
                

   
          
 
 

MªvnK †mev g~j¨vqb bxwZgvjv 
 
 
                     
 
 

‡mvbvjx e¨vsK wjwg‡UW 
 
 

 
 
 
 
 
                               weR‡bm †W‡fjc‡g›U wWwfkb 
                                   ‡mvbvjx e¨vsK wjwg‡UW 
                                    cÖavb Kvh©vjq, XvKv| 

‡dvb t 9550859, 9567540, 47111283 
B-‡gBj dgmmdd@sonalibank.com.bd 

  
 
 
 
 
 
                                       AvM÷, 2020 
 

 

 



 
m~PxcÎ 

 

LÛ-1 
 

                                                 f~wgKv 
 
µwgK 
bs 

                             welq c„ôv b¤̂i 

1.01 DcµgwbKv 1 
1,02 bxwZgvjvi D‡Ïk¨ 2 
1.03 AvBbMZ wfwË 2 
1.04 bxwZgvjvi cÖ‡qvM 2 

 

LÛ-2 

MÖvnK †mev 

 

µwgK bs                              welq c„ôv 
b¤̂i 

2.01 cÖvwZôvwbK KvVv‡gv 3 
2.02 †K›`ªxq Customer Service Evaluation Cell Gi Kvh©µg  4-5 
2.03 AwWU GÛ BÝ‡cKkb wWwfkb-2 Gi MÖvnK †mev g~j¨vqb msµvšÍ Kvh©µg 5 
2.04 †Rbv‡ij g¨v‡bRviÕm Awdmmg~‡ni Customer Service Evaluation Cell Gi Kvh©vejx 5-6 
2.05 wcªwÝcvj Awdm I AvÂwjK Kvh©vj‡qi Kvh©µg 6 
2.06 kvLv ch©v‡q †ní †W¯‹ I Awf‡hvM e¨e ’̄vcbv †m‡ji Kvh©vejx 6-8 
2.06(L) MÖvnK †mevq cÖvwZôvwbK `„wóf½x/‰bwZKZv 7 
2.07 AvPib wewa 8 
2.08 Kvógvi PvU©vi 9 
2.09 mvwf©m ó¨vÛvW© 9 
2.10 MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †mj Gi Kg©KZ©vM‡bi †hvMv‡hv‡Mi wVKvbv cÖ`k©b 10 
2.11 MÖvnK m‡PZbZv Kg©m~Px 10 
2.12 bxwZgvjvi cwicvjb 10 
2.13 cyi¯‹vi I kvw Í̄ 10 
2.14 bxwZgvjv ev¯Íevqb 11 
2.15 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© `vwLjKi‡bi cÖwµqv 11 
2.16 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© `vwLj cieZ©x Kvh©µg 11 
2.17 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© AMÖvwaKib 11 
2.18 ms‡kvab Kvh©µg 11 
2.19 Kv÷gvi mvwf©m Bf¨vjy‡qkb wi‡cvU© cÖbq‡b wb‡qvwRZ Kg©KZ©vM‡bi AvPib I ¸bMZ w`Kmg~n 12 
2.20 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© `vwLiKi‡bi mgqmxgv 12 
2.21 wbqš¿b I cwicvjb 12 
2.22 MÖvnK †mev gyj¨vq‡bi Rb¨ wba©vwiZ dig(ms‡hvRbx-K) 13-16 
2.23 AvPib wewa (ms‡hvRbx-L) 17-21 
2.24 MÖvnK m‡PZbZv Kg©m~Px (ms‡hvRbx-M) 22-24 



c„ôv bs-01 
 

1.01 DcµgwbKvt 
 

 
 

1972 mv‡j ¯̂vaxbZv‡Ëvi ivóªcwZi Av‡`k 26/72 Abyhvqx b¨vkbvj e¨vsK Ae cvwK Í̄vb, e¨vsK Ae 
evnIqvjcyi Ges wcÖwgqvi e¨vsK GB wZbwU e¨vs‡Ki mgš‡̂q ivóªvqË †mvbvjx e¨vsK MwVZ nq| cieZ©x‡Z 15 
b‡f¤̂i, 2007 Zvwi‡L miKvix wm×všÍ Abyhvqx ivóªvqvË †mvbvjx e¨vsK‡K K‡cv©‡iUvBRW Kivi gva¨‡g †mvbvjx 
e¨vsK wjwg‡U‡W iƒcvšÍwiZ Kiv nq| eZ©gv‡b †mvbvjx e¨vsK wjwg‡UW †`‡ki ivóª gvwjKvbvaxb I e„nËg 
evwbwR¨K e¨vsK (State Owned Commercial Bank) wn‡m‡e e¨vswKs Kvh©µg cwiPvjbv Ki‡Q, hvi m`i `ßi 
35-42, 44 gwZwSj evwbwR¨K GjvKv, XvKv-1000 G Aew ’̄Z | G †`‡ki `ªæZ weKvkgvb e¨vswKs cwi‡mevi 
e¨vcK we Í̄…wZi mv‡_ mv‡_ cÖhyw³i DrKl©Zvi Av‡jv‡K MÖvnK‡`i cÖZ¨vkv DË‡ivËi  e„w× cvIqvq D×©Mvgx 
cÖZ¨vkvi Pvc c~i‡Y weAviwcwW, evsjv‡`k e¨vsK, cªavb Kvh©vjq, XvKv Gi wb‡ ©̀kbvi Av‡jv‡K Internal 
Capacity Adequacy Assessment Process (ICAAP) Gi AvIZvq ÒMvBWjvBÝ Ab g¨v_WjwR Ae A¨v‡mwms 
Kvógvi mvwf©m  GÛ Bf¨vjy‡qkb  wi‡cvU© (Guidelines  on Methodology of Assessing Customer Service 
& Evaluation Report) bxwZgvjvÓ cÖYqb Kiv n‡jv|  
 

e¨vswKs e¨emv‡qi cY¨ n‡jv Ô†mevÕ| e¨vswKs cÖwZôv‡b e¨vs‡Ki MÖvnKMY e¨emvi g~j †K› ª̀we› ỳ‡Z Ae ’̄vb 
Ki‡Qb| †mev g~jK cÖwZôvb wn‡m‡e e¨vs‡Ki g~j jÿ¨ MÖvnKM‡Yi m‡e©v”P mš‘wó AR©bc~e©K MÖvnK †mev cÖ`vb 
Kiv| e¨vs‡Ki cÖavb I g~j D‡Ïk¨ n‡jv e¨vswKs e¨emv‡q Aby‡gvw`Z wewfbœ ai‡Yi †mev cÖ`v‡bi gva¨‡g 
RbM‡Yi Avw_©K †jb‡`b I e¨emv-evwbR¨‡K mnRZi, wbf©~j I ª̀æZZi Kiv| eZ©gvb cÖwZ‡hvwMZvg~jK e¨vswKs 
e¨e¯’vq MÖvnK †mevi gvb AvaywbK I gvbm¤§Z Kivi †Kvb weKí †bB| MÖvnK †mevi gvb h_vh_ bv n‡j e¨vsK 
e¨emvi wewfbœ m~P‡K KvswLZ cÖe„w× AR©b m¤¢e bq| †m j‡ÿ¨ †mev cÖZ¨vkx‡`i mš‘wó mv‡c‡ÿ Zv‡`i Av¯’v 
AR©‡bi wbwgË cÖavb Kvh©vjq †_‡K cªwZwbqZ civgk© cÖ`vb Kiv n‡q _v‡K| GZ`m‡Z¡I wewfbœ cwi`k©b 
cÖwZ‡e`bmn wewea m~Î †_‡K cÖvß Z_¨vbyhvqx cÖZxqgvb nq †h, kvLv ch©v‡qi MÖvnK †mevi gvb GLbI KvswLZ 
ch©v‡q DbœxZ nq bvB|   

 

evsjv‡`‡ki mgMÖ AÂjRy‡o GB e¨vs‡Ki wekvj †bUIqvK©, cÖvq 02( ỳB) †KvwU MÖvnK Ges n‡iK iKg cY¨ I 
†mev e¨vswKs cwiPvjbvi †ÿ‡Î wekvjZ¡ I ‰ewP‡Î¨i gvÎv ms‡hvRb K‡i‡Q| d‡j KvswLZ MÖvnK †mevi Afv‡e 
e¨vsK Gi Dci wewfbœ ai‡Yi Awf‡hv‡Mi my‡hvM m„wó n‡”Q| Awf‡hvM m„wói KviY we‡køl‡Y GB e¨vs‡Ki wewfbœ 
ch©v‡q A_©vr wbqš¿YKvix Kvh©vjq/Awd‡m I kvLv mg~‡n m„ó Awf‡hvM wb¯úwËi wel‡q M„nxZe¨ c`‡ÿ‡ci  
mywbw`©ó Kg©cwiKíbv, Kg©cwiwa I bxwZgvjvi Abycw¯’wZB h_vh_ c`‡ÿc MÖn‡Yi AšÍivq wn‡m‡e wPwýZ 
n‡q‡Q| BwZc~‡e© cÖPwjZ Surprise Visit Gi wba©vwiZ di‡g‡U Customer Service  Evaluation Report 
kxl©K cÖkœgvjvq MÖvnK‡`i mv‡_ mivmwi K_v ejv ev †Kvb ai‡Yi gZvgZ ev gšÍe¨ †bqvi my‡hvM bv †i‡L ïaygvÎ 
KvVv‡gve× cÖkœgvjvq kvLvi evwn¨K ev `„k¨gvb Ae¯’v‡bi Dci wfwË K‡i †¯‹vwis Kivq MÖvnK mš‘wói welqwU 
cÖwZdwjZ nq bv| D³ Afve c~iYv‡_© Methodology of Assessing  Customer Service & Evaluation 
Report wel‡q GB e¨vs‡Ki GZ`msµvšÍ bxwZgvjv ¯úóxKi‡Y I Kg©cwiwa Abyhvqx `vwqZ¡ cvj‡bi welqwU 
wbwðZKi‡Y cÖYxZ bxwZgvjvwU ¸iæZ¡c~Y© f~wgKv ivL‡e g‡g© e¨e¯’vcbv KZ©„c‡ÿi `„p Av¯’v I wek¦vm i‡q‡Q| 
 

GKwU cÖwZ‡hvwMZvg~jK e¨emvwqK cwi‡ek I cwieZ©bkxj MÖvnK Pvwn`vi Kvi‡YB MÖvnK †mevi welqwU AvR 
AwaKZi ˆewPÎ¨gq n‡q D‡V‡Q| GB ˆewPÎ¨gqZv D‡jøL‡hvM¨fv‡e †e‡oB Pj‡Q| ZvB GB e¨vs‡Ki cÖ`Ë 
†mevi gvb‡K KvswLZ ch©v‡q ivL‡Z Ges MÖvnK‡`i ¯̂v_© msiÿ‡Yi cvkvcvwk e¨vsK ¯̂v_© msiÿ‡Y wbqš¿Y 
KvVv‡gv‡K ch©v‡jvPbv Kivi e¨e¯’v ivLvmn ÒGuidelines on Methodology of Assessing Customer Service 
& Evaluation ReportÓ Gi cÖ‡qvRbxqZv i‡q‡Q| 
 
 
                                                     
 
 



c„ôv bs-02 
 
G e¨vs‡Ki mKj kvLvi Customer Service Evaluation Report ˆZix/cÖYq‡bi welqwU g~jZt weR‡bm 
†W‡fjc‡g›U wWwfkb, †mvbvjx e¨vsK wjwg‡UW, cÖavb Kvh©vjq, XvKv KZ©„K cwiPvwjZ n‡e| Z‡e mKj 
†Rbv‡ij g¨v‡bRviÕm Awdm KZ…©K Abyiƒc Kvh©µg cwiPvjbv Kiv n‡e|  
 

mswkøó wefvM/Kvh©vjq KZ©„K DwjøwLZ Kvh©vw`i ev Í̄evqb, cwicvjb, cwieZ©b, cwigvR©b, ms‡kvab Ges mgq 
mgq nvjbvMv` Kiv n‡e|  
 

 
 

1.02 bxwZgvjvi D‡Ïk¨t- 
 

 

MÖvnK †mev I Awf‡hvM msµvšÍ SzuwK e¨e ’̄vcbvi wel‡q „̀wó wbe× †i‡L e¨vs‡Ki Avw_©K w¯’wZkxjZv AR©b I  Zv 
a‡i ivLvi ¯̂v‡_© b~¨bZg gvb`Û eRvq †i‡L wePÿYZvi mv‡_ MÖvnK †mev cÖ`v‡bi welqwU wbwðZK‡í wb¤œewY©Z 
D‡Ïk¨ ev¯Íevq‡b GB e¨vs‡Ki Av‡jvP¨ bxwZgvjvwU cÖYxZ n‡q‡Qt- 
 
1| MÖvnK mš‘wó AR©b I Zv a‡i ivLv; 
2| MÖvnK ¯̂v_© msiÿY; 
3| G e¨vs‡Ki mybvg AR©b I Aÿzbœ ivLv; 
4| b¨vqm½Z I Kvh©Ki ‡mev cÖ`vb wbwðZ Kiv; 
5| Kvh©Ki †mevi †ÿ‡Î ¯̂”QZv Avbqb I wek¦vm m„wó Kiv; 
6|  m‡šÍvlRbKfv‡e `ÿZvi mv‡_ `ªæZ I Kvh©Kifv‡e †mev cÖ`vb; 
7| †mev cÖ`v‡bi †ÿ‡Î mswkøó mK‡ji Rb¨ GKB (uniform) c×wZi cÖPjbmn Zv Kvh©Ki Kiv; 
8| e¨vs‡Ki †mev †c‡Z †mev c×wZ Kvh©µg m¤ú‡K© MÖvnK m‡PZbZv e„w×i gva¨‡g mwµq MÖvnK ˆZix Kiv 9| 
e¨vs‡Ki gybvdv,cÖe„w× I mvgvwRK `vqe×Zvi avivevwnKZv eRvq ivLv; 
10| †mvbvjx e¨vs‡Ki mvwe©K MÖvnK †mevi gvb m¤ú‡K© ev Í̄e Ae¯’v AewnZ nIqv| 
11| wb¤œgv‡bi MÖvnK †mev I MÖvnK Amš‘wói KviYmg~n wPwýZ Kiv|  
12| MÖvnK †mevi gvb KvswLZ ch©v‡q DbœxZ Kivi †KŠkj wba©viY K‡i mycvwikgvjv ˆZix Kiv| 
13| MÖvnK †mevi gvb KvswLZ ch©v‡q DbœxZ Kivi gva¨‡g MÖvn‡Ki mš‘wó I AvbyMZ¨ evov‡bvmn cÖvwZôvwbK 
Dbœqb Z¡ivwš̂Z K‡i †mvbvjx e¨vsK‡K Av‡iv MwZkxj I MÖvnK evÜe Kiv| 
14| m‡e©vcwi eZ©gvb cÖwZ‡hvwMZvg~jK e¨vswKs e¨emvq †mvbvjx e¨vs‡Ki Ae¯’vb my`„p Kiv| 
 
1.03 AvBbMZ wfwË 
e¨vsK †Kv¤úvbx AvBb, 1991(ms‡kvabx, 2013 ch©šÍ) cÖwZ kÖ×v †i‡L evsjv‡`k e¨vsK KZ©„K cÖ`Ë wb‡`©kbvi 
Av‡jv‡K Av‡jvP¨ bxwZgvjv cÖeZ©b Kiv n‡jv| GB bxwZgvjvi cÖ`Ë wb‡ ©̀kbvmg~n we`¨gvb AvB‡bi m¤ú~iK 
gvÎ Ges GUv we`¨gvb †Kvb AvBb‡K cwieZ©b ev iwnZ K‡i bv| 

 
1.04 bxwZgvjvi cÖ‡qvMt 
GB e¨vsK KZ©„K AviI wePÿYZvi mv‡_ MÖvnK †mev cÖ`v‡bi welqwU wbwðZ Ki‡Z bxwZgvjvwU GKwU c~Y©vsM 
c×wZiƒ‡c KvR Ki‡e| MÖvnK‡`i cÖwZ `vwqZ¡‡eva Ges MÖvnK †mevi mv‡_ RwoZ SuywK e¨e ’̄vcbvI Av‡jvP¨ 
bxwZgvjvwUi GKwU ¸iæZ¡c~Y© Ask| ZvB, bxwZgvjvwU †mvbvjx e¨vsK wjwg‡UW Gi cÖavb Kvh©vjqmn mKj 
wcÖwÝcvj Awdm, AvÂwjK Kvh©vjq, K‡c©v‡iU kvLvmn mKj kvLvi Rb¨ cÖ‡hvR¨ n‡e|  

             
 
 
 
 
                                                             

 



c„ôv bs-03 
LÛ-2 

MÖvnK †mev 
                                                                                   2.01  cÖvwZôvwbK KvVv‡gv 

 
 

        e¨vs‡Ki gybvdv, cÖe„w× I mvgvwRK `vqe×Zv cÖf…wZ ¸iæZ¡c~Y© D‡Ï‡k¨mg~n AR©‡bi cvkvcvwk myôz MÖvnK †mev`v‡bi 
welqwU‡K e¨vs‡Ki AMÖvwaKvig~jK D‡Ïk¨ wn‡m‡e MY¨ Kiv DwPZ| G Rb¨ e¨e ’̄vcbv KZ©„cÿ‡K DbœZ MÖvnK †mev 
cÖ`v‡bi welqwUi mv‡_ cÖZ¨ÿfv‡e m¤ú„³ nIqvi Avek¨KZv i‡q‡Q| G j‡ÿ¨  G e¨vs‡K MÖvnK †mev Awf‡hvM 
e¨e¯’vcbvi Rb¨ GKwU c„_K KvVv‡gv _vKv cÖ‡qvRb| cÖkvmwbK KvVv‡gv kw³kvjx KiY Ges MÖvnK †mevi gvb‡K 
mgybœZ ivLvi j‡ÿ¨ e¨vs‡Ki cÖavb Kvh©vjq I †Rbv‡ij g¨v‡bRviÕm Awdm, wcÖwÝcvj Awdm, AvÂwjK Kvh©vjq I 
kvLv ch©v‡q  MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †mj MVb Ki‡Z n‡e|  ICAAP Gi AvIZvq ÒGuidelines on 
Methodology of Assessing Customer Service & Evaluation ReportÓ cÖYq‡bi j‡ÿ¨ e¨vs‡Ki cÖavb 
Kvh©vj‡q †K›`ªxqfv‡e GKwU I cÖwZwU †Rbv‡ij g¨v‡bRviÕm Awd‡m cÖavb Kvh©vj‡qi Abyiƒc GKwU K‡i  
Customer Service Evaluation Cell MVb Ki‡Z n‡e| cÖavb Kvh©vj‡qi weR‡bm †W‡fjc‡g›U wWwfk‡b 
†K›`ªxqfv‡e D³ Cell MwVZ n‡e Ges mKj kvLvi Kvógvi mvwf©m Bf¨vjy‡qkb msµvšÍ Kvh©vw` †K›`ªxq e¨vs‡Ki 
wb‡ ©̀kbvi Av‡jv‡K weR‡bm †W‡fjc‡g›U wWwfkb KZ…©K m¤úv`b Kiv n‡e| 

 
             ‡mvbvjx e¨vsK wjwg‡U‡Wi MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †mj Gi cÖvwZôvwbK KvVv‡gv wb¤œiƒct 

 
            

              
 
             Customer Service Evaluation Cell (‡K›`ªxq) 
                  

                 gvwb jÛvwis dvBb¨vwÝs wcÖ‡fbmb GÛ                                             Awf‡hvM e¨e ’̄vcbv †mj  
                            wfwRj¨vÝ wWwfkb, cÖavb Kvh©vjq  
                         
                       
                      AwWU GÛ BÝ‡cKkb wWwfkb-2        evwl©K wbixÿv Kvjxb mg‡q kvLvi MÖvnK‡`i wbKU n‡Z gZvgZ msMÖn Kiv  
  

         

              ‡Rbv‡ij g¨v‡bRviÕm Awdm   Customer Service Evaluation Cell (cÖavb Kvh©vj‡qi Abyiƒc) 

                                                                                
 

   

   

 

 

 

 

 

 

 
 

weR‡bm †W‡fjc‡g›U 
wWwfkb, cÖavb Kvh©vjq, XvKv   

 

‡U÷ I kU© BÝ‡cKkb Gi gva¨‡g MÖvnK †mev g~j¨vqb wcÖwÝcvj Awdm I AvÂwjK 
Kvh©vjq 

                 ‡ní †W ‹̄ I Awf‡hvM e¨e ’̄vcbv †mj          kvLv ch©vq 



c„ôv bs-04 
2.02 †K› ª̀xq Customer Service Evaluation Cell Gi Kvh©µg t 
2.02.K. ÒMÖvnK †mevi gvb Dbœq‡b MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv bxwZgvjvÓ msµvšÍ Kvh©µg wb‡¤œi 
wb‡ ©̀kbv †gvZveK m¤úvw`Z n‡e t 
e¨vs‡Ki wmBI Ges e¨e¯’vcbv cwiPvjK Gi mivmwi ZZ¡veav‡b †K› ª̀xq MÖvnK †mev ‡m‡ji Kvh©µg 
cwiPvwjZ n‡e| 
 weR‡bm †W‡fjc‡g›U wWwfkb fwel¨‡Z e¨vs‡Ki MÖvnK †mev msµvšÍ bxwZgvjv cÖYqb, cwiea©b, 
cwigvR©b, ms‡kvab, wiwfD Kvh©µg I bZzb cwiKíbv msµvšÍ Kvh©µg m¤úv`b Ki‡e| 
wnDg¨vb wi‡mv‡m©m wWwfkb fwel¨‡Z e¨vs‡Ki Kg©KZ©v-Kg©PvixM‡Yi Rb¨ MÖvnK †mev msµvšÍ my¯úó 
AvPiY wewa cÖYqb, cwiea©b, cwigvR©b, ms‡kvab, cÖPvi, cÖwkÿb I wiwfD Kvh©µg m¤úv`b Ki‡e| G 
Kvh©µg m¤úv`‡b †K› ª̀xq MÖvnK †mev †mj mvwe©K mn‡hvwMZv cÖ`vb Ki‡e| 
weR‡bm †W‡fjc‡g›U wWwfkb fwel¨‡Z MÖvnK †mev msµvšÍ mvwf©m ÷¨vÛvW©, Kv÷gvi PvU©vi I MÖvnK 
m‡PZbZv Kg©m~Px cÖYqb, cwiea©b, cwigvR©b, ms‡kvab, cÖPvi I wiwfD Kvh©µg m¤úv`b Ki‡e|  
AwWU GÛ BÝ‡cKkb wWwfkb-2 Gi ZZ¡veav‡b evwl©K kvLv cwi`k©‡bi mgq cwi`k©bKvix Kg©KZ©v 
KZ©„K MÖvn‡Ki mivmwi mvÿvrKvi MÖn‡bi gva¨‡g MÖvnK †mev g~j¨vqb Kiv n‡e|  
 gvwbjÛvwis, †U‡ivwiRg dvBb¨vwÝs wcÖ‡fbmb GÛ wfwRj¨vÝ wWwfkb e¨vs‡Ki Awf‡hvM e¨e ’̄vcbv 
msµvšÍ bxwZgvjv cÖYqb, cwiea©b, cwigvR©b, ms‡kvab, wiwfD Kvh©µg I bZzb cwiKíbv msµvšÍ Kvh©µg 
m¤úv`b Ki‡e| †K›`ªxq MÖvnK †mev †mjmn mKj kvLv I wbqš¿bKvix Kvh©vjqmg~‡n m¤§vwbZ MÖvnK KZ©„K 
DÌvwcZ Awf‡hvMmg~n Zviv wb¯úwË Ki‡e | GQvov Mft GKvD›Um GÛ mvwf©‡mm wWwfkb Gi wbqš¿bvaxb                     
e¨vs‡Ki ‡K› ª̀xq ÒKj †m›UviÓ G cÖvß Awf‡hvMmg~n wfwRj¨vÝ wWwfk‡bi Complain Cell wb¯úwË Ki‡e| 
 

G bxwZgvjv msµvšÍ Kvh©µg myôz I m~Pviæiƒ‡c m¤úv`‡b e¨vs‡Ki wmBI Ges e¨e¯’vcbv cwiPvjK Gi 
wb‡ ©̀kµ‡g Ab¨vb¨ wWwfkb/wWcvU©‡g›U cÖ‡qvRbxq mn‡hvwMZv cÖ`vb Ki‡e| 
 

2.02(L) Customer Service Evaluation Cell MVb c×wZt  

G e¨vs‡Ki mKj kvLvq Kvógvi mvwf©m Bf¨vjy‡qkb  Ki‡e cÖavb Kvh©vj‡qi weR‡bm †W‡fjc‡g›U wWwfkb| 
weR‡bm †W‡fjc‡g›U wWwfkb Gi ‡WcywU †Rbv‡ij g¨v‡bRvi g‡nv`q‡K cÖavb K‡i D³ wefv‡Mi GKRb 
Gwm÷¨v›U †Rbv‡ij g¨v‡bRvi, GKRb wmwbqi wcÖwÝcvj Awdmvi/wcÖwÝcvj Awdmvi Ges gvwbjÛvwis, 
†U‡ivwiRg dvBb¨vwÝs wcÖ‡fbmb GÛ wfwRj¨vÝ wWwfk‡bi GKRb wmwbqi wcÖwÝcvj Awdmvi/wcÖwÝcvj Awdmvi 
Gi mgš̂‡q Customer Service Evaluation Cell MwVZ n‡e| cÖwZwU †Rbv‡ij g¨v‡bRviÕm Awd‡m GKRb 
Gwm÷¨v›U †Rbv‡ij g¨v‡bRvi Ges GKRb wmwbqi wcÖwÝcvj Awdmvi/wcÖwÝcvj Awdmv‡ii mgš̂‡q cÖavb 
Kvh©vj‡qi Abyiƒc GKwU Customer Service Evaluation Cell MwVZ n‡e| 

2.02(M) cÖavb Kvh©vj‡q MwVZ Kvógvi mvwf©m Bf¨vjy‡qkb †m‡ji cwi`k©b Kvh©µgt  

cÖavb Kvh©vj‡q MwVZ Customer Service Evaluation Cell KZ…©K KZ©„cÿxq Aby‡gv`‡bi †cÖwÿ‡Z cÖavb    
Kvh©vj‡qi wbe©vwPZ wbe©vnx/Kg©KZ©vMb‡K kvLv cwi`k©‡bi Rb¨ `ßiv‡`k cÖ`vb Kiv n‡e| cÖavb Kvh©vj‡qi 
wbe©vwPZ wbe©vnx/Kg©KZ©vMb evsjv‡`k e¨vsK KZ©„K Aby‡gvw`Z cÖkœgvjvi Q‡K mswkøó kvLvi MÖvn‡Ki wbKU n‡Z 
Z_¨ msMÖnc~e©K m¤ú~Y© Format wU c~iY K‡i wbR¯̂ gZvgZ I mycvwikmn wi‡cvU© AvKv‡i Zv Customer 
Service Evaluation Cell Gi wbKU `vwLj Ki‡eb| cÖavb Kvh©vj‡qi Customer Service Evaluation Cell 
KZ©„K cwi`k©‡bi Rb¨ cÖwZ gv‡m  3wU kvLv wn‡m‡e eQ‡i  36wU kvLv wbe©vPb Kiv n‡e| Zb¥‡a¨ 18wU kvLv 
kni wfwËK I  18wU kvLv MÖvg wfwËK n‡e| kvLv wbe©vP‡bi †ÿ‡Î mKj ‡Rbv‡ij g¨v‡bRviÕm Awd‡mi 
AvIZvaxb kvLvmg~n‡K mgnv‡i we‡ePbv Ki‡Z n‡e| Cell KZ…©K `ßi cÖwZ‡e`b Dc¯’vc‡bi gva¨‡g 
KZ©„c‡ÿi Aby‡gv`bµ‡g wbe©vwPZ wbe©vnx/Kg©KZ©vMY evsjv‡`k e¨vsK KZ…©K Aby‡gvw`Z KvVv‡gvMZ cÖkœgvjvi 
wfwË‡Z cÖwZwU kvLv n‡Z ˆ`ePqb c×wZ‡Z 05 Rb K‡i evrmwiK me©‡gvU 180(36 X 5) Rb MÖvn‡Ki 
mvÿvZKvi wb‡eb| ˆÎgvwmK wfwË‡Z cwi`k©bK…Z 9wU (3 X 3) kvLvi †gvU 45(9 X 5) Rb MÖvn‡Ki 
mvÿvZKvi m¤̂wjZ cÖwZ‡e`‡bi D‡jøL‡hvM¨ mgm¨v¸‡jv wPwýZKiY Ges Zvi ev¯ÍewfwËK mgvav‡bi Dcvq 
wba©viYc~e©K welqwU KZ©„cÿ mgx‡c Dc ’̄vcb Kiv n‡e| 



 c„ôv bs-05 
 

2.02(N) bxwZgvjv msµvšÍ Kvh©µgt 
e¨vs‡Ki MÖvnK †mevi gvb Dbœq‡b G †mj wb‡¤œ ewY©Z bxwZgvjv msµvšÍ  Kvh©vw` m¤úv`b Ki‡et- 
 

1. MÖvnK ‡mevi wel‡q †gŠwjK cÖvwZôvwbK `„wófw½ Z_v ˆbwZK Av`k© cÖwZôv Kiv| 
 2. kvLvmg~‡n myôz MÖvnK †mev I mvaviY e¨e¯’vcbvi j‡ÿ¨ cÖ‡qvRbxq bxwZgvjv cÖYqb Kiv| 
 3. Kg©KZ©v-Kg©PvixM‡Yi  Rb¨ my¯úó AvPiY wewa cÖYqb Kiv| 
 4. mvwf©m ÷¨vÛvW© I Kv÷gvi PvU©vi cÖYqb Kiv | 
 5. MÖvnK m‡PZbZv Kg©m~Px cÖYqb I cÖPvi Kiv | 
 6. MÖvnK †mev I Zvi c×wZMZ ~̀e©jZv ch©v‡jvPbv Ges D³ `~e©jZv wbimbK‡í ˆÎgvwmK wfwË‡Z mfvi 

Av‡qvRb Kiv|  
 7. cÖvß Awf‡hvMmg~‡ni g‡a¨ wb¯úbœ I Awb¯úbœ Awf‡hv‡Mi GKwU nvjbvMv` weeiYx, MÖvnK †mev ev c‡Y¨i 

gvb Dbœq‡bi mycvwikgvjv mnKv‡i GKwU mswÿß cÖwZ‡e`b Aa©evwl©K wfwË‡Z e¨vs‡Ki †ev‡W© Dc¯’vcb 
Kiv| 

 
 

 2.02 (O) cwiPvjbMZ Kvh©µgt 
1. mivmwi MÖvnKM‡Yi wbKU n‡Z cÖvß Awf‡hvM, e¨vs‡Ki AvÂwjK MÖvnK †mev I Awf‡hvM e¨e¯’vcbv †mj 

Ges kvLv ch©v‡qi MÖvnK †mev †mj †_‡K cÖvß Awf‡hvM¸‡jv wb¯úwËi e¨e ’̄v MÖnY Kiv| 
 2. AvÂwjK MÖvnK †mev I Awf‡hvM e¨e¯’vcbv †m‡ji mvwe©K Kvh©µg Z`viwK Kiv| 
 3. h_vmg‡q evsjv‡`k e¨vs‡Ki wPwV cÎvw`i Reve cÖ`vb I †hvMv‡hvM iÿv Kiv| G †m‡j cÖvß 

Awf‡hvM¸‡jv Ab¨ †Kvb wefvM mswkøó n‡j GB †mj wbR `vwq‡Z¡ mswkøó wefv‡Mi mv‡_ †hvMv‡hv‡Mi 
gva¨‡g cÖ‡qvRbxq Z_¨ msMÖn K‡i evsjv‡`k e¨vs‡Ki wbKU Reve †cÖiY Kiv| 

 4. MÖvnK †mev msµvšÍ bxwZgvjvi †Kvb cwieZ©b, cwiea©b ev bZzb †Kvb bxwZgvjv cÖYq‡bi cÖ‡qvRbxqZv 
Abyf~Z n‡j Zv e¨vs‡Ki e¨e¯’vcbv KZ©„c‡ÿi wbKU cÖ Í̄vevKv‡i †ck Kiv|  

 5. evsjv‡`k e¨vs‡Ki wb‡ ©̀kbv cwicvjb I ev Í̄evqb Kiv| 
 6. mivmwi MÖvnK, e¨vs‡Ki AvÂwjK Kvh©vjq ev kvLv n‡Z cÖvß Awf‡hvMmg~n wjwce× Kivi Rb¨ GKwU 

†iwR÷vi msiÿY Kiv| 
 7. gvwmK/‰ÎgvwmK wfwË‡Z cÖvß, wb¯úbœ I Awb¯úbœ Awf‡hv‡Mi weeiYx evsjv‡`k e¨vs‡K I‡qe †cvU©v‡ji 

gva¨‡g `vwLj Kiv| 
 

2.03 t AwWU GÛ BÝ‡cKkb wWwfkb-2 Gi MÖvnK †mev g~j¨vqb msµvšÍ Kvh©µgt 
cÖwZwU kvLvi evwl©K wbixÿv Kvh©µg m¤úv`‡bi mgq cwi`k©bKvix Kg©KZ©v ‰`ePqb c×wZ‡Z kvLvi by¨bZg 
10(`k) Rb MÖvn‡Ki gZvgZ MÖnb Ki‡eb| G‡ÿ‡Î MÖvnK Aby‡gvw`Z cÖkœgvjvi (ms‡hvRbx-K) gva¨‡g kvLvi 
MÖvnK †mev m¤ú‡K© Zvi gyj¨evb gZvgZ cÖ`vb Ki‡eb hvi wfwË‡Z cwi`k©bKvix Kg©KZ©v cwi`k©b cÖwZ‡e`‡b 
kvLvi MÖvnK †mev m¤ú‡K© wbR¯^ gšÍe¨ Ki‡eb| cÖwZwU kvLvi 10Rb MÖvn‡Ki gZvgZ m¤̂wjZ cyibK…Z 
digmg~n cwi`k©bKvix Kg©KZ©v wi‡cvU© Gi mv‡_ msiÿb Ki‡eb|  
 

2.04 t †Rbv‡ij g¨v‡bRviÕm Awdmmg~‡ni Customer Service Evaluation Cell Gi Kvh©vejxt 
 

1. kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e¯’vcbv †W¯‹ †_‡K cÖvß Awf‡hvM¸‡jvi wb¯úwËi e¨e ’̄v MÖnY Kiv  
2. Aaxb¯’ kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †W‡¯‹i Kvh©µg Z`viwK Kiv| 
3. ‡K› ª̀xq Customer Service Evaluation Cell Gi mv‡_ †hvMv‡hvM iÿv Kiv I h_vmg‡q Zv‡`i cÎvw`i Reve 

`vb Kiv| 
4. mivmwi MÖvnKM‡Yi wbKU n‡Z ev e¨vs‡Ki kvLv n‡Z cÖvß Awf‡hMmg~n wjwce× Kivi Rb¨ GKwU †iwR÷vi 

msiÿY Kiv|  
5. gvwmK/‰ÎgvwmK wfwË‡Z (cieZ©x gv‡mi `k Zvwi‡Li g‡a¨) cÖvß, wb¯úbœ I Awb¯úbœ Awf‡hv‡Mi GKwU 

weeiYx †K›`ªxq MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †m‡j wbqwgZ †cÖiY Kiv| 
6. e¨vsK kvLv¸‡jv‡Z MÖvnK †mev `vb I Awf‡hvM e¨e ’̄vcbvq we`¨gvb mgm¨v wbimbK‡í kvLv ch©v‡qi MÖvnK †mev I 

Awf‡hvM e¨e ’̄vcbv †W‡¯‹ wb‡qvwRZ Kg©KZ©vM‡Yi mv‡_ ˆÎgvwmK wfwË‡Z (mgvß ˆÎgvwm‡Ki cieZ©x gv‡mi 15 
Zvwi‡Li g‡a¨) gZwewbgq mfvi Av‡qvRb Kiv| 

 



c„ôv bs-06 

2.04 (K) Customer Service Evaluation Cell MVb c×wZt  

cÖwZwU †Rbv‡ij g¨v‡bRviÕm Awd‡m GKRb Gwm÷¨v›U †Rbv‡ij g¨v‡bRvi Ges GKRb wmwbqi wcÖwÝcvj 
Awdmvi/wcÖwÝcvj Awdmv‡ii mgš̂‡q cÖavb Kvh©vj‡qi Abyiƒc GKwU Customer Service Evaluation Cell 
MwVZ n‡e| 

2.04 (L) ‡Rbv‡ij g¨v‡bRviÕm Awd‡m MwVZ Kvógvi mvwf©m Bf¨vjy‡qkb †m‡ji cwi`k©b Kvh©µgt  

‡Rbv‡ij g¨v‡bRviÕm Awd‡m MwVZ Customer Service Evaluation Cell erm‡i Zv‡`i AvIZvaxb by¨bZg 
50wU kvLv cÖavb Kvh©vjq KZ©„K Aby‡gvw`Z dig¨v‡Ui gva¨‡g cwi`k©b Ki‡e | GRb¨ wbe©vwPZ 
wbe©vnx/Kg©KZ©vMb‡K kvLv cwi`k©‡bi Rb¨ `ßiv‡`k cÖ`vb Kiv n‡e| mswkøó 50wU kvLvi MÖvn‡Ki wbKU n‡Z 
Z_¨ msMÖnc~e©K kvLvmg~‡ni MÖvnK †mevi wel‡q wbR¯̂ gZvgZ I mycvwikmn wi‡cvU© AvKv‡i Zv †K› ª̀xq 
Customer Service Evaluation Cell Gi wbKU `vwLj Ki‡Z n‡e| GZ`msµvšÍ Kg©cwiKíbv erm‡ii 
ïiæ‡ZB cÖbqb Ki‡Z n‡e|      
 

2.05 t wcÖwÝcvj Awdm I AvÂwjK Kvh©vj‡qi Kvh©µg t 
 

1. kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †W¯‹ †_‡K cÖvß Awf‡hvM¸‡jvi wb®úwËi e¨e ’̄v MÖnY Kiv  
2. Aaxb¯’ kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e¯’vcbv †W‡¯‹i Kvh©µg Z`viwK Kiv | kU© I †Uó 
BÝ‡cKk‡bi mgq MÖvnK †mevi welqwU Z`viwK Kiv|  
3. ‡K›`ªxq MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †m‡ji mv‡_ †hvMv‡hvM iÿv Kiv I h_vmg‡q Zv‡`i cÎvw`i 
Reve `vb Kiv| 
4.mivmwi MÖvnKM‡Yi wbKU n‡Z cÖvß Awf‡hvMmg~n wjwce× Kivi Rb¨ GKwU †iwR÷vi msiÿY  Kiv | 
5. gvwmK/‣ÎgvwmK wfwË‡Z (cieZ©x gv‡mi `k Zvwi‡Li g‡a¨) cÖvß, wb®úbœ I Awb®úbœ Awf‡hv‡Mi GKwU 
weeiYx mswkøó †Rbv‡ij g¨v‡bRviÕm Awd‡mi †m‡j wbqwgZ †cÖiY Kiv| 
6. e¨vsK kvLv¸‡jv‡Z MÖvnK †mev `vb I Awf‡hvM e¨e ’̄vcbvq we`¨gvb mgm¨v wbimbK‡í kvLv ch©v‡qi MÖvnK 
†mev I  Awf‡hvM e¨e ’̄vcbv †W‡¯‹ wb‡qvwRZ Kg©KZ©vM‡Yi mv‡_ ‰ÎgvwmK wfwË‡Z (mgvß ‰Îgvwm‡Ki cieZ©x 
gv‡mi 10 Zvwi‡Li g‡a¨) gZwewbgq mfvi Av‡qvRb Kiv| 
7. mivmwi MÖvnKM‡Yi wbKU n‡Z cÖvß Ges kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †W¯‹ †_‡K cÖvß 
e¨vs‡Ki e¨emv Dbœq‡bi MÖvn‡Ki civgk© wel‡q cieZ©x gv‡mi 5 Zvwi‡Li g‡a¨ mswkøó wcI/AviI KwgwU‡Z 
ch©v‡jvPbv Kiv Ges gšÍe¨mn mswkøó ‡Rbv‡ij g¨v‡bRviÕm Awd‡mi †m‡j †cÖiY Kiv| 
 
 

2.06 (K). kvLv ch©v‡qi †ní †W¯‹ I Awf‡hvM e¨e ’̄vcbv †m‡ji Kvh©vejxt 
 

1. kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e¯’vcbv †W‡¯‹ mivmwi MÖvnKM‡Yi wbKU n‡Z †Uwj‡dv‡b ev 
wjwLZvKv‡i cÖvß †h †Kvb Awf‡hvM wb¯úwËK‡í Kvh©Ki e¨e ’̄v MÖnY Kiv| †Kvb MÖvnK mkix‡i kvLvq G‡m 
mswkøó †W‡¯‹ Awf‡hvM `v‡qi Ki‡Z PvB‡j Zv‡`i Awf‡hvM ˆah©¨mnKv‡i I AvšÍwiKZvi mv‡_ ïbv I 
wb¯úwËi e¨e¯’v Kiv| 

2. kvLv ch©v‡qi MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †W¯‹ †_‡K MÖvnKM‡Yi cÖ‡qvRbxq †h †Kvb wRÁvmvi Reve 
cÖ`vb Kiv| 

3. ‡Uwj‡dv‡b I wjwLZ cÖvß Awf‡hvM wjwce× Kivi Rb¨ 2wU wfbœ wfbœ †iwR÷vi msiÿY Kiv| AZtci 
¸iæZ¡vbymv‡i AMÖvwaKvi wfwË‡Z Awf‡hvM¸‡jv wb¯úwËi Rb¨ Kvh©Ki e¨e ’̄v MÖnY Kiv| 

4. gvwmK/‰ÎgvwmK wfwË‡Z (cieZ©x gv‡mi cuvP Zvwi‡Li g‡a¨) cÖvß, wb¯úbœ I Awb¯úbœ Awf‡hv‡Mi GKwU 
weeiYx ev cÖwZ‡e`b wbqwgZfv‡e mswkøó wbqš¿bKvix Kvh©vj‡q †cÖiY Kiv| 

5. RwUj Awf‡hvM wb¯úwË wKsev G wel‡q wb‡`©kbvi Rb¨ cÖ‡qvR‡b wcÖwÝcvj Awdm/AvÂwjK Kvh©vj‡q †cÖiY 
Kiv| wcÖwÝcvj Awdm/AvÂwjK Kvh©vjq MÖvnK †mev gyj¨vqb I Awf‡hvM wb¯úwËi Rb¨ mswkøó †Rbv‡ij 
g¨v‡bRviÕm Awd‡mi mv‡_ †hvMv‡hvM Ki‡e| 

 

 

 



c„ôv bs-07 

2.06 (L). MÖvnK †mevq cÖvwZôvwbK `„wóf½x/‰bwZKZv t 

e¨vsK RbMY, RbM‡Yi A_© ev A‡_©i mgZzj¨ cY¨ wb‡q Kvievi K‡i _v‡K| gvbyyl me©`vB D”PvKv•Lx| Avi A_© 
n‡”Q GKwU ¯úk©KvZi m¤ú`| Kv‡RB gvbm¤§Z MÖvnK †mev I wek^vm‡hvM¨Zv `ywUB cÖwZôv‡bi Rb¨ AZxe 
¸iæZ¡c~Y© welq| G `yÕwU welq cÖavbZ wbf©i K‡i cÖwZôv‡bi cÖvwZôvwbK `„wóf½x, Av`k© I ˆbwZKZv †cvlY 
avib ev PP©vi Ici| Kv‡RB MÖvnK †mevi j‡ÿ¨ G e¨vs‡K wKQz g~jbxwZ, Av`k©, K…wó I ˆbwZK gvb`Û 
mvgwMÖKfv‡e cÖwZôv Kiv DwPr| G¸‡jvi cyyyyyyyyyyyyy•Lvbycy•L PP©vi gva¨‡g e¨vsK GKw`‡K cÖkvmwbK KZ…Z¡ cÖwZôv 
Ab¨w`‡K MÖvn‡Ki wek̂vm‡hvM¨Zv AR©b Ki‡Z cvi‡e|  
MÖvnK †mevi †ÿ‡Î G e¨vsK KZ©„K wKQz †gŠwjK Av`k© I ˆbwZKZv cÖwZôv PP©v wbwðZ Kiv DwPZ, hv wb‡¤œ 
ewY©Z n‡jvt-  

 

‡gŠwjK bxwZmg~n 
 

µ.bs g~jbxwZ/‰bwZKZv we¯ÍvwiZ weeiY 
1. `vqe×Zv MÖvnK †mevq wb‡qvwRZ Kg©KZ©v/Kg©Pvix‡`i `vq-`vwqZ¡, `vqe×Zv 

my¯úó I mywbw ©̀ófv‡e wbaviY Ki‡Z n‡e| `„p cÖwZÁv I BwZevPK 
g‡bvfve wb‡q MÖvnK‡K †mev cÖ`vb Ki‡Z n‡e| 

2. ¯̂”QZv MÖvnKMY‡K cÖ`Ë †mev I cY¨ m¤úwK©Z kZ©vejx I Z_¨vw`i †ÿ‡Î 
¯̂”QZv _vK‡Z n‡e|  

3. mZZv I b¨vqcivqYZv Kg©KZ©v I Kg©PvixMY‡K MÖvnK †mevq mZZv, mvayZv, AvbyMZ¨ I 
wbi‡cÿZv cÖ`k©b Ki‡Z n‡e| MÖvnK †mevq wb‡qvwRZ 
Kg©KZ©vMY‡K Aek¨B e¨w³ ¯^v‡_©i D‡aŸ© †_‡K KvR Ki‡Z n‡e|  

4. cwicvjb MÖvnK †mev `vbKv‡j cÖwZôv‡bi Kg©KZ©v/Kg©PvixMY‡K Aek¨B 
GZ`msµvšÍ wewa-weavb, bxwZgvjv Ges evsjv‡`k e¨vs‡Ki 
wb‡`©kbv h_vh_fv‡e cwicvjb Ki‡Z n‡e|  

5. wbivcËv cÖwZôv‡bi cY¨ I †mev Pvjy Kivi †ÿ‡Î Acv‡iwUs wm‡÷‡g 
wbivcËvi welqwU wbwðZ Ki‡Z n‡e|  

6. ‡MvcbxqZv AvBbMZ eva¨evaKZv, Rb¯^v_©, e¨vs‡Ki ¯̂v_© msiÿY-cÖf„wZ †ÿÎ  
e¨wZ‡i‡K MÖvnKM‡Yi e¨vswKs †jb‡`‡b cÖwZôv‡bi 
Kg©KZ©v/Kg©PvixMY‡K †MvcbxqZv eRvq ivL‡Z n‡e|  

 

2.06 (M). e¨vsK kvLvi mvaviY e¨e ’̄vcbv msµvšÍ bxwZgvjv t 
 

e¨vswKs c×wZ DbœZZi MÖvnK †mevgyLx n‡Z n‡e| †mRb¨ mg‡q mg‡q e¨vswKs c×wZ I MÖvnK †mevi Ici Gi 
cÖfve‡K ch©v‡jvPbv Ki‡Z n‡e| e¨e ’̄vcbv KZ©„cÿ KZ©„K Aby‡gvw`Z e¨vsK kvLvi mvaviY e¨e ’̄vcbv msµvšÍ 
GKwU bxwZgvjv _vK‡e hvi g‡a¨ wb‡¤œv³ welqvw` AšÍf©~³ _vK‡Z cv‡i t 
 

K. e¨vsK kvLvq cÖ`Ë e¨vswKs †mev ev myweavw`i we Í̄vwiZ weeiY m¤^wjZ cyw¯ÍKv (Bs‡iRx I evsjvq) 
MÖvnKMY‡K mieivn Kiv| 

L. mKj mvwf©m KvD›Uv‡i wb‡ ©̀kK †evW© cÖ`k©b Kiv| 
M. gv‡S  g‡a¨ AvKw¯§Kfv‡e mvwf©m ev e¨vsK KvD›Uvi cwi`k©b Kiv| 
N. e¨vsK kvLv I GwUGg ey_¸‡jv‡Z wbivcËv e¨e ’̄v mg‡q mg‡q ch©‡eÿY I DbœZ Kiv| 
O. e„nr kvLv¸‡jv‡Z ÒAbymÜvb KvD›UviÓ ’̄vcb Kiv|  
P. MÖvnK †mevi mv‡_ m¤ú„³ Kg©KZ©v/Kg©PvixMY‡K cÖwkÿY `vb Kiv| 
Q. mvaviY MÖvnKM‡Yi Dc‡hvMx e¨vswKs †mev ev cY¨ cÖPjb Kiv|  
R. evwl©K wfwË‡Z MÖvnK‡`i mš‘wó I Awf‡hvM wb¯úwËi wel‡q Rwic Kiv| 

 

 

 

 



c„ôv bs-08 
 

GQvov MÖvnK †mev Dbœq‡b wb‡¤œv³ c`‡ÿcI MÖnb Ki‡Z n‡et  
1) wbivcËv cÖnix I wcwUGm Gi gva¨‡g MÖvnK †mev cÖ`vb AZ¨šÍ SzuwKc~Y© weavq Zv Awej‡¤̂ eÜ Ki‡Z n‡e| G 

wel‡q cÖavb Kvh©vjqmn wbqš¿YKvix Kvh©vjq mg~n‡K h_vh_ e¨e ’̄v MÖnY Ki‡Z n‡e|    
2) 
 
 

ZiæY, D‡`¨vMx `ÿ I ¯§vU© Kg©KZ©v‡K kvLvi †ní‡W‡¯‹ c`vq‡bi e¨e¯’v MÖnY I  `vwqZ¡ cvj‡bi wb‡ ©̀kbv 
cÖ`vb| mKj wnmveavixi MICR ‡PK h_vmg‡q mieivn wbwðZ Ki‡Z n‡e, G wel‡q mgq‡ÿcb Kiv hv‡e 
bv| Ab¨_vq `vqx Kg©KZ©v/Kg©Pvix‡`i weiæ‡× e¨e¯’v MÖnb Ki‡Z n‡e| 

3) kvLvi cyivZb AvmevecÎ cwieZ©b K‡i „̀wób›`b I AvaywbK AvmevecÎ ’̄vcb, A¯úó mvBb‡evW© I 
wbqbmvBb cwieZ©b K‡i kvLv `„k¨gvb Kivi j‡ÿ¨ †mLv‡b bZzb mvBb‡evW© /wbqbmvBb ¯’vcb, kvLv cwimi 
cwi¯‹vi cwi”Qbœ ivLv Ges cwi‡ekI MÖvnK evÜe K‡i M‡o Zzj‡Z n‡e Ges kvLvi cwimi I cwi‡ek MÖvnK 
evÜe bv n‡j Zv Awej‡¤̂ bZzb fe‡b ’̄vbvšÍ‡ii e¨e ’̄v Ki‡Z n‡e| fvDPvi I dvBjcÎ/ †iwRóvi ¸wQ‡q 
ivL‡Z n‡e Ab¨_vq mswkøó‡`i weiæ‡× e¨e ’̄v wb‡Z n‡e|  

4) MÖvnK‡`i emvi Rb¨ ch©vß †Pqvi I †mvdvi e¨e¯’v Kiv Ges MÖvnK‡`i Rb¨ cwi¯‹vi Uq‡jU/Iqvkiæg I 
bvgv‡Ri ’̄v‡bi e¨e ’̄v Ki‡Z n‡e| gwnjv‡`i c„_K Iqvmiæ‡gi e¨e¯’v Ki‡Z n‡e|   

5) cÖwZ‡hvwMZvq wU‡K _vKvi Rb¨ cvk¦©eZ©x †emiKvix e¨vs‡Ki kvLvi g‡Zv G e¨vs‡Ki kvLvmg~‡n kxZvZc 
wbqš¿‡bi e¨e¯’v Kiv †h‡Z cv‡i| Z‡e kvLvi e¨emvwqK Ae ’̄v m‡šÍvlRbK n‡Z n‡e| cÖv_wgK wfwË‡Z 
K‡cv©‡iU kvLvmg~‡n kxZvZc wbqš¿‡bi e¨e ’̄v MÖnb Kiv †h‡Z cv‡i| 

6) kvLvi Kg©KZ©v/Kg©Pvix‡`i AvPiY cwRwUf, MÖvnK evÜe I gvbweK n‡Z n‡e| e¨Z‡q mswkøó‡`i weiæ‡× 
e¨e ’̄v wb‡Z n‡e| 

7) wmwU‡Rb PvU©vi, wmwWDj Ae Pv‡R©m, †iU Ae B›Uv‡i÷ BZ¨vw` MÖvnK ‡mev m¤úwK©Z Z_¨ m¤̂wjZ ‡evW© 
kvLvi „̀k¨gvb ¯’v‡b cÖ`k©‡bi e¨e ’̄v MÖnY Ki‡Z n‡e| 

8) Awf‡hvM ev·wU „̀k¨gvb ’̄v‡b cÖ`k©‡bi e¨e ’̄v Kiv| ˆ`wbK wfwË‡Z Awf‡hvM ev· Ly‡j †`L‡Z n‡e Ges 
†Kvb Awf‡hvM _vK‡j Zv kvLv ch©vq/wbqš¿bKvix Kvh©vjq/cÖavb Kvh©vjq ch©v‡q wb¯úwËi e¨e ’̄v MÖnY Ki‡Z 
n‡e| 

9) ch©vß msL¨K KvD›Uvi _vK‡Z n‡e| MÖvnK‡`i ¯̂v‡_© wewfbœ ‡W¯‹ I KvD›Uvimg~n wPwýZ Kiv Avek¨K| 
KvD›Uv‡i `ÿ ZiæY Awdmvi c`vq‡bi D‡`¨vM wb‡Z n‡e| 

10) ‡jvb †mKk‡b `ÿ Awdmvi wb‡qvM w`‡Z n‡e| ‡jvb Awdmv‡ii `ÿZv Dbœq‡b h_vh_ cÖwkÿ‡bi e¨e¯’v MÖnb 
Kivi cvkvcvwk kvLvi Rbej ¯^íZv _vK‡j Zv wbim‡b D‡`¨vM  MÖnY Ki‡Z n‡e| 

11) DbœZ MÖvnK ‡mev cÖ`v‡b Kg©KZ©v/Kg©Pvix‡`i m‡PZb Kivi cvkvcvwk cÖwkÿ‡Yi e¨e¯’v MÖnb Ki‡Z n‡e| 
wbqwgZfv‡e gvwmK MÖvnK mgv‡e‡ki Av‡qvRb Ki‡Z n‡e| K‡c©v‡iU I cÖvBg Kvógvi‡`i Rb¨ Avc¨vqb I 
Dcnvi mvgMÖx cÖ`v‡bi e¨e ’̄v MÖnY Ki‡Z n‡e| 

12) wewfbœ fvZv †fvMx‡`i fvZv cÖ`vb kvLv cwim‡ii evwn‡i Kiv n‡j cÖK…Z MÖvnK‡`i DbœZ MÖvnK‡mev cÖ`vb 
Kiv m¤¢e n‡e| G wel‡q cÖ‡qvRbxq D‡`¨vM MÖnb Kiv †h‡Z cv‡i|  
 

2.07 AvPiY wewa t 
e¨vs‡K GKwU AvPiY wewagvjv cÖvwZôvwbK myms¯‹…wZi cwigÛ‡j ‡_‡K h_v_© †ckv`vwi †hvM¨Zv AR©‡b GKwU 
Af¨šÍixY mZK© cÖnix wnmv‡e KvR K‡i _v‡K| ZvQvov Awfbœ AvPiY wewai PP©v MÖvnK‡`i mš‘wó weavb Ges 
`xN©¯v’qx e¨vsKvi-Kv÷gvi m¤úK© Dbœq‡bI mnvqZv K‡i| ZvB bvbvwea ¸iæZ¡ we‡ePbvq ‡mvbvjx e¨vsK 
wjwg‡UW Zv‡`i Kg©KZ©v Kg©PvixM‡Yi Rb¨ GKwU ev Í̄em¤§Z AvPiY wewa cÖYqb K‡i hv‡Z wb‡¤œ ewY©Z 5wU 
†ÿ‡Î Gi cÖ‡qvM I cÖwZdjb NU‡e t 
K.Rbej (MÖvnK †mevq wb‡qvwRZ Kg©KZ©v/Kg©PvixMY) 
L.e¨vsK PZ¡i (e¨vs‡Ki Kg©KZ©v/Kg©PvixM‡Yi cvi®úvwiK ‡hvMv‡hvM Ges MÖvnK †mev cÖ`v‡bi ¯’vb) 
M.`wjj `¯Ív‡eR (e¨vsK I MÖvn‡Ki g‡a¨ Z_¨ Av`vb-cÖ`v‡b e¨eüZ `wjj cÎvw`) 
N.cÖwµqv (e¨vsK KZ©„K MÖvn‡Ki mš‘wó weav‡bi cÖwµqv ev c×wZmg~n) 
O.ixwZ/cÖ_v (e¨vsKvi I MÖvnKM‡Yi cvi¯úwiK wµqv-cÖwZwµqvi c×wZ) 
 

AvPiY wewa cÖYqb Kiv n‡q‡Q hv ms‡hvRbx-L gy‡j G bxwZgvjvi mwnZ ms‡hvRb Kiv n‡q‡Q| 
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2.08 t Kv÷gvi PvU©vi t 
e¨vs‡Ki mKj MÖvnK, mKj kvLv, MÖvnK †mev †K›`ª Ges I‡qemvB‡U Kv÷gvi PvU©vi Z_v wmwU‡Rb PvU©v‡ii 
Kwc mnRjf¨ n‡Z n‡e| Kv‡RB e¨vsK‡K- 
1. Kv÷gvi PvU©vi cÖYqb I msi¶Y Ki‡Z n‡e Ges kvLv¸‡jv‡ZI „̀wó mxgvi g‡a¨ cÖ`k©‡bi e¨e¯’v Ki‡Z 

n‡e| 
2. Avgv‡`i I‡qemvBU, †bvwUk †evW©, †cv÷vi, wjd‡jU ev †h †Kvb gva¨‡g MÖvnKM‡Yi AwaKvi I `vq-`vwqZ¡ 

Ges e¨vs‡Ki AwaKvi I `vq-`vwqZ¡ m¤ú‡K© AewnZKiY, cÖPvi I cÖ`k©‡bi e¨e ’̄v Ki‡Z n‡e| 
 

evsjv‡`k e¨vs‡Ki Abyiƒc Kv÷gvi PvUv©i msµvšÍ bxwZgvjv G e¨vs‡Ki wmwU‡Rb PvUv©‡i  ewb©Z Av‡Q| 
 

2.09 t mvwf©m ÷¨vÛvW© t 
‡mvbvjx e¨vsK wjwg‡UW Zvi Rbej, MÖvnK, MÖvn‡Ki Pvwn`v, cwi‡ek I jwRw÷K mv‡cvU© BZ¨vw` welqvw` 
we‡ePbvq †i‡L mvwf©m ÷¨vÛvW© cÖYqb K‡i‡Q Ges mswkøó mK‡j Dnv cwicvjb Ki‡e| MÖvnK‡`i ÁvZv‡_© 
‡mvbvjx e¨vsK wjwg‡UW Zvi cÖ`Ë mvwf©mmg~‡ni mgq m¤̂wjZ †bvwUk kvLv I Awd‡m cÖKv‡k¨ Szwj‡q ivL‡e 
Ges I‡qemvB‡U cÖ`k©Y Ki‡e| 
 

evsjv‡`k e¨vs‡Ki Abyiƒc mvwf©m ÷¨vÛvW© G e¨vs‡Ki cÖbxZ wmwU‡Rb PvUv©i bxwZgvjvq eb©bv Kiv n‡q‡Q| 
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2.10  MÖvnK †mev I Awf‡hvM e¨e¯’vcbv †mj Gi Kg©KZ©vM‡Yi ‡hvMv‡hv‡Mi wVKvbv cÖ`k©b t 
Awf‡hvM `vwLj cÖwµqv mnRZi Kivi j‡ÿ¨ e¨vsK Aek¨BÑ 
K. †K›`ªxq, wefvMxq Kvh©vjq, wcÖwÝcvj Awdm Ges kvLv ch©v‡qi Awf‡hvM †mj mswkøó Kg©KZ©vM‡Yi bvg, c~Y© 
wVKvbv, †Uwj‡dvb b¤̂i, d¨v· b¤̂i, B-‡gBj wVKvbv BZ¨vw` mn‡R `„wó†MvPi nq Ggb ’̄v‡b cÖ`k©b Ki‡e| 
L. †K› ª̀xq Customer Service Evaluation Cell mswkøó Kg©KZ©vM‡Yi Abyiƒc wVKvbv I‡qemvB‡U cÖ`k©‡bi e¨e¯’v 
Ki‡e| 
 

2.11  MÖvnK m‡PZbZv Kg©m~Pxt 
eZ©gvb mg‡q B-e¨vswKs Gi cÖmv‡ii mv‡_ mv‡_ Avw_©K Lv‡Z cÖZviYv, Rvj-RvwjqvwZ, msKU, `yb©xwZ Ges 
MÖvnK nqivwbi NUbv cÖvqkB msNwUZ n‡”Q| B-e¨vswKs ej‡Z B‡j±ªwbK wWfvBm, †hgb- Kw¤úDUvi, 
j¨vÛ‡dvb, †gvevBj ‡dvb, GwUGg, c‡q›U Ae †mj BZ¨vw`i gva¨‡g msNwUZ e¨vswKs cY¨ I †mevmg~‡ni 
†jb‡`b‡K ‡evSvq| MÖvnK I e¨vsKv‡ii g‡a¨ Z_¨ I †hvMv‡hv‡Mi e¨eavb Ges MÖvnKM‡Yi Avw_©K wkÿv I 
m‡PZbZvi AfveB Gm‡ei cÖv_wgK Kvib wn‡m‡e wPwýZ n‡q‡Q| Rvj RvwjqvwZ I cwiwPwZ niY Ges mvBevi 
wbivcËv f‡½i gZ cwiw¯’wZ‡Z MÖvnKM‡Yi m‡PZbZvB n‡jv g~j cÖwZ‡ivaK| 
 

MÖvnK m‡PbZv Kg©myPx bxwZgvjv cÖYqb Kiv n‡q‡Q hv ms‡hvRbx-M g~‡j G bxwZgvjvi mwnZ ms‡hvRb Kiv 
n‡q‡Q| 
 
2.12 bxwZgvjvi cwicvjb t 
 K) bxwZgvjvi wb‡ ©̀kvejxi wel‡q e¨vs‡Ki cwicvjb wbwðZ Kivi Rb¨ evsjv‡`k e¨vsK wbqwgZ Z`viwK 
Ki‡e| evsjv‡`k e¨vsK e¨vs‡Ki wbKU bxwZgvjvi cwicvjb msµvšÍ Z_¨vw` PvB‡Z cv‡i| ‡m j‡ÿ¨ Gfv‡e 
mieivnK…Z Z_¨vw` mvwe©Kfv‡e Aek¨B b¨vh¨, mwVK I m¤ú~b© n‡e| 
L) Pjgvb Z`viwK Kvh©µ‡gi cvkvcvwk bxwZgvjvwUi ev Í̄evqb I cwicvjb n‡”Q wK bv †mRb¨ evsjv‡`k e¨vsK 
m‡iRwg‡b Z`šÍ Kvh©µg cwiPvjbv Ki‡Z cvi‡e| 
M) evsjv‡`k e¨vsK wbqwgZfv‡e e¨vs‡Ki MÖvnK †mev I Awf‡hvM e¨e ’̄vcbvi gvb g~j¨vqb Ki‡e| 
N) bxwZgvjvi wb‡ ©̀kvejxi cwicvj‡b e¨_© n‡j evsjv‡`k e¨vsK mswkøó e¨vs‡Ki weiæ‡× e¨vsK †Kv¤úvbx 
AvBb, 1991 (ms‡kvwaZ 2013 ch©šÍ) †gvZv‡eK h_vh_ kvw¯Íi weavb Ki‡Z cvi‡e| 
 

2.13 cyi¯‹vi I kvw¯Í t 
bxwZgvjvwUi cwicvj‡bi Rb¨ †mvbvjx e¨vsK wjwg‡UW Gi Kg©KZ©vM‡Yi Rb¨ cyi¯‹vi I bxwZgvjv fs‡Mi `v‡q 
kvw Í̄i weavb Kiv n‡q‡Q t 
1| we`¨gvb bxwZgvjvi Av‡jv‡K cÖbxZ G bxwZgvjvi m‡e©vËg AbykxjbKvix Kg©KZ©v‡K 5000.00                
(cuvP nvRvi) UvKv cÖ†Yv`bvg~jK cyi¯‹vi Ges gvbbxq cl©` KZ…©K Zvi AbyK~‡j cÖksmvcÎ cÖ`vb Kiv †h‡Z 
cv‡i| 
2| bxwZgvjv cwicvj‡b D`vmxb wKsev e¨_© Kg©KZ©vM‡Yi Rb¨ cÖYxZ bxwZgvjv fs‡Mi `v‡q ‡mvbvjx e¨vsK 
wjwg‡UW Gi PvKzix wewa gvjvi wb‡ ©̀kbv †gvZv‡eK mswkøó Kg©KZ©/Kg©PvixMY Gi weiæ‡× kvw¯Íi weavb ivLv 
n‡q‡Q hv cÖ‡hvR¨ †ÿ‡Î cÖ‡qvM Kiv n‡e| 
3| e¨vs‡Ki †Kvb MÖvnK wKsev wcÖ›U I B‡j±ªwbK wgwWqvmn Ab¨ †Kvb wgwWqv KZ©„K †Kvb Kg©KZ©vi weiæ‡× 
DÌvwcZ Rvj- RvwjqvwZ, A_© AvZ¥mvr wKsev ‡Kvb Awbq‡gi Awf‡hv‡Mi wfwË‡Z AbymÜvb/Z`‡šÍ D³ 
Awf‡hvM cÖgvwYZ n‡j cÖYxZ bxwZgvjvi wfwË‡Z Ges we`¨gvb wbqgbxwZ I cÖwµqvq `vqx Kg©KZ©vM‡Yi weiæ‡× 
h_vh_ k„•Ljvg~jK/kvw Í̄g~jK e¨e ’̄v MÖnY Kiv n‡e| 
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2.14 bxwZgvjv ev Í̄evqb t 
G e¨vs‡Ki MÖvnK †mev I Awf‡hvM e¨e¯’vcbv bxwZgvjv ev¯ÍevqbK‡í KvVv‡gvMZ w`K †_‡K wb¤œ wjwLZ Kvh©µg 
Abymib Ki‡Z n‡e t 
K. cÖavb Kvhv©j‡q e¨vs‡Ki Customer Service Evaluation Cell Gi cÖavb _vK‡eb weR‡bm †W‡fjc‡g›U 
wWwfk‡bi †WcywU †Rbv‡ij g¨v‡bRvi,Ab¨ ỳRb m`m¨ n‡jb wWcvU©‡g‡›Ui GKRb GwRGg I GmwcI 
c`gh©v`vi GKRb Kg©KZ©v | Awf‡hvM e¨e ’̄vcbv †mj Gi Kvh©µg G e¨vs‡Ki wmBI Ges e¨e¯’vcbv cwiPvjK 
Gi Aaxb I mivmwi ZË¡veav‡b cwiPvwjZ n‡e| G ‡m‡ji cÖavb _vK‡eb wfwRj¨vÝ wWcvU©‡g›U Gi †WcywU 
†Rbv‡ij g¨v‡bRvi,Ab¨ ỳRb m`m¨ n‡jb wWcvU©‡g‡›Ui GKRb GwRGg I GmwcI c`gh©v`vi GKRb Kg©KZ©v 
A_©vr D³ ‡mj G b~¨bZg wZbRb m`m¨ Kg©iZ _vK‡eb| 
L. wefvMxq Kvh©vjq MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †mj Gi Kvh©µg wefvMxq cÖav‡bi †bZ…‡Z¡ GKRb 
wbe©vnx/Kg©KZ©vmn D³ ‡mj G b~¨bZg ỳÕRb m`m¨ Kg©iZ _vK‡eb| 
M. wcÖwÝcvj Awdm MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †mj Gi Kvh©µg wcI cÖav‡bi †bZ…‡Z¡ GKRb 
wbe©vnx/Kg©KZ©vmn D³ ‡mj G b~¨bZg ỳÕRb m`m¨ Kg©iZ _vK‡eb| 
N. kvLv ch©v‡q MÖvnK †mev I Awf‡hvM e¨e ’̄vcbv †W‡¯‹i Kvh©µg kvLv cÖav‡bi †bZ…‡Z¡ †gvU `yÕRb Kg©KZ©v 
cwiPvjbv Ki‡eb| 
O. e¨vs‡Ki Kv÷gvi PvU©vi, mvwf©m ÷vÛvW© I MÖvnK m‡PZbZv Kg©m~Px weR‡bm †W‡fjc‡g›U wWwfkb 
†K›`ªxqfv‡e ev¯Íevqb Ki‡e| 
P. e¨vs‡Ki Kg©KZ©v I Kg©PvixM‡Yi Rb¨ cÖYxZ AvPiY wewa wnDg¨vb wi‡mv‡m©m wWwfkb †K› ª̀xqfv‡e cÖbqb I 
ev Í̄evqb Ki‡e| 
Q. wfwRj¨vÝ wWcvU©‡g›U ‡K›`ªxqfv‡e Awf‡hvM e¨e¯’vcbv msµvšÍ bxwZgvjv cÖbqb I ev Í̄evqb Ki‡e| 
 

2.15 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© `vwLjKi‡Yi cÖwµqvt 
 

cÖavb Kvh©vj‡q MwVZ Customer Service Evaluation Cell KZ…©K KZ©„cÿxq Aby‡gv`‡bi †cÖwÿ‡Z cÖavb 
Kvh©vj‡qi wbe©vwPZ wbe©vnx/Kg©KZ©vMb‡K kvLv cwi`k©‡bi Rb¨ `ßiv‡`k cÖ`vb Kiv n‡e| cÖavb Kvh©vj‡qi 
wbe©vwPZ wbe©vnx/Kg©KZ©vMb wba©vwiZ mg‡qi g‡a¨ mswkøó kvLv m‡iRwgb cwi`k©b  K‡i evsjv‡`k e¨vsK KZ©„K 
Aby‡gvw`Z cÖkœgvjvi Q‡K (wba©vwiZ dig) mswkøó kvLvi MÖvn‡Ki wbKU n‡Z Z_¨ msMÖnc~e©K m¤ú~Y© Format wU 
c~iY K‡i wbR¯̂ gZvgZ I mycvwikmn wi‡cvU© AvKv‡i Zv Customer Service Evaluation Cell Gi KwgwU 
cÖavb/mgš̂qKvixi wbKU `vwLj Ki‡eb| 
 

2.16 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© `vwLj cieZ©x Kvh©µgt 
 

kvLvIqvix cÖvß Z_¨ Customer Service Evaluation Cell KZ©„K hvPvB evQvB I we‡kølYc~e©K GKxf~Z K‡i 
Zv‡`i gZvgZ/mycvwikmn DaŸ©Zb KZ©„cÿ eive‡i ˆÎgvwmK wfwË‡Z Dc¯’vcb Kiv n‡e| 
Dc¯’vwcZ Z‡_¨i wfwË‡Z MÖvnK †mevi gvb Dbœq‡b KZ…©cÿ KZ©„K M„nxZ wm×všÍ/mycvwikmg~n kvLv ch©v‡q 
ev Í̄evqb Kiv n‡e|   
 

2.17 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© AMÖvwaKiYt  
†mvbvjx e¨vs‡Ki m¤§vwbZ MÖvnK‡`i †mevi gvb Dbœq‡b G ai‡Yi cwi`k©b I M‡elYv Kvh©µg cwiPvwjZ n‡e, 
hv evsjv‡`k e¨vsKmn G e¨vs‡Ki DaŸ©Zb KZ©„c‡ÿi wbqwgZ ch©‡eÿY I Z`viwK‡Z _vK‡e| ZvB G ai‡Yi 
cwi`k©b Kvh©µg n‡Z cÖvß Z‡_¨i Av‡jv‡K KZ©„cÿ KZ©„K M„nxZ wm×všÍmg~n AMÖvwaKvi wfwË‡Z kvLvmg~‡n 
Riæix wfwË‡Z ev Í̄evqb Ki‡Z n‡e|  
 

2.18 ms‡kvab Kvh©µgt Customer Service Evaluation Cell `vwLjK…Z  Report mg~n ch©v‡jvPbv K‡i 
Awbqgmg~n ms‡kva‡b cÖ‡qvRbxq gwbUwis Kiv n‡e| GQvov kvLv ch©v‡q cÖvß Awbqgmg~‡ni wecix‡Z wewfbœ 
mg‡q KZ©„cÿ KZ©„K M„nxZ wm×všÍmg~n Cell ev Í̄evqb Ki‡e| cªwZ‡e`‡b cÖvß Awbqgmg~n ms‡kva‡b mKj 
†Rbv‡ij g¨v‡bRviÕm Awdm‡K m¤ú„³ Kiv n‡e|   
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2.19 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© cÖYq‡b wb‡qvwRZ Kg©KZ©vM‡Yi AvPiY I ¸bMZ w`Kmg~nt 
wmwbqi wcÖwÝcvj Awdmvi A_ev Z`ya© c`gh©v`vi Kg©KZ©v n‡Z n‡e| cwi`k©b Kvh©µ‡g hv‡`i mybvg I  `ÿZv 
I AwfÁZv i‡q‡Q ZvivB AMÖvwaKvi cv‡e| cwi`k©bKvix Kg©KZ©vMY gvwR©Z e¨env‡ii gva¨‡g kvLvi MÖvnK‡`i 
wbKU n‡Z Z_¨ msMÖn Ki‡e| cwi`k©bKvix Kg©KZ©vi ZvrÿwYK Awbqg ms‡kvab Z_v Spot Rectification  
¸bvewj _vK‡Z n‡e| 
 
2.20 Kvógvi mvwf©m Bf¨vjy‡qkb wi‡cvU© `vwLjKi‡Yi mgqmxgvt `ßi wb‡`©k Bmy¨i 15(c‡bi) Kg©w`e‡mi 
g‡a¨ Customer Service Evaluation Cell G Report `vwLj Ki‡Z n‡e| 
 
2.21 wbqš¿Y I cwicvjbt weR‡bm †W‡fjc‡g›U wWwfkb  KZ©„K Customer Service Evaluation Cell  
wbqwš¿Z n‡e I MÖvnK ‡mev Dbœq‡b KvR n‡e| GQvov gvwb jÛvwis †U‡ivwiRg dvBb¨vwÝs wcÖ‡fbkb  GÛ 
wfwRj¨vÝ wWwfkb G MwVZ Awf‡hvM †mj I G e¨vs‡Ki Cell Center kvLvi MÖvnK‡`i Awf‡hvMmg~n wb¯úwË 
Ki‡e| 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



c„ôv bs-13 
সংেযাজনী -ক 

২.২১ Ɋাহকেসবা ӒΙায়েণর জΓ িনধ ȟ ািরত ফরম এর নӒনাঃ  

ǯদেশর Ӎহʯম বািণিজɇক Εাংক ও আিথ ȟক ɛিত̎ান িহসােব ǯসানালী Εাংক িলিমেটড সব ȟ েɻেɖ বাংলােদশ Εাংকসহ িবিভˑ 
িনয়ˈক সং̝ার সােথ স˫িকȟত সকল িনয়মকাӂন ও িবিধিবধান ǯমেন চলেত ɛিতͶিতবʺ। ǯসানালী Εাংক িলিমেটড  
িবিভˑ ধরেণর আিথ ȟক পΏ ও ǯসবার ɛচলন, সরকারী িসʺাˉ সӒেহর বা̜বায়ন, সামািজক িনরাপʯা ভাতা এবং ӑিɳেযাʺা 
ভাতা ɛদানসহ সমােজর সকল ǯɢণীর জনগেনর জΓ আҿিনক Εাংিকং Εব̝া চাӗ কেরেছ।  সামিɊক Εাংিকং Εব̝া 
আেরা ӟˍর ভােব পিরচালনা  এবং উˑত Ɋাহকেসবা িনি̃ত করেত  Εাংক ǯয সকল কম ȟӠিচ পালন করেছ ǯস সকল 
Εাংিকং পিরেষবা̶িলর ɛিত Ɋাহক সͤি̌ ӒΙায়ন করেত িন˨িলিখত পʺিত̶িল Εবহার করা হেয় থােক। 

 
ǯ̖ািরং পʺিত: 
ǯ̖ািরং মেডল̶িল িবিভˑ ধরেনর হয়। একɪ মেডেল ǯভিরেয়বল সӒহ িবিভˑ উপােয় সংɊহ করা হয় এবং ফলাফল ǯ̖ািরং 
করা হয়। এই ǯ̖ার পরবত̭কােল একɪ িসʺাˉ বা পরামেশ ȟ র িভিʯ ǰতির কের। স˯াΕ ফলাফল̶িল সংʗািয়ত করার জΓ 
একɪ ɛিত̎ান সং΋াӠচক মােনর মেΒ সীমাবʺ না ǯরেখ ǯ̖ারɪ ǯযেকান কাঠােমােত উপ̝াপন করেত পাের।  ǯ̖ািরং 
মেডল̶িল িবিভˑ িসʺােˉর সােথ স˫িকȟত হেত পাের এবং িবিভˑ ɛে̆র িবিভˑ উʯর িদেত পাের। ǯ̖ািরং সাধারণত একɪ 
পেয়˂ ǯ̟েডর সাহােΗ করা হয় ǯযখােন ɛিতɪ পেয়ে˂র একɪ অথ ȟ থােক যা ӒΙায়নকারীগণ সহেজই Ӌঝেত পাের এবং 
ɛেয়াগ করেত পাের। এখােন ǯয মানদ˅ ̶েলা পিরমাপক িহেসেব Εবহার করা হেয়েছ তা িন˨ͱপ: 
 

Ҏব ভাল   = একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব কায ȟ কর বা̜বায়ন। 
ভাল   =  একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব উপӔɳ ɛেয়াগ। 
সেˉাষজনক  =  একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব Ҽব ȟ ল ɛেয়াগ। 
ɛািˉক    = একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব সব ȟ িন˨ ɛেয়াগ। 
মানস˰ত নয়  = একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব ǯকান ɛেয়াগ ǯনই। 
এছাড়া অΓাΓ পেয়˂ ǯ̟ড হɇϲ /না (হɇϲ = ১, না = ০) এর Εবহার অˉӎ ȟɳ রেযে়ছ। 

 
ǯসানালী Εাংক িলিমেটেডর Ɋাহক পিরেষবা িনধ ȟ ারণ পʺিতেক ɛধানত ২ (Ҽই) ভােগ ভাগ করা হেয়েছঃ 
ক) শাখায় সরাসির উপি̝ত হেয় ɛে̆াʯর (Ɋাহক কҸȟক ӒΙায়ন)  -৪০ নͯর 
খ) শাখায় সরাসির উপি̝ত হেয় ӒΙায়নকারীর পয ȟ েবɻণ   -৬০ নͯর 
সব ȟ েমাট:       -১০০ নͯর 
ǯকান শাখার ʹҿমাɖ ‘ক’অংেশর ӒΙায়েন সব ȟ িন˨ ১৫ নͯর হেলই  ‘খ’ অংেশর ӒΙায়ন এর সােথ ǯযাগ কের ǯমাট ফলাফল 
িনধ ȟ ারণ করা হেব। অΓথায় সব ȟ েমাট নͯর যতই ǯহাক না ǯকন তার মান ‘মানস˰ত নয়’ বেল গΏ হেব। 
 
‘খ’ অংশেক ǯমাট ৪ (চার) ভােগ ভাগ করা হেয়েছঃ 
১। Εাংিকং ǯসবা   -১০ নͯর 
২। Εাংকার এবং Ɋাহেকর স˫কȟ -১০ নͯর 
৩। শাখার পিরেবশগত অব̝া -১০ নͯর 
৪। অিভেযাগ ɛাি˖ এবং িন̑িʯ -৩০ নͯর 
সব ȟ েমাট     -৬০ নͯর 
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ক) শাখায় সরাসির উপি̝ত হেয় ɛে̆াʯর (Ɋাহক কҸȟক ӒΙায়ন) ǯমাট নͯর-৪০  
DËi`vZvi bvg t...................................... kvLvi bvg t .................................... †gvevBj bs........................... 
e¨vs‡Ki mv‡_ m¤úK© (gvm /eQi):  ....................... wVKvbv t ....................................................................... 

†Kvb ai‡bi †mev MÖnY  K‡i‡Qb :     †Rbv‡ij e¨vswKs       FY I AwMÖg       d‡iY G·‡PÄ      অΓাΓ (wUK ( ) w`b) 

µ:bs welq 
Lye 
fvj 
(2.0) 

fvj 
(1.75) 

m‡šÍvl 
RbK 
(1.50) 

ɛািˉক 
(1.0) 

অসেˉাষ
জনক 
(0) 

01 GKvD›U I‡cwbs mvwf©m m¤ú‡K© Avcbvi AwfgZ      
02 kvLvi Help Desk †mevi gvb †Kgb ?      
03 e¨vs‡Ki K¨vk KvD›Uv‡i UvKv Rgv I D‡Ëvjb †mevi gvb 

†Kgb? 
     

04 †PK wK¬qvwis, wUwU, wWwW, †c-AW©vi mvwf©‡mi gvb †Kgb ?       
05 ‡iwg‡UÝ mvwf©m m¤ú‡K© Avcbvi AwfgZ      
06 ATM mvwf©‡mi gvb †Kgb ?      
07 miKvix †jb‡`b msµvšÍ mvwf©‡mi gvb †Kgb ?      
08 e¨vs‡Ki AbjvBb mvwf©m m¤ú‡K© Avcbvi g~j¨vqb      
09 FY I AwMÖg wefv‡Mi mvwf©‡mi gvb †Kgb ?      
10 ˆe‡`wkK evwbR¨ wefv‡Mi mvwf©‡mi gvb m¤ú‡K© Avcbvi 

gZvgZ 
     

11 †mvbvjx e¨vsK wjwg‡U‡Wi Website †_‡K Avcbvi cÖ‡qvRbxq 
Z_¨ msMÖ‡ni AwfÁZv †Kgb? 

     

12 kvLvi Kg©KZ©v-Kg©Pvix‡`i e¨envi †Kgb ?      
13 kvLvi Af¨šÍixb cwi‡ek m¤ú‡K© Avcbvi g~j¨vqb      
14 gwnjv‡`i ‡mev †`qvi †ÿ‡Î kvLvi Ae ’̄vb      
15 mvwe©K g~j¨vq‡b ‡mvbvjx e¨vs‡Ki MÖvnK †mev m¤ú‡K© Avcbvi 

gZvgZ| (cÖ‡qvR‡b GLv‡b wjL~b) 
  

 
   

 
 

‡mvbvjx e¨vs‡Ki mvwf©m m¤ú‡K© Av‡iv civgk© _vK‡j wjLyb : 
 
Avcbvi g~j¨vqb I civg‡k©i Rb¨ AvšÍwiK ab¨ev`| ‡Kvb civgk© ev Awf‡hvM wb‡¤œv³ wVKvbvq Rvbv‡Z cv‡ib| ‡gvevBj t .  
. . . . . . . . . . . . . .   
 
 
 
 

µ:bs welq nu¨v 
(2.0) 

bv 
(0) 

16 †mevi gvb m¤ú©‡K gšÍe¨ MÖn‡bi †iwRóvi Av‡Q wK bv ?   
17 kvLvi wewfbœ Desk my›`ifv‡e wPwýZ Kiv Av‡Q wK ?   
18 e¨vs‡Ki wewfbœ mvwf©m PvR© m½wZc~Y© g‡b K‡ib wK ?   
19 SMS e¨vswKs m¤ú‡K© Avcwb AewnZ wK bv ?   
20 e¨vs‡Ki †Kvb †mev m¤ú‡K© Rvb‡Z wKsev Awf‡hvM Rvbv‡Z Avcwb Amyweav/A¯̂w Í̄ †eva K‡ib 

wK ? 
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Ɉ নং 
খ-১ (Εাংিকং ǯসবা) 

ǯমাট নͯর-১০ 

ɛা˖ মান 

Ҏব 
ভােলা 

(২.০০) 

ভােলা 

(১.৭৫) 

সেˉাষজনক 

(১.৫০) 

ɛািˉক 

(১.০০) 

অসেˉাষজনক 

(০) 

১ কɇাশ কাউ˂ার সӒেহ একজন Ɋাহকেক ǯসবা ɛদােন 
গড় সময়মান 

     

২ কɇাশ কাউ˂ার সӒেহ ǯছড়া ফাটা ǯনােটর বদল      

৩ Ɋাহেকর ঋণ আেবদন ɛাি˖ হেত িন̑িʯ পয ȟ̄ ǯমাট 
সময়কাল 

     

৪ কম ȟকতȟা/কম ȟচারী কҸȟক ǯরিম΍া˓ ǯসবা সহ অΓাΓ 
দ˖র িনেদ ȟ শ পিরপালন 

     

৫ শাখার কম ȟকতȟা/কম ȟচারীেদর উপি̝িতর সময়াӂ্বিতȟতা 
এবং অিভেযাগ বাɼ এর অব̝ান 

     

 

Ɉ নং 
খ-২ (Εাংকার Ɋাহক স˫কȟ) 

ǯমাট নͯর-১০ 

ɛা˖ মান 

Ҏব 
ভােলা 

(২.০০) 

ভােলা 

(১.৭৫) 

সেˉাষজনক 

(১.৫০) 

ɛািˉক 

(১.০০) 

অসেˉাষজনক 

(০) 

১ কɇাশ কাউ˂ার সহ অΓাΓ ǯসবা ɛদােন Ɋাহেকর সােথ 
কম ȟকতȟা/কম ȟচারীেদর Εবহার 

     

২ ǯহ˾ ǯডে̖র ǯসবার ধরণ      

৩ Ɋাহকগেণর ɛিত শাখা Εব̝াপেকর আচরণ      

৪ িসɪেজন চাট ȟ ার এর উপি̝িত      

৫ শাখা কҸȟক Ɋাহক সমােবশ আেয়াজন      

 

Ɉ নং 
খ-৩ (শাখার পিরেবশগত অব̝া) 

ǯমাট নͯর-১০ 

ɛা˖ মান 

Ҏব 
ভােলা 

(২.০০) 

ভােলা 

(১.৭৫) 

সেˉাষজনক 

(১.৫০) 

ɛািˉক 

(১.০০) 

অসেˉাষজনক 

(০) 

১ শাখার সাইনেবােড ȟ র অব̝ান (ǯসবা সӒেহর িববরণ)      
২ কম ȟকতȟা/কম ȟচারীেদর ǯপাশােকর ধরণ      
৩ শাখায় আেলা,বাতােসর পয ȟ া˖তা সহ শাখার সামিɊক  

ʹʺাচার 
     

৪ শাখার ǯশৗচাগােরর অব̝া (Ɋাহক এবং 
কম ȟকতȟা/কম ȟচারী উভেয়র) 

     

৫ শাখার গাড ȟ/িসিকউিরɪ,িসিস কɇােমরা এবং Ɋাহকেদর 
বসার Εব̝া 
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খ-৪ (অিভেযাগ ɛাি˖ এবং িন̑িʯ)ǯমাট নͯর-৩০ মান ɛা˖ মান 

 
বাংলােদশ Εাংক 

হেত ɛা˖ অিভেযাগ 
(ǯমাট নͯর-১০) 

১) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ১% এর কম Ҏব ভােলা            -১০  
২) সব ȟেমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ৫%   ভােলা                 -৭.৫  
৩) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ৮%  সেˉাষজনক         -৫.০  
৪) সব ȟ েমাটঅিভেযাগ ǯমাট Ɋাহক সং΋ার ১০%  ɛািˉক                -২.৫  
৫) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ১১% এবং তҼίȟধ অসেˉাষজনক       -০০  

 
শাখার অিভেযাগ বাɼ 
হেত ɛা˖ অিভেযাগ 

(ǯমাট নͯর-১০) 

১) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ১% এর কম Ҏব ভােলা            -১০  
২) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ৫%   ভােলা                 -৭.৫  
৩) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ৮%  সেˉাষজনক          -৫.০  
৪) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ১০%  ɛািˉক                -২.৫  
৫) সব ȟ েমাট অিভেযাগ ǯমাট Ɋাহক সং΋ার ১১% এবং তҼʺȟ অসেˉাষজনক        -০০  

 
অিভেযাগ িন̡িʯ 
(ǯমাট নͯর-১০) 

১) সব ȟ েমাট অিভেযাগ এর ১০০ %  Ҏব ভােলা             -১০  
২) সব ȟ েমাট অিভেযাগ এর ৭৫ %   ভােলা                  -৭.৫  
৩) সব ȟ েমাট অিভেযাগ এর ৬০ %  সেˉাষজনক           -৫.০  
৪) সব ȟ েমাট অিভেযাগ এর ৫০ %  ɛািˉক                 -২.৫  
৫) সব ȟ েমাট অিভেযাগ এর ৪৯% এর কম অসেˉাষজনক        -০০  

 
ǯɊিডং পʺিত 

 
মান মান অӂযায়ী নͯর 

Ҏব ভাল = একɪ আদশ ȟ ǰবিশ̌ɇ িহসােব কায ȟ কর বা̜বায়ন। ৮০ এর অিধক 

ভাল =  একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব উপӔɳ ɛেয়াগ। ৬১-৮০ 

সেˉাষজনক=  একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব Ҽব ȟ ল ɛেয়াগ। ৪১-৬০ 

ɛািˉক  = একɪ আদশ ȟ  ǰবিশ̌ɇ িহসােব সব ȟ িন˨ ɛেয়াগ। ২১-৪০ 

মান̤ত নয় = একɪ আদশ ȟ ǰবিশ̌ɇ িহসােব ǯকান ɛেয়াগ ǯনই। ২০ এর নীেচ 

 
 
 
শাখার ɛা˖ নͯর  

শাখার ɛা˖ মান  
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        2.23                                                   ms‡hvRbx-L 

AvPiY wewa t 

mvaviY A‡_© AvPiY wewa ej‡Z e¨vsK PZ¡‡i e¨vs‡Ki Kg©KZv©-Kg©Pvix, myweav‡fvMx ev gvwjKc‡ÿi Rb¨ 
e¨w³MZ ï×vPvi, `vßwiK wbqgvPvi, f‡ ª̀vwPZ †cvlvK cwi”Q`, cwi‡ekMZ I myk„•Lj e¨e¯’vw` m¤úwK©Z wKQz 
ixwZ bxwZ ev wbqgvejx†K ‡evSvq|  
  
D‡Ïk¨ t   
 AvPiY wewa cÖYq‡bi D‡Ïk¨ n‡”Q  e¨vs‡Ki wewfbœ Kg©KZv©-Kg©Pvix, MÖvnK I Ab¨vb¨ AwZw_‡`i g‡a¨ 

e¨w³ ¯̂vZš¿‡eva _vKv m‡Ë¡I AšÍZt e¨vsK PZ¡‡i Zv‡`i AvPvi AvPi‡Yi g‡a¨ mvg¨Zv ev GKZ¡ Avbqb 
Kiv|  

 AvPiY wewai Avi GKwU jÿ¨ n‡”Q ‡mvbvjx e¨vsK wjwg‡UW Gi wgkb I wfkb AR©‡b  mKj‡K Awfbœ 
jÿ¨gvÎvq  DbœxZ Kiv|  

 GKwU AvPiY wewagvjv cÖvwZôvwbK myms¯‹…wZi cwigÛ‡j ‡_‡K h_v_© †ckv`vix †hvM¨Zv AR©‡b GKwU 
Af¨šÍixY mZK© cÖnix wnmv‡e KvR K‡i _v‡K|   

 Awfbœ AvPiY wewai PP©v MÖvnK‡`i mš‘wó weavb Ges `xN¯©’vqx e¨vsKvi- Kv÷gvi m¤úK© Dbœq‡bI 
mnvqZv K‡i| 

 ZvB bvbvwea ¸iæZ¡ we‡ePbvq ‡mvbvjx e¨vsK wjwg‡UW Gi Kg©KZv© Kg©PvixM‡Yi Rb¨ GKwU ev¯Íem¤§Z 
AvPiY wewa cÖYqb Kiv n‡jv|  

 

 AvBbMZ wfwË t  

evsjv‡`k e¨vsK KZ…©K cÖYxZ ÓMÖvnK †mev I Awf‡hvM e¨e¯’vcbv bxwZgvjvÓ Ryb 2014 Gi 2.07 aviv 
†gvZv‡eK Av‡jvP¨ bxwZgvjv cÖeZ©b Kiv n‡jv|   

 AvPiY wewa bxwZgvjvi cÖ‡qvM t  

†mvbvjx e¨vsK wjwg‡UW Gi wewfbœ kvLv I Kvh©vjq KZ…©K wePÿbZvi mwnZ MÖvnK †mev cÖ`v‡bi welqwU wbwðZ 
Ki‡Z G bxwZgvjvwU GKwU c~b©v½ c×wZiƒ‡c KvR Ki‡e| e¨vsK Gi mKj Kg©KZv©-Kg©Pvix we‡kl K‡i MÖvnK 
†mev I Awf‡hvM e¨e¯’vcbvi Kv‡R mivmwi wb‡qvwRZ Kg©KZv©/Kg©PvixM‡Yi Rb¨ wKQz †gŠwjK AvPiYMZ Av`k© 
ev wb‡`©kK cÖYqb Kivi cÖqvm Pvjvq|  G AvPib wewa Gi cÖ‡qvM I cÖwZdjb mvaviYZt wb‡¤œ ewb©Z 05 wU 
‡¶‡Î Kvh©Ki n‡e t  

 K. Rbej t  

MÖvnK †mevq wb‡qvwRZ Kg©KZ©v Kg©PvixMY‡K `vßwiK wbqgvPvi cwicvjb,f‡ ª̀vwPZ †cvlvK cwi”Q` 
cwiavb,k„•Ljvg~jK ixwZbxwZ Ges MÖvnK‡`i mv‡_ †mŠnv ©̈̀ g~jK AvPi‡Y Af¨¯Í n‡Z n‡e| MÖvnK †mevi mv‡_ 
m¤ú„³ Kg©KZ©v/ Kg©PvixMY‡K cÖwkÿY `vb K‡i `ÿ Rbkw³ wn‡m‡e ‰Zix Kiv|  

L. e¨vsK PZ¡i t  

 Kg©KZv©/Kg©Pvix Ges MÖvnK‡`i g‡a¨ e¨w³ ¯^vZš¿Zv _vKv m‡Ë¡I e¨vsK PZ¡‡i mvg¨Zv ev GKZ¡ Avbqb Ki‡Z 
n‡e| GQvovI e¨vsK PZ¡i cwi¯‹vi cwi”Qbœ ivL‡Z n‡e|  
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M. e¨vsK feb t   

 e¨vsK fe‡b cÖ‡ek c_ cwi¯‹vi, Dc ’̄vcb‡hvM¨ I ¯̂vMZ Rvbv‡bvi Dc‡hvMx Ges cÖ‡ek c_ iæ× K‡i 
Ggb †Kvb cÖwZeÜKZv _vK‡e bv| wmuwo(cÖ‡hvR¨ †ÿ‡Î) cwi¯‹vi I cÖwZeÜKZv gy³ ivL‡Z n‡e|  

 ‡d¬vi cwi¯‹vi I ïKbv ivLvmn kvLv Af¨šÍ‡i ch©vß Av‡jvi e¨e ’̄v Ki‡Z n‡e|  
 cÖwZwU †W¯‹ I Kw¤úDUvi cwi¯‹vi cwi”Qbœ _vK‡e, AcÖ‡qvRbxq KvMRcÎ mwi‡q †dj‡Z n‡e Ges 

cÖ‡qvRbxq KvMRcÎ †Uwe‡j my›`ifv‡e ¸wQ‡q †i‡L KvR Ki‡Z n‡e|  
 ‡Uwj‡dvb †mU †Uwe‡ji evg nv‡Zi w`‡K ivL‡Z n‡e Ges Dnv wbqwgZ cwi¯‹vi ivL‡Z n‡e|  
 Kg©KZv©/Kg©Pvix‡`i †W¯‹mg~n `„wó b›`bfv‡e mvRv‡Z n‡e Ges MÖvnK‡`i Rb¨ iwÿZ †Pqvi I †mvdv 

mymw¾Z _vK‡e Ges cwi¯‹vi ivL‡Z n‡e|  
 e¨vs‡Ki wcÖwg‡m‡m cÖ`wkZ© ‡cÖvWv± I ‡mevmn wewfbœ †cv÷vi I eªæwmqvi nvjbvMv` _vK‡e Ges 

AcÖ‡qvRbxq †cv÷vi mwi‡q †dj‡Z n‡e|  
 e¨vs‡Ki wewfbœ ‡cÖvWv± I ‡mevmn wewfbœ Kvh©µ‡gi eªæwmqvi ivLvi Rb¨ †nvìvi _vK‡e|  
 jvÂ e·, e¨vM, UvI‡qj, †jwWm e¨vM BZ¨vw` MÖvnK‡`i `„wói wfZ‡i ev †Uwe‡ji Dc‡i ivLv hv‡e bv|  
 jKvi iæg (cÖ‡hvR¨ †ÿ‡Î) cwi¯‹vi _vK‡e Ges †Kvb ai‡bi gvjvgvj †i‡L cÖwZeÜKZvi m„wó bv nq 

†mw`‡K jÿ¨ ivL‡Z n‡e|  
 mvwf©m KvD›Uvi mn mKj ¯’vb cwi¯‹vi cwi”Qbœ _vK‡e|  
 weï× cvwbi e¨e ’̄v _vK‡e|  
 e„nr kvLvq AbymÜvb KvD›Uvi ¯’vcb Kiv|  
 wmwm wUwf ( bvBU wfkb) ’̄vcb Kiv|  
 mvwf©m KvD›Uv‡i wb‡¤œi eb©bv †gvZv‡eK wb‡ ©̀kK †evW© ¯’vcb Kiv †h‡Z cv‡i t   

‡hgb-  K) †ní †W¯‹    
L) ‡cbkb †mj    
M) fvZv cÖ`vb †mj   
N) BDwUwjwU wej MÖnY †mj    
O) wWwW/wUwU Bmy¨ †W¯‹   
P) d‡ib †iwgU¨vÝ †W¯‹    
Q) AMÖxg †mKkb    
R) Avg`vbx ‡mKkb    
S) ißvbx †mKkb    
T) wW‡cvwRU †mKkb BZ¨vw`  

`wjj ` Í̄v‡eR t  

e¨vsK I MÖvn‡Ki g‡a¨ Z_¨ Av`vb cÖ`v‡b e¨eüZ `wjj cÎvw` my®úó Ges wbf©zj n‡Z n‡e| B‡j±ªwbK 
mvBbhy³ `wjjvw` MÖnY I cÖ`vb Ki‡e| MÖxY e¨vswKs mnvqK B-`wjjvw` µgvš̂‡q Pvjy Ki‡e Ges Avg‡j wb‡e|  
 N. cÖwµqv t   
 e¨vsK KZ©„K MÖvn‡Ki mš‘wó weav‡bi cÖwµqv mg~n m‡šÍvlRbK n‡Z n‡e| hy‡Mi Pvwn`vi †cÖwÿ‡Z wWwRUvj 
e¨e¯v’cbv,AbjvBb c×wZ, wi‡qjUvBg MÖm †m‡Uj‡g›U cÖwµqv cÖeZ©b Ki‡Z n‡e|  
 O. ixwZ/cÖ_v t  
 e¨vsKvi I MÖvnKM‡Yi cvi¯úwiK wµqv-cÖwZwµqvi c×wZ mvejxj n‡Z n‡e| GRb¨ mKj cÖPwjZ wewa, cÖ_vi 
cvkvcvwk DbœZ ai‡Yi cvi¯úwiK m¤ú‡K©i web¨vm µgvš̂‡q cÖwZôv Ki‡e|  
 

  
 

 
 
 



c„ôv bs-19 
P.AvPiY wewa jsN‡bi cÖfve t  
 MÖvnK †mev I Awf‡hvM e¨e ’̄vcbvi mwnZ m¤ú„³ Kg©KZ/©Kg©PvixMY KZ…©K Av‡jvP¨ AvPiY wewagvjvi kZ© 
jsN‡bi Kvi‡b ‡mvbvjx e¨vsK wjwg‡UW Gi PvKzix wewa gvjvi wb‡`©kbv †gvZv‡eK mswkøó Kg©KZ©/KgP©vixMY 
Gi weiæ‡× e¨e ’̄v MÖnY Kiv hv‡e|  
 

Q.MÖvnK †mevq KwZcq gvbm¤§Z AvPiYMZ wb‡`©k‡Ki `„óvšÍ t    

AvPiYMZ wb‡`©kK ej‡Z K_v ejv, ‡kvbv ev Af¨_©bvi †ÿ‡Î Ggb Av`k© ev gvb‡K ‡evSv‡e hv‡Z MÖvnK 
†mev`vbKv‡j Kg©KZv©/Kg©PvixM‡Yi AvbyMZ¨, b¤ªZv, wbi‡cÿZv I mwµq `„wóf½x cÖKvk cvq Ges ‡Kvbfv‡eB 
Akøxj, A‡kvfbxq fvlv, ms‡KZ ev evZ©v cÖ`k©b Ki‡e bv| e¨vsK Gi Kg©KZv©-Kg©PvixMY‡K MÖvnKM‡Yi mv‡_ 
j¨vÛ/†Uwj‡dv‡b, †gvevBj ‡dv‡b ev gy‡LvgywL AvjvcPvwiZvi mgq gvbm¤§Z AvPiY cÖ`kb© Kivi Rb¨ DØy× 
Ki‡Z n‡e, hvi wKQz „̀óvšÍ wb‡¤œ †`qv n‡jv t   
 1. MÖvnKM‡Yi mv‡_ AvjvcPvwiZvi mgq ÔAbyMÖnc~e©K/`qv K‡iÕ, Ôab¨ev`Õ BZ¨vw` ‡mŠRb¨g~jK k‡ãi e¨envi 
Kiv| ‡Kvb †Uwj‡dvwbK †hvMv‡hv‡Mi †ÿ‡Î wZb evi wis evRvi g‡a¨B Ges ‡gvevBj ‡dv‡b 15 (c‡bi) 
†m‡K‡Ûi g‡a¨ Kj wiwmf Kivi e¨vcv‡i m`v Zrci _vK‡Z n‡e|  
2. MÖvnKMY‡K  wgt, wgm, m¨vi/g¨vWvg, Rbve ev †ÿÎ we‡k‡l g~jbv‡g m¤§v‡bi mv‡_ m‡¤̂vab Kiv hv‡e| Z‡e 
m‡¤̂va‡bi †ÿ‡Î ÔwcÖqÕ,ÔmywcÖqÕ, Ô†nÕ, ÔGBÕ ,ÔfvBqvÕ, ÔemÕ ÕI¯Ív`Õ BZ¨vw`  mPivPi e¨eüZ k‡ãi e¨envi bv 
Kiv| 
3. MÖvnKM‡Yi  mv‡_ Ggb AvPiY Kiv †hgbwU GKB cwiw¯’wZ‡Z wb‡Ri ‡ÿ‡Î cQ›` Kiv n‡q _v‡K|   
4. Av‡eM cÖeY †Kvb g‡bvfve ev AvPiY cÖ`kb© bv Kiv|   
5. MÖvnKM‡Yi cÖwZ BwZevPK, g‡bvÁ, f`ª I nvwmLykx AvPiY Kiv|   
6. bv Í̄v, jvÂ ev Ab¨ †Kvb †Lvuov ARynv‡Z MÖvn‡Ki mv‡_ Amn‡hvwMZv bv Kiv ev Riæix  gZwewbg‡q e¨vNvZ 
m„wó  bv Kiv|    
7. MÖvn‡Ki mv‡_ AvjvcPvwiZvq ev‡R, RNb¨ ev wbi_K© k‡ãi e¨envi cwinvi Kiv|   
8. MÖvnK ev Ab¨vb¨ Kg©KZv©-Kg©PvixMY‡K Zz”Q-Zvw”Qj¨ ev Zv‡`i mgv‡jvPbv bv Kiv|   
9. ‡KD †Kvb mn‡hvwMZv PvB‡j Zv‡K †bwZevPK cÖwZwµqv bv †`Lv‡bv|   
10. ‡Kvb wKQzB e¨w³MZfv‡e bv ‡bqv|   
11. MÖvnKM‡Yi mv‡_ h_vm¤¢e ‡UKwbK¨vj k‡ãi e¨envi bv Kiv|   
12. MÖvn‡Ki mewKQz‡K (e³e¨, gšÍe¨ ev g‡bvfve‡K) cÖ_‡g BwZevPK wn‡m‡e we‡ePbv Kiv| MÖvnK †Kvb 
wKQz‡Z ‡bwZevPK aviYv cÖKvk Ki‡jI e¨vs‡Ki Kg©KZv©-Kg©PvixM‡Yi AvPi‡Y †hb mn‡hvwMZvg~jK g‡bvfve 
cÖKvwkZ nq, Zvn‡j MÖvn‡Ki „̀wóf½xiI cwieZ©b n‡Z cv‡i|   
13. ‡Kvb wbw ©̀ó wefv‡Mi Kg©KZv© wnmv‡e bq †MvUv e¨vs‡Ki Kg©KZv© wnmv‡e wb‡R‡K cÖKvk Kiv, †Kbbv 
MÖvnKMY Kg©KZv©MY‡K e¨vsKvi wnmv‡e †`‡L _v‡Kb, ‡Kvb wefvM/wWwfk‡bi Kg©KZv© wn‡m‡e bq|     

R. MÖvnK †mevq Kibxq t  

K. RvwZ, ag©, eY©, wj½ wbwe©‡k‡l mKj MÖvnK‡K mgvb m¤§v‡bi mwnZ MÖnY Ki‡Z n‡e|  
L. MÖvnK‡K m¨vi/Rbve e‡j m‡¤̂vab Ki‡Z n‡e|  
M. MÖvnK eq‡m †QvU n‡jI mKj‡K Avcwb e‡j m‡¤̂vab Ki‡Z n‡e|  
N. MÖvn‡Ki AMÖvwaKvihy³ fvlv wn‡m‡e evsjv ev Bs‡iwR‡Z K_v ej‡Z n‡e|  
O. `„pZvi mwnZ MÖvn‡Ki †Pv‡L `„wó †i‡L MÖnY‡hvM¨ mgq a‡i n¨vÛ-‡mK Ki‡Z n‡e| Avgv‡`i K…wó I KvjPvi 
†gvZv‡eK wecixZ wj‡½i mwnZ n¨vÛ-‡mK Kivi Rb¨ nvZ cÖmvwiZ bv Kiv, Z‡e †mev cÖZ¨vwk/MÖvnK hw` 
‡¯̂”Qvq n¨vÛ-‡m‡Ki Rb¨ nvZ evovb Z‡e wecixZ wj‡½i mwnZ n¨vÛ-‡mK Kiv hv‡e|  
P. MÖvnK‡K emvi Advi Ki‡Z n‡e| emvi Rb¨ Lvwj wmU bv _vK‡j wb‡R `vuwo‡q MÖvn‡Ki mwnZ K_v ejyb|  
Q. e¨vs‡Ki †MvcbxqZv iÿv Ki‡Z n‡e|  
R. MÖvn‡Ki mwnZ 5 wgwb‡Ui †ekx wgwUs n‡j Pv ev Kwd Advi Ki‡Z n‡e|  
S. ‡Kvb fzj ev †`ixi Rb¨ ÿgv cÖv_©bv Kiæb|  
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T. cÖwZeÜx ev kvixwiKfv‡e Aÿg ev e„× I Amy¯’ MÖvnK‡`i †ÿ‡Î Avjv`vfv‡e g‡bv‡hvM w`‡Z n‡e|  
U. MÖvn‡Ki mwnZ Zvi Av‡jvP¨ wel‡qi Dci Av‡jvPbv mxwgZ ivLyb, †Kvbiƒc AcÖ‡qvRbxq K_vevZ©v cwinvi 
Kiæb|  
V. Av‡jvPbvi mgq Av‡jvPbvi welqe ‘̄ †cÖvWv± I †mev m¤ú‡K© ¯^”Q avibv wb‡q K_v ej‡Z n‡e|  
 

S. MÖvnK †mevq eRb©xq t  

 K. MÖvn‡Ki mwnZ K_v ejvi mgq evû DuPz K‡i †Kvbiƒc As½ fw½ Kiv hv‡e bv|  
L. ivMvwš^Z ev µz× fvlvq K_v ejv hv‡e bv|  
M. Z‡K© wjß nIqvi m¤¢vebv i‡q‡Q Ggb welq †hgb-ag©xq I ivR‰bwZK wel‡q Av‡jvPbv †_‡K weiZ _vKv|  
N. MÖvn‡Ki mwnZ K_v ejvi mgq †`vlv‡ivc w`‡q K_v ejv Gwo‡q Pj‡Z n‡e|  
O. MÖvnK‡K mvg‡b ewm‡q †i‡L cv‡ki mnKg©x ev Ab¨ Kv‡iv mv‡_ Av‡jvPbvq wjß bv nIqv|  
P. MÖvnK‡K A‡nZzK wej¤ ̂bv Kiv‡bv|  
Q. ch©vß Kg©KZ©v-Kg©Pvixi Afve ev cÖwkÿbiZ _vKv ev Avcwb Lye †ekx mgq wb‡q Av‡mbwb Ggb ai‡bi 
†Kvb Kvib MÖvnK‡K †`Lv‡bv hv‡e bv|  
R. MÖvn‡Ki m¤§y‡L ‡Wªm wVK Kiv, `vuZ †LvuPv‡bv, Pzj wVK Kiv, cwÎKv cov BZ¨vw` KvR Kiv hv‡e bv|  
S. ‡Kvb mnKg©x eÜz‡K MÖvn‡Ki mvg‡b ZzB m‡¤̂vab bv Kiv|  
  

T.myk„•Ljvg~jK e¨e ’̄v t  

 ‡mvbvjx e¨vsK wjwg‡UW Ggb wKQz wbqgvPvi cÖYqb K‡i‡Q hv ÕAvPiY wewa bxwZgvjvi cÖ‡qvMÕ I ÕMÖvnK †mevq 
KwZcq gvbm¤§Z AvPiYMZ wb‡ ©̀k‡Ki `„óvšÍÕ Aby‡”Q‡` ms‡hvwRZ n‡q‡Q|  G QvovI e¨vs‡Ki mvwf©m KvD›Uvi 
cwi¯‹vi, cwi”Qbœ, Avivg`vqK I myk„•Lj ivLvmn mvwf©m KvD›Uv‡i MÖvnK ev AwZw_‡`i emvi mye¨e ’̄v, weï× 
cvwbi e¨e¯’v, MÖvnK †mev ‡K‡›`ªi web¨vm I cÖ‡qvR‡b MÖvnKM‡Yi Rb¨ we‡kl KvD›Uv‡ii e¨e¯v’ Ki‡Z n‡e|  

U.‡Wªm †KvW t  

‡mvbvjx e¨vsK wjwg‡UW Gi cÖ‡Z¨K Kg©KZv©/Kg©Pvix G e¨vs‡Ki GK GK Rb †mev ~̀Z ( Service 
Ambassador ) wn‡m‡e KvR Ki‡eb| ZvB Kg©¯’‡j ‡cvlvK cwi”Q‡` cwi”QbœZv Ges †ckv`vix „̀wóf½xi 
cwiPq †`qv LyeB Riæix| Kg©KZv©/Kg©Pvix KZ…©K Kg ©̄’‡j cwi‡aq †cvlvK cwi”Q` Gi KwZcq „̀óvšÍ wb‡¤œ 
D‡jøL Kiv n‡jv t  

cyiæl Kg©KZv©/Kg©PvixMY t  

1. gvwRZ© Kvjv‡ii digvj kvU© I c¨v›U (plain, striped or small checkered) e¨envi Kiv hv‡e| Z‡e 
†Kvb GKwU ‡evZvg †bB I PKP‡K A‡kvfb †`Lvq Ggb kvU© I c¨v›U Kg© ’̄‡j MÖnY†hvM¨ bq|   

2.  e¨vs‡Ki AvBwW KvW© e¨envi Ki‡Z n‡e|  
3.  m¨yU, UvB cwiavb Kiv †h‡Z cv‡i (miKvix bxwZgvjv cwicvjb mv‡c‡ÿ)|  
4.  c¨v‡›U †eë e¨envi Kiv hv‡e| Jeans jacket Awd‡m MÖnY‡hvM¨ bq|  
5.  RyZv (Clean and polished office shoes) e¨envi Ki‡Z n‡e| m¨v‡Ûj/w¯øcvi I ‡KWm 

e¨envi Kiv hv‡e bv|  
6.  cyiæl Kg©KZv©/Kg©PvixM‡Yi j¤̂v Pzj ev „̀wó KUz Ggb Pz‡ji ÷vBj Kg© ’̄‡j MÖnY‡hvM¨ bq|   Kg©¯’‡j 

me©`v m ÿU cwiavb Kiv cÖ‡qvRbxq bq Z‡e GwU me©`v cwi”Qbœ Ges cwicvwU nIqv DwPr|   
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bvix Kg©KZv©/Kg©PvixMY t  

1.gvwRZ© is Gi digvj KvwgR ev kvwo Ges Gi mv‡_ †eøRvi cwiavb Kiv hv‡e| Z‡e „̀wóKUz I A‡kvfb  
†`Lvq (low necline, tight or transparent dress) Ggb †Kvb d¨vwÝ †Wªm Kg© ’̄‡j MÖnb†hvM¨ bq|   
2. e¨vs‡Ki AvBwW KvW© e¨envi Ki‡Z n‡e|  
3. kxZKvjxb †cvlvK wn‡m‡e m¨y‡qUvi, KvwW©Mvb I kvj cwiavb Kiv hv‡e| Jeans jacket Awd‡m MÖnY‡hvM¨ 
bq|  
4. `„wó KUz I †`L‡Z A‡kvfb Ggb Pz‡ji ÷vBj Awd‡m MÖnY‡hvM¨ bq|  
5. n¨vÛe¨vM I dzU Iq¨vi Ggb nIqv DwPr hv dress and professional look Gi mwnZ mvgÄm¨c~Y© nq|  
h_v_© kvixwiK fvlv (Positive Body Language) t  
 MÖvnK †mev I Awf‡hvM e¨e¯v’cbvi †ÿ‡Î Kg©KZv© I Kg©PvixMY KZ©„K Abymibxq KwZcq ¸iæZ¡c~Y© welq t  

1. gyL gÛj (Face) n‡jv cÖ_g welq †hwU mK‡jB jÿ¨ K‡i| Avcwb KZUv Ávbx ev welq m¤ú‡K© KZUv 
AewnZ ev c` I c`exi mwnZ †hvM¨ wKbv Zvi Rb¨ GwU GKwU gva¨g wn‡m‡e KvR K‡i| gyL gÛj 
kvšÍ Ges wbqwš¿Z nIqv DwPr|  

2. Eye contact LyeB ¸iæZ¡c~b© hv Avcwb KZUv g‡bv‡hvM w`‡q Ab¨‡`i mwnZ K_v ej‡Qb ev Ab¨‡`i 
K_v ïb‡Qb Zv wb‡`©k K‡i| Avcbvi h_v_© ‡Pv‡Li „̀wó †g‡mR cÖ`vb K‡i †h Avcwb wK eySv‡Z Pvb|  

3. nvwm gy‡L K_v ejvi gva¨‡g Avcwb Avcbvi KvR, AvMZ MÖvnK I wb‡Ri wel‡q KZUzKz hZœkxj Zv 
wb‡ ©̀k K‡i|  

4. Avcbvi h_v_© A½f½x MÖvnK I Avcbvi wel‡q Avcwb KZUv AvMÖnx I g‡bv‡hvMx Zv cÖKvk Ki‡e| 
 

Ab¨vb¨ t  

mKj Kg©KZv©-Kg©Pvix we‡kl K‡i MÖvnK †mev I Awf‡hvM e¨e¯’vcbvi mwnZ m¤ú„³ Kg©KZv©-Kg©PvixMY‡K 
wb‡¤œv³ AvPiYMZ I ¸bMZ welqmg~n wbwðZ Ki‡Z n‡e t  

1. ‡mvbvjx e¨vsK wjwg‡UW Gi Kg©KZv© I Kg©PvixM‡Yi AvPiY I Kvh©µ‡gi ga¨ w`‡qB cÖwZdwjZ n‡e Zvi 
e¨e ’̄vcbv KZ©„c‡ÿi g‡bvfve I A½xKvi| ZvB Kvh©Ki MÖvnK †mev I Awf‡hvM e¨e¯’vcbvi gva¨‡g MÖvnK 
mš‘wó wbwðZ KiZt cÖwZôv‡bi cÖwZ A½xKvi cÖ`k©b Ki‡Z n‡e|  

2.  MÖvnK †mev I Awf‡hvM wb®úwËi mKj ¯Í‡i wb‡qvwRZ KgK©Z©vM‡Yi wbi‡cÿZv I mZZv wbwðZ Ki‡Z 
n‡e|   

3.  MÖvnK †mev I Awf‡hvM e¨e¯v’cbv mswkóø Kg©KZ©vM‡Yi †hvM¨Zv I Kg©`ÿZv wbwðZ Ki‡Z n‡e|   
4.  ¯̂v_© mswkøó Ø›Ø Gwo‡q Pj‡Z n‡e|  
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2.24 
MÖvnK m‡PZbZv Kg©m~Px 

MÖvnK m‡PZbZv Kg©m~Px t  
e¨vs‡Ki wewfbœ †cÖvWv±, †mev I Kg©m~Px Ges Dnvi Rb¨ e¨vs‡Ki cÖPwjZ wbqg I wb‡ ©̀kvejx wel‡q MÖvn‡Ki Ávb I 
AwfÁZv e„w×i j‡ÿ¨ MÖvnKMY‡K Avw_©K wel‡q m‡PZbZv I wkwÿZ Kivi cÖ‡Póv Pvjv‡bvi gva¨‡g RvwjqvwZ, ỳb©xwZ I 
nqivwbmg~n n«vm Kivi cÖwµqvB n‡jv MÖvnK m‡PZbZv Kg©myPx| G Kg©m~Pxi gva¨‡g e¨vs‡K MÖvn‡Ki AwaKvi Ges MÖvnK 
†mevq e¨vsKv‡ii AwaKvi wel‡q MÖvnK I e¨vsKvi Zv‡`i AwaKvi I mxgve×Zv m¤ú‡K© Rvb‡Z cvi‡e| 
 

D‡Ïk¨ t 
 e¨vs‡Ki MÖvnKMY‡K Zv‡`i wbR¯̂ AwaKvi I `vwqZ¡‡eva m¤ú‡K© mRvM I m‡PZb K‡i †Zvjv Ges MÖvnKMY‡K 

e„nr cwim‡i e¨vswKs cY¨ I †mev m¤ú©‡K mg¨K aviYv cÖ`v‡bi j‡ÿ¨ MÖvnK m‡PZbZv e„w× Kiv|  
 G j‡ÿ¨ MÖvnKM‡Yi D‡Ï‡k¨ wkÿv Kg©m~Px I Kg©kvjvi Av‡qvRb Kiv †h‡Z cv‡i| 
 AwaKš‘ e¨vsK‡K cÖ”Qbœ SzuwK I AbjvBb ûgKx, ‡hgb-n¨vwKs, wdwks, cwiwPwZ niY BZ¨vw` ch©‡eÿY Ki‡Z 

n‡e Ges mvBevi wbivcËv cÖwµqv wbqwgZfv‡e ch©v‡jvPbv Ki‡Z n‡e|  
 
AvBbMZ wfwË t  
evsjv‡`k e¨vsK KZ…©K cÖYxZ ÓMÖvnK †mev I Awf‡hvM e¨e ’̄vcbv bxwZgvjvÓ Ryb 2014 Gi 2.11 aviv †gvZv‡eK Av‡jvP¨ 
bxwZgvjv cÖeZ©b Kiv n‡jv|  
 
MÖvnK m‡PZbZv Kg©m~Px bxwZgvjvi cÖ‡qvM t  
MÖvnK m‡PZbZv Kg©m~Pxi Ask wn‡m‡e †mvbvjx e¨vsK wjwg‡UW wb¤œewY©Z Kvh©vejx m¤úv`b Ki‡e t-  

K. e¨vsK h_vmg‡q wewfbœ ‡hvMv‡hvM gva¨‡g cÖPvicÎ, cyw Í̄Kv I weÁvcb AvKv‡i MÖvnKM‡Yi wbKU Zvi cY¨ I 
†mevi Dci wb‡¤œv³ mZK©Zvg~jK evZ©v, wb‡ ©̀wkKv cÖPvi Ki‡e t  

 mvaviY e¨vswKs wel‡q MÖvnK mZK©Zvg~jK evZ©v|  
 B›Uvi‡bU e¨vswKs wel‡q MÖvnK mZK©Zvg~jK evZ©v|  
 FY I AwMÖg wel‡q MÖvnK mZK©Zvg~jK evZ©v|  
 ¯’vbxq I ‰e‡`wkK †iwgU¨vÝ wel‡q MÖvnK mZK©Zvg~jK evZ©v|  

L. †mvbvjx e¨vsK wjwg‡UW Zvi wbR¯̂ cY¨ I †mev m¤úwK©Z D³ mZK©Zvg~jK evZ©v MÖvnKM‡Yi wbKU †cŠuQv‡bvi 
j‡ÿ¨ wbqwgZ mfv, ‡mwgbvi, IqvK©kc ev Ab¨vb¨ AbvbyôvwbK Kg©m~Pxi Av‡qvRb Ki‡e|  

M. e¨vsK DrK…ó MÖvnK‡mev cÖ`v‡bi j‡ÿ¨ MÖvnK †mev cÖ`v‡bi mv‡_ mswkøó Kg©KZ©vM‡Yi `ÿZv, ‰bc~Y¨, Ávb, 
†KŠkj e„w×i Rb¨ cÖwkÿ‡Yi e¨e¯’v Ki‡e| 
 

Kg©m~Pxi ZvwjKv I Kg©m~Px K¨v‡jÛvi cÖKvk t  
 †mvbvjx e¨vsK e¨vsK wjwg‡UW Gi wewfbœ ‡mev Kg©m~Px cwiPvjbvi Rb¨ mgqm~Pxmn GKwU c~b©vsM K¨v‡jÛvi 

cÖYqb Kiv n‡q‡Q hv‡Z K‡i MÖvnK ev myweav‡fvMx I K…lKMY D³ Kg©m~Pxi AvIZvq e¨vsK cÖ`Ë †mev m¤ú©‡K 
mg¨K avibv jvf Ki‡Z cv‡ib Ges Z`vbyhvqx c~e© cÖ ‘̄wZ MÖnb Ki‡Z cv‡ib|  

 

G e¨vs‡Ki cÖavb Kvh©vjq ‡_‡K kvLv ch©v‡q Abymibxq GKwU el©cwÄ wb‡¤œ †`qv n‡jv t  
µtbt wcwiqW/mgq ch©vq welqmg~n 
1 evrmwiK  cÖavb Kvh©vjq  K. AvšÍR©vwZK evwbR¨ †gjvq †mvbvjx e¨vsK wjwg‡UW Gi AskMÖnY  

L. †mvbvjx e¨vsK wjwg‡UW Gi wewfbœ cb¨ I †mevi cwiwPwZg~jK mfv  
2 lvb¥vwlK  cÖavb Kvh©vjq  

wRGg Awdm 
wcI/AviI  
kvLv 

K. AvgvbZ msMÖn Awfhvb  
L. gvV ch©v‡q K…wl FY weZib †gjv  
M. †Ljvcx FY Av`vq †gjv  
N. FY †gjv  
O. gwnjv D‡`¨v³v‡`i wb‡q gZ wewbgq mfv  
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µg wcwiqW/mgq ch©vq welqmg~n 
3 ‰ÎgvwmK  cÖavb Kvh©vjq  

wRGg Awdm 
wcI/AviI  
kvLv  

K. ‰e‡`wkK †iwg‡UÝ msµvšÍ mgv‡ek  
L. MÖvnK m‡PZbZv /DØy×Kib mgv‡ek  
M. Gw›U-gvwb jÛvwis welqK m‡PZbZv mgv‡ek  
N. AvgvbZ msMÖn Awfhvb  
O. gvgjv msµvšÍ mgv‡ek  

4 gvwmK  cÖavb Kvh©vjq  
wRGg Awdm 
wcI/AviI  
kvLv  

K. ¯‹zj e¨vswKs welqK mgv‡ek  
 

 

 GQvovI miKvi ev evsjv‡`k e¨vsK ev Ab¨ †Kvb ms ’̄v KZ…©K Av‡qvwRZ wewfbœ †gjv ev Kg©m~Px‡Z e¨vsK cÖavb 
Kvh©vjq ev ‡Rbv‡ij g¨v‡bRviÕm Awdm ev wcÖwÝcvj Awdm/AvÂwjK Kvh©vjq ev kvLv ch©v‡q AskMÖnY Ki‡e| 
e¨vs‡Ki cÖavb Kvh©vjq ch©vq †_‡K ‡Rbv‡ij g¨v‡bRviÕm Awdm, wcÖwÝcvj Awdm/AvÂwjK Kvh©vjq ev kvLv ch©v‡q 
Dc‡i ewb©Z Kg©m~Pxmn Ab¨vb¨ Kg©m~Px cvj‡bi Rb¨ mgq, ¯’vb, Kg©m~Pxi bvg, Kg©m~Pxi AvIZvq hviv _vK‡eb Zvi 
my¯úó eY©bvmn GKwU iæwUb ev K¨v‡jÛvi ev Kg©m~Pxi ZvwjKv ‰Zix K‡i Zv eQ‡ii ïiæ‡ZB cÖKvk Ki‡e|  

 Rvj UvKv, †Quov dvuUv †bvU ev K‡qb Gi Rb¨ e¨vsK cÖ`Ë myweavw`mn wewfbœ †cÖvWv± I ‡mev BZ¨vw` wel‡q wcÖ›U I 
B‡j±ªwbK wgwWqv‡Z cÖPvibv Pvjv‡Z n‡e| 

 e¨vs‡Ki Kg©KZ©v-Kg©Pvix‡`i Rb¨ †mvbvjx e¨vsK ÷vd K‡jR, XvKv Ges †mvbvjx e¨vsK wjwg‡UW Gi †Uªwbs 
Bbw÷wUDU Zv‡`i cwiPvwjZ dvD‡Ûkb †Kvm©mn Ab¨vb¨ †Kv‡m© G bxwZgvjv‡K AšÍ©fy³ K‡i b~¨bZg GKwU †mkb 
ivLvi e¨e ’̄v MÖnb Ki‡e|  

 Financial Literacy Program Gi AvIZvq †Uªwbs †mk‡b e¨vs‡Ki wewfbœ Uvg©m I mvaviY wbqgvejx Ges e¨vsK 
msµvšÍ Literacy AšÍf©y³ Ki‡e|  

 wewfbœ wgwWqvq UK †kv, wgwUs Gi gva¨‡g I cvIqvi c‡q›U †cÖ‡R‡›Ukb ev w÷Kvi Gi gva¨‡g e¨vs‡Ki †mev I 
†cÖvWv± wel‡q MÖvnK m‡PZbZv Kg©m~Px cvjb Kiv †h‡Z cv‡i| 

 GQvovI G e¨vsK KZ…©K wb‡¤œ ewb©Z Kvh© e¨e ’̄v MÖnY Kiv †h‡Z cv‡i t  

K) mfv/Av‡jvPbv/gZwewbgq Kg©m~Px t-  
MÖvnK‡`i mv‡_ wewfbœ mg‡q gZ wewbg‡qi gva¨‡g cvi¯úwiK †mŠnv ©̀¨ e„w×, wbqg-ixwZ m¤ú‡K© AeMZKiY mn 
MÖvnK‡`i civgk© MÖnY Kiv| G mfv gvwmK, ‰ÎgvwmK, lvb¥vwmK wfwË‡Z n‡Z cv‡i| Avevi wewfbœ ai‡bi Kg©m~Px 
wfwËK n‡Z cv‡i, †gŠmyg wfwËK n‡Z cv‡i| miKv‡ii wewfbœ Avw_©K Kg©m~Px n‡Z cv‡i|  
 
L) mKj Rb‡Mvwó‡K e¨vswKs †mevi AvIZvq Avbqb Kg©m~Px t  
mgv‡Ri mKj‡K e¨vswKs †mevi cwiwai g‡a¨ wb‡q Avmvi Rb¨ wewfbœ ai‡bi †cÖvWv± †hgb †gvevBj e¨vswKs, AbMÖmi 
Rb‡Mvwô‡K e¨vsKgyLx Kivi Rb¨ †mev mg~n webvg~‡j¨ A_ev bvg gvÎ g~‡j¨ cÖ`v‡bi e¨e¯’v MÖnY, wmwbqi wmwU‡Rb‡`i 
Rb¨ Avjv`v †cÖvWv± D™¢veb Ges †mev c×wZ mnRZi KiY, †Zgwb AcÖvß eq¯‹‡`i Dc‡hvMx AvKl©bxq wPËwe‡bv`bgyLx 
e¨vswKs †cÖvWv± cÖYqY BZ¨vw`| 
 

MÖvnK mZK©Zvi j‡ÿ¨ bgybv¯̂iƒc KwZcq wUcm& t  
K) mvaviY e¨vswKs msµvšÍ wUcm t  

 cÖ‡Z¨K cY¨ I †mevmg~‡ni kZ©vejx mZK©Zvi mv‡_ cov t †Kvb cY¨ I †mev msµvšÍ ‡Kvb Pzw³ ¯̂vÿ‡ii c~‡e© 
MÖvnKMY‡K Pzw³‡Z ewY©Z kZ©vejx g‡bv‡hvM w`‡q co‡Z I eyS‡Z n‡e hv‡Z K‡i fwel¨‡Z †Kvb ai‡bi weiæc 
cwiw ’̄wZi m„wó bv nq|  

 wnmv‡e cwiwPwZ cÖ`vb Kvixi `vq-`vwqZ¡ t wnmveavix I wnmv‡ei cwiwPwZ cÖ`vbKvixi KZ©e¨ I `vqe×Zv 
m¤ú‡K© Rvb‡Z n‡e| ‡hgb-†Kvb wnmv‡e Rvj RvwjqvwZ I Awbqg †`Lv w`‡j D³ wnmv‡ei cwiwPwZ 
cÖ`vbKvixi wewa †gvZ‡eK wKQz eva¨ evaKZv i‡q‡Q ‡m m¤ú‡K© AeMZ _vK‡Z n‡e|  
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 Avw_©K Z_¨vw` cÖKvk t MÖvnKMY †Uwj‡dvb, B-‡gBj ev †Kvb I‡qemvB‡Ui gva¨‡g Zv‡`i Avw_©K Z_¨vw`, 
†hgb- wnmve b¤^i, †µwWU KvW© b¤^i, cvmIqvW© I Ab¨vb¨ e¨w³MZ Z_¨ Z„Zxq c‡ÿi wbKU cÖKvk Ki‡e bv|  

 GwUGg ey‡_ †jb‡`b t GwUGg †gwk‡b MÖvn‡Ki c‡ÿ Z„Zxq ‡Kvb e¨w³‡K †jb‡`b Kivi Rb¨ MÖvnK KZ©„K 
AbygwZ †`Iqv DwPZ bq, GgbwK MÖvn‡Ki ¯^vgx/ ¿̄x, cyÎ ev Kb¨v, e¨w³MZ mnKvix‡KI bq| 

 †µwWU Kv‡W© †jb‡`b t MÖvnKM‡Yi ‡jb‡`‡bi gva¨g wn‡m‡e hZ ‡ewk m¤¢e †µwWU KvW© e¨envi Kiv DwPr, 
wKš‘ D³ †jb‡`b Aek¨B Zvi mvg‡_©i g‡a¨ _vK‡Z n‡e| †µwWU Kv‡W©i cÖwZwU †jb‡`b m¤úv`‡bi ci 
KZ©bK…Z UvKvi cwigvY hvPvB Ges KvW© †diZ cÖvwßi welqwU wbwðZ Kiv DwPr|  

 WKz‡g›Um Rgv`vb t e¨vsK wKsev MÖvn‡Ki c‡ÿi DwKj e¨ZxZ Ab¨ †Kvb Z…Zxq c‡ÿi Kv‡Q MÖvn‡Ki cwiwPwZ 
KvW© ev cvm‡cv‡U©i d‡UvKwc cÖ`v‡bi c~‡e© MÖvnKMY‡K mZK© _vK‡Z n‡e|  

 B›Uvi‡bU e¨vswKs myweav t AcwiwPZ †Kvb c‡ÿi KvQ †_‡K ‡Kvbiƒc cyi¯‹vi †RZv ev Ab¨ ‡Kvb cÖvwßi 
D‡Ï‡k¨ B›Uvi‡bU e¨vswKs wnmve †Lvjvi †ÿ‡Î hv‡Z cÖZvwiZ bv nb †mRb¨ MÖvnKMY‡K mZK© _vK‡Z n‡e| 
B‡Zvg‡a¨ †KD Giƒc K‡i _vK‡j Zv ANUb wn‡m‡e MY¨ n‡e| Giƒc †ÿ‡Î cÖ‡qvRbxq e¨e¯’v MÖn‡Yi Rb¨ 
MÖvnK‡K Awej‡¤^ e¨vsK Ges cywjk I ’̄vbxq cÖkvmb‡K Rvbv‡Z n‡e|  

 ‡ggwi K¨vk Kvh©µg t B›Uvi‡bU e¨vswKs Gi gva¨‡g †jb‡`b m¤úv`‡bi ci MÖvnK‡K h_vh_fv‡e jM AvDU 
Kiv Ges †ggwi K¨vk gy‡Q †djvi welqwU wbwðZ Ki‡Z n‡e|  

 

L) B›Uvi‡bU e¨vswKs Gi wbivcËvRwbZ welqmg~n t  
MÖvnKM‡Yi DwPZ-  

 wbR¯̂ G‡·m AvBwW/BDRvi †bg, cvmIqvW© ev wbivcËv mswkøó cÖ‡kœvËi Ab¨ Kv‡iv mv‡_ †kqvi bv Kiv| 

 mKj †ÿ‡Î GKB e¨w³MZ Z_¨ †hgb- GKB G‡·m AvBwW, BDRvi †bg I cvmIqvW© e¨envi bv Kiv| 

 eY© I msL¨vi mswgkÖ‡b RwUj I weij cvmIqvW© ‰Zwi Kiv| 

 cvmIqvW©wU wbqwgZfv‡e cwieZ©b Kiv| 

 B›Uvi‡bU e¨vswKs G cÖ‡e‡ki Rb¨ A‡b¨i Kw¤úDUvi e¨envi Gwo‡q Pjv| 

 †hme I‡qe mvBU encryption (mvs‡KwZK wjwc) wKsev Ab¨ †Kvb wbivcËg~jK c×wZ e¨envi K‡ibv ‡mme 
I‡qe mvB‡U †Kvb e¨w³MZ Z_¨ cÖ`vb bv Kiv| 

 Kw¤úDUv‡i nvjbvMv` Gw›UfvBivm mdU&Iq¨vi cÖ‡UKkb wbwðZ Kiv|  
 

M) FY I AwMÖg wel‡q MÖvnK mZK©Zvg~jK evZ©vt  

 FY I AwMÖg Gi cY¨ I †mevmg~‡ni kZ©vejx mZK©Zvi mv‡_ cov t FY ev wewb‡qvM msµvšÍ ‡Kvb Pzw³ ¯̂vÿ‡ii 
c~‡e© MÖvnKMY‡K Pzw³‡Z ewY©Z kZ©vejx g‡bv‡hvM w`‡q co‡Z I eyS‡Z n‡e|  

 Rvwgb`v‡ii `vq-`vwqZ¡ t MÖvnKMY‡K Rvwgb`v‡ii KZ©e¨ I `vqe×Zv m¤ú‡K© Rvb‡Z n‡e| ‡hgb-FYMÖnxZv 
FY cwi‡kv‡a e¨_© n‡j Rvwgb`vi D³ FY cwi‡kva Ki‡Z AvBbZ eva¨|  
 

N) ’̄vbxq I ‰e‡`wkK †iwgU¨vÝ wel‡q MÖvnK mZK©Zvg~jK evZ©v t  

 ¯’vbxq †Kvb †iwg‡UÝ †mevi †ÿ‡Î e¨vs‡Ki Av‡ivc‡hvM¨ PvR©mg~n Ges MÖvn‡Ki/Av‡e`bKvixi eva¨evaKZv I 
e¨vsKv‡ii mxgve×Zv m¤ú‡K© Rvb‡Z n‡e|  

 ˆe‡`wkK †iwgU¨vÝ wel‡q e¨vs‡Ki cÖPwjZ wbqgvejx m¤ú‡K© MÖvnKMY‡K Rvb‡Z n‡e| cvkvcvwk e¨vsKvi‡KI 
Zvi `vq `vwqZ¡ m¤ú‡K© m‡PZb _vK‡Z n‡e|  

 


