX VH$ H$maJa h° b{oH$Z AmY{ g{ ¡`mXm J´mhH$

Bgg{ [yar Vah gßVwÓQ> Zht h¢&
5) B©E_AmB© ^wJVmZ _{ß AmgmZr H$_ gßVm{fOZH$ g{dmahr& ^wJVmZ

‡oH´$`m H$m{ gab Am°a C[`m{JH$Vm© AZwHy$b ]ZmZ{ H$r AmdÌ`H$Vm
h°&

6) Ny>Q> ̀ m bMrbm[Z X{Z{ _{ß Hw$N> hX VH$ ‡`mg oH$E JE h¢, b{oH$Z A]
^r H$m\$r AgßVm{f ]Zm hwAm h°&

7) `h g{dm VwbZmÀ_H$ Í$[ g{g]g{ ]{hVa _mZr JB© h°& J´mhH$m{ß H$m{
ghyob`V _hgyg hm{ ahr h°&

8) `h EH$AMaO ^am gH$mamÀ_H$ gßH{$Vh° -$ em`X J´mhH$m{ß H$m{ ewÎH$
H$r [maXoe©Vm [gßX Am ahr h° `m Ny>Q> Xr Om ahr h°&

oZOr j{Ãr` ]¢H$m{ß H$r g{dmAm{ß H{$ ‡oV J´mhH$ gßVwoÓQ> H$m g_{oH$V odõ{fUÍ$
AßoV_ oZÓH$f© AßoV_ oZÓH$f© AßoV_ oZÓH$f© AßoV_ oZÓH$f© AßoV_ oZÓH$f© - S{>Q>m oZÓH$f© g{ [Vm Mbm oH$ AoYH$mße J´mhH$ F$U
‡oH´$`m, ]¢H$ ÒQ>m\$ Am°a EMI gß]ßYr gwodYmAm{ß g{ gßVwÓQ> h¢& oH$›Vw J´mhH$
AmH$f©U ̀ m{OZmE± Am°a [am_e© g{dmE± E{g{ j{Ã h¢ Ohm± gwYma H$r AmdÌ`H$Vm
h°& `oX ]¢H$ BZ g{dmAm{ß H$m{ AoYH$ [maXer© Am°a Ï`o∫$JV ]ZmE, Vm{
gßVwoÓQ> H$m ÒVa Am°a D±$Mm hm{ gH$Vm h°&
gwPmE JE C[m`:gwPmE JE C[m`:gwPmE JE C[m`:gwPmE JE C[m`:gwPmE JE C[m`:
l ›`yZV_ d ‡oVÒ[Yr© „`mO Xa{ß V` H$r OmE±&
l g_` [a EMI ^aZ{ dmbm{ß H$m{ d\$mXmar bm^ Am°a ode{f Ny>Q> Xr

OmE&
l N>m{Q{> F$Um{ß H{$ obE O_mZV Am°a Am` ‡_mU [Ã H$r AoZdm ©̀Vm g_m·

H$r OmE&
l ewÎH$ gßaMZm [maXer© hm{, Nw>[{ ewÎH$ Z hm{ß&
l ‡m{g{ogßJ ewÎH$ _m\$ hm{ VWm [yd© ^wJVmZ [a H$m{B© XßS> Z bJ{&
l EMI MyH$ [aJ{́g[rna`S>Am°a ̂ wJVmZ H$r gwodYm C[b„Y H$amB© OmE&
l AmoW©H$ Í$[ g{ H$_Om{a dJ© H$m{ „`mO Xa _{ß ode{f na`m`V o_b{&
l gaH$mar go„gS>r H$m bm^ grY{ EMI [a oX`m OmE&
l ÂS>fl dgybr h{Vw g_o[©V H$m`©H$mar oZ`w∫$ hm{ß Am°a J´mhH$ oeH$m`Vm{ß

H{$ ÀdnaV g_mYmZ H$r Ï`dÒWm hm{&
l ZB© emImE±, C[`m{JH$Vm© AZwHy$b _m{]mBb E{[ Am°a oZ`o_V \$rS>]°H$

‡Umbr bmJy H$r OmE&
l g_` [a EMI ^aZ{ dmbm{ß H$m{ ode{f Ny>Q> Am°a d\$mXmar bm^ oXE
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OmE±&
J´mhH$m{ß H$r gßVwoÓQ> ]∂T>mZ{ H{$ obE [maXoe©Vm, ZdmMma Am°a J´mhH$-

H{$ßo–V ZroV`m± AmdÌ`H$ h¢& Bgg{ ]¢H$ XrK©H$mobH$ oZÓR>m Am°a odÌdmg
AoO©V H$a gH$V{ h¢&
em{Y [Ã H{$ AßoV_ oZÓH$f© - em{Y [Ã H{$ AßoV_ oZÓH$f© - em{Y [Ã H{$ AßoV_ oZÓH$f© - em{Y [Ã H{$ AßoV_ oZÓH$f© - em{Y [Ã H{$ AßoV_ oZÓH$f© - ^maVr` ]¢oHß$J ‡Umbr Z{ o[N>b{ Xm{
XeH$m{ß _{ß oOg V{Or g{ ‡oVÒ[Ym© Am°a [nadV©Z H$m AZw^d oH$`m h°, Cg_{ß
J•h F$U `m{OZmE± J´mhH$m{ß H$r OrdZe°br Am°a AmH$mßjmAm{ß H$m Ao^fi
ohÒgm ]Z MwH$r h¢& Bg em{Y [Ã Z{ Ò[ÓQ> oH$`m h° oH$ J•h F$U H{$db
AmoW©H$ b{Z-X{Z Zht, ]oÎH$ XrK©H$mobH$ odÌdmg Am°a gß]ßYm{ß H$m AmYma
h°& J´mhH$ gß]ßY ‡]ßYZ (CRM>) Bg [yar ‡oH´$`m H$m H{$›–r` o]ßXw h°, Om{
Z H{$db J´mhH$m{ß H$r gßVwoÓQ> H$m{ oZYm©naV H$aVm h°, ]oÎH$ ]¢H$ H$r N>od,
odÌdgZr`Vm Am°a bm^‡XVm [a ^r oZUm©`H$ ‡^md S>mbVm h°&
CRM > H$m _hÀd Am°a ‡^md - > H$m _hÀd Am°a ‡^md - > H$m _hÀd Am°a ‡^md - > H$m _hÀd Am°a ‡^md - > H$m _hÀd Am°a ‡^md - em{Y H{$ oZÓH$f© ]VmV{ h¢ oH$ ]¢oHß$J
g{dmAm{ß _{ß ododYVm (Rows) H$m Aga J´mhH$m{ß H$r gßVwoÓQ> [a H$_ h°,
[aßVw g{dmAm{ß H$r JwUdŒmm Am°a CZH{$ AZw^d (Columns) _{ß ]∂S>m AßVa
h°& BgH$m AW© h° oH$ J´mhH$ ha gg{dm H$m{ g_mZ _hÀd X{V{ h¢, b{oH$Z
gßVwoÓQ> H$m ÒVa g{dm H$r ‡H•$oV Am°a CgH{$ oH´$`m›d`Z [a oZ^©a H$aVm h°&
CXmhaUÒdÍ$[, „`mO Xa, EMI MyH$ ‡mdYmZ, Am°a F$U ÒdrH•$oV H$m
g_` J´mhH$m{ß H{$ obE AÀ`ßV gßd{XZerb _w‘{ h¢, Ohm± AgßVm{f AoYH$
X{IZ{ H$m{ o_bm& BgH{$ od[arV, J´mhH$ AmH$f©U `m{OZmE±, [am_e© g{dmE±
Am°a EMI ^wJVmZ gwodYm A[{jmH•$V ]{hVa _mZr JB™&

CRM Z{ `h ^r og’ oH$`m oH$ oZOr ]¢H$m{ß _{ß g{dmE± AoYH$ ÀdnaV,
Ï`o∫$JV Am°a VH$ZrH$r —oÓQ> g{ CfiV h¢, O]oH$ gmd©OoZH$ ]¢H$m{ß _{ß A^r ^r
Am°[MmnaH$Vm, bß]r ‡oH́$`m Am°a oeH$m`V oZdmaU _{ß odbß] O°gr MwZm°oV`m±
]Zr hwB© h¢& Bg H$maU oZOr ]¢H$m{ß H{$ ‡oV gßVwoÓQ> H$m ÒVa AoYH$ ahm&
J´mhH$ gßVwoÓQ> H{$ ‡_wI oZÓH$f©J´mhH$ gßVwoÓQ> H{$ ‡_wI oZÓH$f©J´mhH$ gßVwoÓQ> H{$ ‡_wI oZÓH$f©J´mhH$ gßVwoÓQ> H{$ ‡_wI oZÓH$f©J´mhH$ gßVwoÓQ> H{$ ‡_wI oZÓH$f©
1.1.1.1.1. „`mO Xa Am°a „`mO Xa Am°a „`mO Xa Am°a „`mO Xa Am°a „`mO Xa Am°a EMI - - - - - ‡oVÒ[Yr© „`mO Xa{ß J´mhH$m{ß H$r [hbr
‡mWo_H$Vm h¢& EMI AZwÒ_maH$ Am°a ̂ wJVmZ gwodYm gamhZr` ahr, b{oH$Z
EMI MyH$ g{ gß]ßoYV ewÎH$ Am°a ‡mdYmZ AgßVm{fOZH$ [mE JE&
2.2.2.2.2. [am_e© Am°a [maXoe©Vm -[am_e© Am°a [maXoe©Vm -[am_e© Am°a [maXoe©Vm -[am_e© Am°a [maXoe©Vm -[am_e© Am°a [maXoe©Vm - AoYH$mße J´mhH$m{ß Z{ _mZm oH$ ̀ m{OZmAm{ß
H{$ ]ma{ _{ß [`m©· Ò[ÓQ>Vm Am°a Ï`o∫$JV _mJ©Xe©Z H$m A^md h°&
3.3.3.3.3. ‡oH´$`mÀ_H$ XjVm -‡oH´$`mÀ_H$ XjVm -‡oH´$`mÀ_H$ XjVm -‡oH´$`mÀ_H$ XjVm -‡oH´$`mÀ_H$ XjVm - H$mJOr H$m`©dmhr Am°a F$U odVaU H$r JoV
A[{jmH•$V ]{hVa h°, oOgg{ ‡oH´$`m H$r XjVm PbH$Vr h°&
4.4.4.4.4. oeH$m`V oZdmaU - oeH$m`V oZdmaU - oeH$m`V oZdmaU - oeH$m`V oZdmaU - oeH$m`V oZdmaU - `h j{Ã g]g{ H$_Om{a [m`m J`m& J´mhH$m{ß Z{
Bg{ Am°gV `m AgßVm{fOZH$ l{Ur _{ß aIm&
5.5.5.5.5. J´mhH$ AZw^d H$m ÒVa -J´mhH$ AZw^d H$m ÒVa -J´mhH$ AZw^d H$m ÒVa -J´mhH$ AZw^d H$m ÒVa -J´mhH$ AZw^d H$m ÒVa - AoYH$mße ‡oVoH´$`mE± "A¿N>m' Am°a "]hwV
A¿N>m' l{Ur _{ß H{$ßo–V h¢, oHß$Vw CÀH•$ÓQ> g{dmAm{ß H$m AZw^d gro_V ahm&
Ï`mdhmnaH$ oZohVmW© Ï`mdhmnaH$ oZohVmW© Ï`mdhmnaH$ oZohVmW© Ï`mdhmnaH$ oZohVmW© Ï`mdhmnaH$ oZohVmW© - BZ oZÓH$fm~ g{ `h Ò[ÓQ> hm{Vm h° oH$ ]¢H$m{ß H$m{
A[Zr aUZroV`m{ß _{ß AoYH$ J́mhH$-H{$ßo–V —oÓQ>H$m{U A[ZmZm hm{Jm& H{$db
‡oVÒ[Yr© „`mO Xa{ß [`m©· Zht h¢& J́mhH$m{ß H$r dmÒVodH$ gßVwoÓQ> CZH{$ AZŵ d,
[maXoe©Vm, odÌdmg Am°a g_Ò`mAm{ß H{$ g_mYmZ H$r VÀ[aVm g{ Ow∂S>r h°&

`oX ]¢H$ CRM> H$m{ ge∫$ Am°a VH$ZrH$r Í$[ g{ CfiV ]ZmV{ h¢, Vm{
d{ Z H{$db J´mhH$m{ß H$r oZÓR>m AoO©V H$a{ßJ{, ]oÎH$ bß]r AdoY VH$ A[Z{
]mOma ohÒg{Xmar H$m{ oÒWa aI [mE±J{&
gwYma h{Vw ‡ÒVmodV C[m`gwYma h{Vw ‡ÒVmodV C[m`gwYma h{Vw ‡ÒVmodV C[m`gwYma h{Vw ‡ÒVmodV C[m`gwYma h{Vw ‡ÒVmodV C[m`
em{Y H{$ AmYma [a oZÂZ C[m`m{ß H$r og\$mnae H$r Om gH$Vr h°:

l ›`yZV_ Am°a ‡oVÒ[Yr© „`mO Xa{ß V` H$r OmE±&
l g_` [a EMI ^aZ{ dmbm{ß H$m{ ode{f Ny>Q> Am°a d\$mXmar bm^ oXE

OmE±&
l N>m{Q{> F$Um{ß H{$ obE O_mZV Am°a Am` ‡_mU [Ã H$r AoZdm ©̀Vm g_m·

H$r OmE&
l g^r ewÎH$m{ß H$r OmZH$mar [maXer© Í$[ g{ ewÈAmV _{ß hr Xr OmE&
l ‡m{g{ogßJ ewÎH$ Am°a [yd© ^wJVmZ ewÎH$ H$m{ g_m· oH$`m OmE&
l EMI MyH$ [a J´{g [rna`S> Am°a gab ^wJVmZ odH$Î[ oXE OmE±&
l AmoW©H$ Í$[ g{ H$_Om{a dJ© (EWS) H$m{ ode{f „`mO na`m`V o_b{&
l gaH$mar go„gS>r H$m bm^ grY{ EMI [a g_m`m{oOV hm{&
l EMI dgybr H{$ obE g_o[©V H$m`©H$mar Am°a oeH$m`V oZdmaU h{Vw

ode{f g{dm H$_r© oZ`w∫$ hm{ß&
l C[`m{JH$Vm© AZwHy$b _m{]mBb E{[ Am°a oS>oOQ>b gwodYmAm{ß H$m

odH$mg hm{&
l oZ`o_V \$rS>]°H$ ‡Umbr g{ g{dm JwUdŒmm H$r g_rjm H$r OmE&
l g_` [a EMI MwH$mZ{ dmbm{ß H$m{ [waÒH$ma Am°a ode{f XOm© ‡XmZ

oH$`m OmE&
oZÓH$fm©À_H$ —oÓQ>H$m{U - oZÓH$fm©À_H$ —oÓQ>H$m{U - oZÓH$fm©À_H$ —oÓQ>H$m{U - oZÓH$fm©À_H$ —oÓQ>H$m{U - oZÓH$fm©À_H$ —oÓQ>H$m{U - A‹``Z g{ `h Ò[ÓQ> Í$[ g{ og’ hm{Vm h°
oH$‡^mdr J´mhH$ gß]ßY ‡]ßYZ J•h F$U `m{OZmAm{ß H$r g\$bVm H$r ar∂T>
h°&H{$db F$U C[b„Y H$amZm `m „`mO Xam{ß _{ß ‡oVÒ[Ym© [`m©· Zht h°&
XrK©H$mobH$ odÌdmg, [maXoe©Vm Am°a Ï`o∫$JV ‹`mZ hr d{ ÒVß^ h¢ oOZ
[a J´mhH$ gßVwoÓQ> Am°a ]¢H$ H$r odÌdgZr`Vm oQ>H$r ahVr h°&

CRM aUZroV`m{ß H{$ g\$b ‡`m{J g{ ]¢H$ Z H{$db A[Zr odŒmr`
oÒWoV gw—∂T> H$a gH$V{ h¢, ]oÎH$ gm_moOH$ Am°a AmoW©H$ odH$mg _{ß ^r
`m{JXmZ X{ gH$V{ h¢& AmO O] oS>oOQ>b ]¢oHß$J Am°a Am∞ZbmBZ g{dmE±
gm_m›` hm{ MwH$r h¢, V] ^r Ï`o∫$JV gßdmX, ghmZw^yoV Am°a g_` [a
g_mYmZ J´mhH$m{ß H{$ obE A[nahm`© h¢&

Bg ‡H$ma, ̀ h em{Y [Ã Bg oZÓH$f© [a [hw±MVm h° oH$ J•h F$U ̀ m{OZmAm{ß
H$r g\$bVm _{ß „ÀS> H$r ŷo_H$m oZUm©̀ H$ h°& ^odÓ` _{ß ]¢H$m{ß H$m{ [maß[naH$
Am°[MmnaH$VmAm{ß g{ AmJ{ ]∂T>H$a J́mhH$ AZŵ d H$m{ ‡mWo_H$Vm X{Zr hm{Jr&
H{$db dhr gßÒWmZ XrK©H$mobH$ g\$bVm ‡m· H$a [mE±J{ Om{J́mhH$-H{$ßo–VVm,
[maXoe©Vm Am°a ZdmMmaH$m{ A[Zr ZroV H$m AmYma ]ZmE±J{&
gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-gßX^© J´ßW gyMr ï-
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VmobH$mVmobH$mVmobH$mVmobH$mVmobH$m  1  1  1  1  1
‡ÌZ‡ÌZ‡ÌZ‡ÌZ‡ÌZ CÀH•$ÓQ>CÀH•$ÓQ>CÀH•$ÓQ>CÀH•$ÓQ>CÀH•$ÓQ> ]hwV A¿N>m]hwV A¿N>m]hwV A¿N>m]hwV A¿N>m]hwV A¿N>m A¿N>mA¿N>mA¿N>mA¿N>mA¿N>m Am°gVAm°gVAm°gVAm°gVAm°gV AgßVwÓQ>AgßVwÓQ>AgßVwÓQ>AgßVwÓQ>AgßVwÓQ> Hw$bHw$bHw$bHw$bHw$b
J´mhH$ AmH$f©U`m{OZmEß 35 20 25 37 33 150
`m{OZmAm{ß [a CoMV[am_e© 45 7 32 39 27 150
„`mO Xa 30 27 43 27 23 150
gwajm _moO©Z 27 28 54 25 16 150
Am°[MmnaH$VmEß dH$mJOr H$m`©dmhr 53 19 21 25 32 150
H$mZyZr d A›`‡oH´$`mEß 43 18 34 29 26 150
F$U ÒdrH•$oV _{ßg_` 8 21 34 41 46 150
F$U odVaU _{ßg_` 5 24 40 37 44 150
]¢H$H$o_©`m{ß H$rJwUdŒmm d Ï`dhma 14 12 54 44 26 150
J´mhH$oeH$m`Vm{ß/AgwodYmAm{ß [a ‹`mZ 21 17 40 48 24 150
oeH$m`Vm{ß [aÀdnaV CŒma 24 14 53 24 35 150
emIm H$m ÒWmZ 17 34 43 19 37 150
oH$gr^r ÒWmZ g{ F$U ImVm oddaU gwb^Vm 26 20 49 31 24 150
EMI H$r g_` [a`mX oXbmZm 17 24 44 42 23 150
EMI ŵJVmZ_{ß gwodYm 25 20 53 24 28 150
EMI _{ß MyH$ H{$ obE Xr JB© J´{g AdoY 22 31 43 31 23 150
EMI _{ß MyH$ [a ^wJVmZ H$r gwodYm 17 12 26 41 54 150
EMI _{ß MyH$[a ewÎH$ 17 11 27 42 53 150
VmobH$mVmobH$mVmobH$mVmobH$mVmobH$m  2   2   2   2   2 (oZOr j{Ãr` ]¢H$ - (oZOr j{Ãr` ]¢H$ - (oZOr j{Ãr` ]¢H$ - (oZOr j{Ãr` ]¢H$ - (oZOr j{Ãr` ]¢H$ - PVBs) ]¢H$m{ ß H$r ododY g{dmAm{ß H$m{ b{H$a J´mhH$m{ ß H$r g_J´ gßVwoÓQ>H$m EH$rH•$V oddaU () ]¢H$m{ ß H$r ododY g{dmAm{ß H$m{ b{H$a J´mhH$m{ ß H$r g_J´ gßVwoÓQ>H$m EH$rH•$V oddaU () ]¢H$m{ ß H$r ododY g{dmAm{ß H$m{ b{H$a J´mhH$m{ ß H$r g_J´ gßVwoÓQ>H$m EH$rH•$V oddaU () ]¢H$m{ ß H$r ododY g{dmAm{ß H$m{ b{H$a J´mhH$m{ ß H$r g_J´ gßVwoÓQ>H$m EH$rH•$V oddaU () ]¢H$m{ ß H$r ododY g{dmAm{ß H$m{ b{H$a J´mhH$m{ ß H$r g_J´ gßVwoÓQ>H$m EH$rH•$V oddaU (PVBs)))))
‡ÌZ‡ÌZ‡ÌZ‡ÌZ‡ÌZ CÀH•$ÓQ>CÀH•$ÓQ>CÀH•$ÓQ>CÀH•$ÓQ>CÀH•$ÓQ> ]hwVA¿N>m]hwVA¿N>m]hwVA¿N>m]hwVA¿N>m]hwVA¿N>m A¿N>mA¿N>mA¿N>mA¿N>mA¿N>m Am°gVAm°gVAm°gVAm°gVAm°gV AgßVwÓQ>AgßVwÓQ>AgßVwÓQ>AgßVwÓQ>AgßVwÓQ> Hw$bHw$bHw$bHw$bHw$b
J´mhH$ AmH$f©U`m{OZmEß 3 21 28 66 32 150
`m{OZmAm{ß [a CoMV[am_e© 10 33 36 39 32 150
„`mO Xa 16 16 53 31 34 150
gwajm _moO©Z 24 39 33 35 19 150
Am°[MmnaH$VmEß dH$mJOr H$m`©dmhr 33 42 24 35 16 150
H$mZyZr d A›`‡oH´$`mEß 30 48 30 30 12 150
F$U ÒdrH•$oV _{ßg_` 34 35 36 30 15 150
F$U odVaU _{ßg_` 39 36 34 31 10 150
]¢H$H$o_©`m{ß H$rJwUdŒmm d Ï`dhma 23 35 34 32 26 150
J´mhH$oeH$m`Vm{ß‹AgwodYmAm{ß [a ‹`mZ 17 50 33 46 4 150
oeH$m`Vm{ß [aÀdnaV CŒma 17 41 39 40 13 150
emIm H$m ÒWmZ 35 32 43 27 13 150
oH$gr^r ÒWmZ g{ F$U ImVm oddaU gwb^Vm 14 39 47 47 3 150
ÂS>fl H$r g_` [a`mX oXbmZm 16 64 40 20 10 150
EMIfl ^wJVmZ_{ß gwodYm 35 34 41 27 13 150
EMI _{ß MyH$ H{$ obE Xr JB© J´{g AdoY 23 24 46 30 27 150
EMI _{ß MyH$ [a ^wJVmZ H$r gwodYm 25 30 45 26 24 150
EMI _{ß MyH$[a ewÎH$ 17 19 30 53 31 150


