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chv bs-01

1.01 DcpgibKit

1972 mij “ubzZviBvi 1oBIZi ATk 26/72 Abigr bikbij esK Ae ciKib, esK Ae
enlqijcy Ges ic@qii K GB 1Zbil evstKi mgdfy 1vORIE tmibijx eisK MIVZ ng| cieZ€Z 15
btfod, 2007 ZwitL miKvix mxSiAbiugr TORNE tmibvjx e"sKiK Kic#®UBRW Kivi giatg fmibijx
ewsK 1jigiUtW ifcisiiz Kiv ng| ez@tb tmibijr esK wjigtuW 1 iki 62gnjKibvaxb 1 epEg
enbiR"K e"sK (State Owned Commercial Bank) Inimie e'vsiKs Kih@@g ciiPvjbv KifQ, hvi m™1 ~Ri
35-42, 44 giZiS§ ewbiR'K GjvKv, XvKv-1000 G Aei Z | G t7tki “# ieKikgib e'vsiKs critmevi
evcK 1 izi mt_ mit_ cBi DrkI@i AutjuiK MOKE i cDiki DEFIVET  eyx cilquy Dx@gx
cDkii Pic ciY reAiiiciW, eisjiik eisK, caib Kihn@q, XiKi Gi bt &bvi AitjwtK Internal
Capacity Adequacy Assessment Process (ICAAP) Gi ArlZig OMBWjBY Ab gt WJiR Ae A'vimims
Kiogii mirf® GU BFjigkb 1itcU@Guidelines on Methodology of Assessing Customer Service
& Evaluation Report) bnZgiji0 ciyb Kiv ntju|

esIKs e'emiqi cY' ntjv limed] esiKs c@ovtb estKi MAOKMY e'emi g 1K fe yZ Aeib
KitQb] fmev gfK c@Owb inimte evstKi gf Jy~ MOKMLYi mie@ m3io AREze MOK tmev cOb
Kiv] estKi c@b 1 gf DITK nijv evsiKs e'emiq Absgw™Z ierfooritYi tmev cOtbi gia‘tg
ROMEYi Aw_©tjbt b I e’emi-ewbR K mnRZi, bfP1 “&Zi Kiv| eZ@b c@AthuMZigiK e isiKs
e'e g MOK tmevi gib AvaypK I gvbmaiZ Kivi tKib 1eKT thB| MOK tmevi gib h_vh_ bv nij e'isK
e'emii terfboePiK KisiLZ c&x AR®moe bq| tm jiy~ tmev cvkid™ 1 msio micty 2 i Al
AR®Di 1bigE c@lb Kih@q t 1K cfZibgZ ciigk@Qb Kiv ntq K| GZ miZ} ierfboeni ki®
c@tebmn rerea mF 1 1K c® Z_Woiwgr cBqgib ng th, kil ch@yi MOK fmevi gib GLbI KisiLZ
ch@ Db nq biB|

evsjit tki mgMAAjRYo GB e'istKi tekij thUlqK©c@ 02(CB) tKul MOK Ges ntiK iKg cY" I
fmev e"vsIKs criPyjbvi 14T iekijZil %ePiT i gilv msthiRb KtitQ] dij KisiLZ M@K tmevi Afiie
esK Gi Dci verfbaeitYi ArfthiMi mghiM md ni"Q| Arftht mdi KuiY ietkbtY GB e"stKi ierfboe
ch@ A_® ibgd¥Kiix Kin@g/Aidim 1 kiLv mgta mp ArfthiM 1™ GIET 1elig MpiZe™ c tyici
mipr" ® Kg@iKiby, Kg@iva 1 buZgijii AbgiiZB hwh_ c tyc MAYi Ak mimie Pz
ntqiQ] BiZcte@PJZ Surprise Visit Gi 1ba@Z ditgiU Customer Service Evaluation Report
k1O cKpgug MOKE™ i mvt_ mivmii K_v ejv ev tKib aiitYi gZigZ ev gS&" tbavi myhwt by titL vagyT
Kivitgiex ckpgig kiLvi ewn'K ev “K'gib Ae itbi Dci fiE Kti wis Kivg MOK msioi relqu
c@dijZ ng by] D3 Afie ciYit_@viethodology of Assessing Customer Service & Evaluation
Report ieliq GB e'vstKi GZ mspudi bwzZgvgy ~U6iKitY 1 Kg@iva Abligx “wgZjcijibi relqu
IIOZKitY cZ buzZgvjul | izZeXdigKy iiLie gig@'e ichy KZE€yi ~p Al I iekin ifgiQ]

GKIU c@thuMZig§K eemigK critek 1 crieZigkij MOK Pun’vi KiitYB MOK fmevi relqiU AR
AiaKZi "elPT'gq niq DiViQ| GB “ePT'gqZy Dijlthii fite tetoB PjiQ| 2B GB e'wstKi cCE
tmevi gbiK KisiLZ ch@ ivLtZ Ges MOKE T 1 @nsiyiYi cikicuk evsK ~f @nsiytY 1bgsy,
KiwigiiK ch@jwPby Kivi ee T ivbimn 0Guidelines on Methodology of Assessing Customer Service
& Evaluation Reportd Gi ctvRbiqZy ifqiQ]



chv bs-02

G e'stKi mKj kLvi Customer Service Evaluation Report “Zix/c@ythi 1ielqiU g§Zt 1ieRtbm
tWifjctgU Wifkb, tmibvjx evsK 1jigiuw, c@b Kih@qg, XIKi KZ ciiPwjZ nie] Zte mKj
fRbvtij g'vibRviim Aidm KZ&Abyic Kih@g ciiPrjby Kiv nie|

msik@ e FiM/Kih@q KZ© DijisZ Kih@ i e igb, cricijb, ciieZ® crigiR® mstkvab Ges mgq
mgq nijbi™ Kiv nie|

1.02buZayjvi DITK't-

MOK tmev I ArfthiM mspuSiSEK e'e ichii teliq “y0 thex titl e'wstKi Au_©1 1ZkijZi AR Zy
ati i 8 @bZg gib”U eRug titL 1ePYYZii mi_ MOK tmev cOibi relqil ibiOZK:T 1boed®
DiTK" eV bugth GB e'vstKi AutjiP" buiZgjwl c@Z nigiQt-

1] MOK m3i6 AR®I Zv ati iy

2| MOK 1 @siyY;

3] G evstKi mgyg ARD1 Ayhaely,

4] bvgmtaZ 1 Kihi tmev cQb 1idZ Kiy;

5] Kihiei tmevi 74T 92y Abgb 1 rekjm mig Kiv;

6] misiIRbKFte “yzvi mt_ “& 1 KihiGifite fmev cQb;

7| tmev cOtbi 11T msik@smKiji Rb™ GKB (uniform) cxiZi cEjbmn Zv Kihi Kiv;

8] estKi tmev fctZ tmev cxiZ Kihf@g meltK@OK miPZbZy eyxi gia’tg mipug MOK “Zix Kiv 9
e"istKi givdy,c€x 1 migwRK “vgexZvi avivewnKzy eRq iiLy;

10] tmibvjr e vstKi mie©MOK fmevi gib maatK@v & Ae i AeinZ nlgy|

11] 1bogebi MOK fmev I MOK Amsioi KiiYmgr iPiyZ Kiv|

12| M@K tmevi gib KisiLZ ch@y Db Kivi tKSkj iba@Y Kti mgwikgujyv “Zix Kiv|

13] MOK fmevi gib KisiLZ ch@y Db@ Kivi giatg MOIKE m3io 1 AvoMZ" evortbimn c@o6ubK
Dbab ZjwsZ Kii tmibvjx e"sKiK Adiv Mizkij 1 MOK eile Kiv|

14] mte®@ii eZ@b cAthuMZigiK esiKs e'emig fmibvjx e'istKi Ae tb myp Kiv|

1.03 ABbMZ ik

e'isK tKvalvor AvBb, 1991(mstkvabr, 2013 ch® c k& fitl eisjit k esK KZ© cCE bt &by
AitjitK AP bwZgijv c€Z®Kiv nijv] GB bnZgijvi cCk bt kbimgs ie~"gib ABibi maliK
gvT Ges GUv 1e™"gib tKib ABbiK crieZ®ev inZ Kii bi|

1.04 buZqujvi ctowmit

GB e'isK KZ{© Avil 1ePyYZii mit_ MOK tmev cOtbi ielqi 1i8Z KitZ bnZgvjul GKiU cYeM
cxiZiffc KR Kite] MOKE i c@ “wgZieva Ges MOK fmevi mit_ RioZ SiK e'e ichil Avijw”
bnZgvgwli GKIU | 1:Zg¥@Ask| 2B, bmZgvjul tmbvjx evsK ijigtUW Gi c@b Kih@gmn mKj
ic®cij Ardm, AvAIFK Kihgyg, Kic@iU kibmn mKj kiLvi Rb” cfnR™ nte




chy ps-03
LU-2
MOK tmev

2.01 c@ZowbK Kiigy

e"istKi gvdy, c&x 1 mgnRK “vgexZy cOZ. | isZg¥@1Tik mgr ARBI cikveik myMOK fmer vibi
ielqiUiK e'istKi AM@KyigfK DITK iimie MY" Kiv DIPZ| G Rb" e"e ichy KZ@ytK DbZeMOK fmey
cQtbi relqui mi_ cDyfite mali3 nlgi Aek'KZy itqiQ] G jiy~ G e'stK MOK tmev ArfthiM
e'e ichvi Rb” GKIU ¢, K Kiwtgr vKv ctqiRb| clmibK Kivitgy kiskijr KiY Ges MOK fmevi gibiK
mghZeivLii 1y~ e'wstKi célb Kwh@q I tRbvtij gvtbRvilm Aidm, ic@cij Aridm, AvAIjK Kihgyq |
kiLv ch@ MOK fmev I ArfthiM e'etchy fmj MVb KitZ nte] 1cAAP Gi AlZig 0Guidelines on
Methodology of Assessing Customer Service & Evaluation Reportd c@ytbi jiy™ e'stKi c@b
Kihgtg 1K #yfite GKIU 1 c@U tRbitij g'ibRiilm Aidim c@lb Kih@iqi Abyic GKIU Kii
Customer Service Evaluation Cell MVb KiiZ nte] c@b Kih@tqi reRibm tWifjctgU wifkib
tK> “fyfite D3 Cell MIVZ nte Ges mKj kiLvi Kiogii mifF®BFijigkb mspusiKih® 1K f e'istKi
bt~ &bvi A jitK ieRibm tWifjcigU Wifkb KZ&malv™b Kiv nie]

by e vsK ijigtUiWi MOK tmev 1 ArFthi e'e ichy tmj Gi cZowbK Kiitay ibedet

feRtbm tWifjcigU ) )
MWifkb, c@b Kih@qg, XiKy Customer Service Evaluation Cell (k")

gib jOuis diBbwiYs ictFomb GU ArfthiM e"e ichy ij

iRJ W WiFkb, célb Kihgy
N o o .
@WU GU BYicKkb ifkb-2 enlbixyv Kigxb mgiq kiLvi MOK?™ 1 1bKU nZ gZigZ msMOKiv
@bvi 1j gvtbRuiim ch@ner Service Evaluation Cell (cé) Kih@tqi Abyic)

% Aidn 1 AAGK EI kU@YicKkb Gi gia’tg MOK fmev gfigb >
< kiLv ch@ K Int W 1 Arfth e ich tmj >
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2.02 1K "1 Customer Service Evaluation Cell Gi Kih@qg t
2.02.K. OM@K tmevi gib Dbath MOK fmev I ArfthiM e"e iichr bnZgiji0 mspusiKih@g ibinie
bt~ &by fgvZieK malu™Z nie t
> e'stKi imBI Ges e"e Ichv cliPijK Gi mimii ZZjeavth 1K™ %) MOK fmev tmtji Kih@@g
cliPwjZ nie|
> 1eRtbm tWiFjcigU Wifkb Fiel tZ evstKi MOK tmev mspusibuzZgyjv c@pb, ciieal®)
cligiR®) mstkiab, 1irfD Kih@g 1 bZk ciiK iby mspudiKih@g med™b Kite|
> inDgb vitmim@WrFkb Fiel tZ evstKi KgEZ@Kg@imitYi Rb™ MOK tmev mspusimyio
APTY teia cldjb, crieal®) criigiR®) mstkiab, cPi, c®yb 1 1ivfD Kih@g madv™b Kite] G
Kih@g madv b 1K ™R MOK tmev tm§ mue®© mnthuMZy cOb Kite|
> 1eRtbm WiFjcigU WiFkb Fiel tZ MOK tmey mspusimifF®—"1OWEKi=gii PU® I MOK
miPZbZi Kg@ cab, crieal® cligiRE) mstkvab, ci I 1ivfD Kih@g madvb Kite|
> AMWU GU BYtcKKkb Wifkb-2 Gi ZZgaith ewl®kiLy cii k@i mgq cii “kiEKiix Kgieze©
KZIOMDBEKi mimii mvrkyi M@Bbi gvatg MOK tmev g§igb Kiv nte|
> gubjUnis, tUtiwiRg dBbwYs ictFomb GU rFRj WY Wifkb e'stKi Arfthil e“e ichy
mspudi bnZgijy @b, ciieal® ciigiR® mstkvab, 1irfD Kih@g | bzl criKiby mspusi Kih@g
medb Kite] tK f MOK tmev fmjmn mKj kv 1 1bgdkKvix Kih@omgtn moiwbZ MOK KZ©
DlwcZ ArFihimgr Zviv ib GiE Kite | GQuov MFt GKiDUm GU mwf@m Wifkb Gi wbgdkyarb
eistKi 1K /&y 0KJ tmUii0 G o® AvFthiMmgr rfiRj WY Wirfkibi Complain Cell b~ GiE Kite|
> G bnzgijv mspusiKih@g mgA mPriziftc madv™ th e'istKi mB1 Ges e“e ichv cliPyjK Gi
ibt ™ utg Ab o™ MWirFkb/WcU@U ctovRbig mnthuhZy cOb Kite|
2.02(L)_Customer Service Evaluation Cell MVb cxiZt

G estKi mKj kiLig Kogii mif®BFyjigkb Kite c@lb Kih@iqi reRibm tWifjcigU wWifkb|
ieRtbm tWifjctgU Wifkb Gi tWey tRbitij gVvibRii gin© gtk c@b Kii D3 wefitMi GKRb
Gim="wU fRbvfij gibRii, GKRb mibgi c®cij AdmiZic®crj Admi Ges gubjUuis,
tUtiwiRg diBbwYs ickFbmb GU rFiRj WY Wifkibi GKRb mibgi ic®cvj AdmviZic@cyj Aidmii
Gi mgdfy Customer Service Evaluation Cell MVZ nie| c@U tRbitij g'vibRiiim Aidim GKRb
Gim="wU fRbvtij gvibRvi Ges GKRb mibgi ic@cyj Admific®cij Admitii mgshy cébo
Kih@tqi Abyic GKIU Customer Service Evaluation Cell MIVZ nie|

2.02(M)_cd Kih@tq MivZ Kvdgvi mwf@BT vjiakb tmifi cii”ki®Kih@qt

c@b Kih@tg MIVZ Customer Service Evaluation Cell KZ&©.KZ©yiq Abjgr thi fclriZ cab
Kih@tqi ibe@®Z ibe@/Kgez@biK kiLv cii k@i Rb™ “Rivi"k cQb Kiv nte] c@b Kih@tqi
ibe@Z ibe@x/KgZ@b eisjit™k evsK KZ{© Abygin™Z ckipgvi QK msiké kiLvi MOtKi 1bKU niZ
Z_" msMaxef® mai¥Grormat WU c# Kti 1bR™AgZvgZ 1 mgwikmn vitcWGAKIEE Zv Customer
Service Evaluation Cell Gi 1bKU “wLj Kiteb| c@b Kih@tqi Customer Service Evaluation Cell
KZ{© cii ki Rb™ o2 gvim 3U kiLv infmie eQti 361U kiLv lhe®@b Kiv nte] Zbita™ 181U kil
kni vREK 1 18U kilv M@ rfIEK nie| kilv ibe®tbi 1T mKj tRbitij gvibRviim Aidimi
Al Ziab kiLmgriK mgniti tetePby KifZ nte] Cell KZ®. Bi cte™h Dc ictbi ga'ig
KZEtyi Abjgy bty he@Z ibe@/Kglez@Y eisjit k esK KZ©.Abygn™Z KWitgiMZ ckogyi
FIETZ c@U kv niZ ““ePgb cxiZtZ 05 Rb Kii ewrmiK me@U 180(36 X 5) Rb M@Ki
miZKvi ibteb] “TgumK rfiETZ cii kEXZ.9U (3 X 3) kilvi tgil 45(9 X 5) Rb M@tKi
mZKvi mefjZ ofdte tbi Dijthwi mgm'v_tjv wPryZKiY Ges Zvi e erfiEK mgvartbi Deig
ha@Yceelqu KZ@y mgxtc Dc ich Kivnie]
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2.02(N) buzZaijv mspusiKin@at
e"istKi MOK fmevi gb Dbaggb G tmj ibieasY® buZgvjv mspusl Kih® mad™b Kitet-

OUTAWN

MOK fmevi ieliq tgdijK c@ZowbK “y9fite Z_v tizK Ark@@6y Kiv|

kiLimgtn myAMOK tmev I miaviY e'e vchvi J1y ctouRbig buZgvjy c@b Kiv|
KgiEZ&Kg@iMtYi Rb™ mydo APTY teia cdb Kiv|

mirf@--""OW@ Ki=gvi PU® c@b Kiv |

MOK miPZbZy Kg@ c@b 1 cPi Kiv |

MOK tmev I Zvi cxiZMZ ~e§Zv chjiPby Ges D3 ~egxy ibimbKti “TgumK rFiEIZ mfi
AifqiRb Kiv|

c@® Arfthwimgini gta™ b Gbok Aib~ GbodFthiMi GKIU nijbii™ seeiYr, MOK fmev ev ctY'i
gvo Dbakbi mgwikgijy mnKiti GKiU msiyR cdte™b Aa@il©OfiEZ e'istKi tertW@c ich
Kiv|

2.02 (0) criPyjbMZ Kvh@qt

L.

2.
3.

o

mimii MOKMLYT 1bKU ntZ o® Arfthid, e'stkKi AvdijK WOK fmer I Arfthi e“eichy imj
Ges kiLv ch@yi MOK tmev tmj T 1K c® ArfthiM_tjvib GIET e'e 1 MAY Kiv|

AAIjK MOK tmev I Arfthwl e'e ichy tmij i mie® Kih@g Z ik Kiv|

h_mgtq ewsjt™k evstKi WPV cTw'i Ree cOb 1 fhiwthi iy Kiv] G mtj c®
Arfthiv_ tjv Ab™ tKib lefiM msik@ nij GB tmj bR “wqiZjmsiké iefitMi md_ thivthviMi
gva’tg ctuRbig Z_" msMOK: evsjvi k e'istKi 1bKU Reve fcdY Kiv|

MOK tmev mspuibnZgvjvi tKib clieZi®) ciiea®ev bzl tKib buZgvjv ctbi ctqvRbigZy
Ab¥Z ntj Zv ewstKi e'e ichy KZ€yi 1bKU cQeikiti fck Kiv|

evsjit~k estKi bt &b cricijb 1 e igb Kiv]

mimii MOK, e'stKi AIAIJK Kih@g ev kiLi niZ c@® Arfthiimgs rjicex Kivi Rb™ GKiU
FIR=vi msiyY Kiv]

gumK/&TgumK rFRIETZ c®, b (bok Aib™ GbodFthiiMi teeiYr evsjii k evsiK lige fcw@ji
ga‘tg “wLj Kiv]

2.03 t AU GU BYicKkb mifkb-2 Gi MOK tmev gf vab mspudiKin@at

cal kiLvi enl®ibinyy Kin@g matv™thi mgq cii~kiEKiix KgZEh™ ePgb cxiZtZ kiLii bibZg
10(Ck) Rb M@tKi gZvgZ Mab Kiteb| GiyfT MOK Abjgw™ Z cKpgi (msthvRbi-K) gva'tg kil
MOK fmev ma(iK@vi gyeib gZigZ cOb Kiteb hii vRIEIZ cii~kigKvix Kgkzerii ™ kiDcie ™ tb
kiLvi MOK fmev malfK@bR ~gsk™ Kiteb] ol kiLvi 10Rb M@Ki gZigZ mefjZ cybKZ.
dlgmgﬁc:W| KigKvix Kg@Z@lich@l mii_ msiyb Kifeb|

1. kiLvchéqi MOK fmev I ArfthiM e"e vcbr W t_tK o® ArfthiM, tjvi tb (iEi e'e v MY Kiy

2. Aaib kiLv chéqi MOK tmev I ArfthiM e"e vch tWi i Kih@g Z vilK Kiv|

3. 1K/ Customer Service Evaluation Cell Gi mid_ thivthM % Kiv 1 h yimgiq Zvt™i cTw™i Rewe
“ib Kiv|

4. miwmii MOKMEYT 1bKU niZ ev e'vstKi kilv niZ c® ArfthMmgr ijicex Kivi Rb™ GKIU fitR—vi
msiyY Kiv|

5. gumK/xTgumK rfIEtZ (ciez@yiimi Kk ZwiiLi gfa”) c®, b Ghok Aib (bcdifthiMi GKiU
ieei Yx Ko~ Ry MOK tmev I ArFthw eetchy tmtj bgigZ tcdY Kiv|

6. ewsK kiLv, 1jviZ MOK fmev “vb I ArfthiM e“e vehg ie™"gib mgm'v ibimbKiT kiLv chéqi MOK fmev |
ArfthiM e ichr tWi ibiqwRZ KgiRz@tYi md_ “ToumK vRIEIZ (mgiR “TgumiKi cieZ@giimi 15
ZwiiLi gia") gZiebgg mfui AdqiRb Kiv]
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2.04 (K)_Customer Service Evaluation Cell MVb cXiZt

c@U tRbitij gvibRiilm Aidim GKRb Gim="wU tRbitij gibRii Ges GKRb mibgi ic®cij
AdmiiZic®@cij Aidmidii mg3fy c@b Kih@tgi Abyic GKIU Customer Service Evaluation Cell
MIVZ nie]

2.04 (L)_Rbutig g'vibRrilm Avdim MVZ Kiogri muf@BFvjsakb tmiji cii”k®Kih@gt

IRovti§ g'vibRvilm Aidim MVZ Customer Service Evaluation Cell ermfi Zi™ i AvlZiab bipZg
500 kiLv c@b Khgq KZ© Abjgw Z digiUi gatg cii k® Kite | GRb™ ibe®Z
ibe@/KgZ@btK kiLv cii “k@i Rb™ “Rivt "k cOb Kiv nte] msik@ 501U kiLvi MOKi 1bKU ntZ
Z_" msMazei® kiLimgtni MOK fmevi 1eliq R ~gZigZ 1 mgwikmn vitcUGAIKtE Zv 1K fy
Customer Service Evaluation Cell Gi KU “wLj KiiZ nie] GZ mspusl Kg@iKiby ermtii
Ti#ZB clyb KitZ nte|

2.05 tic@crj Aidm 1 AvAijK Kih@tgi Kih@q t

1. kiLv ch@i MOK tmev I ArFthi e'e Ichy Wt 1K o ArFthiM_tjvi b8iET e"e T MAY Kiv

2. Aab " kiLv ch@i MOK fmev I ArfthiM e'e ichr tWi i Kih@g Z vilK Kiv | kUGl U6
BYicKkibi mgg MOK tmevi ielqiu Z vilK Kiv|

3. 1K Ry MOK tmev I Arfth e'e Ichr tmigi md_ thithid iy Kiv I homgtg 21 cTw’i
Rere "wb Kiv]

4.mimii MOKMLYi 1bKU ntZ o Arfthiimgr ijicex Kivi Rb™ GKIU tilR--vi msiyyY Kiv |

5. gimK/>TgumK rFELZ (ciez€yimi "k ZwitLi gfa’) o, boibok AibBiboarfihiMi GKil
ieeiYx msik@ tRovti j g'vibRviim Aidimi tmij toaigZ tcdy Kiv|

6. €1sK kiLv_1jvtZ MOK fmev “vb I ArfthiM e'e tcbig 1™ gib mgm'v ibimbKET kiLv ch@i MOK
fmev I ArFthiM e"etchy fWE ibiquRZ Kg&z@tYi md_ ¥TgwmK rRiELZ (mgiR kTgumiKi cieZ©
gvimi 10 ZwitLi gfa”) gZieibgg mfvi AdqiRb Kiv|

7. mivmii MOKMEYT 1bKU ntZ o® Ges kiLv ch@i MOK tmev I Arfthi e’e ichy tW t_tK c®
e'stKi e’emv Dbatbi M@EKi ciigk@eliq cieZ@yitmi 5 ZwitLi gta” mska icl/Avil KigiUtZ
ch@jPbv Kiv Ges g3&'mn msiké tRbvtij g tbRvilm Aidimi tmtj tcdY Kiv]

2.06 (K). kiLv ch@yi tni fW~ I ArfthiM e’eichy tmiji Kih@jit

1. kil chégi MOK tmev I Arfthi e’e vchy tWE mimii MOKMYi 1bKU niZ tUijidith ey
JILZVKiti o@ th tKib Arfthwt ib GIEKET Kihi©i et MAY Kiv| tKib M@K mKkixti kiLig Gim
msik@ tWi« Arfthi “viqi KifZ PBEj 2™ i Arfthi “ah@nKiti I ASIKZvi mit_ vy |
b GET e'e 1 Kiv|

2. kiLv chitqi MOK tmev I Arffhi e vchy tWct 1K MOKM:Yi ctoqiRbig th tKib iIRAmii Reve
cQOb Kiv|

3. tUrjtditb 1 1jiLZ o® Arfthi vjicex Kivi Rb™ 20U vFoodfbctilR+vi msiyyY Kiv| AZtci
L ieZibyt i AM@Kyi rRETZ Arfthi_tjvib GIET Rb™ Kihii e'e 1 MAY Kiv|

4. gumK/aTgumK rFIETZ (cieZ@yvimi c® ZwitLi gta”) c®, b Gbok Aib Ubo&FthiMi GKiU
ieeiYr ev cldte b ibqigZ Fite msik@ ibg3kKiix Kihg@tq fe Kiv]

5. RiUJ ArfthiM ib™ GiE vKsev G reliq b &bvi Rb™ ctquRib ic@crj Aidm/AvAIJK Kih@tq fcdY
Kiv] re@crj Adm/AlAIJK Kih@g MOK fmev gyigb | ArfthiM ib™ GET Rb™ msikés tRbiti j
g"bRviim Aidimi mvi_ thilvih Kite|
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2.06 (L). MOK tmewq cZoubK i Fau/tbiZKZy t

eisK RbMY, RbMiYT A_@v At ®©mgZJ" cY" ibiq Kiievi Kfi K] giby me@B D"PiKveLx| Avi A ©
nt"Q GKIU ~Uk&Zi mai™| KitRB giomsiZ MOK fmev 1 iekMihiZy “WwB cditbi Rb™ AZie
JiiZe¥aelg] G "W ielq cébz bFEK:i c@ovtbi c@oubK “yofy, Arkd “bizKzZy teilY
aiib ev PP@ Ici| KRB MOK tmevi 1y~ G estK 1KQzgfonz, ACk©Kid. I "mizK gib™U
migiMOFte c@6v Kiv DIPr| G_ijvi cylibgyl PP@ gia'tg e¥sK GKiTtK cldmibK KZZ;c@ov
Ab'y K MOEKT lekMihi 2y ARDKi1Z crite |

MOK tmevi 11T G €K KZ©1KQZghjK Arkd "bizKZy c@dr PP@bISZ Kiv DIPZ, hi ibiace
elY®nijit-

v

109 K buZmgr

LLbs | gFonZ/AbiZKZy le WiZ veeiY

L igex 2y MOK fmevq IhiqwRZ KgZ@Kg®it ™1 "vg-"wgZj “vgex 2y
myto 1 mpi”@Fite wbaviY KitZ nte] ~p c@Ar I BiZelPK
gtbrfie Ibtq MOK1K fmev cOb KiiZ nie|

2. "7 MOKMYiK cCE tmev I cY" maGiK®kzZ@jx | Z_"wi 1yil
"QZy _KiZ nie]
3. mZZi 1 bvqcivqYZy KgZ€l Kg@imYiK MOK tmevq mZZy, magv, AvbyZ" |

ibitcyZi cCki®Ki1Z nte| MOK tmeiq IbigwRZ
KgRZ@YK Aek'B '3 "ft_©D1al® 1K KIR KiiZ nie|

4. clicijb MOK fmev "vbKitj c20ibi KgkZ@Kg@iiYiK Aek'B
GZ mspusliera-reab, bnZgvjv Ges evsjit™k e"vstKi
bt &by h_vh_fite ciicijb KiiZ nte|

5. thivcEy c@6uthi cY" I tmev PijyKivi ty 1 Acitis imf+1ig
ibivcEvi 1ielgU iidZ KitZ nie|
6. tMvchigZy ABbMZ eva'eiakzy, Rb " €e'istKi  f @siyY-c@Z tyl

e1Z1iTK MOKM1Yi e'vsiKs tjbt b c@outbi
KgkZ@Kg@iMYiK tMichigZy eRig 1WLiZ nie|

2.06 (M). e'vsK kiLvi miaviY e"e tchy mspusibnZavjy t

e"isiKs cxiZ Db&Zi MOK tmewgi niZ nie| fmRb” mgtq mgtq e'vsiKs cxiZ 1 MOK fmevi Ici Gi
cetK ch@jwhv KifZ nte| e'e ichi KZ@y KZi© Abygw™Z €K kiLvi miariY e'e ichy mspudi
GKIU buZgvjv _Kte hvi gta” ibiod@ ielgn™ ASF® KiZ citi t

K. ewsK kiLig cCE esiKs tmev ev mgaw™ i 1€ WiZ weeiY mafjZ cyKv (BstiRx I eisjiq)
MOKMYK miein Kiv]

mKj mifF@KD:Ui bt &K tfeW@kiDKiv|

oS gta” AKi iKfite mirf®ey evisK KiDUii cii ™ kDK iv|

eisK kiLv I GIUGY ey 1jviZ ibivcEy e'e v mgiq mgiq chteyY | DbZeKiv|

enr kiLv, 1jitZ 0AbyUb KiDWIi0 “ich Kiv]

MOK tmevi mit_ mai3 KgRZ@Kg@iMYiK c®yY ~wb Kiv]

miaviY MOKM:Yi Dcthidc evsiKs fmev ev cY” cPJb Kiv]

enl©FIELZ MOK: ™ i m316 1 ArfthiM b~ GET 1ieliq Riic Kiy|

O vo==r



D)

2)

3)

4)

5)

6)

7
8)

9)
10)

12)

12)

chv bs-08

GQuov M@K tmev Dbaeh ibtodd c el M KiiZ niet

ibivcEv clx 1 1ciUGm Gi gia'tg MOK fmev cOb AZ $iSiKcY@aig Zv Aiejinrel KitZ nte] G
ieltq c@b Kihggmn ibgd¥Kiir Kih@gq mgriK h_vh_ e’e ) MAY KifZ nie]

ZitY, DIk Ty 1 THU KgRZEK kiLvi tnTiWi« cTvgtbi ee v MY 1 “wgZjcrjibi bt &by
cQb| mKj mmieavixi micr tPK h_imgtq miein idZ KitZ nie, G ieltq mggtych Kiv hite
br] Ab" g “vgx KgEZ@Kg@ixt i leiztx e'e 1 Mab KitZ nte|

kiLvi czb AmeecT ciieZ® Kti “i6b™b 1 AapK AmeiecT “vch, A 46 mBbieWCl
lbgbmBb ciieZ®Kii kiLv “K'gb Kivi jiy" imLvib bZlz mBbieW@ibgbmBb icb, kiLv crimi
cii vi cri’Qbaily Ges critekl MOK ewe Kii Mto ZgiZ nte Ges kiLvi crimi 1 critek M@K
ee by ntj Zv Alejievzl Fetb “thistii ee? KifZ nte] fDPi | diBjcl/ tilRdvi 1Qiq
ILIZ nte Ab™ ig msikét ™ 1 ieiztx e'e 11biZ nie|

MOK: i emii Rb™ ch@® tPovi I tmidvi e'e v Kiv Ges MOK: i Rb™ cii wi UgtjU/lgikisg |
bugitRi Vbi e'e T KitZ nte] gnji™i c,K lqmizgi e'e 1 KiiZ nie|

c@thuMZig WK WKii Rb™ cikEZCtemiKvix estKi kilvi gizv G e'stKi kiLmgin KiZiZc
ibgsihi eet Kiv thiZz citi] Zte kilvi e’emigk Ae ? mi3IIRbK niZ nie] cOgK rfiEiZ
KicdU kiLmgtn kizvZe hgsihi e'e v Mab Kiv thiZ citi|

kiLvi KgZ@Kg®ixt™i APiY ciRIUF, MOK ele I gibieK niZ nie| e'Ziq msikat™ i ieistx
e'e 11biZ nie|

mUtRb PW@, imWDj Ae PrR® fiU Ae BUiti+ BZ'w™ MOK tmev matiK® Z " mafjZ tewd
kiLvi ~k'gib “vtb cCktbi e'e v MAY KitZ nte|

Arfthi ev-1U “k'gib “itb cCkibi e'e v Kiv] “ibK rFiEIZ ArfthiM ev- LtJ tLiZ nte Ges
tKib Arfthil _Ktj Zv kilv ch@/ibg3Kvix Kih@g/cédb Kih@q ch@y ib GiET ee 1 MAY KitZ
nie|

ch® msL'K KiDWi _IKIZ nie] MOK:™ i “ft_@erfbctW ™« I KDWimgs PiyZ Kiv Aek’K]
KiDUi Y ZigY Aidmii ¢ vgibi Di™"iM ibiZ nie]

tjib tmKktb Yy Aidmvi tbiqM 1"1Z nte] tjb Aidmitii “yZy Dbgth h vh_ c®yibi e'e v M
Kivi cikenk kiLvi Rbej ~#2Zv _WKtj Zvibimib DE™"M MY KitZ nie|

DbZeMOK tmev cOth Kgiz@Kgmiit™ i miPZb Kivi cikicuk c®yiYi ee v Mib KitZ nte|
ibaigZfite gumK MOK mgvtetki AqiRb KitZ nte] Kic@iU I cBg Kiogrit™i Rb™ Aic’igh |
Denvi mgMCeQitbi e'e 1 MAY KitZ nie

ierfoolizy tFiMd i FiZv cQb kiLv crimtii ewnti Kiv nij cKZ MOK: i DbZeMOKimer cOb
Kiv mog nte| G ieliq cfqRbig DI~ Mab Kiv thtZ citi

2.07 AP1Y teia t

e'1stK GKIU AWPiY teragyjv c@oubK mys azi ciigUtj £ 1K h v @ckiwi thiM'zy AR® GKiU
AF3hY mZK@alx inmte KR Kii K| ZiQuov ArfboiPiY ierail PPEMOK! i m3i6 ieab Ges
SIN@Gx e'vsKvi-Ki=-gvi malKEDbgehl mnigZy Kii| 2B bibwea | i:ZjietePbig tmbvjx e'isK
igtuW Zit™ i KgiRZ©Kg@iMtYi Rb™ GKiU eV émeiZ AWPIY 1eia c@@b Kti hiZ ibtecelY® 5iU
T Gi cfyM 1 c@djb NUte t

K.Rbej (MOK tmevq ibiquRZ KgkZ@Kg@iMY)

L.esK PZj (e"vstKi KgiZ@Kg@uMiYi cridiwiK thivihi Ges MOK tmev cQtbi ~ib)

M. wjj ~TiteR (evsK 1 M@K gia” Z_" ACb-cOtb e'eliZ “ijj clw’)

N.c@uqv (e"isK KZI©MOEKi m3i6 teaithi cugr ev cxiZmgr)

0.inZ/cQ (e vsKvi 1| MOKMLYi cvi” WK ipgi-c@ipgii cxiz)

APTY 1era c@b Kiv niqiQ hv msthiRbi-L g§ G buZgvjvi minZ msthiRb Kiv ntqiQ]
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2.08 t Ki=qui PU@ t

e'istKi mKj MOK, mKj kL, MOK tmev 1K "2Ges IigemiBtU Kv=gvi PU® Z_v mUtRb PWENi

Kic mmRjf" niZ nie]| KitRB e"isKiK-

1. Ki=gui PU@ cb 1 msiqlY KitZ nie Ges kiLv_tjitZl “yp mgii gta” cCk@®i e'ed KitZ
nie|

2. Aigit™ i TtgemBU, thnUk tew@©tci-i, 1jdiju ev th tKib gva’tg MOKMYT Aiakii 1 vg-"wgZj
Ges e'istKi AiaKvi I “ig-"wgZijmeGiK@enZKiY, c®i | cOkdi e'e 1 KitZ nie|

eisjit k e'vstKi Abyic Ki=gvi PU@mspusibnzZgijv G e'stKi imiUiRb P eib® AQ|

2.09 t mif® =" 10W@

tmibvgx e vsK 1jigtUW Zvi Rbej, MOK, MOEKi Pun v, critek 1 jiRi=K micU@Z w™ ielqu’
ietePbig tifL mif®="10W@@b KiitQ Ges msik@smKij Dnv cricyjb Kite] MOKE i Aizit ©
tmibvjx € vsK ujigtUW Zvi cC murf@ngini mgg magj Z thuUk kilv 1 Aidim cKitk” Sgtq ilLte
Ges IigemBiU cCkEKite|

eisjii k estKi Abyic mif®<="1UWS e"vstKi cZ mUiRb PUbnZgijig eb® Kiv nigiQ]
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2.10 MOK tmev I Arfthl e"e icby tmj Gi Koiz@tYi thivihviMi wKvbr cCki®t

ArfthiM “wLj oy mnRZi Kivi jiy e'sK Aek BN

K. K"y, iefiblig Kih@q, ic®cij Aidm Ges kiLv ch@i Arfthwl tmj msiké Kg€z@tYi big, c¥O©
WKiby, tUrjtcb bed, dv- bef, B-tgBJ WKibv BZ'w™ mntR “y9tMiPi ng Ggb “ith cCk®Kite|

L. tKy"f Customer Service Evaluation Cell mSIk@ KgRZ@1Y1 Abyic WKvbv 1igemBiU cOkdi e'e
Kite]

2.11 MOK miPZbZy Kokt

eZ@b mgtq B-evsiIKs Gi c@tii mi_mi_ A ©LIZ cBiYi, Rij-Rujquz, msKU, ~9&Z Ges
MOK nqivbi NUbv c@kB msNiUZ ni"Q| B-e"isiKs ejiZ Bij+K WiBm, thgb- KieliDUii,
JwWidib, fgeBj tdib, GIUGY, cigpU Ae tmj BZ'w i gia'tg msNiUZ e'vsiKs Y™ 1 tmemgini

tbt biK fevSig| MOK 1 e'vsKitii gta” Z_ " I thiithviMi e"eaib Ges MOKNMEYT Aw_©ikyy |
miPZbzZii AfieB Gmiei cOgK Kiib intmte iPryZ ntqiQ] Rvj RujquZ 1 cifiPiZ niY Ges miBevi
ibivcEr Fithi gZ ciii 1ZtZ MOKMLYi miPZbZB ntji gf c@tivaK|

MOK miPbZy Kg@ bnzZgvjyv clb Kiv nigiQ hv msthiRbi-M gi G bwZgvjvi mnZ msthiRb Kiv
niqiQ}]

2.12 buZaujvi cricigb t

K) buzZgvgvi bt ®ejri reliq e'vstKi ciicygb ibidZ Kivi Rb™ evsjvi "k e'sK 1hqigZ Z vilK
Kite] ewsjit k e'wsK evstKi 1bKU buzZgijvi cricyjb mspusiz_w™ PBIZ citi] im jiy~ Gfite
mieinKZ Z_"w muefiie Aek'B bvh’, mVK 1 malib@te|

L) Pjgib Z vinK Kih@tgi cikvewk binZgijuli ev igb I cricijb ni"Q 1K by fmRb" eisjvi Kk eisK
miiRigib Z $IKih@g ciiPijby KifZ cite|

M) eisjit "k eisK ibqigZfite 'istKi MOK tmev I Arfthib e’e tchii gib g§ vgb Kite]

N) bxZgvjvi bt ®@ejxi ciicvjib e @i ewsjii k evsK msika evstKi reigx e'isK tKimibx
ABDb, 1991 (mstkwaZ 2013 ch® tgizvteK h_vh_ k| ieab KitZ ciite]

2.13 cv i I kil it

buZgijuUi cricvjibi Rb™ tmbvjx e'sK ijigiUW Gi KgzZ@tYi Rb™ cy oi 1 buZgvjv FstMi “vig
ki § veaib Kiv nigiQ t

1] we>"gb bwZgji AdjiK c@Z G bunZgijvi mie®g AbjujbKiix Kg&Z€K 5000.00
(c® niRvi) UKy ¢ bigdK oy vi Ges gibbig clOKZK.Zvi Abig cidmicT cOb Kiv thiz
(o] |

2| bwZgijv cricijtb D mib 1IKsev e° @XgEZ@tYi Rb™ c@Z bnzZgvjy FsiMi “vig tmibrgx eisK
ijigtUW Gi PiKE reria gvjvi b &by tgiZiteK msika Kgez@Xg@iMyY Gi weistx ka i teab il
niqiQ hv cWR™ 14T cfM Kiv nte

3] estKi tKib MOK 1Ksev icO 1 Bij+fK igigmn Ab™ tKib igiWgr KZI© tKib KgieZ® reistx
DlwcZ Rij- Rujquz, A _@AiZmwr 1Ksev tKib Aibgtgi ArfthiiMi vRiETZ AbwUib/Z™ 181 D=
ArfthiM c@YZ ntj c@z bnzgvjvi FEIZ Ges 1ie™"gib tbqgbnZ 1 cQugvg o KgEZ@tYi ieitx
h vh_ ksLjiggK/kn §FK e'e ? MAY Kiv nie|
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2.14 buZayjv eV kigh t

G e'stKi MOK tmev I Arfthwl e’e ichy bnZgvjv ev bigbKi T KWitgiMZ 1" K 11K ibeagilZ Kih@g
Abyib KifZ nfe t

K. c@b Kihtq e’stKi Customer Service Evaluation Cell Gi c@b _1Kieb weRtbm tWifjcigU
Wrfkibi fWew fRbidij g'ibRvi,Ab” "Rb m™m" nijb WowW@hUi GKRb GIRGg 1 Gmicl
c gh©i GKRb Kgkze©] Arfthw e'e tcby tmj Gi Kih@g G e"stKi imBl Ges e'e ichv ciiPijK
Gi Aab I mimmi ZEgath ciiPujZ nte] G imiji c@b Kieb rfiRj WY WU Gi fwey
fRbitij gibRvi,Ab” “Rb m™m" nfjb Wew@bUi GKRb GIRGg 1 Gmicl ¢ gh©vi GKRb KgkzZ©
A ®D3 imj G bbZg 1ZbRb m™m” Kg& _iKieb|

L. iefilbg Kih@q MOK tmev I ArfthiM e"e Ichy tmj Gi Kih@g 1iefillig cédtbi thZiZiGKRb
ibe@/Kgz@n D3 fmj G b*bZg “§Rb m™m" Kg& _Kieb]|

M. ic®cij Aidm MOK tmev I Arfthwi e'e ichr tmj Gi Kih@g icl céXbi thZiZiGKRb
ibe@/Kgz@n D3 fmj G b*bZg “§Rb m™m" Kg& _Kieb|

N. kiLv ch@ MOK fmev 1 ArfthiM e'e ichy Wi i Kih@g kil c@Xbi thZiZjtgil “§Rb Kgz®
cliPyjbv Kiteb]|

0. e'vstKi Ki=gii PU@, mif®--1UW@ MOK miPZbzy Kg@ ieRibm tWiFjcigU iwrfkb
tK>~fyfite e igb Kite|

P. e'1stKi KgieZ€l Kg@imtYi Rb™ ¢z APTY iera inDg"ib nitmim@iWirFkb 1K #1fFite chab 1
eV bigb Kite|

Q. AR Y Wei@pU 1Ko~ fyfite Arfthwt e’ ichy mspusibnZgijv chb 1 ev igb Kite]

2.15 Kioqi muF@®BF vjygkb ritcOuL jKitYi et

c@b Kih@tg MIVZ Customer Service Evaluation Cell KZ&©.KZ©yiq Abjgr thi fc@riZ cab
Kih@tqi ibe@Z ibe@/KgZ@biK kiLv cii k@i Rb™ “Rivi"k cOb Kiv nte] c@b Kih@tqi
lhe®@Z ibe@x/KgZ®@b iba@Z mgiqi gia” msikd kilv miiRigb cii"ki® Kii esjii k esK KZ©
Abtgw™Z ckipgjvi QtK (lba@Z dig) msikd kiLvi MOEKi 1bKU ntZ Z_ msMaRef® mai¥@ormat iU
ctY Kt bR "gZygZ 1 mgwikmn vitcW@\KWti Zv Customer Service Evaluation Cell Gi KigiU
c@b/mgSaKvixi 1bKU “ulLj Kitebl]

2.16 Kvogvi muF@BF vjtakb iiicOul j cieZ@Xvh@qt

kiLvlguix o® Z_" Customer Service Evaluation Cell KZ{© hiPB eiQiB 1 ietkbyYcel® GKifZ Kti
Zt™ 1 gZigZ/mgwikmn DaiZb KZ@y eiveti “TgumK rFiEtZ Dc ich Kiv nie]

DciicZ Zi_ i vREIZ MOK fmevi gib Dbgth KZ@y KZ© MpiZ mxisimgwikmgr kiLv ch@y
e/ &igb Kiv nie|

2.17 Kvogui miF@BFyjigkb iitcU@M@Ki Yt

fmvoujx evstKi mefwbZ MOK!™ i tmevi gib Dbakb G aitYi cii k@1 MielYv Kih@g ciiPijZ nie,
h eisjii Kk evsKmn G e'vstKi DalZb KZ@hyi ibgigZ ch@yyY | Z iiKiZ Kie| 2B G aitYi
cli'k®Kih@g niZ o® Zt i AnjitK KZ@y KZ© MpiZ mxidihge AM@Kvi fiEIZ kiLimgin
Rizix rRIELZ eV bugb KitZ nte|

2.18 mstkiab Kih@gt Customer Service Evaluation Cell "WLJKZ. Report mgr ch@jwPbv Kii
Aibggmgr mstkiath cfovRbig gibUris Kiv nte] GQiov kiLi ch@) c@® Aibqgmgni tecitZ werfbce
mgtq KZ@y KZ© MpiZ imxishgr Cell e bigb Kite] ciZie tb o Abqgmgr mstkiatb mKj
fRbvtij g'vibRviim AidmiK ma(2 Kiv nie|
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2.19 Kioqvi mrf@BT vjiakb 1itciU@th ibiquRZ Kor@tYi APiY 1 bMZ i”Kmgst

mibgi ic®@crj Aidmi A_ev Z 3@ gh©ri Kg&Z@niZ nte| cii kDKih@tg hit™i mng 1 ~y2y
I AFAZy itqiQ ZviB AM@Kvi cite] ciikigKvix KgEZ@Y gwuR®e'enitii gia'tg kiLvi MOK: i
bKU ntZ Z_" msMOKite]| cii”kigKiix KgEz@ ZiryiYK Aibqg mstkiab Z_v Spot Rectification
Jbierj KiZ nie|

2.20 Kvogvi muwf@® BFvj3gkb vitcUOwL jKitYi mggmgt ~Ri thi @ Bmii 15(cibi) Kgeimi
gta" Customer Service Evaluation Cell G Report “wLj KifZ nie]

2.211bg8¥% I cricyjbt ieRibm tWifjcigU WrFkb KZE Customer Service Evaluation Cell

ibgisZ nte 1 M@K fmev Dbgth KIR nie| GQiov gub jUwis tUtiwiRg diBbwYs icFbkb GU
FIRj WY Wifkb G MVZ Arfthi tmj 1 G e'istKi Cell Center kiLvi MOK:™ i Arfthiimgr: b~ GiE
Kite]
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2.2 ARFCRL JHHER &= (K 15© T30 @3 918

MR 32 e 12T @ Wi T 2f S AR EITEN y1F [/NGES 517 oheg e iR [ few
s AR AR THAFe e Haweigm ¢ [k G verce Afoxfoqm| crie e fHiEGe
e g wifd 3 27 @ EIAIF ooty AP HIars T AT, ANfGs et srof @32 e
SISl AR FHANEH P N G &= ogfas G1efFe I8 bl IRl AAGS Grefee I8
Al 7 O ARG 932 TH© 2o e I JIF (@ 75 I b Al FACR G e
e AfscERefer &ifS e YR Yo Fare HafRe swiosf 7=e F1 2@ A

FIfR @l

&R Wewereyfer fRfom 4209 201 @36 Wcote fHrRe MR Rfow T ez T4 27 @3 Feirwa (FIfR
T4 T 92 FR RIS 936 s It s=wed 1 fofe tofd 31 817y T Siiwifie F31 o=y
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0] =L I T o110 [ KILii big t e 1gieBJ DS
e"VstKi mif_ malK@gim /eQi): v VKU T e
#Kib aitbi fmev MEY KtitQb: [ JRbutij ewsiks [ ] FY 1 AM[ ] dtiY G -PA [ 0t (UK ( v') 1"b)
Ly . miSil IR
JLbs ielq fij (I?s) RbK agﬁjs G
(2.0) (1.50) ' (0)
01 | GKDU licibs mfF@matiK@wchvi ArfgZ
02 | kiLvi Help Desk tmevi gib tKgb ?
03 |ewtKi Kk KiDUti UKi Rgr I Ditvjb tmevi gib
tKgh?
04 | tPK iKeis, UL, WiW, tc-AW@ miftmi gib tKgb ?
05 | ingiUY mirf®maliK@vchvi ArfgZ
06 | AT™M muftmi gib tKgb ?
07 | miKvix fjbt™b mspuSimaftmi gib tKgb ?
08 | e'stKi AbjiBb mirf®maliK@vchii g gb
09 | FY I ANgrefutMi mif@i gib tKgb ?
10 | et ikK ewbR™ vefuiMi mwftmi gb meitK©Aichii
gZigZ
11 | tmibvgx e'sK ujigtUtWi website t_tK Aichii ctqiRbig
Z " msMidi ArFAZy tKgh?
12 | kibi KgZ&Kg®ixt i e'envi tKgb ?
13 | kilvi AF'Shb ciitek maGiK@vchii g§gb
14 | gingt™i fmev tqui ty11 kil Ae ib
15 | miel® g§gth tmibvgx estKi MOK fmer maltK@vichii
9Z1gZ| (ctRib GLuth 1jLb)
JLbs lelq n bu
(2.0) 0)
16 fmevi gib maGtK g8&” MAzbi tisROi AdQ IK b ?
17 kiLvi rerfbd@esk my ifite IPryZ Kiv AiQ 1K ?
18 e'stKi rerfbaef@PIR@YIZC¥@ih Kiib 1K 2
19 SMS e'151IKs mattK@ucib AeinZ K by ?
20 e"istKi TKib fmev mottK@ibiZ iKser Arfthi RibiZ Avcib Ameai/A  lteria Kiib

IK ?

tmibvgx €vstKiT mirf@madtK@ut v ciigk@iKij 1Ly

Avchii gFigb I civgtk©Rb™ ASIiK ab’er™ | tKib civgk@v Arfthil ibiec@ WKibig RibitZ citib] tgieiBj t .
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2.23 msthvRbx-L
AP1Y el t

maviY Af_GAPIY ela ejiZ esK PZii e'stKi Kgzi@g@ix, meaifilk ev gujKctyi Rb
e1IBMZ TxWPvi, “WRNiK voagPvi, 1 APZ tcrliK cii’Q™, critekMZ 1 migsLj e'e i~ moliK®1KQz
INZ bxZ evibggie jiiK fevSg|

Dilkt

> APIY iera clytbi DITK n’Q e'stKi ierfodegiEZv@g@iy, MOK 1 Abvb™ AiZi 11 gia”
'3 1ZSipva Ky miE] ASEt e'sK PZfi ZutTi APvi AIPEEYiE gta” mig'Zv ev GKZjAibgb
Kiv|

> APIY ierai Avi GKIU Jy" nt"Q tmibvjx e'vsK ijugiUW Gi wgkb I kb AR mKjiK Arfbce
Jyoilig Db@Kiv|

> GKiU AiPiY reragrjv c@ZowbK mys aZi crigUtj £ 1K h_v_@ckv vix thid'Zi AR GKiU
AF Y mZK@adx inmite KIR Kii K|

> ArFhaPIY rerai PPENOK:E ™ i m3i6 ieab Ges "IN igx € vsKvi- Ki-gvi maiK®bgeb |
mnigZy Kii|

> ZiB bibwea _ izZjietePoig tmibvjx € vsK 1jigtUW Gi KgZi@g@iMiYi Rb™ GKIU eV émaiZ
APTY 1era c@b Kiv ntjy|

ABbMZ rFiE t

eisjit k e'isK KZ©.ctz OMOK mev I Arfthwl e’e ichy bnZgvjid Ry 2014 Gi 2.07 aviv
tgiZiteK AtjP" bnZgijv c€Z®Kiv niji|

APiY el buZavjvi ctom t

fmvoujix €K ujigtUW Gi ierfbderly I Kih@q KZ&sePybZvi mnZ MOK tmev cOtbi ielgiU inidZ
KitZ G bwZgijwl GKiU cb@ cxiZiftc KR Kite] esK Gi mKj Kgkzv@g®ix ietkl Kii MOK
fmev I Arfthl ee Ichri KitR mivmi ihiquRZ KgRZBXg@iMiYi Rb™ 1KQZgYjK APIYMZ A k©
ev Ibt &K c@ab Kivi c@n Pijig] G APib iela Gi cfgM I cdjb maviYZt ibteomb® 05 WU
H9T4T Kihii nfe t

K. Rbej t

MOK fmeiq wbiquRZ KgkZ© Kg@iMYtK “wRiiK wbaguPvi cricijb, f°#PZ farhK cii’Q”
criai,ksLjigfK inZbnz Ges MOKE i mid_ tmdni @FK AwitY AF IntZ nte] MOK fmevi mif_
moi3 Kgkz@ Kg@inYiK cRyY “ib Kii ~y Rbki® intmte &Zix Kiv|

L. e'sK PZj t

Koz wiXgir Ges MOKE™ i gta™ ev3 1¥82Zv WKy miE] esK PZ{i mig“Zy ev GKZjAibgb KitZ
nie] GQuovl €'isK PZj cii wi cri"QbasLiZ niel
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M. eisK Feb t

> e'sK Fetb ci®k c_ cii i, Dc ichihM™ 1 "MZ Ribvtbvi Dcthivl Ges cfdk ¢ iax Kii
Ggb tKib c@eUKZv _iKie bv] mw(cR" 1y/1T) cri i 1 c@eUKZy g# iLiZ nie|
> tdvi cii wi 1 TKby ivbimn kilr AF$Ei ch@ Aitjui e'e 1 KitZ nie]
> U W I KimGDWi cri vi cii’QbaaKte, ActiRbig KMRCT miitq tdjiZ nie Ges
clyiRoig KIMRCT tUietj my ifvte _1Qfq tifl KiR KitZ nie|
> tUijidib tmU tUieiji evg nitZi v 1K 1iLiZ nie Ges DnvibqigZ cii i iLiZ nie]
> Koz g@it™ i tW mgr 40 b bfite mRitZ nie Ges MOKE™ i Rb™ inyZ tPqui I fmvdly
myi¥aZ WKie Ges cii wi iWLiZ nie
> estKi ic@imim cOkZ@o@i+ 1 fmemn ierfodev-=vi | efimqvi nujbwl™ _vKie Ges
ActoiRbiq fr-=vi miitq tdjiZ nie|
e"istKi ierfode@ix 1 tmemn ierfbagh@tgi efimgvi iLvi Rb™ tviivi _Kie|
JiA e-, e, Wiligj, tWm e BZ'w™ MOK: i “yoi vFZti ev tUietji Dcti iy hite bi|
JKi izg (cR™ 1y1T) cii i _iKte Ges tKib aitbi gijugyj titL c@eUKZvi mp by ng
fmi~ 1K Jy~ iLiZ nie]
mirF@KID:Ui mn mKj b cii wi cii"QboaKie|
IeT cubi e'e 1 _Kie]
epr kiLig AbgUvb KiD:\Uii “ich Kiv|
imim WUrf ( biBU rfkb) tch Kivy|
mifKIDU i Ibingeebi® fgvZiteK 1bi™ &K teW©ich Kiv thiZ citi t
ihgb- K) fni W
L) tcbkb tmj
M) Fizv cQb fmj
N) BDUIjiU vej MAY fmj
0) WIW/AUIU BmytW
P) dtib tisgUvy tW
Q) AMQ fmKkb
R) Avg vor imKkb
S) Rbr tmKkb
T) WicuRU fmKkb BZw™

ijj #eR t

e'vsK | M@Ki gta” Z_" Ao cOtb e'eliz “wjj cw™ m§ao Ges ibFPniZ nte| Bij+bK
miBbhg “ij ju™ MAY 1 cQb Kite] MO e'isiKs mnigK B-"ij jw™ jugvshy PrjyKite Ges Aigtj ibte]
N. cqv t

e'isK KZOM@EKi m3i6 ieavtbi c@ugy mgr miSIIRDK ntZ nie| hiMi Pan vi 1c/iZ WIRUI

e'e vehy,AbjiBb cxiZ, itqjUBg MDmiUjigU cQuq cEZ®KiiZ nte|

0. inz/cOt

e"vsKyi 1 MOKMLYi cvi i K ugr-cipgvi cxiZ mejij ntZ nte] GRb™ mKj cPjZ ieva, cQi
cikicnk DbZeaitYi cii” (K mo(tK@nebim pgidfy c@ov Kite|

YV V VYV

VVVVYY
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P.APIY iera jsNibi ce t
MOK tmev I ArfthiM e ichii minZ mai3 Kgz/€g@iMY KZ©ALJP APiY ielagijii kKZO©
JsNtbi Kvith tmvbvjx e'vsK ijigtUW Gi PiKEx veria gvjvi b~ &hv tgvZideK msik@ KgleZ@XgP@my
Gi leiztx e'e 1 MAY Kiv hite]
Q.MOK tmevg KiZcg qibmaiZ APiYMZ bt &K ~ (it
APIYNZ 1bi &K ejiZ K v ejy, tkibv e AF_ @i tyiT Ggb ArVk@i gibtK feiSite hizZ MOK
fmev VoKt KgzZwBXg@imiYi AlbMZ", boZy, ibitcyZy 1 mipg “y i cRK cig Ges tKibfiteB
Akg, Atkifbig Fily, mstKZ ev evizecCki®Kite by] evsK Gi KgiZi@g@imYiK MOKMLYi mit_
J 0/ tditb, tgieBj fditb ev gyligy. AvjucPwiZvi mgq giomaiZ APiY cCkb@Xivi Rb™ DOy
KitZ nfe, hii IKQZ pvlibtadgqy ntjv t
1. MOKMEYi vt AvjvcPwiZvi mgq IAbMAze®y ™ qu Ktil, labev’i BZ'w™ imSRb'gfK kidi e‘enii
Kiv] tKib tUijtdubK thiidhiiMi 14T 1Zb evi 1is eiRvi gta'B Ges tgweiBj tditb 15 (cibi)
tmiKiUi gfa” Kj rim Kivi evevti m™v Zrei _KiZ nie
2. MOKMYIK wgt, wgm, mvi/gWig, Roie ev 1T wetkil gfovig maytbi mit_ miofab Kiv hife| Zte
miofatbi t4T Gicd,imedd, imi, iGBI ,iFBqd, fem) (1711 BZ'w™ mPiPi e'elZ kidi e’envi by
Kiv|
3. M@KMYi mii_ Ggb APiY Kiv thgbiU GKB ciii 1ZtZ ibiRi 11T ¢Q™ Kiv niq K|
4. AvteM c€Y tKib gtbrfie ev AiPTY cCkb@v Kiv|
5. MOKMEYi o2 BiZePK, gtbvA, £ 21 numLigx APiY Kiv]
6. bil, JuA ev Ab" tKib tLiov ARgZ M@K mit_ AmnthwMZy bv Kiv ev Rizix gZieibgtq e"NiZ
mo by Kiv|
7. MOtKT mit_ AvrjuicPuiZig eR, RNb™ evibi K@tai e’envi crinii Kiv]
8. MOK ev Abtb" KgRZI@g@ixMYtK Z0-ZwQf " ev Zvt™ i mgvtjwPh by Kiv]
9. tKD tKib mnthuMZy PiBtj ZvtK thiZePK cligy by - Litby]
10. 1Kvb 1KQR e'r=3MZFite by thay]
11. MOKMEYi mi_ h_ymoe tUKIbK'vj kidi e"envi by Kiv|
12. MOEKi meiKQEK (e3e”, 36 ev gibrfietK) cCg BiZewK intmie iefePbr Kiv] M@K tKib
IKQZ thiZePK aviYy cRIK Kitjl e'istKi Kgzi@g@imMtYi AiPitY tho mnthuMzigiK gtbrfie
cknkZ ng, Zintj M@K o Fail clieZ®ntZ citi|
13. tKib b ®efuiMi Kgzi@nmite bg tMlv evstKi Kg€Zi@nmite 1biRtK cKIk Kiv, tKbby
MOKMY KgeZi@YtK e vsKvi inmite 1L _vtKb, tKib iefil/iWiFkibi Kg&zv@nimte by |

R. MOK tmeiq Kibig t

K. RuZ, agCeY@j¥ ibiegil mKj MOKIK mgib melitbi minZ MAY KitZ nie|

L. MOKIK mvi/Rbie etj miofab KiiZ nie|

M. MOK egim QW nij I mKjiK Aicib etj miofab KitZ nte|

N. MOtKi AM@Kvih fulv inimte evsjv ev BstilRiZ K vejiZ nie|

0. “pzZvi mnZ MOKi tPiL “yp tifl MAYShM™ mgq ati nU-tmK KifZ nte] Avgvt™i Kid. 1 KijPri
fiZvteK 1leciniZ vjiti mnzZ n0-imK Kivi Rb™ mZ c@iz b Kiv, Zte tmev cDuk/MOK hr
1779iq nv0-imiKi Rb” miZ evoib Zte veciiZ vjiti mnZ nU-tmK Kiv hie|

P. MOKIK emii Advi KitZ nte] emi Rb™ Luj mU by yKij ibiR “wotq MOIKi mnZ K vejy|
Q. e'vstKi tMichxgZy iy KitZ nie|

R. M@IKi minZ 5 gibiUi tekxigiUs nij Pvev Kid Adii KitZ nte|

S. tKib FF ev t™ixi Rb™ ygv cO® Kib |
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T. c@elx ev kviniKfite Ayg evex | Amy'MOKE™ i tytT Avjv vfite gibhiM 1°1Z nie|

U. MOtKi mnZ Zvi AdjP ieliqi Dci AvtjPby mugZ ivLlg, tKibijc ActqiRbig K_veiZ@crinii
Kizb]

V. AitjPbvi mgg AvtjiPbvi ielge tfo@ix 1 fmev ma(tK©’9 aviby ibtq K v ejiZ nie]

S. MOK tmevg eRb@ t

K. M@Ki minZ K_v ejvi mgq ev(l DRKti tKibijc Asts Fith Kiv hite b

L. iMwSZ ev jux Fulig K_vejv hvie bl

M. ZIK@ R nlqui maehy ifqiQ Ggb ielq thgb-ag@® 1 ivREhiZK 1eliq A jiPbr T K ieiZ vKi|
N. MOEKi minZ K_vejuvi mgq 1 vlvtive 1"t K_v ejv Giotq PjiZ nte|

0. MOKIK migth emtq titL citki mnKg@ev Ab” Kitivmit_ AvtjiPbig 1R by nlgy

P. MOKK AtnZK iejo B Kivtbi]

Q. ch® KgikzeKgmiri Afie ev c®ybiZ Ky er Avcib Ly fekx mgq ibiq Arfmbib Ggb aitbi
tKib Kvib MOK1K t~Litby hite bi|

R. MOIKi mafL tWa WK Kiv, “vd tLRithy, Pf WK Kiv, ciTKv cov BZ'w™ KR Kiv hite bl

S. tKib mnKg@eUK M@K migtb Z& miafab by Kiv]

T.migel K ee it

tmvbvjx €vsK ifigtUW Ggb 1KQabagiPvi c@b KtitQ hv (APTY tera bnZgvjvi clyi I IMGK tmeig
KiZcq gibmeiZ APTYMZ 1bt &K ~gvsl AbyQt™ msthuRZ niqiQ] G Quovl e'vstKi mF®KiD Wi
cii i, cii”Qbeeiivg vigK 1 migsLj ivLimn mwfF® KiDUiti MOK ev AiZi i emvi my'et, 1eTx
cubi e'e 1, MOK fmev 1KH™# 1eb'm I cfuRtb MOKMLYi Rb™ ietkl KiDUitii e'e VKitZ nie|

U.Wih KW t

tmibrgx €K ijigtuW Gi cfZ'K KgkzwXg®ix G estKi GK GK Rb tmev “Z ( Service
Ambassador ) intmie KiR Kifeb] ZB Kg@j fcvhK cii’Qf™ cii"Qbde Ges tcky vix “yofyai
cliPq 1 qu LgB Rizix] KgzwXgmix KZ©.Kg 1§ critaq fciliK cii’Q™ Gi Kizcq ~pvdlibfooe
Dijl Kivnijv t

cwil KaiEzwBXa@iy t

!A

gwRZ@jvini digyy kw@ cwU (plain, striped or small checkered) e’envi Kiv hite]| Zte
tKib GKIU tevzig thB I PKPtK AtkvFb t~Lig Ggb ki@ c'wU Kg@j MAYthM™ bg

e"stKi ABW KiW@'envi KiiZ nie|

m'y, UB criab KivthiZ citi (miKvix bnZgvjv cricijb micty)|

cvbU te@ e'envi Kiv hite] Jeans jacket Aidim MAYthiM™ by

R/ (Clean and polished office shoes) eenvi KitZ nte] mwt0j/i @i 1 tKwm
e"enii Kiv hite by]

cyel KgzwXg@imiYi jorPg ev Ty KUZGgb Pgji +Bj Kg@j MaYthi bg] Kg@j
me®@ m'y ciiab Kiv ctyRbig bg Zte GiU me@ cii”Qbdges cricwU nlqy DiPr|

G W

o
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bviy KgkZ X g@imy t

1.gwRZ@s Gi digyj KugR ev kwo Ges Gi mit_ teBvi citab Kiv hvfe] Zte “yoKUA Atkifb
t>Lig (low necline, tight or transparent dress) Ggb tKib d'wY tWh Kg@j Madthw™ by
2. €'stKi ABW KW@'envi KiiZ niel
3. kiZKjib tcilvK intmie m§qUri, KuWdb 1 kvj criab Kiv hite | Jeans jacket Aidim MAYhiM"
bl
4.y KUZ t°LtZ Atkvfb Ggb PZji +Bj Ardim MAYthw™ b
5. nvWJe I di 1g7vi Ggb nlqy DIPr hv dress and professional look Gi minZ migAm"c¥@q|
h_v_@viniK flv (Positive Body Language) t
MOK tmev I ArfthiM e'e vebii 11T KgZv@ K@iy KZ© Abyiibig KiZeq | iiZg¥@lq t
1. gy gUj (Face) nijv cCyielq thiU mKijB v~ Kii| Avcib KZUr Aibx ev 1elq mattK@ZUy
AeinZ evc™ 1 ¢ exi minZ thi" iKby Zvi Rb™ GiU GKIU gva’g intmte KiR Kii| gk gUj
ki3iGes baisZ nlay DiPr|
2. Eye contact LyB , 12Z¢b@ Avcib KZUv gibithi i™1q Ab™t™ 1 minZ K_v ejiQb ev Ab“t™i
K v ThiQb Zv bt ®©Kti| Aichvi h_v @PitLi “yg tgimR cOb Kti th Avcib 1K eBitZ Pib|
3. num giL K vejui ga'tg Avcib Aichri KiR, AMZ MOK 1 1biRi ieliq KZUKAZkej Zy
bt ©Kti|
4. Avchvi h v @Y% Fy MOK 1 Aichii ielig Aicib KZUr AM I gtbithix Zv cKIK Kite|

Abb t

mKj Ko&Zi@g®ir ietkl Kti MOK tmev I ArfthiM e ichii minZ mai3 KgzZi@g@iYikK
ibingd AWPIYMZ I _bMZ 1elgmgr ibidZ KitZ nie t

1. tmibvjr € vsK ijigtUW Gi Kgzi@ Ko@inMtYi APiY I Kih@tgi ga” 1" 1gB c@dijZ nte Zvi
e'e ichy KZ€yi gibvfie 1 AviKvi| 2B Kihi©i MOK tmev I ArffhiM e ichvi gva“tg MOK
m3i0 1i8Z KiZt cdithi o A%iKii cCkiDKiiZ nie|

2. MOK fmev I Arfthi ib80iET mKj ~i ibtgwRZ KgK@8@tYi wbitcyzy | mZZyibidZ KiiZ
nie|

3. MOK tmev I ArFthiM e“e by msikodKgZ@tYi thilzy 1 KgByZy ihidZ KitZ nie

4. @sike 0@ Gioiq PjiZ nie|
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2.24
M@K miPZbZy Ko

MOK miPZbZy Ko t
e1siKi rerfode@+, tmev I Kg@ Ges Drvi Rb™ e'isiKi cPjZ wbag 1 ibt ™ ®@ejx reliq MGIKi Ab |
AFAZ gxi j1Y° MOKMYIK Au _Reliq miPZbzZy 1 kiyZ Kivi ctBov Prjithii gvatg Rujquz, e |
ngiwbmgr nen Kivi c@qiB nijy MOK miPZbZy Kg@x| G Kg@¥i gia'tg estkK MOIKi AiaKvi Ges MOK
tmevg e sKiti i AraKvi ieliq MOK 1 esKii 2t~ i AiaKvi | migiexZy ma(tK@ibiZ ciite|
DiTk" t
> estKi MOKMYK Zit™ i toR™iaKii 1 “wgZjeva maGtK@RM 1 miPZb Kii 1Zijv Ges MOKMYK
enr crimti evsiKs Y™ 1 fmev maG@ mg'K aviYy cQtbi 1y~ MOK miPZbZy eyx Kiv|
> G Jty" MOKMEYi DiTiK™ kv Kg@ 1 Kglajvi AtqiRb Kiv thiZ citi|
> AiaKs' e'sKtK cQbadiK 1 AbjiBb UgKyx, thgb-nuKs, idiks, cifiPiZ niY BZ'w™ chi@yyY KitZ
nte Ges mBevi WbivcEr cuq bqigZ fite ch@jPbi KitZ nie|

ABbMZ ifiE t
eisjit k evsK KZ©.cOz IMDK tmev I ArfthiM e'e ichy bnZgiji0 Riy 2014 Gi 2.11 aviv tgiZiteK Avtjip”
bnZgijv cEZ®Kiv ntji]

MOK miPZbZ Kg@Ps buZgijvi clom t
M@K miPZbzy Kg@i Ask inimie tmibvjx e vsK 1jigiUW ihees'® Kih@jx madi™b Kife t-
K. €K h_mgtq rerfbaiithil gia'tg cBicT, cyKv I ieAich AKiti M@KM:YE woKU Zvi cY |
tmevi Dci ibio@ mZKBigK eZ@ibt @Ky cPi Kite t
o mianiy esiIKs ieltq MOK mZKBig§K eiz@
o BUIithU e'sIKs ielig MOK mZKBigiK eiz@
e FY I AN@ielig MOK mZKBg§K eZ@
o ihig I bet kK tiigUy ieliq MK mZKBigiK eiz@
L. fmibijx evsK iigtUW Zvi tbR™cY" 1 tmey matiK® D3 mZKBigiK evZ@MOKM1Yi 1bKU tciQubii
J1y" tbaigZ mfy, tmighvi, 1qvKier e Abvb™ AbibgubK Kg@i AriqiRb Kite| )
M. e'sK Drko. MoKimer cQibi jiy™ MoK fmev cQtbi mid_ moka KgZ@iYi ~yZy, the¥, A,
tKSkJ eyxi Rb" c@y1Yi e'e 1 Kife]

Kg@i ZwjKy 1 Kg@ K'vtj0ii cRk t
o fmibiji €K esK ijigiUW Gi verfbommer Kg@™ ciiPvjbvi Rb™ mggmPmn GKiU cb@M K'vtjUri
cyb Kiv niqiQ hviz Kii MOK e meartFible 1 KIKMY D3 Kg@®i Avl Zig 5K cCE tmev mad
mg'K aiby Jvf KitZ citib Ges Z bigr ce@QZ M KiiZ citib]

G e'istKi cb Kih@qg 1 1K kiLv ch@y Abyibig GKiU el@A ibiod g ntjy t

bt | icriqW/mgq ch@ ilelgmgr

1 errmiK cab Kihgg | K. ASREK ewbR™ tgjvg fmibvgx e sK ijigtUW Gi AskMY
L. tmibvgx e vsK ijigiUW Gi verfbaeb” 1 tmevi crilPiZg3K mfy

2 hbwlK cab Kih@yq K. AigibZ msMOAIfhib

IRGg Aidm L. gV chéq Kil FY ieZib tgju
ich/Ail M. tLjvex FY Avivg fgjv

KLy N. FY fgjv

0. gingv DI "v3it "1 wbtq gZ velbgg mfy
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Mg | icrigW/mgq ch©@ lelgmgr
3 | klgumK cab Kihggq | K. ket 1IkK thigiUY mspusimgitek
IRGg Aidm L. MOK miPZbzy /DOyKib mgiiek
ich/Ail M. GnU-gub JUwis ielgK miPZbZy mgitek
KiLy N. AigvbZ msMAFhib
0. gigjv mspusimgvek
4 | gamK cab Kihgq | K. e'siKs ielgK mgitek
IRGg Aidm
icl/Ai
kiLv

o GQovl miKii ev eisjit™k esK ev Ab” tKib ms? KZ.AtgnRZ ierfodjv ev Kg@MiZ e'isK cab
Kihgq ev 1Rbitij g'dbRuilm Aidm ev ic®cij Aidm/AAijK Kih@g er KiLv ch@ AskiAY Kiie]
e'stKi cb Kihgg ch@t_ 1K tRbitij g'tbRviim Aidm, ic®cij Aidm/AAijK Kih@q er kil ch@y
Dcti eib® Kg@hmn Abvb” Kg@ cijibi Rb™ mgq, b, Kg@i big, Kg@Mi ArlZig hiv _Kieb Zii
mydo eY@mn GKiU iaUb ev KvijUni ev Kg@&i ZwjKv vZix Kti Zv eQtii TixZB cRk Kite|

> Rij UKy, 1Qav dv thwU ev Kigb Gi Rb™ e"sK cTk mgan™mn ierfode@i+ 1 tmev BZ'w™ ieliq icO |
Bj+fbK igWayiZ cPiby PijitZ nte|

> esiKi KgkzZeKg®ixt ™1 Rb™ tmbijx e'wK +id KijR, XKv Ges fmbijx evsK ijigtUw Gi tUfbs
Bbi=-IUDU Zv™i criPwjZ diDi0kb tKim@h Abib™ tKdm@ bnzZgijvik ASE? Kii bbZg GKiU fmkb
ivLii e'e 1 M Kite]

> Financial Literacy Program Gi AvlZiq tUtbs fmkib evstKi verfbadig® I mvaviY ibqgejr Ges e'isK
mspuSiLiteracy ASF® Kite|

> terfbogWgig UK tky, igiUs Gii gia’tg 1 crlqui ciqU tcfRbUkb ev 1=Kii Gi gia'tg e'vstKi fmev |
tolvx ielig MOK miPZbZy Kg@ cijb Kiv thiZ citi

> GQovl G e'sK KZ®ibtnaeh® Kih@'e T MAY Kiv thiZ cifi t

K) mfv/ At jwPhi/gZieibgq Ko@ t- '

MOK: i mi_ ierfbomgiq gZ ieibgiqi gia’tg cri (K fmSni©eyx, 1bgg-inZ moltKCAeMZKiY mn

MOKE i ciigk@QY Kiv] G mfu gumK, ¥TgumK, hbimK +FIEIZ niZ citi| Averi rerfboaitbi Kg@k

rRIEK niZ citi, tgSmy iFIEK niZ citi | miKitii verfockw_© Kg@ niZ citi|

L) mKj RbiMwoiK evsiKs tmeri Al Zig Avbgb Ko t )
mguRi mKJ1K esiKs fmevi critai gia” ibfq Amvi Rb” ierfbaaitbi fc@+ thgb tgieiBj eisiKs, AbMEi
RbiMubiK e'isKgix Kivi Rb”™ tmev mgr iebigi ™ A_ev vg gvl g4~ cQtbi e'e 7 MAY, imibgi imiUiRbE™ i
Rb™ Aijvv foi+ D™&b Ges tmer cxiZ mnRZi KiY, tZgib Ac® eq ¢ i Dcthiv AiKIi@q IPEietbi” bgha
e1sIKs to@ix c@Y BZw” |
MOK mZK@vi iy~ b fic KiZcq iucmé&
K) miariY e"vsiKs mspusiiuem t
o CtZ'K cY' I imemgtni kZ@jr mZK@i mi_ cov t tKib cY" 1 tmev mspusitkib P2 “Hytii cte©
MOKMYIK PB1Z el® kZ@j gtbithiM 1"t cotZ 1 e$iZ nie iz Kti fiel'tZ tKib aitbi ieisc
ciiv 1Zi mp bv nq|
e Inmie ciiiPiZ cOb Kiixi “vg-"wgZit inmieavix 1 inmitei ciiiPiz cObKiixi KZ® 1 “gexZy
maiiKCRbIZ nie] thgb-tKib inmide Rvj RujowzZ I Aibgg t"Lv w1 D3 wnmidei ciilPiZ
cQbKviri tera fgiZteK 1KQzva™ evaKZy iqiQ fm moltK@eMZ \KiZ nte]
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A ©Z w cKk t MOKMY tUijtdib, B-tgBj e tKib 1igemBiUi gia'tg 2t i Aw ©Z "W,
thgb- inmie bed, WU KW@ed, cmlqW@ Abb™ eW3MZ Z_" ZZiq ctyi KU cKIk Kite bi|

GIUGg ey tjbt b t GIUGY tgikib M@K ¢ty ZZxq tKib e13tK tjbt b Kivi Rb™ MOK KZ©
AbgiZ t™ 1y DIPZ bg, GgbikK M@K ~fyv/ ", c¥ er Kb'v, €1=3MZ mnKiidK1 bgl

WU KitW@jbt™b t MOKMLYi 1jbt bl gia’g inimte hZ teik moé fLuWU KW@ envi Kiv DiPr,
IKS D3 tjbt’b Aek'B Zvi mgt ®gta” WKiZ nie| fuWU KW ciU tjbt b molv thi ci
KZIBXZ UiKvi crigiy hiPiB Ges KW@diZ c@i relqil ibidZ Kiv DiPr|

WKizpUm Rgv b t e'sK iKsev M@K ctyi DIKj e'ZZ Ab” tKib ZZig ety i KitQ M@K critPiZ
KW@ cimiciU@diUiKic cOtbi cie@@KNMYIK mZKOIKIZ nte|

BUrithU e'siKs mgar t AciiiPZ tKib ciyi KiQ t 1K tKibijc cy vi 1RZy ev Ab" tKib c@i
DITtk™ BUiithU evsiKs inmie fLyjvi 1y iZ c@niZ bi nb fmRb™ MBKMYIK mZKOKIZ nie|
BtZigta” 1KD Gijc Kti _yKtj Zv ANUb intmte MY" nie] Gilc tyiT cfyRbig e'e i MAYi Rb"
MOKIK Aiejtoe’isK Ges cyjk 1 Tlbig clkmbiK RibitZ nie|

fggi K'vk Kih@g t BUiithU €'isiKs Gi gia'tg tjbt™b malr hi ci MOKIK h_ih_fite jM ADU
Kiv Ges fggii Kk giQ tdjvi rielqil iidZ KiiZ nie]

L) BUritbU e"siKs Gi ibivcEIRIDZ relgmgr t
MOKM:Yi DiPZ-

1bR™61 - m AWBIW/BDRvi tbg, cm I qW@r ibivcEy meiké cldei Ab” Kitiv i tkavi br Kiv|

mKj 11T GKB e13MZ Z_" thgh- GKB Gt -m AiBIW, BDRvi thg I cmlgW@'enii by Kiv|

eY@ msL'vi msigktD RiUj 1 1eij cmIgW@Zii Kiv|

cimlqW@ bgigZ fife ciieZ@Kiv|

BUIitbU eisiKs G ctoiki Rb™ Ath"i KioGDUii e"envi Gioig Pjv]

thme Iige mBU encryption (mistKiZK ijic) iKser Ab™ tKib 1bivcEg§K cxiZ e'envi Ktilv tmme
1ige mBtU tKib e/3MZ Z_" cQOb by Kiv]

KintDUvti nijbibv™ GeUFiBIvm mdU&qvi ctDKKb ibidZ Kiv]

M) FY 1 AN@ielig MOK mZKBigiK eiZz®

FY 1 AMOGi cY' I memg#ni kZ@jx mZK@ii mi_ covt FY ev ieibtq mspusitkib P2 tii
Cte@OKMYIK PB1Z elY® kZ@jx gtbvthiM 1" tq coiZ I eBiZ nte|

Ruigb ™ vtii ~vg-"wgZit MOKMYIK Rugb viii KZ® 1 “vgexZy maltK@ibiZ nte| thgb-FYM@Zy
FY ciitkia e”_@tj Rugb™vi D=3 FY ciitkia KifZ ABbZ eid’|

N) “thig 1 ket ikK tingUvY ielig MK mZKBigjK eiZ€

g tKib tiigtUY tmevi 11T estKi Artivethil” PIR@r Ges M@EKi/Avte™ bKvixi era’evakzy |
e"sKviii migiexZy maiiK@wbiZ nie|

"ef kK tiigUy 1eliq e'vstKi cBdj Z ibggiejr madtK@@KMYIK RibiZ nie] cikicuk e'sKiitK
Zvi "vq “wgZimeUtK@iPZbh WKiZ nie|



