
    
    
    
    
    
    
    

    
ifjp; ifjp; ifjp; ifjp;     
 

cktkj esa bruh vf/kd izfr;ksfxrk dks ns[kdj] xzkgd ds lkFk bl le; esa jktk dh rjg O;ogkj fd;k 
tkuk pkfg,A ,d fjVsy ;k nqdkunkj ¼shopkeeper½ dks xzkgdksa ds egRo vkSj ewY; dks tkuuk pkfg,A 
fjVsfyax dks iw.kZ vkSj lQy rHkh dgk tkrk gS tc dksbZ xzkgd fjVsy LVksj ij vkrk gS rFkk fjVsy LVksj 
ls lkeku [kjhnrk gS vkSj fjVsyj }kjk iznku fd, x, mRikn vkSj lsokvksa ls larq"V gksrk gSA fjVsyj dks 
Hkh blls Qk;ns vkSj mPp ekÆtu ds :i esa ykHk gksxkA 
 

xzkgd dqN lsokvksa dks iznku djus ds fy, yxHkx lHkh fjVsylZ ls vis{kk ¼expect½ djrs gSa tSls % 

• vPNh mifLFkfr vkSj O;ogkj ¼Good appearance and behaviour½ 

• xzkgdksa dh mEehnksa dh igpku ¼Identify customer expectations½ 

• xzkgdksa dh t:jrksa dks igpkuus esa l{ke gks ¼Be able to recognise customer needs½ 

xzkgd lsok ,d ikbi ds :i esa dk;Z djrh gS ftlds ek/;e ls xzkgd viuh vko’;drkvksa dks iwjk djrs 
gSaA fjVsy ,d egRoiw.kZ {ks= ds :Ik esa mHkjk gS vkSj jkstxkj ds voljksa dk iznkrk Hkh gSA 

orZeku bdkbZ *xzkgd lsok* dks pkj l=ksa esa foHkkftr fd;k x;k gS & igys l= eas xzkgd vkSj miHkksäk ds 
chp erHksnksa ds ckjs esa crk;k x;k ¼deals½ gS] vkSj ftlesa xzkgd dh t:jrksa vkSj O;ogkj dh igpku dh 
xbZ gSA nwljk l= izHkkoh xzkgd lsok dh igpku crkrk gSA rhljs l= esa mifLFkfr vkSj O;ogkj ds laxBu 
ekudksa dk o.kZu fd;k x;k gS rFkk pkSFks l= esa xzkgd dh vis{kk dh igpku vkSj iqf"V ¼confirm½ djus 
ds ckjs esa ppkZ dh xbZ gSA 

bb bb d
kb
Z

d
kb
Z

d
kb
Z

d
kb
Z 

4444 

xzkgd  lsokxzkgd  lsokxzkgd  lsokxzkgd  lsok    
¼¼¼¼Customer Service½½½½     
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l=l=l=l= 1 % 1 % 1 % 1 % xzkgdksa dh vko’;drk,a vkSj lsokxzkgdksa dh vko’;drk,a vkSj lsokxzkgdksa dh vko’;drk,a vkSj lsokxzkgdksa dh vko’;drk,a vkSj lsok    

    xzkgdxzkgdxzkgdxzkgd    vkSjvkSjvkSjvkSj    miHkksäkmiHkksäkmiHkksäkmiHkksäk    dsdsdsds    chpchpchpchp    varjvarjvarjvarj    ¼¼¼¼Distinction between customer and consumer½½½½    

ge vius fnu&izfrfnu ds thou esa nks 'kCnkoyh ¼terminologies½ xzkgd vkSj miHkksäk ds chp varj dks 
leÖk ldrs gSaA mnkgj.k ds fy,] ,d ?kj esa jgus okyh efgyk ¼housewife½ LVksj ls dqN ?kjsyw lkeku 
[kjhnrh gSA og fjVsy vkmVysV ds fy, ,d xzkgd gSA tc og ?kj igqaprh gS] rks ifjokj ds vU; lnL; 
Hkh mu lkekuksa dk mi;ksx djrs gSa] gkykafd mUgksaus bls [kjhnk ughaA x`fg.kh lfgr ifjokj ds lHkh lnL; 
ftUgksaus vius O;fäxr mi;ksx ds fy, mRiknksa dk mi;ksx fd;k gS os miHkksäk gSaA 

ekdsZÇVx xzkgdksa dks miHkksäkvksa esa cnyus esa enn djrh gSA larq"V ¼Satisfied½ miHkksäk u dsoy xzkgd 
cusaxs] cfYd cktkj vkSj muds mRiknksa rFkk lsokvksa dks Hkh c<+kok nsaxsA 

xzkgdksaxzkgdksaxzkgdksaxzkgdksa    dhdhdhdh    t:jrksat:jrksat:jrksat:jrksa    vkSjvkSjvkSjvkSj    O;ogkjO;ogkjO;ogkjO;ogkj    dhdhdhdh    igpkuigpkuigpkuigpku    djukdjukdjukdjuk    ¼¼¼¼Identifying customers’ needs and behaviour½½½½    

fdlh Hkh xzkgd dk [kjhn Lrj mudh t:jrksa ij fuHkZj djrk gSA xzkgdksa dh t:jrsa mÌs'; ¼mnkgj.k ds 
fy, HkkSfrd t:jrsa tSls] Hkkstu] vkJ;] oL= vkfn½ ;k O;fäijd ¼subjective½ ¼mnkgj.k ds fy, 
HkkoukRed] uSfrd] ckSf)d vkSj vk/;kfRed t:jrsa tSls vPNs O;ogkj] vkRe&lEeku] fu"i{krk] vkfn½ gks 
ldrh gSaA xzkgdksa dh t:jrsa LFkku vkSj vk;q oxZ ds lkFk cnyrh jgrh gSaA 

lHkh vk/kqfud foi.ku vo/kkj.kkvksa ds fy, xzkgdksa dh t:jrsa gSaA fuekZrk dks izfrLi/khZ ykHk izkIr djus gsrq 
miHkksäkvksa dh t:jrksa dks leÖkus vkSj vkdyu djus ;k igpkuus esa mfpr /;ku] egRo vkSj ns[kHkky 
nsuk gSA ckt+kj ls tqM+s yksxksa ¼marketer½ dks xzkgdksa dh t+:jrksa dks igpkuus] t+ksj nsus vkSj larq"V djus 
gsrq vius lHkh iz;klksa vkSj dk;Zuhfr;ksa dk mi;ksx djuk pkfg,A 

mRiknksamRiknksamRiknksamRiknksa    dsdsdsds    izdkjizdkjizdkjizdkj    dsdsdsds    vk/kkjvk/kkjvk/kkjvk/kkj    ijijijij    

xzkgdksa dh t:jrksa dks nks izdkjksa esa foHkkftr fd;k tk ldrk gS % 

ewrZ ¼tangible½ vkSj vewrZ mRiknksa ¼non-tangible½ ds fy, ekaxA 

¼¼¼¼dddd½½½½    ewrZewrZewrZewrZ    mRiknmRiknmRiknmRikn % ;s mRikn os gSa ftUgsa Nqvk vkSj eglwl fd;k tk ldrk 
gS ¼fp= 5-1 ns[ksa½A 

¼¼¼¼[k[k[k[k½½½½    vewrZvewrZvewrZvewrZ    mRiknmRiknmRiknmRikn % ;s mRikn os gSa ftUgsa Nqvk ;k eglwl ugha fd;k tk 
ldrk gSA 

xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    ewyewyewyewy    t:jrsat:jrsat:jrsat:jrsa    ¼¼¼¼Basic needs of customer½½½½ 

xzkgd dh ewy t:jrsa fuEufyf[kr gSa % 

¼¼¼¼dddd½½½½    mRlkg mRlkg mRlkg mRlkg lslslsls    LokxrLokxrLokxrLokxr    djukdjukdjukdjuk ¼¼¼¼Warm welcome½½½½ % fcØh ls tqM+s 
O;fä ¼sales person½ dks xzkgd dk mRlkg ls Lokxr djuk gS fp= 5-1 ewrZ mRikn ¼Tangible Product½ 
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vkSj mldk fouezrk ls vfHkkoknu djuk gSA tc xzkgd fjVsyj ;k fcØh lg;ksxh ds ikl igqaprk gS 
rks mldks utj vankt ¼neglected½ ugha djuk pkfg, 

¼¼¼¼[k[k[k[k½½½½    leÖkleÖkleÖkleÖkuk ¼uk ¼uk ¼uk ¼Understanding½ ½ ½ ½  % ckt+kj ls tqM+s yksxksa dks xzkgd dh larqf"V gsrq fdlh Hkh vkykspuk ;k 
fu.kZ; ds fcuk fopkjksa] vfHkO;fä;ksa vkSj ifjfLFkfr;ksa] Hkkoukvksa dks leÖkus vkSj ljkguk djus dh 
t:jr gSA 

¼¼¼¼xxxx½½½½    fu"i{krkfu"i{krkfu"i{krkfu"i{krk    ¼¼¼¼Fairness½ ½ ½ ½ % izR;sd xzkgd mfpr O;ogkj ikuk pkgrk gSA fjVsy LVksj esa /;ku u fn, tkus 
ij xzkgdksa dks yxrk gS fd os cgqr ukjkt ¼annoyed½ vkSj vlarq"V ¼dissatisfied½ gks tkrs gSaA 

¼¼¼¼?k?k?k?k½½½½    fu;a=.kfu;a=.kfu;a=.kfu;a=.k    ¼¼¼¼Control½½½½    %%%% fu;a=.k dk vFkZ gS xzkgd dh /kkj.kk dks ldkjkRed ifj.kke ds lkFk tYn ls 
tYn iwjk djukA 

¼¼¼¼³³³³½½½½    jkLrkjkLrkjkLrkjkLrk    vkSjvkSjvkSjvkSj    fodYifodYifodYifodYi    ¼¼¼¼Options and alternatives½ ½ ½ ½ %%%% xzkgd ds fy, dbZ jkLrs vkSj fodYi miyC/k gksus 
pkfg,A xzkgdksa dks miyC/k mRiknksa dh fofo/krk ds ckjs esa f'kf{kr fd;k tkuk pkfg,A os rc LVksj esa 
miyC/k okafNr mRiknksa vkSj lsokvksa dks [kjhnuk ilan djsaxsA 

xzkgd dh t:jrksa dh igpku djus gsrq] fjVsylZ dks ;s rhu dke djus pkfg, % 

• xzkgdksa ds lkFk izHkkoh <ax ls ckrphr djsa vkSj mudh t:jrksa dks iwjk djsaA 

• xzkgd izfrfØ;k dks fjdkWMZ djus ds fofHkUUk rjhdksa dh ryk'k djsaA 

• foi.ku] [kjhn] epsZMkbftax vkSj fcØh ds ckjs esa izHkkoh fu.kZ; ysus gsrq izfrfØ;k vkSj vU; tkudkjh 
dk izHkkoh mi;ksxA 

fjVsy laxBu esa dbZ deZpkjh gSa] tks eq[; :i ls xzkgdksa dh larqf"V gsrq dk;Z djrs gSa] ftUgsa xzkgd lsok 
izfrfuf/k dgk tkrk gSA ,d fjVsy laxBu esa [kjhn izfØ;k ds izR;sd pj.k tks os xzkgd lsok ds nkSjku 
mUgsa [kjhnus ls igys] nkSjku vkSj ckn esa iznku djrs gSaA 

fjVsy fjVsy fjVsy fjVsy esaesaesaesa    xzkgdxzkgdxzkgdxzkgd    lsokvksalsokvksalsokvksalsokvksa    dhdhdhdh    HkwfedkHkwfedkHkwfedkHkwfedk    ¼¼¼¼Role of customer services in retail½½½½ 

vkt ds ifjn`'; esa] izR;sd fjVsyj] fjVsyj vkSj xzkgd ds chp ,d [kkl rjg dk ca/ku cukus ds ek/;e ls 
dHkh dHkkj vkus okys xzkgd dks ,d oQknkj xzkgd esa cnyus dh dksf'k'k dj jgk gSA xzkgd lsok ckt+kj 
fo'ks"k mRiknksa ds lkFk xzkgdksa dh vuqHkwfr vkSj Hkkoukvksa dks leÖkus esa l{ke gS rFkk xzkgd dh [kjhn dh 
vknrksa dks leÖkus esa Hkh l{ke gSA 

,d lQy vkSj izHkkoh xzkgd lsok ds ifj.kkeLo:i LVksj ds fy, xzkgd ds ewY; esa o`f) gksrh gSA ,d 
vPNh xzkgd lsok bu ckrksa ij /;ku dsafær gksuh pkfg, % 

• xzkgd ds lkFk xfr'khy laaca/k cukukA 
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• xzkgd lsok dks xzkgd oQknkjh ¼loyalty½ cukus gsrq ,d egRoiw.kZ rRo cukukA 

• izfrLi)kZRed ykHk dk fuekZ.kA 

izHkkoh xzkgd lsok ds ek/;e ls ,d fjVsyj xzkgd ds lkFk etcwr laca/k cuk, j[k ldrk gS rFkk ,d 
vkdfLed xzkgd dks ,d oQknkj xzkgd esa cny ldrk gSA oQknkj xzkgd jktLo ds fujarj mRiknu esa 
egRoiw.kZ Hkwfedk fuHkkrs gSaA ;g ewy dkj.k gS fd dbZ fjVsylZ xzkgdksa dh larqf"V ds Lrj dks c<+kus ds fy, 
dM+h esgur ¼work hard½ djrs gSaA 

xzkgdxzkgdxzkgdxzkgd    lsokvksalsokvksalsokvksalsokvksa    dsdsdsds    rRorRorRorRo    ¼¼¼¼Elements of customer services½½½½ 

xzkgd lsokvksa ds ewy rRo tks bls vPNk cukrs gSa os bl izdkj gSa % 

¼¼¼¼dddd½½½½    lapkjlapkjlapkjlapkj    dkS'kydkS'kydkS'kydkS'ky    ¼¼¼¼Communications skills½½½½    %%%% foØsrk igys 
vfHkoknu djrk gSA ckrphr ds nkSjku] tgka rd xzkgd lsok 
dk laca/k gS] xzkgd fjVsy LVksj ds izfr ,d jk; vkSj 
n`f"Vdks.k cukrk gS ¼fp=A 5-2½A 

¼¼¼¼[k[k[k[k½½½½    xzkgdksaxzkgdksaxzkgdksaxzkgdksa    ddddssss    lkFklkFklkFklkFk    izHkkohizHkkohizHkkohizHkkoh    ^̂̂̂vkeus&lkeusvkeus&lkeusvkeus&lkeusvkeus&lkeus^̂̂̂    dhdhdhdh    ckrphrckrphrckrphrckrphr    
¼¼¼¼Effective ‘face-to-face’ interactions with customers½½½½    
%%%% dbZ fjVsy LVksjksa esa] fuf'Pkr :i ls] deZpkjh xzkgdksa ds 
lkFk nSfud vk/kkj ij *vkeus&lkeus* O;ogkj djrs gSa ¼fp= 
5-3½A VsyhQksu lapkj ds foijhr ¼Unlike½] ftlesa xzkgd 
fjVsyj dk ewY;kadu djus gsrq dsoy ,d bafæ; vax ¼sense 

organ½ ¼vkokt½ dk mi;ksx djrs gSa vkSj xzkgdksa ds izfr 
mudk Li"V joS;k] ;s O;fäxr eqykdkr ¼encounters½ 
xzkgdksa dks lHkh ikap bafæ;ksa esa ls de ls de nks ;k vf/kd 
dk mi;ksx djus dh is'kd'k djrs gSa] ftl jk; ij mudk 
fuekZ.k gksrk gSA 

¼¼¼¼xxxx½½½½    xzkgdksaxzkgdksaxzkgdksaxzkgdksa    dksdksdksdks    lquuslquuslquuslquus    dhdhdhdh    dykdykdykdyk    ¼¼¼¼The art of listening to 

customers½ ½ ½ ½ %%%% 
izHkkoh lapkj dsoy 

,d&rjQk izLrko ugha gSA xzkgd dh vksj funsZf'kr lapkj 
egRoiw.kZ gS] ysfdu xzkgd ls lapkj 'kk;n vkSj Hkh egRoiw.kZ gS 
¼fp= 5-4½A foØsrk dks irk gksuk pkfg, fd xzkgd okLro esa 
D;k pkgrk gSA xzkgd ftruk dgrk gS mls lquuk mruk gh 
vklku gksrk gS ¼;k ;g ugha dgrk½A tkfgj gS] bls iwjk djus ds 
fy, vPNk lquus dk dkS'ky fodflr djuk pkfg,A 
 
 

fp=- 5-2 xzkgdksa ds lkFk lapkj 

fp=- 5-3 xzkgd ds lkFk izHkkoh 
^vkeus&lkeuŝ  dh ckrphr 

fp=- 5-4 xzkgd ds fopkjksa dks lquuk 
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¼¼¼¼?k?k?k?k½½½½    xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    f'kdk;rksaf'kdk;rksaf'kdk;rksaf'kdk;rksa    dksdksdksdks    lqpk:lqpk:lqpk:lqpk:    :i:i:i:i    lslslsls    fuiVkukfuiVkukfuiVkukfuiVkuk    
¼¼¼¼Handling customer’s grievances smoothly½½½½    %%%% 
vfuok;Z :i ls] fjVsy LVksj esa fcØh djus okyk 
O;fä ,sls xzkgd ls eqBHksM+ djus ds fy, ck/; 
gksrk gS] tks ukjkt] ijs'kku vkSj vuqfpr] vlkekU; 
:i ls ekax dj jgk gks ;k mijksä lHkh ¼fp= 5-
5½A fdlh Hkh izHkkoh xzkgd lsok dk;ZØe esa bl 
izdkj ds xzkgd ls fuiVus ds rjhds 'kkfey gksaxsA 

¼¼¼¼³³³³½½½½    ,d,d,d,d    u;k]u;k]u;k]u;k]    vyxvyxvyxvyx    ifjizs{;ifjizs{;ifjizs{;ifjizs{;    viukukviukukviukukviukuk    ¼¼¼¼Adopting a 

new, different perspective½½½½    %%%% xzkgd lsok ,d 
*Vhe* dk iz;kl gSA vPNh xzkgd lsok ds fy, leÆir 
daiuh esa] esjk dke ugha gS *dk ,d n`f"Vdks.k ekStwn 
ugha gS ¼fp= 5-6½A 

¼p½¼p½¼p½¼p½    izHkko'khyrkizHkko'khyrkizHkko'khyrkizHkko'khyrk    dhdhdhdh    fuxjkuhfuxjkuhfuxjkuhfuxjkuh    vkSjvkSjvkSjvkSj    ekiekiekieki    ¼¼¼¼ Monitoring and 

measuring effectiveness½½½½ % vlj ds fy, fuxjkuh 
vkSj eki dk lapkyu djus gsrq dbZ vukSipkfjd rjhds 
gSaA xzkgdksa ls Lo;a iwNuk fd mUgsa yxrk gS fd fjVsy 
LVksj fdruk vPNk dk;Z dj jgk gSA ;g ewy VwYl 
tSls xzkgd larqf”V losZ{k.k dkMZ] xzkgdksa ds lkFk 
fudkl lk{kkRdkj vkfn dk mi;ksx djrs gq, iwjk fd;k tk ldrk gSA     

xzkgd lsok ds ykHkxzkgd lsok ds ykHkxzkgd lsok ds ykHkxzkgd lsok ds ykHk    ¼¼¼¼Advantages of customer service½½½½ 

xzkgd lsok iznku djus ds ykHk bl izdkj gSa % 

• xzkgdksa dh csgrj lsok djus esa enn djrk gSA 

• xzkgd jktLo c<+k,aA 

• u, xzkgdksa dks izkIr djus esa enn djrk gSA 

• mRiknksa dks vf/kd izHkkoh <ax ls cpus esa lgk;dA 

• fcØh deZpkfj;ksa dks lkSnksa dks can djus esa enn djrk gSA 

• xzkgdksa dks nh tkus okys ewY; izLrko dks fodflr djus ;k c<+kus esa enn djrk gSA 

• xzkgd fu”Bk dks c<+krk gSA 

• ykHk c<+kus ds fy, xzkgdksa dks cuk, j[krk gSA 

• xzkgd ds [k.M ds vk/kkj ij /;ku dsfUnzr xzkgd fMyhojh vkSj leFkZu esa enn djrk gSA 

fp=- 5-5 xzkgd dh f'kdk;rksa dks laHkkyuk 

fp=- 5-6 nqdku ds ysvkmV dh vof/k esa u, 
ifjizs{; 
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xzkgdksa ds fy, izpkj vkSj oQknkjh dk;ZØeksa dh izHkko’khyrk c<+kus ds fy, dk;Zuhfrd lek/kku fMtkbu 
djuk fjVsy okrkoj.k esa lcls egRoiw.kZ i{k gSA 

izk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;kl    
 

    

    

xfrfof/k 1xfrfof/k 1xfrfof/k 1xfrfof/k 1    
,d fjVsy LVksj esa xzkgd dh t:jrksa vkSj xzkgdksa dh vis{kkvksa dks leÖkus ds fy, QhYM foftVA 
 

 vko’;d lkefxvko’;d lkefxvko’;d lkefxvko’;d lkefxz;kaz;kaz;kaz;ka    
isu @ isafly] uksVcqd] tkaplwph ¼psdfyLV½ 
 

izfØ;kizfØ;kizfØ;kizfØ;k        

1- vius ?kj ds ikl ,d fjVsy LVksj ij tk,aA 
2- fjVsy LVksj esa vf/kdkfj;ksa ls feysa vkSj mudk vfHkoknu djsaA 
3- tc dksbZ xzkgd LVksj esa izos'k djrk gS] rks fcØh O;fä;ksa dks muds ‘kkjhfjd gko Hkko ds ladsrksa  

ij /;ku nsa vkSj fy[ksaA 
4- dqN xzkgdksa ls feysa vkSj mudh vis{kk fy[ksaA 
5- ,sls ladsrksa vkSj vis{kkvksa ds dkj.kksa dks lwphc) djus dk iz;kl djsaA 
6- ,d fjiksVZ rS;kj djsa vkSj fo"k; v/;kid dks HkstsaA 

 

 
    

    

viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa     
    

dddd----    fjDRk LFkku HkjsafjDRk LFkku HkjsafjDRk LFkku HkjsafjDRk LFkku Hkjsa    

1-  - - - - -- - -- - - -- - miHkksäk u dsoy xzkgd curs gSa cfYd fjVsy LVksj dks Hkh c<+kok nsrs gSaA 
2-  - - - - - - - - -- - -- LoLFk thou thus ds fy, thoksa ¼xzkgd½ ds fy, vko';d gSA 
3- xzkgdksa dks fofHkUUk mRiknksa vkSj lsokvksa ds ckjs esa - - - - - - - - -- - -- gksuk pkfg, 
4- izpkj vkSj oQknkjh dk;ZØeksa dh izHkko'khyrk dks c<+kus ;k c<+kus ds fy, - - - - - - - - -- - --  

lek/kku fMtkbu djukA 
    

[k[k[k[k----    cgq oSdfYid iz'ucgq oSdfYid iz'ucgq oSdfYid iz'ucgq oSdfYid iz'u        

1- mRiknksa ds vk/kkj ij xzkgdksa dks fdrus izdkjksa esa foHkkftr djus dh vko';drk gS\   
¼d½ nks 

¼[k½ rhu 

¼x½ pkj 

¼?k½ mijksä esa ls dksbZ ugha 
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2- ewrZ mRikn - - - - -  - - - -- - - - - -  gSaA  
 

¼d½ lkcqu 

¼[k½ bysDVªkWfud xStsV  

¼x½ lkbfdy  

¼?k½ lHkh ¼d½] ¼[k½ vkSj ¼x½ 

3- xzkgd - - - - - - - -  - - lsok xzkgdksa ds fy, lsok dk izko/kku gSA   
¼d½ [kjhn ls igys 

¼[k½ [kjhn ds nkSjku 

¼x½ [kjhn ds ckn 

¼?k½ lHkh ¼d½] ¼[k½ vkSj ¼x½ 

4- tks vPNh xzkgd lsokvksa dk ,d rRo ugha gS\ 
 

¼d½ lapkj dkS'ky 

¼[k½ xzkgdksa dks lquus dh dyk 

¼x½ izHkko'khyrk dh fuxjkuh vkSj eki djuk 

¼?k½ xzkgd ds lkFk cgl 

5- fuEufyf[kr esa ls dkSu xzkgd lsok iznku djus dk ykHk ugha gS\  

¼d½ xzkgd dks csgrj lsok nsa 

¼[k½ xzkgd ds jktLo esa deh 

¼x½ u, xzkgdksa dks izkIr djuk 

¼?k½ mRiknksa dks vf/kd izHkkoh :i ls cspsa 
 

xxxx----    lghlghlghlgh gSagSagSagSa ;k;k;k;k xyrxyrxyrxyr    

1- xzkgd og gS tks viuh O;fäxr vko';drk ;k t:jrksa ds fy, fdlh Hkh mRikn ;k lsokvksa dk 
miHkksx ;k mi;ksx djrk gSA 

2- lHkh vk/kqfud foi.ku ladYiukvksa esa xzkgd dh vko';drk,a vge gSaA 
3- xzkgd dh t:jrksa dks rhu izdkjksa esa foHkkftr fd;k tk ldrk gSA 
4- O;kikjh dks xzkgd dk fou;iwoZd ls Lokxr djuk pkfg, vkSj mldk vfHkoknu djuk pkfg,A 
5- daifu;ksa us vius xzkgdksa dh larqf"V dks c<+kus ds fy, dM+h esgur ugha dh gSA 
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?k?k?k?k----    laf{kIr mÙkj okys iz’u laf{kIr mÙkj okys iz’u laf{kIr mÙkj okys iz’u laf{kIr mÙkj okys iz’u     

1- xzkgd dkSu gS\ 
2- xzkgd lsok fdl izdkj u, xzkgdksa dks izkIr djus esa lgk;d gSA 
3- xzkgdksa dh izfrfØ;k dk D;k egRo gS\ 
4- ,d rjQ ls fd;k x;k lapkj izHkkoh ugha gksrk gSA mlds ckjs esa crk,a\ 
5- xzkgdksa ds lkFk rkyesy cukus ds rjhds D;k gSa\ 
 

³³³³----        viusviusviusvius izn'kZuizn'kZuizn'kZuizn'kZu dhdhdhdh tk¡ptk¡ptk¡ptk¡p djsadjsadjsadjsa    
1- xzkgd lsokvksa ds rRoksa dk izn'kZu djsa vkSj bldk egRo [kkstsaA 
2- xzkgd vkSj fjVsy LVksj ds lkFk ckrphr djds izfrfØ;k izkIr djus ij jksy Iys djsaA 
 

 

 

 

    

l=l=l=l= 2222    %%%%    izHkkoh xzkgd lsokizHkkoh xzkgd lsokizHkkoh xzkgd lsokizHkkoh xzkgd lsok    

izHkkohizHkkohizHkkohizHkkoh    xzkgdxzkgdxzkgdxzkgd    lsok lsok lsok lsok ¼¼¼¼Effective customer service½½½½ 

ges'kk ;kn j[ksa fd ,d larq"V xzkgd lkyksa lky 
rd fjVsy dk;Z esa vf/kd ;ksxnku nsrk gS] [kjhn 
vkSj flQkfj'k ds ek/;e ls rFkk nwljksa dks Hkh 
lanÆHkr djrk gS ¼fp= 5-8½A vc ge ,d izHkkoh 
xzkgd lsok ds fofHkUUk igyqvksa dks leÖkus dk iz;kl 
djrs gSaA 

xzkgdksaxzkgdksaxzkgdksaxzkgdksa    dsdsdsds    lkFklkFklkFklkFk    izHkkohizHkkohizHkkohizHkkoh    <ax<ax<ax<ax    lslslsls    O;ogkjO;ogkjO;ogkjO;ogkj    djuk ¼djuk ¼djuk ¼djuk ¼Deal 

effectively with customers½½½½ 

vius xzkgd ds lkFk izHkkoh <ax ls O;ogkj ds fy,] 
vkidks fuEu djuk gksxk % 

• vkn'kZ :i LVksj esa izos'k djus ds ,d feuV 
ds vanj ls muds vkus ij /;ku nsa @ vkxs c<+dj ckr djsaA 

• xzkgd dk Lokxr djrs le; fe=or vkSj mRlkgh jgsaA 

• xzkgdksa ls mudh t:jrksa dk fu/kkZj.k djus ds fy, mfpr iz'u iwNsaA 

• lqfo/kkvkas vkSj ykHkksa dk o.kZu djrs gq,] xzkgdksa dks O;kikj dh is'kd'k djsaA  

• tgka Hkh laHko gks] xzkgd dh p;fur oLrq ds vykok epsZaMkbt+ ls lacaf/kr oLrq,a cspsaA 

• fjVsy LVksj dh uhfr ds vuqlkj xzkgdksa dh f’kdk;rksa ls fuiVsaA 

• xzkgdksa ds fy, fo’ks”k vkWQj j[ksaA 

fp=- 5-8 izHkkoh xzkgd lsok 
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• Hkqxrku ds lHkh rjhdksa dk mi;ksx djsaA 

• f'kdk;rksa dks fouzerk vkSj lgkuqHkwfriwoZd Mhy djsaA 
    

xzkgdxzkgdxzkgdxzkgd    ls ls ls ls rkyesyrkyesyrkyesyrkyesy    cukuscukuscukuscukus    dsdsdsds    izHkkohizHkkohizHkkohizHkkoh    rjhdsrjhdsrjhdsrjhds    ¼¼¼¼Effective ways to build customer rapport½½½½ 

,d fjVsyj dks irk gksuk pkfg, fd xzkgdksa ds lkFk rkyesy cukus dh vPNh lsok iznku djus ;k fcØh esa 
deh ykus gsrq mlds lkFk vPNs laca/k cukuk egRoiw.kZ gSA ;gk¡ xzkgd ls rkyesy cukus ds fy, dqN 
lqÖkko fn, x, gSaA 

¼¼¼¼dddd½ ½ ½ ½     vuqdwyvuqdwyvuqdwyvuqdwyuh; cusa uh; cusa uh; cusa uh; cusa ¼¼¼¼Be adaptable½ ½ ½ ½ % ,d fjVsyj dks rkyesy ds fuekZ.k ds fy, LVksj n`f"Vdks.k dks 
ifjHkkf”kr djuk pkfg,A 

¼¼¼¼[k[k[k[k½½½½    xfr vkSj usr`Ro ¼xfr vkSj usr`Ro ¼xfr vkSj usr`Ro ¼xfr vkSj usr`Ro ¼Pace and lead½ ½ ½ ½ %%%%    ;g rkyesy cukus dk ,d vkSj rjhdk gSA tc dksbZ xzkgd dqN 
ekeyksa esa xqLlk ;k vfr mRlkfgr gks tkrk gS] rks fcØh djus okys O;fä dks xzkgd ds ekeys esa 
Çprk fn[kkuh pkfg, vkSj mls izkFkfedrk ds lkFk gy djuk pkfg, rFkk vPNh xzkgd lsokvksa dh 
vksj ys tkuk pkfg,A 

¼x½¼x½¼x½¼x½    mUgsamUgsamUgsamUgsa    blsblsblsbls    iwjkiwjkiwjkiwjk    djusdjusdjusdjus    dhdhdhdh    lqfo/kklqfo/kklqfo/kklqfo/kk    iznku djsaiznku djsaiznku djsaiznku djsa aa aa    ¼¼¼¼Allow them to get it all out½ ½ ½ ½ % tc ,d xqLls esa xzkgd 
fjVsy LVksj esa vkrk gS] rks mUgsa viuh leL;k crkus nsaA viuh leL;k crkus ds ckn] xzkgd vkjke 
eglwl dj ldrk gS vkSj fQj vki mudh leL;kvksa dks gy dj ldrs gSaA 

¼?k½¼?k½¼?k½¼?k½    fQj ls nksgjk,a ¼fQj ls nksgjk,a ¼fQj ls nksgjk,a ¼fQj ls nksgjk,a ¼Repeat again½ ½ ½ ½ % ,d ckj tc xzkgd eqís ij cksyrk gS] rks xzkgd dgsa ^^Bhd gS] 
,d ckj fQj ls crk,a** ds fy, fQj ls okD; ;k egRoiw.kZ fooj.k nksgjk,aA ;g xzkgd dks vk’oLr 
djrk gS fd lacaf/kr O;fDr mldh ckrksa ij /;ku ns jgk gSA    

¼bZ½¼bZ½¼bZ½¼bZ½        igys xzkgd dk uke tkusa ¼igys xzkgd dk uke tkusa ¼igys xzkgd dk uke tkusa ¼igys xzkgd dk uke tkusa ¼Get customer name first½ ½ ½ ½ % xzkgd ds lkFk ifjorZu ‘kq: djus ls 
igys] f’kdk;r la[;k ds ctk, igys xzkgd dj uke iwNsaA fcØh ls tqM+s O;fä dks xzkgd ds eqÌs ij 
ppkZ djrs le; xzkgd ds uke dk mi;ksx djuk pkfg,A  

¼p½¼p½¼p½¼p½    fjVsyj dks fjVsyj dks fjVsyj dks fjVsyj dks xzkgdxzkgdxzkgdxzkgd    cukuscukuscukuscukus    dhdhdhdh    leL;kleL;kleL;kleL;k    ¼¼¼¼Make  the  customer’s  problem the  retailer’s problem½ ½ ½ ½ 
%%%%    fjVsyj dks xzkgd dh leL;k dks nwj djuk pkfg,A ,d xzkgd vkSj fjVsyj ds chp ,d vPNk 
laca/k cuus ls xzkgd dh fQj ls okilh dk jkLrk cu tkrk gSA 

N½N½N½N½    blsblsblsbls    xzkgdxzkgdxzkgdxzkgd    dsdsdsds    n`f"Vdks.kn`f"Vdks.kn`f"Vdks.kn`f"Vdks.k    lslslsls    ns[ksans[ksans[ksans[ksa    ¼¼¼¼See it from customer’s point of view½ ½ ½ ½ %%%%    xzkgd lsok lg;ksxh 
dks Lo;a dks xzkgd dh txg ij j[kuk pkfg,A ;fn lgkuqHkwfr fn[kkus ds fy, la?k"kZ djuk gS] rks 
xzkgd dks viuk djhch nksLr ;k ifjokj dk lnL; leÖksaA 

¼t½¼t½¼t½¼t½    mudhmudhmudhmudh    izkFkfedrk,aizkFkfedrk,aizkFkfedrk,aizkFkfedrk,a    lkÖkklkÖkklkÖkklkÖkk    djsadjsadjsadjsa    ¼¼¼¼Share their priorities½ ½ ½ ½ %%%%    xzkgd ds ikl izkFkfedrkvksa dh ,d lwph 
gSA fjVsyj xzkgd dks viuh izkFkfedrk cukrk gS vkSj mudh ns[kHkky dj izkFkfedrk ij mudh 
Çprkvksa dks nwj djrk gSA 
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¼¼¼¼>>>>½½½½    ekQhekQhekQhekQh    dkdkdkdk    ewY;ewY;ewY;ewY;    ;kn;kn;kn;kn    j[ksaj[ksaj[ksaj[ksa    ¼¼¼¼Remember value of an apology½ ½ ½ ½ % izR;sd fjVsyj dks ekQh dk ewY; 
irk gksuk pkfg,A ;gka rd fd os gj le; f'kdk;rksa ls fuiVrs gSa fQj Hkh mUgsa xzkgd ls ekQh 
ekaxrs le; cgqr lko/kku jguk pkfg,A 

¼¼¼¼¥¥¥¥½½½½    fjVsyjfjVsyjfjVsyjfjVsyj    dsdsdsds    iklikliklikl    *lkekU;*lkekU;*lkekU;*lkekU;    :i:i:i:i    lslslsls    phtsa*phtsa*phtsa*phtsa*    ughaughaughaugha    gSagSagSagSa    ¼¼¼¼Retailer doesn’t have to have ‘things in 

common½ ½ ½ ½ %%%%    dqN fjVsylZ ds ikl vius xzkgdksa ds lkFk dqN Hkh lkekU; ugha gS vkSj blfy, os 
rkyesy cukus esa vleFkZ gksaxsA 

¼¼¼¼VVVV½½½½    tYnh tYnh tYnh tYnh ugha ugha ugha ugha djdjdjdjaaaa ss ss    ¼¼¼¼Don’t rush½½½½    %%%%    dHkh&dHkh fjVsyj fu;fer vk/kkj ij eqÌksa dh igpku dj ldrk gS 
vkSj fQj leL;k dks tYn Bhd djus ds fy, gM+cM+h dj ldrk gSA 

¼B½¼B½¼B½¼B½    eqLdjkuk ¼eqLdjkuk ¼eqLdjkuk ¼eqLdjkuk ¼Smile½ ½ ½ ½ %%%%    fcØh O;fDr dks ges'kk xzkgd ds lkFk eqLdqjkrs gq, ckrphr djuh pkfg,A 
xzkgd ,slh phtksa ij uksfVl ¼/;ku nsrs gSa½ djrs gSaA 

¼¼¼¼MMMM½½½½    xzkgdxzkgdxzkgdxzkgd    ykHkykHkykHkykHk    esaesaesaesa    O;fäxrO;fäxrO;fäxrO;fäxr    #fp#fp#fp#fp    ¼¼¼¼Personal  interest  in  customer  benefits½ ½ ½ ½ %%%%    fjVsyj xzkgd ykHk esa 
O;fDrxr #fp fn[kkdj xzkgd ds lkFk rkyesy cuk ldrk gSA 

¼¼¼¼<<<<½½½½    vPNkvPNkvPNkvPNk    lquuslquuslquuslquus    dkdkdkdk    dkSdkSdkSdkS'ky'ky'ky'ky    iznÆ'kriznÆ'kriznÆ'kriznÆ'kr    djsadjsadjsadjsa    ¼¼¼¼Display good listening skills½ ½ ½ ½ %%%%    izR;sd fjVsyj dks xzkgd dks 
fo’okl fnykrs gq, vius lquus ds dkS’ky dks fn[kkuk pkfg, fd vki xzkgd D;k dgrs gSa mls 
nksgjkdj lqu jgs gSaA 

¼¼¼¼.k.k.k.k½½½½        vius dk;Z ij /;ku dsafnzr djsa ¼vius dk;Z ij /;ku dsafnzr djsa ¼vius dk;Z ij /;ku dsafnzr djsa ¼vius dk;Z ij /;ku dsafnzr djsa ¼Remain  focussed½ ½ ½ ½ %%%%    xzkgd ij iwjh rjg ls /;ku dsafær j[ksa vkSj 
mlls /;ku u gVk,aA 

¼¼¼¼rrrr½½½½    lHkhlHkhlHkhlHkh    xzkgdxzkgdxzkgdxzkgd    pSVpSVpSVpSV    ughaughaughaugha    djukdjukdjukdjuk    pkgrspkgrspkgrspkgrs    gSagSagSagSa    ¼¼¼¼Not all customers want to chat½ ½ ½ ½ %%%%    ;kn j[ksa fd xqLlk esa 
dksbZ xzkgd rkyesy ugha cukuk pkgsaxsA bls Bhd djus ds fy, os vkidks dsoy ;g crkuk pkgsaxs 
fd leL;k D;k gSA  

¼¼¼¼FkFkFkFk½½½½    vuqeku yxkusvuqeku yxkusvuqeku yxkusvuqeku yxkus    lslslsls    cpsacpsacpsacpsa    ¼¼¼¼Avoid assumptions½ ½ ½ ½ %%%%    xzkgd tks dg jgk gS] mlds ckjs esa vuqeku u 
yxk,a & lfØ; :i ls lqusaA 

¼¼¼¼nnnn½½½½    ,d,d,d,d    csgrj fcanqcsgrj fcanqcsgrj fcanqcsgrj fcanq    ijijijij    lekIrlekIrlekIrlekIr    djsaadjsaadjsaadjsaa    ¼¼¼¼End on a high½ ½ ½ ½ %%%%    ges’kk xzkgd ls iwNsa fd D;k dqN vkSj gS tks vki 
muds fy, dj ldrs gSa] blls igys fd os LVksj ls pys tk,aA ;g n'kkZrk gS fd vkidh izkFkfedrk 
ls vPNh lsok nh jgh gS] u fd dsoy Åijh rkSj ij ckr gks jgh gSA  

¼¼¼¼/k/k/k/k½½½½    f'kdk;rksaf'kdk;rksaf'kdk;rksaf'kdk;rksa    dsdsdsds    chp Hkhchp Hkhchp Hkhchp Hkh    eqLdqjk,¡eqLdqjk,¡eqLdqjk,¡eqLdqjk,¡    %%%%    fcØh ls tqM+s O;fä dks ges'kk eqLdqjkus dh vko';drk gksrh gS] rc 
Hkh tc xzkgd f’kdk;r dj jgk gksA os ;g ugha lquuk pkgrs fd ml O;fä dk fnu [kjkc gks jgk 
gS&os dsoy ;g tkuuk pkgrs gSa fd D;k fjVsyj bl eqÌs dks gy djus esa l{ke gksxk vkSj fQj cnys 
esa xzkgd dks eqLdqjkus rd ys vk,xkA 

¼¼¼¼uuuu½½½½    vuqfprvuqfprvuqfprvuqfpr    pqVdqyspqVdqyspqVdqyspqVdqys    lslslsls    lko/kkulko/kkulko/kkulko/kku    jgsajgsajgsajgsa    ¼¼¼¼Beware of inappropriate jokes½ ½ ½ ½ %%%%    gj fdlh dks gkL; ds lkFk 
lko/kku jguk pkfg,A dHkh&dHkh ,d galh etkd dh fVIi.kh djus esa tksf[ke gks tkrk gSA 
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izk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;kl    
 

    

    xfrfof/k 1xfrfof/k 1xfrfof/k 1xfrfof/k 1        
xzkgd rkyesy cukus ds fy, izHkkoh rjhdksas dk voyksduA 

vko’;d lkefxz;kavko’;d lkefxz;kavko’;d lkefxz;kavko’;d lkefxz;ka    
 isu @ isafly] uksVcqd] vkSj psdfyLV 

izfØ;kizfØ;kizfØ;kizfØ;k        

1- v/;kid izR;sd esa pkj Nk=ksa ds lkFk ,d lewg cuk,a vkSj mUgsa utnhdh ,d fjVsy LVksj ij 
tkus ds fy, dgsaA 

2- LVksj eSustj ls feysa vkSj mudk vfHkoknu djsaA 
3- mUgsa foftV dk mÌs'; crk,a vkSj LVksj ij tkus dh vuqefr ysaA 
4- Nk=ksa dks ;g ns[kuk pkfg, fd fjVsylZ xzkgdksa ij dSls /;ku dsafær dj jgk gSA 
5- xzkgd rkyesy cukus ds fy, fjVsyj }kjk ikyu fd, x, rjhdksa dh tkap djsaA 
6- vius voyksdu ij uksV~l rS;kj djsaA 
7- d{kk esa voyksdu ij ppkZ djsa vkSj fo”k; v/;kid dks fjiksVZ izLrqr djsaA 

 
    

    

viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa     
    

dddd----    fjDRk LFkku fjDRk LFkku fjDRk LFkku fjDRk LFkku HkjsaHkjsaHkjsaHkjsa    
1- ges'kk ;kn j[ksa fd ,d  - - - - - - - - - - - - - - xzkgd vkids O;kikj esa o"kks± rd ;ksxnku nsxkA 
2- Qksu ij xzkgdksa ds lkFk - - - - - - - - - - - - - - dk fuekZ.k ,d vPNh lsok iznku djus ;k fcØh 

c<+kus ds fy, bruk egRoiw.kZ gSA 
  

[k[k[k[k----    fuEufyf[kr esafuEufyf[kr esafuEufyf[kr esafuEufyf[kr esa lllls s s s crk,acrk,acrk,acrk,a fdfdfdfd lghlghlghlgh gSagSagSagSa ;k;k;k;k xyrxyrxyrxyr    
1- lHkh xzkgdksa dks ,d gh ‘kSyh ¼style½ dk mi;ksx djds laidZ fd;k tkuk pkfg,A 
2- tc xzkgd xqLls esa gS] rks mUgsa fcuk fdlh #dkoV ds ckgj tkus nsaA 
  

xxxx----    laf{kIr mÙkj okys iz’u laf{kIr mÙkj okys iz’u laf{kIr mÙkj okys iz’u laf{kIr mÙkj okys iz’u     

1- ,d fjVsyj dks ,d vPNk Jksrk D;ksa gksuk pkfg,\ 
2- izR;sd fjVsyj dks ekQh dk ewY; irk gksuk pkfg,A foLrkj ls crk,aA 
3- ,d xzkgd ds lkFk rkyesy cukuk D;ksa egRoiw.kZ gS\ 
       

?k?k?k?k----    viusviusviusvius izn'kZuizn'kZuizn'kZuizn'kZu dhdhdhdh tk¡ptk¡ptk¡ptk¡p djsadjsadjsadjsa    
1- xzkgdksa ds rkyesy cukus ds izHkkoh rjhdksa dk izn'kZuA 
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l=l=l=l= 3333    % % % % laxBu ds ekudlaxBu ds ekudlaxBu ds ekudlaxBu ds ekud    

fjVsyfjVsyfjVsyfjVsy    esaesaesaesa    deZpkfj;ksadeZpkfj;ksadeZpkfj;ksadeZpkfj;ksa    dhdhdhdh    mifLFkfrmifLFkfrmifLFkfrmifLFkfr    dddds ekuds ekuds ekuds ekud    ¼¼¼¼Standards of staff appearance in retail½½½½ 

fdlh laxBu esa mifLFkfr ds ekud dks cuk, j[kus ds fy, lHkh vf/kdkfj;ksa vkSj deZpkfj;ksa dh O;fäxr 
ftEesnkjh gSA izca/kd vkSj i;Zos{kd ¼supervisors½ lHkh dÆe;ksa ds ckjs esa ;g lqfuf'Pkr djus gsrq ft+Eesnkj 
gSa fd os vius QkWeZ esa fu/kkZfjr mifLFkfr ds ekudksa dks izkIr djsa vkSj tgk¡ Hkh vko';d gks] os vuq'kalk 
¼recommendation½ vkSj ekxZn'kZu nsaA 

laxBu dks vius dkfeZdksa dh Mªsflax vkSj mifLFkfr ds ekudksa] tSls laxBu ds czkaM ds lkFk deZpkjh dh 
mifLFkfr dks lajsf[kr djuk] tkWc jksy dk O;olk;hdj.k] laxBukRed] igpku vkSj muds LokLF; rFkk 
lqj{kk fparkvksa ds izfr lpsr jgus ls dbZ ykHk fey ldrs gSaA   

¼¼¼¼dddd½½½½        lexzlexzlexzlexz    :i:i:i:i    ¼¼¼¼Overall  appearance½ ½ ½ ½ %%%% fjVsy deZpkjh viuh mifLFkfr ds ekud dks cuk, j[krs gSaA 
odZ lSVksa ds izdkj iks'kkd ¼dress½ ds vkSipkfjd ekud dks fu/kkZfjr djrk gSA 

¼¼¼¼[k[k[k[k½½½½    MªslMªslMªslMªsl    dksMdksMdksMdksM    %%%%    deZpkfj;ksa dh Mªsl dksM] mez] Çyx] /keZ vkSj laL—fr tSls lHkh igyqvksa esa vf}rh; gksuk 
pkfg,A 

¼¼¼¼xxxx½½½½    ckyckyckycky    ¼¼¼¼Hair½ ½ ½ ½ %%%%    cky vPNh rjg ls ca/ks gksus pkfg, vkSj og mfpr jax ds gksus pkfg,A LVksj ds 
deZpkfj;ksa dks ckyksa esa vU; jax djus ls cpuk pkfg,A 

¼Mh½¼Mh½¼Mh½¼Mh½    daiuh dsdaiuh dsdaiuh dsdaiuh ds    yksxksyksxksyksxksyksxks    dsdsdsds    lkFklkFklkFklkFk    igpkuigpkuigpkuigpku    i=i=i=i=    ¼¼¼¼Identity cards with company logo½ ½ ½ ½ %%%%    vkbZMh dkMZ esa eq[; 
:i ls uke] QksVks] ukSdjh dk 'kh"kZd vkSj deZpkjh dk inuke 'kkfey gksuk pkfg,A 

¼¼¼¼³³³³½½½½    ‘kkjhfjd gko‘kkjhfjd gko‘kkjhfjd gko‘kkjhfjd gko    Hkko ¼Hkko ¼Hkko ¼Hkko ¼Body language½ ½ ½ ½ %%%%    ‘kkjhfjd gko Hkko dks leÖkuk O;fäxr :i esa cgqr 
egRoiw.kZ igyw gSA rks] deZpkfj;ksa dh ‘kkjhfjd gko Hkko esa izHkko'kkyh gksuh pkfg,A 

¼p½¼p½¼p½¼p½    izlk/kuizlk/kuizlk/kuizlk/ku    lkexzhlkexzhlkexzhlkexzh    ¼¼¼¼Cosmetics½ ½ ½ ½ %%%%    esdvi lk/kkj.k fd;k gksuk pkfg,] fudyk gqvk ;k vR;f/kd ugha 
fd;k gksuk pkfg,A     

¼N½¼N½¼N½¼N½    VSVwVSVwVSVwVSVw    ¼¼¼¼Tattoos½ ½ ½ ½ %%%%    pkSFkkbZ] vk/ks vkSj iwjh ckag ds VSVw dks gj le; doj fd;k tkuk pkfg,A 

iq#"kiq#"kiq#"kiq#"k    LVkQLVkQLVkQLVkQ    }kjk}kjk}kjk}kjk    dhdhdhdh    tkustkustkustkus    okyhokyhokyhokyh    lko/kkfu;kalko/kkfu;kalko/kkfu;kalko/kkfu;ka    ¼¼¼¼Precautions to be taken by male staff½½½½ 

fjVsy LVksj ds dqy deZpkfj;ksa dks LVksj esa mifLFkfr vkSj O;ogkj ds ekeys ls lko/kku jguk pkfg,A 

iq#"k deZpkfj;ksa ds fy, lko/kkfu;ka uhps nh xbZ gSa % 

• fu/kkZfjr onhZ lkQ vkSj LoPN rFkk bL=h dh gksuh pkfg,A 
• NksVs cky] lkQ vkSj lqO;ofLFkr gksus pkfg,A 
• Dyhu ‘kso yqd nsus dh mEehn dh tkrh gSA 
• uk[kwuksa dks fu;fer varjky ij cM+s djhus ls dkVk ;k NkaVk tkuk pkfg,A 
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• vkf/kdkfjd le; ds nkSjku dkuksa dh ckyh vkSj gkFkksa ds dM+s iguus ls cpsaA 
  
efgykefgykefgykefgyk    LVkQLVkQLVkQLVkQ    }kjk}kjk}kjk}kjk    cjrhcjrhcjrhcjrh    tkustkustkustkus    okyhokyhokyhokyh    lko/kkfu;kalko/kkfu;kalko/kkfu;kalko/kkfu;ka    ¼¼¼¼Precautions to be taken by female staff½½½½ 

efgyk deZpkfj;ksa ds fy, lko/kkfu;ka uhps nh xbZ gSa % 

• yacs ckyksa okyh efgykvksa dks vkf/kdkfjd le; ds nkSjku gj le; vius ckyksa dks cka/kuk pkfg,A 
• ckyksa ij yxk, x, dksbZ Hkh Qwy okaNuh; ugha gSaA 
• xgjs jax ds usy isaV ugha yxk,a vkSj yacs uk[kwuksa ls cpsaA 
• dksbZ Hkkjh vkHkw"k.k ugha iguuk pkfg,A 
• yVduss okys Ökqeds] 'kksj djus okyh ik;y u igusaA 
• ¶yksj ij jgus ds nkSjku pwfM+;k¡ u igusaA 
• gYdk esdvi djsa 
 

laxBulaxBulaxBulaxBu    esaesaesaesa    O;ogkjO;ogkjO;ogkjO;ogkj    ¼¼¼¼Behaviour in the organisation½½½½ 
,d larq"V xzkgd viuh [kjhn vkSj vU; xzkgdksa dks flQkfj'kksa vkSj jsQjy }kjk] o”kksZa rd fjVsy jktLo esa 
;ksxnku nsrk gSA vc] vkb, ge xzkgdksa] lgdÆe;ksa vkSj ofj"Bksa ds lkFk izHkkoh O;ogkj vkSj Mhy djus ds 
fofHkUUk igyqvksa dks leÖkus dk iz;kl djsaA 

xzkgdksaxzkgdksaxzkgdksaxzkgdksa    dsdsdsds    lkFklkFklkFklkFk    O;ogkjO;ogkjO;ogkjO;ogkj    ¼¼¼¼Dealing with customers½½½½ 

tSlk fd ge tkurs gSa fd ,d xzkgd cktkj dk jktk gksrk gS] blfy, fjVsy LVksj ds izR;sd deZpkjh dks 
xzkgdksa ds lkFk lgt O;ogkj djuk pkfg,A 

dqN fn'kkfunsZ'k uhps fn, x, gSa % 

• izR;sd fcØh ls tqM+s O;fä dks xzkgd dk Lokxr djuk] feyuk ;k muls vPNh rjg ckr djuk 
pkfg,A 

• lHkh ds lkFk vknj vkSj lEeku ds lkFk O;ogkj djsaA 
• deZpkfj;ksa dks #Ökku] cktkj esa gks jgs cnyko] Lokn vkSj xzkgdksa dh vknrksa ds ckjs esa irk gksuk 

pkfg,A 
• deZpkfj;ksa dks vius xzkgdksa dks lko/kkuh ls vkSj /;ku ls lquuk pkfg,] lEeku iznÆ'kr djuk pkfg,A 
• fcØh ls tqM+s O;fä dks NksVh vkSj cM+h la[;k] nksuksa rjg ds xzkgdksa ls ppkZ djus esa lgt gksuk 

pkfg,A 
    

lg;ksfx;ksalg;ksfx;ksalg;ksfx;ksalg;ksfx;ksa    dsdsdsds    lkFklkFklkFklkFk    O;ogkjO;ogkjO;ogkjO;ogkj    ¼¼¼¼Dealing with colleagues½½½½ 

lgdÆe;ksa ds lkFk O;ogkj djuk ,d cgqr gh egRoiw.kZ igyw gSA ;g lg;ksfx;ksa ds chp laca/k cukrk gS 

• fcØh ls tqM+s O;fä dks laxBu esa vius lg;ksfx;ksa ds lkFk 'kkyhurk vkSj fouezrk ls O;ogkj djuk 
pkfg,A 
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• izfrLi/khZ gksus ls cpuk pkfg,] ;g ,d udkjkRed ckr gSA [kqys rkSj ij izfrLi/khZ lg;ksfx;ksa ds izfr 
dke djus dh dksf’k’k djuh pkfg,A 

• lgdfeZ;ksa dss lkFk xyrQgeh ls cpsaA 

• vPNh rjg ls dke djus ds fy, izfrLi/khZ lg&dk;ZdrkZ dh iz'kalk djus dk iz;kl djsaA 

• izfrLi/kkZ dks ldkjkRed :i ls ysa] O;fäxr :i ls ughaA 

i;Zos{kdksa i;Zos{kdksa i;Zos{kdksa i;Zos{kdksa ds lkFk ds lkFk ds lkFk ds lkFk O;ogkj dO;ogkj dO;ogkj dO;ogkj djuk ¼juk ¼juk ¼juk ¼Dealing with superiors½½½½    

i;Zos{kdksa ds lkFk O;ogkj djuk Hkh ,d vkSj cgqr egRoiw.kZ igyw gSA ;g v/khuLFk vkSj i;Zos{kd ds chp 
laca/k cukrk gSA rRdky fLFkfr esa i;Zos{kd v/khuLFk dk ckWl gksrk gSA 

vke rkSj ij] i;Zos{kd v/khuLFkksa tSls Jfedksa dks fu;af=r djrs gSaA 

izk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;kl    
 

    

xfrfof/k 1xfrfof/k 1xfrfof/k 1xfrfof/k 1    

,d fjVsy vkmVysV @ ekWy ij tk,a] tgk¡ iq#"k vkSj efgyk LVkQ dh mifLFkfr vkSj O;ogkj rFkk 
xzkgdksa ds lkFk O;ogkj djus ds rjhds dk fujh{k.k fd;k tk ldsA 

vko’;d lkefxz;kavko’;d lkefxz;kavko’;d lkefxz;kavko’;d lkefxz;ka    

isu @ isafly] uksVcqd] psdfyLV 

izfØ;kizfØ;kizfØ;kizfØ;k        

1- vius lewg ds lkFk fuf'Pkr le; ij fjVsy vkmVysV @ ekWy ij igq¡psaA 
2- dk;Zdkjh O;fDr ls feysa] mudk vfHkoknu djsa rFkk ogka vkus dk viuk mÌs'; crk,aA 
3- fuEufyf[kr ij /;ku nsa vkSj ,d uksV cuk,aA 
 

• iq#”k@ efgyk dk;Zdkjh dh mifLFkfr 
• nksuksa izdkj ds deZPkkfj;ksa ds fy, Mªsl dksM 
• nksuksa dh ckyksa dh ‘kSyh ¼Hairstyle½ 
• VSVw] dkWLesfVd vkSj ‘kkjhfjd gko Hkko nksuksa 

 
4- laxBu esa xzkgdksa ds lkFk O;ogkj djus ds muds rjhds dk fujh{k.k djsaA  
5- vius nksLrksa ds lkFk vius uksV~l dks vafre :i nsaA  
6- vf/kdkfj;ksa ds lkFk iqf"V djsa vkSj vafre :i nsdj lekIr djsaaA  



 

                                                     

                                                                                                            89                                        
                                                                                              

xzkgd lsok                                                                                                               
 

  

7- vius v/;kidksa ds fy, fjiksVZ rS;kj djsa vkSj tek djsaA 
 

    

    

viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa     
    

dddd----    fjDRk LFkku HkjsafjDRk LFkku HkjsafjDRk LFkku HkjsafjDRk LFkku Hkjsa    

1- - -- - - - - -- - --- --  O;fäxr mifLFkfr dk ,d egRoiw.kZ igyw gSA 
2- pkSFkkbZ] vk/kk vkSj iwjs Lyho ls - -- - - - - -- - --- --  dks gj le; doj fd;k tkuk pkfg,A 
    

[k[k[k[k----    fuEufyf[kr esafuEufyf[kr esafuEufyf[kr esafuEufyf[kr esa ls ls ls ls crk,acrk,acrk,acrk,a fdfdfdfd lghlghlghlgh gSagSagSagSa ;k;k;k;k xyrxyrxyrxyr    

1- gekjs ckyksa ds lkekU; jax dh rqyuk esa dksbZ vU; jax ugha gksuk pkfg,A 
2- ,d deZpkjh dk Mªsl dksM] mez] Çyx] /keZ laL—fr tSls lHkh igyqvksa esa vPNk gksuk pkfg,A 
3- yVdus okys >weds] ‘kksj epkus okyh ik;y vkSj pwfM+;k¡ ugha iguh tkuh pkfg,A 
4- LVksj esa dsoy ÝaVykbu LVkQ dks gj fnu ,d fu/kkZfjr onhZ iguuh pkfg,A 
5- lg;ksfx;ksa ds izfr [kqyh izfrLi/khZ esa dke djus dh dksf'k'k djsaA 
 

 

xxxx----    y?kq mÙkj okys iz’uy?kq mÙkj okys iz’uy?kq mÙkj okys iz’uy?kq mÙkj okys iz’u        

1- LVkQ mifLFkfr ds fy, ekudksa ij ppkZ djsaA 
2- fjVsy LVksj esa dke djrs le; iq#"k vkSj efgyk deZpkfj;ksa }kjk D;k lko/kkfu;ka cjrh tkuh 

pkfg,\ 
3- fjVsy LVksj esa dke djrs le; xzkgdksa] ofj"Bksa vkSj lgdÆe;ksa ds lkFk dSlk O;ogkj djuk pkfg,\ 

 

?k?k?k?k----    viusviusviusvius izn'kZuizn'kZuizn'kZuizn'kZu dhdhdhdh tk¡ptk¡ptk¡ptk¡p djsadjsadjsadjsa    
1- ,d laxBu esa mifLFkfr ds mPp Lrj dks cuk, j[kus gsrq O;fäxr ftEesnkjh dk izn'kZu djsaA 

    

llll==== 4444    % % % % xzkgd dh mEEkhnsaxzkgd dh mEEkhnsaxzkgd dh mEEkhnsaxzkgd dh mEEkhnsa    

xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    mEehnmEehnmEehnmEehn    dk vFkZ dk vFkZ dk vFkZ dk vFkZ ¼¼¼¼Meaning of customer expectation½½½½ 

xzkgdksa dh mEehnsa mRiknksa ;k lsokvksa ls feyus okyk dqy dfFkr ewY; gSA ;fn oLrq ds lkFk xzkgd dk 
okLrfod vuqHko mlds dfFkr ewY; ls vf/kd gS] rks xzkgd larq"V gksxkA ;fn xzkgd dk okLrfod vuqHko 
dfFkr ewY; ls de gS] rks xzkgd vlarq"V ¼dissatisfied½ ;k fujk'k ¼dissatisfied½ gksxkA 

xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    vis{kkvis{kkvis{kkvis{kk    dhdhdhdh    igpkuigpkuigpkuigpku    djukdjukdjukdjuk    ¼¼¼¼Identifying customer expectation½½½½ 

vk/kqfud le; esa xzkgdksa dh mEehnsa fnu izfr fnu c<+rh tk jgh gSaA ;fn fjVsyj xzkgdksa dh mEehnksa dks 
iwjk djus esa vleFkZ gS] rks mudk ekStwnxh ¼existence½ vf/kd le; rd ugha jgsxk rFkk mudh izfr"Bk 
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>qdh gqbZ ¼tarnished½ gks tk,xhA le;] iz;kl vkSj xzkgdksa dh t:jrksaa ds lkFk xzkgdksa dh mEehnsa cny 
tkrh gSaA u, xzkgdksa dh mEehnksa ds fy, lwpuk izkS|ksfxdh ftEesnkj gSA 

xzkgd dh mEehnksa dh igpku djus ds dqN rjhds bl izdkj gSa % 

¼¼¼¼dddd½½½½        ladYiukladYiukladYiukladYiuk    okLrfodrkokLrfodrkokLrfodrkokLrfodrk    dks iwjk djrhdks iwjk djrhdks iwjk djrhdks iwjk djrh    gSgSgSgS    ¼¼¼¼Concept meets reality½½½½    %%%%    gj xzkgd pkgrk gS fd 
okLrfodrk    ls mldh mEehnsa iwjh gksaA 

¼¼¼¼[k[k[k[k½½½½        xzkgdksaxzkgdksaxzkgdksaxzkgdksa    dsdsdsds    lkFklkFklkFklkFk    ckrphrckrphrckrphrckrphr    ¼¼¼¼Conversation  with  customers½ ½ ½ ½ %%%%    xzkgd ds lkFk ckrphr Hkh xzkgd dh 
t:jrksa vkSj xzkgdksa dh mEehnksa dh igpku djus dk ,d rjhdk gSA xzkgd fjVsy {ks= esa xzkgd 
gSaMfyax foHkkx xzkgdkssa dks gksus okyh ijs’kkuh ds izca/ku ds fy, dk;Z djrk gSA 

¼x¼x¼x¼x½½½½        lewglewglewglewg    izfrfØ;kizfrfØ;kizfrfØ;kizfrfØ;k    ¼¼¼¼Group feedback½ ½ ½ ½ %%%%    ,d lewg izfrfØ;k Hkkxksa esa izfrfØ;k gsrq xzkgdksa ds iwjs lewg 
ds fy, leÖk esa vkrh gSA 

¼¼¼¼?k?k?k?k½½½½        leqnk;leqnk;leqnk;leqnk;    lslslsls    tkudkjhtkudkjhtkudkjhtkudkjh    izkIrizkIrizkIrizkIr    djukdjukdjukdjuk    ¼¼¼¼Gain insights from community½ ½ ½ ½ %%%%    xzkgdksa dh mEehnksa dks tkuus 
gsrq] leqnk; lcls vPNk lzksr gSA cgqr ls yksx lks’ky ehfM;k dk bLrseky djrs gSa] tgka os  Lora= 
:Ik ls vkSj [kqydj ckr djrs gSaA fjVsylZ ogka ls izfrfØ;k ysrs gSa vkSj xzkgd dh mEehnksaa dks 
igpkurs gSaA mUgsa izsfjr djus ds ckjs esa ckr djuk mudh viuh izsj.kk gS] ftldk vFkZ ;g Hkh gS fd 
;fn os ,slk djrs gSa] rks ;g muds fy, vkSj laxBu ds fy, laxr gSA 

fjVsyjfjVsyjfjVsyjfjVsyj    lslslsls    xzkxzkxzkxzkgdksagdksagdksagdksa    dhdhdhdh    mEehnsamEehnsamEehnsamEehnsa    ¼¼¼¼Customer expectations from retailer½ ½ ½ ½  

uhps uohure xzkgd dh mEehnsa nh xbZ gSa tks fjVsy LVksjksa }kjk iwjh dh tkrh gSa % 

¼¼¼¼dddd½½½½        oLrqvksaoLrqvksaoLrqvksaoLrqvksa    ;k;k;k;k    lsokvksalsokvksalsokvksalsokvksa    dkdkdkdk    futhdj.kfuthdj.kfuthdj.kfuthdj.k    ¼¼¼¼Personalisation of goods or services½ ½ ½ ½ %%%% izR;sd xzkgd fjVsyj 
ls O;fäxr tkudkjh pkgrk gS tks xzkgd dks fjVsyj ls tksM+rk gSA 

¼¼¼¼[k[k[k[k½½½½    vf/kdvf/kdvf/kdvf/kd    fodYifodYifodYifodYi    ¼¼¼¼More options½½½½    %%%% izR;sd xzkgd fdlh mRikn esa dbZ fodYi tSls mRikn dh 
fofo/krk] xq.koŸkk] miyC/krk vkSj lLrh dher pkgrk gSA 

¼¼¼¼xxxx½½½½    ckjhdhckjhdhckjhdhckjhdh    lslslsls    lquks]lquks]lquks]lquks]    tYnhtYnhtYnhtYnh    lslslsls    izfrfØ;kizfrfØ;kizfrfØ;kizfrfØ;k    djsadjsadjsadjsa    ¼¼¼¼Listen closely, respond quickly½ ½ ½ ½ %%%%    izR;sd xzkgd fjVsyj 
dh tkudkjh tYnh vkSj lgh rjhds ls pkgrk gSA ;gka rd fd izR;sd fjVsyj dks QhMcSd flLVe 
cuk, j[kuk pkfg,A 

¼?k½¼?k½¼?k½¼?k½    ÝaVÝaVÝaVÝaV&ykbulZ&ykbulZ&ykbulZ&ykbulZ    ds ikl ds ikl ds ikl ds ikl vf/kdvf/kdvf/kdvf/kd    fu;a=.kfu;a=.kfu;a=.kfu;a=.k    nsansansansa    %%%%    xzkgdksa ÝaV&ykbu lsok ds vf/kdkfj;ksa ls mEehn dj 
leL;k ds izdkj dks leÖkuk pkfg,A 

xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    mEehnksamEehnksamEehnksamEehnksa    dhdhdhdh    iqf"Viqf"Viqf"Viqf"V    djsadjsadjsadjsa    ¼¼¼¼Confirm customer expectation½½½½ 

xzkgd dh mEehn dh igpku djus ds ckn] fjVsy laxBu ds izfrfuf/k dks lcls izHkkoh rjhds ls bldh 
iqf"V djuh pkfg,] tks bl izdkj gS % 

• xzkgd dks dkWy djds 
• vfrfjä lsok iznku djds 
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xzkgdxzkgdxzkgdxzkgd    dksdksdksdks    mfprmfprmfprmfpr    mÙmÙmÙmÙkjkjkjkj    nsuknsuknsuknsuk    ¼¼¼¼Responding to customer appropriately½½½½ 

xzkgd dh t:jrksa dh igpku djuk fcØh izfrfuf/k @ dk;Zdkjh dk ,d cgqr egRoiw.kZ dk;Z gSA xzkgd 
dh t:jrksa dh igpku djus ds ckn gj fcØh izfrfuf/k dks rnuqlkj vkSj mfpr :i ls mÙkj nsuk gksxkA 

¼¼¼¼dddd½½½½    okLrfodokLrfodokLrfodokLrfod    t:jrt:jrt:jrt:jr    dkdkdkdk    iiiirkrkrkrk    yxk,ayxk,ayxk,ayxk,a    ¼¼¼¼Find their real need½½½½    %%%%    rqjar mÙkj nsus ls igys] fcØh O;fDr dks 
,d iy ds fy, #duk pkfg, vkSj xzkgd ds n`f"Vdks.k ls lkspuk pkfg,A os ml lqfo/kk dks D;ksa 
pkgrs gSa\ 

¼¼¼¼[k[k[k[k½½½½    xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    t:jrt:jrt:jrt:jr    dksdksdksdks    iwjkiwjkiwjkiwjk    djukdjukdjukdjuk    ¼¼¼¼Fulfill the customer need½ ½ ½ ½ %%%%    ,d ckj ,d fcØh izfrfuf/k xzkgdksa 
dh t:jrksa dh igpku djrk gS] rks mls iwjk djuk pkfg,A 

¼x½¼x½¼x½¼x½        mi;qämi;qämi;qämi;qä    mRiknmRiknmRiknmRikn    dsdsdsds    lkFklkFklkFklkFk    gekjsgekjsgekjsgekjs    xzkgdxzkgdxzkgdxzkgd    dhdhdhdh    t:jrksat:jrksat:jrksat:jrksa    dksdksdksdks    iwjkiwjkiwjkiwjk    djsadjsadjsadjsa    %%%%    xzkgdksa dh ekax ds vuqlkj mRikn 
dks lkSaisaA 

¼¼¼¼?k?k?k?k½½½½    ,d,d,d,d    bZekunkjbZekunkjbZekunkjbZekunkj    Li"Vhdj.kLi"Vhdj.kLi"Vhdj.kLi"Vhdj.k    nsansansansa    %%%%    ;fn mRikn dh deh gS vkSj ;g xzkgd dks iznku ugha fd;k tk ldrk 
gS] rks xzkgd dks *ugha* dgsa( ikjn'khZ cuk,a vkSj ,d bZekunkj O;k[;k iznku djsaA 

izk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;klizk;ksfxd vH;kl    
 

    

xfrfof/k 1xfrfof/k 1xfrfof/k 1xfrfof/k 1    
    

xzkgd dh mEehnksa vkSj muds iz'uksa dk mÙkj nsus dk rjhdk igpkuus gsrq ,d fjVsy vkmVysV ij 
tk,¡A 
 

vko’;d lkefxz;kavko’;d lkefxz;kavko’;d lkefxz;kavko’;d lkefxz;ka    
isu @ isafly] uksVcqd] psdfyLV   

 

izfØ;kizfØ;kizfØ;kizfØ;k        

1- vius lewg ds lkFk le; ij fjVsy vkmVysV @ ekWy rd igq¡psaA 
2- vf/kdkfj;ksa ls feysa] mudk vfHkoknu djsa vkSj muds lkFk dke djus dk vuqjks/k djsaA 
3- dke djrs gq,] fujh{k.k djsa % 

 

• xzkgd dh mEehnsa 
• xzkgd iz'u 
• xzkgd dh t:jr 
• os dSls larq"V gksrs gSa\ 

 

4- LVksj esa dke djus dh lHkh vis{kkvksa] xzkgd ds iz'uksa vkSj vkids vuqHko ds ckjs esa /;ku nsaA 
5- vius lewg ds lnL;ksa ds lkFk fjiksVZ ij ppkZ djsaA 
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6- dk;Zdkjh ds lkFk iqf"V djsa vkSj vius vuqHko tksM+sa % 
• xzkgd dh mEehnsa 
• xzkgd iz'u 

7- fjiksVZ dks vafre :i nsa vkSj fo"k; v/;kid dks tek djsaA 
 

    

    

viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa viuh izxfr tkapsa     
    

dddd----    fjDRk LFkku HkjsafjDRk LFkku HkjsafjDRk LFkku HkjsafjDRk LFkku Hkjsa    
1- vk/kqfud le; esa xzkgd vis{kk,a - -- - - - - -- - --- -- -- dks c<+k jgh gSaA 
2- vf/kdka'k xzkgd vHkh Hkh ,d O;fäxr - -- - - - - -- - --- -- --  vuqHko pkgrs gSaA 
3- izR;sd xzkgd dh t:jrsa mRikn esa - -- - - - - -- - --- -- -- dh miyC/krk ij fuHkZj gSaA 
 

[k[k[k[k----    fuEufyf[kr esafuEufyf[kr esafuEufyf[kr esafuEufyf[kr esa ls ls ls ls crk,acrk,acrk,acrk,a fdfdfdfd lghlghlghlgh gSagSagSagSa ;k;k;k;k xyrxyrxyrxyr    
1- *mEehnsa* [kjhn dh izR;kf'kr ifjfLFkfr;ka gSaA 
2- xzkgd lsok fu.kZ; fuekZrkvksa dh vis{kkvksa dks iwjk djrs gSaA 
3- xzkgd ds lkFk lsok lEcU/kh ckrphr Hkh xzkgd dh t:jrksa vkSj vis{kkvksa dh ,d tkap gSA 
4- ;g csgrj gksrk gS fd xzkgdksa ds lewg izfrfØ;k dks fgLlksa eas ns[kk tk,A 
 

xxxx----    y?kq mÙkj okys iz’uy?kq mÙkj okys iz’uy?kq mÙkj okys iz’uy?kq mÙkj okys iz’u        

1- xzkgd dh vis{kk dh igpku djus dh vko';drk D;ksa gS\ 
2- fjVsy LVksj n{krk ls xzkgdksa dh vis{kk dks dSls iwjk dj ldrk gS\ 
3- ,d xzkgd dks mfpr rjhds ls mÙkj dSls ns ldrs gSa\ 

 

?k?k?k?k----    viusviusviusvius izn'kZuizn'kZuizn'kZuizn'kZu dhdhdhdh tk¡ptk¡ptk¡ptk¡p djsadjsadjsadjsa    
1- fdlh laxBu esa mifLFkfr ds mPp Lrj dks cuk, j[kus gsrq O;fäxr ftEesnkjh dk izn'kZuA 

 

 


