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g]kfn a}+° sd{rf/L o'lgogsf] t];|f] s]Gb|Lo a}7s ;DkGg 

s]Gb|Lo dlxnf e]nf ;DkGg 
ldlt @)&$ kf}if @& ut]sf lbg Ps 

;df/f]xsf aLr s]Gb|Lo dlxnf e]nf ;DkGg 
eof] . o'lgogsf s]Gb|Lo cWoIf /d]zs'df/ 
>]i7sf] cWoIftfdf ;DkGg pQm e]nfdf 
:jfut tyf e]nfsf] cf}lrTodfly k|sfz kfg'{ 
x'Fb} o'lgogsf s]Gb|Lo sf]iffWoIf Pjd\ s]Gb|Lo 
dlxnf ljefusf ;+of]hs ;l/tf k|wfgn] dlxnf 
;zlQms/0f cleofgdf dlxnfx¿ ;lqmo eO{ 
cl3 a9\g'kg]{ wf/0ff /fVg'eof]

;fy} pxfFn] dlxnf sd{rf/Lx¿sf] 
xslxtsf ;jfndf s'g} lsl;dsf] afwf cr{g 
tyf ;d:ofx¿ ;dfwfgsf] nflu ;a} Psh'6 
eO{ ;+ul7t ?kdf o'lgogx¿ dfkm{t\ cfjfh 
a'nGb ug{ ;a}nfO{ cfXjfg ug'{eof] . 

;f]xL sfo{qmddf o'lgogsf dxf;lrj 
/fh'/fd d'g+sdL{n] o'lgogsf ljljw 
ultljlwdfly k|sfz kfg'{eof] eg] o'lgogsf 
;+:yfks cWoIf tyf k"j{ s]Gb|Lo cWoIf Pjd\ 
/fli6«o k|hftflGqs 6]«8 o'lgog dxf;+3 g]kfnsf 
s]Gb|Lo ;lrj k|sfznfn hf]zLn] g]kfn a}Í 
sd{rf/L o'lgogsf] P]ltxfl;s kIf / pknJwL, 
jt{dfg / eljiodf o'lgogn] cjnDjg ug'{kg]{ 
sfo{of]hgf af/] k|sfz kfg'{eof] . 

afFsL k[i7 !@ df

o'lgogsf] ;ef;+u} labfO{ sfo{qmd

cfj4 M Pg8LkmG6

a}° Joj:yfkg k"0f{tof k]zfut x'g'kb{5 
k"j{ d'Vo k|jGws  
hgs/fh zfx;+usf] 

cGtjf{tf{ 
-k[i7 !) df_

6«]8 o'lgogsdL{x¿n] plQs} lhDd]af/L dx;'; 
ub}{ cfkm\gf] wd{ lgjf{x ug'{kg]{Æ atfpg'eof] . 

o'lgogsf dxf;lrj /fh'/fd d'g+sdL{n] 
:jfut dGtJo lbg'x'Fb} æg]kfn  a}+Í  sd{rf/L 
o'lgognfO{ dha't agfpFb} ;zQm?kdf ;+u7g 
lj:tf/ ug{ k"j{ kbflwsf/L tyf ;b:ox¿ / 
jt{dfg kbflwsf/L tyf ;b:ox¿ aLr ;dGjo 
sfod ug'{kg]{ cfjZostf /x]sf]Æ atfpg'eof] . 
To;}u/L pQm sfo{qmddf o'lgogsf k"j{ pkfWoIf 
/fhs'df/ ofbjn] æk|fb]lzs ;+/rgf cg';f/ 
o'lgogsf] k|b]z sld6L lgdf{0fsf] nflu cfkm"n] 
k"0f{ ;xof]u ug]{Æ atfpg'eof] .

afFsL k[i7 !@ df

gj jif{ @)&% sf]  pknIodf xflb{s d+undo z'esfdgf

  
g]]]kfn a}° sd{rf/L o'lgog kl/jf/\

g]kfn a}Í sd{rf/L o'lgog s]Gb|Lo 
;ldltsf] cfof]hgfdf ut @)&$ r}q @$ ut] 
zlgaf/ sf7df08f}sf] kljq:yn Pj+ /dl0fo 
If]q uf]s0f{ pQ/aflxgLdf Ps ;df/f]xsf aLr 
;ef, a}7s tyf labfO sfo{qmd eJotfsf ;fy 
;DkGg eof] . 

o'lgogsf s]Gb|Lo cWoIf /d]zs'df/ 
>]i7sf] ;efkltTjdf ;DkGg pQm sfo{qmdsf] 
pb\3f6g ug'{x'Fb} ljz]if cltly /fli6«o k|hftflGqs 
6\«]8 o'lgog dxf;+3 g]kfnsf dxf;lrj 
lxsdth+u e08f/Ln] æ6\«]8 o'lgog cfGbf]ngnfO{{ 
jt{dfg kl/l:yltdf cem a9L dha't agfpFb} 
;zQm?kdf xfFSg'kg]{ cfjZostf /x]sf] / ;j} 

ldlt @)&$ kf}if % ut] g]kfn a}Í 
sd{rf/L o'lgogsf] t];|f] s]Gb|Lo ;ldltsf] 
a}7s ;DkGg eof] .

pQm a}7saf6 ;lrjfnosf ljleGg 
lg0f{ox¿sf] cg'df]bg, g]kfn a}Ídf /x]sf 
$ j6f lqmoflzn o'lgogx¿n] ;+o'Qm?kdf 
sd{rf/L xslxt / cfly{s ;'ljwf a[l4 

;DjGwL a}Í Joj:yfkg ;dIf ldlt 
@)&$÷)*÷@^ ut] k]z u/]sf  % a''Fb] 
dfux¿ k"/f ug{ ;~rfng ul/g] lj/f]w 
sfo{qmdsf ;DjGwdf, k|lzIf0f sfo{qmd 
;~rfng ;DjGwdf, ;+u7g lj:tf/ 
;DjGwdf, l/Qm kbx¿ kl/k"lt{ ;DjGwdf 
dxTjk"0f{ lg0f{ox¿ ePsf] lyof] . 



ljZjf; dfly v8]/L gk/f];\ 
 jf:tjdf of] a|Dxf08sf] l;h{gf g} ljZjf;df c8]sf] 
5 . ljZjf; Pp6f /fd|f] kl/0ffd k|flKtsf] nflu ug]{ ul/G5, 
gls c;kmntf, c;xof]u / c;lxi0f'tfsf] nflu . ha ha 
Psn] csf]{nfO{ ug]{ ljZjf; dfly v8]/L kg{ yfN5 cyjf z+sf 
pkz+sf k}bf eO{ kl/0ffdz"Go x'g yfN5, To;nfO{ OdfGbfl/tf 
gegL ;/f;/ a]Odflg, wf]vfw8L / u2f/L u/]sf] elgG5 . 
of] ;a} a|Dxf08sf hlt klg ;[li6 ePsf r/ cr/ h] h] 5g\ 
;a}df nfu' x'g] ;j{dfGo l;4fGt xf] . oxL ljZjf;dfly v8]/L 
k/]/ g} ;+;f/df 7"nf 7"nf 36gf 36L eoÍ/ o'4 ;d]t ePsf 
36gfx¿ ;a}nfO{ yfxf ePsf] ljifoj:t' xf] . 

 oxL l;nl;nfdf cGo If]qnfO{ 5f]8]/ xfd|f] a}lsË 
If]qs} rrf{ ug'{kbf{ a}lsË h:tf] ;Dj]bglzn If]qdf sltko 
s'/fx¿ lgod sfg'g eGbf klg ljZjf;df g} c8]sf] b]lvG5 . 
To;f] eg]/ lgod sfg'g gdfGg] eGg vf]hsf] kSs} xf]Og .  
ljZjf; s} s'/f ug'{kbf{ g]kfn a}Ídfly u|fxsju{x¿n] 7"nf] 
ljZjf; u/]sf]n] g} cfh b]zs} h]7f] a}Í g]kfn a}Í cu|:yfgdf 
/xg ;kmn ePsf] 5 . 

 oxfF k|;Ë g]kfn a}Í lnld6]8sf] Joj:yfkg kIf / 
lqmoflzn $ j6f 6«]8 o'lgogx¿ aLrsf] a}Í ljsf; / 
sd{rf/L xslxt tyf ;'ljwf a[l4 ;DjlGwsf % a'Fb] dfux¿ 
k|flKtsf] nflu ePsf] ;Demf}tf xfn;Dd klg sfof{Gjog 
gePsf] cj:yfnfO{ oxL ljZjf;sf] t/fh'df /fVbf st} 
ljZjf;dfly g} v8]/L k/]sf] t xf]Og egL z+sf pkz+sf k}bf 
ug]{ cj:yfsf] l;h{gf ePsf] 5 . o:tf] cj:yfsf] l;h{gf 
x'g' s;}sf] lxtdf 5}g . 

 a}Í Joj:yfkgn] ulxl/P/ a'em\g'kg]{ s'/f s] xf] eg] 
sd{rf/Lju{n] b]vfPsf] ;bf;otf eg]sf] sdhf]/L kSs} xf]Og 
clg dfq g]kfn a}Ísf] ;jf{lËg ljsf;sf nflu xf] . olb 
sd{rf/Lju{sf] ljZjf; dfly s'7f/f3ft x'g uPdf To;af6 
lg:sg] kl/0ffdsf] ;Dk"0f{ lhDdjf/L  a}Í Joj:yfkg,  pRr 
Joj:yfkg, ;~rfns ;ldlt g} x'g] s'/f lglj{jfb 5 . 

 ctM gj jif{ @)&% sf] k|eflt ls/0f;+u} of] 
ljZjf;sf] ;+s6 cGTo xf];\ egL sfdgf ub}{ ;a}sf] d'xf/df 
d':sfg 5g]{ jftfj/0f l;h{gf xf];\ eGb} xflb{s d+undo 
z'esfdgf JoQm ub{5f}+ . 

 
;DkfbsLo ljQLo cfwf/df ;jn aGb}  

g]kfn a}° lnld6]8 
g]kfn a}Í lnld6]8sf ljut / jt{dfgsf ljQLo ;"rfÍx¿ 

t'ngfTds ?kdf x]bf{ a}Í yk ;jn / dhj't aGb} uPsf] b]lvG5 . 
a}Ísf] ljBdfg Joj:yfkgn] lhDdf lnPsf] b'O jif{sf] cjlwdf a}Ísf] 
? @=^# ca{ ?k}ofFn] C0ffTds /x]sf] hu]8f sf]if cf=j= @)&$÷&% 
sf] klxnf] q}df;df ? $=&% ca{ ?k}ofFn] wgfTds agfpg ;kmn 
ePsf] 5 . a}Ísf c? ljQLo kl/;"rsx¿ ;d]t c? cfsif{s aGb} 
uPsf 5g\ . 

b'O{ cfly{s jif{cl3 ? $* s/f]8 v'b gfkmf sdfPsf] a}Ín] 
@)&#÷&$ df ? #=@@ ca{ ?k}ofF v'b gfkmf cfh{g u/]sf] 5 eg] 
rfn' cf=j=sf] klxnf] q}df;df ? (& s/f]8 v'b gfkmfug{ ;kmn 
ePsf] 5 . To:t} ;~rfng d'gfkmfdf klg Jofks ;'wf/ ePsf] 
b]lvG5 . 

b'O{ cfly{s jif{cl3 cyf{t\ cf=j= @)&#÷&$ df ? #*=& 
s/f]8 ;~rfng d'gfkmf cfh{g u/]sf] a}Ín] cf=j= @)&#÷&$ df 
? #=@@ ca{ ?k}ofF ;~rfng d'gfkmf cfh{g ug{ ;kmn ePsf] 5 . 
rfn' cf=j= sf] klxnf] q}df;df a}Ísf] ;~rfng d'gfkmf ? &@=* 
ca{ ?k}ofF /x]sf] 5 . 

g]kfn /fi6« a}Ín] æsÆ ju{sf nflu tf]s]sf] Go"gtd k"FhLsf]if 
cg'kft !! k|ltzt /x]sf]df a}Ín] cf=j= @)&#÷&$ df !%=^! 
k|ltzt / rfn' cf=j= sf] klxnf] q}df;df !^=%( k|ltzt k'¥ofpg 
;kmn ePsf] 5 . cf=j= @)&!÷&@ df a}Ísf] k"FhLsf]if cg'kft s]jn 
&=%) k|ltzt lyof] . 

To:t} a}Ísf] k|lt z]o/ cfDbfgL cf=j= @)&!÷&@ df ? 
&÷$* /x]sf]df cf=j= @)&#÷&$ df ? $)÷)# /x]sf] 5 eg] rfn' 
cf=j=sf] klxnf] q}df;df aflif{s cg'kftsf cfwf/df ?=$*÷#! x'g] 
b]lvG5 .

g]kfn a}° lnld6]8n] :df6{ a|fGr ;]jf z'? ug]{ 
g]kfn a}Í lnld6]8n] u|fxs ;]jfdf kl/isf/sf] nflu 

5flgPsf @% zfvfaf6 :df6{ a|fGr ;]jf cf/De ug]{ ePsf] 5 . 
u'0f:t/Lo l56f] 5l/tf] ;'dw'/ Jojxf/ ;lxtsf] laQLo 

;]jfsf dfWodaf6 a}Í kl/;/af6 aflx/ lg:sFbf u|fxssf] 
d'xf/df d':sfg k:sg] ;f]r ;lxt sfof{Gjogdf NofOPsf] 
pQm ;]jf z'ef/De tof/Lsf lglDt @% zfvf k|jGwsx¿sf] 
;xeflutfdf @ lbjzLo k|lzIf0f sfo{qmd ;d]t ;DkGg ePsf] 
5 . 

:df6{ a|fGr ;]jf z'? ug]{ zfvfx¿df sf7df08f} a}lsË 
clkm;, l8NnLahf/, sflGtky, ;'Gwf/f, sf]k'08f]n, yfgsf]6, 
sfnLdf6L, ag]kf, ufjxfn-nlntk'/_, sLlt{k'/, O6x/L, 
w/fg, Onfd, l;6L clkm; kf]v/f, s'Zdf, dfO:yfg, /Tggu/, 
sf]xnk'/, ?s'd, rl/sf]6, nflhDkf6, dx]Gb|gu/, /fhlj/fh / 
rGb|lgufxk'/ /x]sf 5g\ . 
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u|fxs (Customer)            
“Ask your customers to be part of the 

solution, and don't view them as part of the 
problem.” - Alan Weiss, Author "Million Dollar 

Consulting                                       
s'g} klg Aoj;fosf] a:t' tyf ;]jf 

vl/b ug]{ AolQm, ;d"x jf ;+:yfnfO{ u|fxs  
elgG5 . u|fxs Aoj;fosf clgjfo{ tTj 
x'g\ . u|fxssf] pkl:ylt lagf Aoj;fosf] 
sNkgf ;d]t ug{ ;lsGg . Aoj;fosf] 
pGglt, cjglt, ;kmntf–c;kmntf u|fxssf] 
;Gt'i6L jf c;Gt'i6L;Fu l;wf ;DaGw /fVg] 
x'G5 . elgG5 – ;Gt'i6 u|fxs g} Aoj;flos 
;kmntfsf cfwf/ x'g\ . Aoj;fodf hlt a9L 
;Gt'i6 u|fxsx¿ x'G5g\ Tolt g} Aoj;fo 
;kmn x'g] ;Defjgf a9L /xG5 .

t/ Aoj;flos husf cfwf/:tDesf] 
?kdf /xg] u|fxsx¿nfO{ cfslif{t u/L cfkm};Fu 
Retain ul//fVg Tolt ;lhnf] eg] 5}g . cem 
clxn]sf] ljZjAoflks/0fsf] o'udf Customer 
Retention sf] sfo{ emg emg hl6n xF'b} uPsf] 
5 . cfhsf] of] hl6n o'udf To:tf Aoj;fo 
dfq l6Sg ;s]sf b]lvG5g\ h;n] u|fxssf OR5f, 
rfxgf tyf dfgljo Aojxf/nfO{ a'em\g ;S5g\ 
clg cfkm\gf] a:t' tyf ;]jfnfO{ u|fxssf] OR5f 
rfxgf cg';f/ kl/dfh{g dfq xf]Og kl/jt{g 
;Dd ug]{ cfF6 ug{ ;S5g\ . u|fxssf o:t} gofF 
gofF OR5f rfxgfnfO{ glhsaf6 lgofNg s/f]8f}+ 
vr{ ug{ klg Aoj;foL kl5 kb}{gg . cfh ef]ln 
Research & Development sf] 5'§} laefu g} 
v8f ug]{ cjwf/0ffn] Aofkstf kfPsf] 5 . o;} 
cfwf/af6 klg Aoj;fosf] nflu u|fxssf] dxTj 
yfxf nfU5 . elgG5 gofF u|fxs vf]Hg' eO{/x]sf] 
u|fxsnfO{ Retain ug'{ eGbf % u'0ff a9L vlr{nf] 
x'G5 . Aoj;fodf u|fxsnfO{ ;Gt'i6 agfO/fVg' 
/ gofF u|fxs vf]Hg' ;a}eGbf 7"nf] r'gf}tLsf] 
?kdf /xg] ub{5 . 

u|fxs ;]jf cflv/ s] xf] t <

Aoj;fonfO{ ;kmntfk"j{s ;~rfng 
ug{ u|fxsnfO{ Aoj;fon] k|bfg ul//x]sf] a:t' 
tyf ;]jf;Fu u|fxs ;Gt'i6 x'g'kb{5 . u|fxs 
Aoj;fon] k|bfg u/]sf] a:t' tyf ;]jf;Fu 
;Gt'i6 eP ;Dd dfq To; a:t' tyf ;]jfsf] 
pkef]u ul//xG5 eg] p;nfO{ a:t' tyf ;]jf 
dg gk/]sf] v08df jf cem pTs[i6 a:t' tyf 
;]jfsf] pknAwtf ePsf] v08df u|fxsn] s'g} 
csf]{ Aoj;fosf] a:t' tyf ;]jf pkef]u ug{ 
;S5g\ . kmn:j?k lglb{i6 Aoj;fon] Aoj;fo 
u'dfpg k'Ub5 . ;Gt'i6L Pp6f cd"t{ zAb 
xf] h;nfO{ c+sul0flto lx;fan] dfkg ug{ 
;lsGg . of] dfgljo :jefj / cGo dfgljo 
d"No dfGotf dfly e/ kb{5 . s'g} klg 
AolQmnfO{ clt pQd nfUg] /f]hfO{ csf]{nfO{ 
dg gkg{ ;S5 To;}n] km/s km/s /f]hfO{nfO{ 
;Daf]wg ub}{ clwstd u|fxssf] /f]hfO{df kg{ 
;Sg' g} Aoj:Yffkgsf] ;kmntf x'g hfG5 . 
u|fxs ;Gt'i6L Tof] dfgs xf] h;af6 u|fxssf 
cfsfIff+nfO pTkflbt a:t' tyf ;]jfn] slQsf] 
;Gt'i6L k|bfg u/]sf 5g\ eg]/ yfxf kfpg 
;lsG5 . u|fxs ;Gt'i6LnfO{ pRrtd laGb';Dd 
n}hfg Aoj;foLn] cfkm\gf] a:t' tyf ;]jfsf] 
u'0f:t/nfO{ kl/:s[t ub}{ n}hfg' cfjZos 
7x5{ . s'g} klg Aoj;fosf] u|fxs ;Gt'i6Lsf] :t/ 
;fdfGo eGbf /fd|f] /x]5 eg] To; Aoj;fosf] 
u|fxs ;]jfsf] :t/ klg ;fdfGo eGbf /fd|f] 
/x]5 egL a'em\g ;lsG5 . ;f]emf] cy{df u|fxs 
;Gt'i6Lsf] :t/ ;'wf/df Aoj;fon] ug]{ k|of; 
g} jf:tjdf u|fxs ;]jf xf] . a:t' jf ;]jfsf] 
u'0f:t/ afx]s ;]jf k|fKt ug{ nfUg] ;do, 
;]jf ljt/0fsf] :yfg To;sf] jftfj/0fsf ;fy} 
;]jfk|bfos sd{rf/Lsf] Aojxf/ ;d]tn] u|fxs 
;]jfsf] :t/ lgwf{/0f ul//x]sf] x'G5 . o; afx]s 
;]jfu|fxLn] lng] Perception n] klg ;]jfsf] :t/ 
lgwf{/0fdf e"ldsf v]n]sf] kfOG5 . pbfx/0fsf] 
nflu s'g} ;+:yfsf] sd{rf/Ln] ;]jf k|bfg ubf{ 
d':sfP/ u|fxs ;]jf lbG5 eg] ;fdfGot ;]jfsf] 

u|fxs ;]jf (Customer Service)  

/f]zg kf]v/]n
sfo{sf/L k|d'v

u'0f:t/ /fd|f] dfGg ;lsPnf t/ s'g} ;]jfu|fxLn] 
p;sf] d':sfg agfj6L /x]sf] / p;n] cfkm\gf] 
afª\uf] gfs b]v]/ lv;L ub}{ xFf;]sf] 7fGb5 
eg] To; cj:yfnfO{ s] eGg] < s'g} a}Ísf] 
sfp06/df a;]ls afO; aif{sL s]6Ln] %% 
aif{sf] ;]jfu|fxLnfO{ c+sn elg ;]jf lbG5] eg] 
p;n] Tof] c+sn zAbnfO{ s;/L lnG5 < -s'g} 
u|fxsn] ;sf/fTds ?kdf n]nf s;}n] cfkm"nfO{ 
k|f}9 7fgL l/;fpnf _ km/s km/s AolQmsf] 
Pp6} Situation k|ltsf] km/s Perception n] 
klg u|fxs ;]jf k|efljt x'g k'Ub5 . u|fxs 
;]jfsf] o:tf] Nature ;b}j r'gf}tLsf] ?kdf 
/x]sf] x'G5 . k|efjsf/L u|fxs ;]jfsf] nflu 
km/s km/s u|fxssf] km/s km/s ?lr, rfxgf, 
OR5f, cfsf+Iff / dgf]efjgf a'em\g k|of; ug'{ 
jfG5lgo x'G5 . 

cK\7of/f u|fxsx¿ (Difficult Customers)
“Your most unhappy customers 

are your greatest source of learning”                                                                         
- Bill Gates

u|fxs ;]jfdf slxn]sflx+ cK7of/f 
u|fxsx¿;+u klg deal ug'{kg]{ x'G5 . o:tf 
cK7of/f u|fxsx¿;Fu deal ug]{ Pp6} dfq 
k|efjsf/L pkfo xf] . Keep your ego and 

anger aside; fill the face with smile ;fy} 
;s];Dd w}o{tf k|b{zg ug'{xf];\ . o:tf cK\7of/f 
u|fxsx¿df oL 5 lsl;dsf u|fxsx¿ kb{5g\ . 
a.  Angry Customers
b.  Dissatisfied customers
c.  Indecisive customers
d.  Demanding or domineering customers
e.  Rude or inconsiderate customers
f.  Talkative customers

a}+lsË Aoj;fodf u|fxs ;]jfsf] dxTj
“It takes months to find a customer 

and a second to lose one”

a}+lsË Aoj;fo d"nt ;]jf Aoj;fo 
xf] . ;]jf Aoj;fodf u|fxs ;]jfsf] r'gf}tL cem 
hl6n eP/ hfG5 . cfhsf] a}+lsË Aoj;fo 
lbg k|lt lbg emg\ emg\ a'em\g sl7g aGb} 
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uPsf]   b]lvG5 . ahf/df b]lvPsf] tLa| ultsf] 
kl/jt{g, ;]jfu|fxLsf gofF gofF dfu, cTofw'lgs 
k|ljlw, tLa| k|lt:kwf{ cflbn] a}+lsË ;]jfnfO{ 
emg\ emg\ r'gf}ltk"0f{ agfpFb} nu]sf 5g\ . ;]jf 
If]qdf Product Differentiation ;lhn} 5'l6\6g 
g;Sg] ePsf]n] klg k|efjsf/L u|fxs ;]jfaf6 
dfq Service Differentiate ug{ ;lsG5 . 
Service quality df b]lvg]  km/skgfaf6 g} 
w]/} k|lt:kwL{ dfem 5'6\6} klxrfg xfl;n ug{ 
;lsG5 . High level customer service / 

Financial performance lar ;sf/fTds 
;DaGw /xg] ePsf]n] ahf/df l6ls/xg ;]jfsf] 
u'0f:t/df a[l4 ug'{sf] lasNk /xb}g . Quality 

Service improvement n] ahf/ lx:;f a[l4df 
an k|bfg  ub{5 . ;]jfsf] u'0f:t/ d"Vot 
b'O{j6f variables dfly lge{/ /xG5 . u|fxssf] 
expected service / perceived service, oL 
b'O{ variable larsf] km/s htL sd x'G5 Tolt 
g} Aoj:yfkg pRrtd ;]jf lbg ;kmn ePsf] 
dflgG5 . 
Satisfaction = Perception – Expectation

If Perception is greater or equal 
to expectation customer is supposed to 
satisfied & vise-versa.

To;}n] sltko cj:yfdf Aoj:yfkgn] 
;]jfsf] u'0f:t/df c:jefljs a9fO{ r9fO{ u/]/ 
u|fxs cfslif{t u/]sf] 5 eg] long run df Tof] 
3fts ;fljt x'g hfG5 .  

k|:t't lrqdf pRrtd ;]jfsf] 
la1fkgn] u|fxssf] expectation df cTolws 
a[l4 u/]sf] 5 . t/ u|fxsn] jf:tljs ;]jf 
kfpFbf expectation sf] bfhf]df clt sd ;]jf 

kfPsf]n] u|fxssf] satisfaction level nfO{ o;n] 
a9fpg'sf] ;f6f] 36fPsf] b]lvG5 . o; cj:yfdf 
u|fxsn] cfkm" 7luPsf] dx;'; ub{5 . Aoj;fodf 
u|fxssf] efjgf;Fu v]Ng' ;b}j 3fts x'g] 
ljleGg cWoogx¿n] b]vfPsf 5g\ . cem a}+lsª 
Aoj;fo ;fv tyf ljZjf;sf] cfwf/df rNg] 
Aoj;fo ePsf]n] klg k"/f ug{ g;lsg] afrf 
aGwg gu/]s} pQd x'G5 . Psk6s u|fxssf] 
la:jf; u'dfO;s] kl5 k'g k|fKt ug'{ sl7g 
dfq geO{ c;Dej x'g] tYonfO{ la;{g' xF'b}g .

 ;du|df u|fxssf ;Dk"0f{ kIfx¿nfO{ 
Wofgdf /fVb} ;du| u|fxs ;Gt'li6df clea[l4 
ug]{ k|of; g} jf:tjdf u|fxs ;]jf xf] . 

u|fxsn] ;]jf k|bfosaf6 s] vf]H5 t < 
What customers seek in you ?

d"Vot u|fxsn] tkfO{;Fu tnsf 5 j6f 
s'/fx¿sf] cfzf u/]sf] x'G5 . clg u|fxsnfO{ 
tkfO{n] o;/L Aojxf/ ug'{kg]{ 5 ls p tkfO{sf] 
nflu special 5 / tkfO{sf] u|fxs p g} dfq} 
xf] . lsgsL u|fxsnfO{ ;a}eGbf a9L Kof/f] x'G5, 
Value To;}n] /fd|f] listener dfq} /fd|f] service 
provider x'g ;S5  .

u|fxsnfO{ tkfO{n] lbg'kg]{5 . Respect, 
Politeness, enthusiasm, Value, Dedication & 
Efficiency

u|fxs ;]jfdf u|fxs ;DaGw Aoj:yfkg 
(Customer Relation Management)

u|fxs ;DaGwsf] Aoj:yfkg g} u|fxs 
;DaGw Aoj:yfkg xf] . h;n] u|fxs ;DaGwsf 
;Dk"0f{ kIfx¿nfO{ Wofgdf /fVb} Aoj;fonfO{ 

lgb]{lzt lbzftkm{ cl3 a9fpg] sfo{ ub{5 . 
u|fxs ;DaGw Aoj:yfkg To:tf] /0fgLlt xf], 
h:n] lgDg ?kdf Aoj;fonfO{ ;jn agfpg] 
sfd ub{5 .
! u|fxssf] af/]df a'em\g] .
@= :t/Lo u|fxs cg'ejåf/f u|fxsnfO{ 

cfkm';u}+ Retain ul//fVg' .
# gofF u|fxsx¿ cfslif{t ug]{ .
$= u|fxs Aoj:yfkg vr{df ;Ldf nufpg] .
%= cGtt Aoj;fosf] ;fv tyf gfkmfdf a[l4 

ug]{ .
u|fxs ;DaGw Aoj:yfkg klg cGo 

;/x Marketing Tool ePtf klg o;sf s]xL 
u'0fx¿sf] sf/0f leGg b]lvG5 . cGo Marketing 

Tools n] short term sells nfO{ a9L k|fyldstf 
lbG5 eg] u|fxs ;DaGw Aoj:yfkgn] u|fxssf] 
longterm value tyf k|efjsf/L ;~rf/sf] 
dfWodaf6 Relationship nfO{ Wofgdf /fv]/ 
sfo{ ub{5 .

Relationship marketing was first 
defined as a form of marketing developed 
from direct response marketing campaigns 
which emphasizes customer retention and 
satisfaction, rather than a dominant focus on 
sales transactions.

u|fxs Aoj;fosf] cfGtl/s kIfaf6 
utLlzn x'g] cfGtl/s tTj geO{ afx\o 
tTj ePsf]n] o;sf] Aoj:yfkg ;d]t hl6n 
k|s[ltsf] x'G5 . u|fxssf] OR5f, rfxgf, efjgf, 
u'gf;f /f]hfOdf cfPsf kl/jt{g h:tf 
dfgljo kIfx¿nfO{ ;'Id tl/sfn] laZn]if0f 
tyf Aoj:yfkg ub}{ nlIft pknAwL xfl;n 
ug{'g} u|fxs ;DaGw Aoj:yfkg xf] .

Wikipedia Definitions cg';f/– 
Customer Relationship Management 
(CRM) is a model for managing a company’s 
interactions with current and future 
customers.

k|efjsf/L u|fxs ;DaGw Aoj:yfkgsf 
nflu ckgfpg ;lsg] pkfox¿

k|efjsf/L u|fxs ;DaGw tj;Dd 
;Dej x'Gg hj;Dd Aoj;fosf k|To]s 
pTkfbg, laqm|L tyf laqmL kl5sf ;]jfx¿ 
u|fxssf] rfxgfnfO{ Wofgdf /fv]/ t}of/ 
ul/b}gg\ . cyf{t u|fxs s]lGb«t ;]jf ;'ljwfaf6 
dfq u|fxs ;Gt'i6LnfO{ a9fpg ;lsG5 . 
h;sf] nflu lgDg lnlvt pkfox¿ k|efjsf/L 
x'g ;Sb5g .
!=  s'g} klg gofF pTkfbg tyf ;]jf ahf/df  Advertisement           Expectation
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Medico Home
Dharmapath, New Road, Ph. 4247817

E-mail: medicohom@hotmail.com
Our Services: 

General medicine, General Surgery, Ghynae & Obs. Dermatologist, Endoscopy, 
Pediatrician, Orthopedic, E.N.T., E.C.G., Dental, X-Rays, Pharmacy, 

Homeopathy, Pathology Laboratory, U.S.G. (Ultra Sono Gram)

ljZj /Qmbftf lbj; !$ h'g @)!*  sf] pknIodf ;Dk"0f{ 
;dfh;]jL, /Qmbftf dxfg'efj tyf /Qmbfg sfo{qmd 
cfof]hgf ug]{ ;+3;+:yfx¿ Pjd\ z'elrGtsx¿df 

xflb{s d+undo z'esfdgf JoQm ub{5f}+ . 

An8 8f]g;{ Pzf]l;ozg g]kfn -Anf]bfg_
kl/jf/ 

k7fpg' cl3 clgjfo{ ?kn] u|fxssf] cle?rL 
laZn]if0f ug'{kb{5 .

@= u|fxsx¿nfO{ sf/f]af/, Aoj;fosf] k|s[lt, 
:t/, x}l;otsf] cfwf/df alu{s/0f u/L 
To;}sf] cfwf/df 5'§f5'§} /0fgLlt clVtof/ 
ug'{ plrt 7x{5 .

#=  cfkm\gf nlIft– ;Defljt u|fxsx¿sf] 
Profile tof/ ug]{ .

$=  cgj/t ?kdf u|fxssf u'gf;f l;sfot 
tyf ;'emfjx¿nfO{ Input sf] ?kdf lng] .

%=  ;b}j u|fxsnfO{ klxnf] k|fyldstfdf /fVg] . 
^=  lgoldt ?kdf u|fxsx¿nfO{ k'/:s[t ug]{ .
&=  laleGg dfWodx¿ E-mail, Internet, Social 

Media 4f/f ;b}j u|fxssf] kx'+rdf /xg] .

cGTodf
 cfhsf] k|lt:kwf{Tds o'udf 

u|fxs;Fusf] ;'dw'/ tyf nfdf] cjlwsf] 
;DaGwaf6 dfq Aoj;fon] ult lng;Sg] 
tYonfO{ cfTd;ft ub}{, u|fxs ;DaGwnfO{ 
dha't agfpgsf] nflu u|fxs ;]jf o'lg6 g} 
v8f u/L sfo{ ug'{ pQd x'G5 . Aoj;fosf 
k|To]s gofF k|ultx¿df lgoldt u|fxsx¿nfO{ 
klxrfg tyf ;Ddfg ub}{ n}hfg] xf] eg] u|fxsdf 
ckgTjsf] lasf; x'g u} u|fxs ;Gt'i6Ldf 
a9f]Q/L x'g hfG5 . u|fxs ;]jfnfO{ s]Gb«df /fv]/ 
;~rfng x'g] Aoj;fon] dfq ;kmntf k|fKt 

ug{ ;S5g\ eGg] tYonfO{ ;b}j Wofgdf /fv]/ 
Aoj;fo ;~rfng ug'{ ;kmntfsf] clgjfo{ ;t{ 
xf] . 

hfkfgdf z'? ul/Psf] Kaizen Theory 
tyf Total Quality Management h:tf Theory 
x? u|fxssf cle?rL, OR5f, cfsf+Iff h:tf 
dgf]ut tTjx¿nfO{ Wofgdf /fVb} lasf; 
ul/Psf Theory x¿ x'g\ . a:t' jf ;]jf las|L 
dfq 7"nf] ;kmntf x}g jf:tljs ;kmntf t 
a:t' jf ;]jf las|L kZrft\sf] u|fxs ;Gt'i6Ln] 
to ug]{ Major Element xf] .
-ljljw k':ts tyf internet surfing sf] cfwf/df 
tof/ n]v_

g]lao' ;Gb]z 5
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g]kfn a}+Í sd{rf/L o'lgogaf6 k|sflzt g]ljo' ;Gb]z klqsfdf cu|0fL 
e"ldsf lgefpFb} cfpg'ePsf k"j{ sd{rf/L /fds[i0f dxh{gsL wd{kTgL t'N;L 
8+uf]n -dxh{g_ sf]] c;fdlos lgwgn] xfdL o'lgog kl/jf/ b'lvt 5f}+ . 

o; b'Mvb 38Ldf  zf]s;GtKt kl/jf/hgdf w}o{wf/0f ug]{ zlQm k|fKt xf];\ 
eGb} xflb{s ;da]bgf k|s6 ub{5f}+ . ;fy} lbj+ut cfTdfsf] lr/ zflGtsf] 

sfdgf ub}{ efjk"0f{ >4fGhnL ck{0f ub{5f}+ . 

 g]kfn a}+Í sd{rf/L o'lgog 
 s]Gb|Lo ;ldlt kl/jf/ 

:j=t'N;L 8+uf]n -dxh{g_ 
hGd M @)!) sflt{s !) ut]     
b]xfj;fg M @)&$ r}q )$ ut]

efjk"0f{ >4fGhnL

g]lao' ;Gb]z 7



 #) #!     ! 

 @ # $ % ^ & * 

 ( !) !! !@ !# !$ !% 

 !^ !& !* !( @) @! @@ 

 @# @$  @% @^ @& @* @(

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

! ut] gj jiff{/De, # ut] dftftLy{ cf}+zL -cfdfsf] d'v x]g{]_, !! ut] nf]stGq lbj;,  
!& ut] a'4 holGt, pef}nL kj{, !* ut] dhb"/ lbj;

   13 14     14 

 15 16 17 18 19 20 21 

  22 23 24 25 26 27 28 

 29 30 1 2 3 4 5 

 6 7    8  9 10 11 12 

 qof]bzL rt'b{zL     qof]bzL 

 rt'b{zL cf}+zL k|ltkbf÷låtLof t[tLof rf}yL k~rdL ifi7L  

 ;KtdL ci6dL gjdL bzdL PsfbzL åfbzL qof]bzL 

 rt'b{zL{ k"l0f{df k|ltkbf låtLof låtLof÷t[tLof rf}yL k~rdL 

 ifi7L  ;KtdL ci6dL gjdL bzdL PsfbzL åfbzL            

g]=;++ !!#* 
rf}nfufM÷a5nfYj÷a5nfufM a}zfv Arpil/May 

2018

   ! @ # $ % 

 ^ & * ( !) !! !@ 

 !# !$ !% !^ !& !* !( 

 @) @! @@ @# @$ @% @^ 

 @& @* @( #) #!

   cf}+zL k|ltkbf låtLof t[tLof rf}yL 

 k~rdL÷ifi7L  ;KtdL ci6dL gjdL bzdL PsfbzL åfbzL 

 qof]bzL rt'b{zL k"l0f{df k|ltkbf låtLof t[tLof rf}yL 

 k~rdL ifi7L ifi7L ;KtdL ci6dL gjdL bzdL 

 PsfbzL åfbzL qof]bzL÷rt'bzL{ cf}+zL k|ltkbf

@ ut] dT:o gf/fo0f d]nf cf/De, !% ut] u0ftGq lbj;, @! ut] hftLo e]befj tyf 5'jf5't 
pGd'ng lbj;, #) ut] dT:o gf/fo0f d]nf ;dflKt

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

   15 16 17 18 19 

 20 21     22 23 24 25 26 

 27 28 29 30 31 1 2 

 3 4  5 6 7 8 9 

 10 11 12 13 14

g]=;++ !!#*
a5nfufM÷cgnfYj÷cgnfufM÷t5nfYj Ho]i7 May/June 

2018

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

  ! @ # $ % ^ 

 & * ( !) !! !@ !# 

 !$ !% !^ !& !* !( @) 

 @! @@ @# @$ @% @^ @& 

 @* @( #) #!

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

  ci6dL gjdL bzdL PsfbzL åfbzL qof]bzL 

 rt'b{zL rt'b{zL k"l0f{df k|ltkbf låtLof t[tLof rf}yL 

 k~rdL÷ifi7L ;KtdL ci6dL gjdL bzdL PsfbzL åfbzL 

 qof]bzL rt'b{zL cf}+zL k|ltkbf låtLof t[tLof rf}yL 

 k~rdL ifi7L ;KtdL ci6dL

  17 18 19 20 21 22 

 23 24 25 26 27 28 29 

 30 1 2 3 4 5 6 

 7 8 9 10 11 12 13 

 14 15 16 17

! ut] ljZjsdf{ k'hf, # ut] ;+ljwfg lbj;, * ut] OGb| hfqf -pkTosf ljbf_, ( ut] ;f]x| >f2 
cf/De, !^ ut] lhltof kj{, @$ ut] 36:yfkgf, #) ut] k"mnkftL, #! ut] dxfci6dL

 #!     ! @ 

 # $ % ^ &  * ( 

 !) !! !@ !# !$ !% !^ 

 !& !* !( @) @! @@ @# 

 @$ @% @^ @& @* @( #)

 ;KtdL     ;KtdL ci6dL 

 gjdL gjdL bzdL PsfbzL åfbzL qof]bzL rt'b{zL 

 k"l0f{df k|ltkbf låtLof t[tLof rf}yL k~rdL ifi7L 

 ;KtdL ci6dL gjdL bzdL PsfbzL åfbzL÷qof]bzL rt'b{zL 

 cf}+zL k|ltkbf låtLof t[tLof rf}yL k~rdL ifi7L

 16     17 18 

 19 20 21 22 23 24 25 

 26 27 28 29 30 31 1 

 2 3 4 5 6 7 8 

 9 10 11 12 13  14 15

!) ut] /Iff aGwg, Clif tk{0fL, !! ut] ufO{ hfqf -pkTosf ljbf_, !& ut] >Ls[0f hGdfi6dL, 
!* ut] uf}/f kj{, @@ ut] lghfdtL ;]jf lbj;, @$ ut] a'afsf] d'v x]g{], @% ut] u'“nf wd{ ;dflKt, 
@^ ut] b/ vfg], @& ut] tLh, u0f]z rt'b{zL, ryfM,  @( ut] Cl0f k~rdL, afn lbj;

g]=;++ !!#* 
u'FnfYj÷u'FnfufM÷`nfYj efb| August/September 

2018
g]=;++ !!#* 
`nfYj÷`nfufM÷sf}nfYj cflZjg September/October 

2018

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

g]=;++ !!#* 
t5nfYj÷t5nfufM÷lbNnfYj cfiff9 June/July 

2018

 #! #@    ! @ 

 # $ % ^ & * ( 

 !) !! !@ !# !$ !% !^ 

 !& !* !( @) @! @@ @# 

 @$ @% @^ @& @* @( #)

 t[tLof rf}yL    låtLof t[tLof 

 rf}yL k~rdL ifi7L ;KtdL ci6dL gjdL bzdL 

 PsfbzL åfbzL qof]bzL rt'b{zL k"l0f{df k|ltkbf låtLof 

 t[tLof rf}yL k~rdL ifi7L ;KtdL ci6dL gjdL 

 bzdL PsfbzL åfbzL qof]bzL rt'b{zL cf}+zL k|ltkbf÷låtLof

 15 16    15 16 

 17 18 19 20 21 22 23 

 24 25 26 27 28 29 30 

 1 2 3 4 5 6 7 

 8 9 10 11 12 13 14

% ut] l;7L gvM, !% ut] /f]kfO{+ lbj; -bxL Ro"/f vfg]_, @# ut] ljZj ;xsf/L lbj;

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

g]=;++ !!#* 
lbNnfYj÷lbNnfufM÷u'FnfYj >fj0f July/August

2018

   ! @ # $ % 

 ^ & * ( !) !! !@ 

 !# !$ !% !^ !& !* !( 

 @) @! @@ @# @$ @% @^ 

 @& @* @( #) #!

   k~rdL ifi7L ;KtdL ci6dL gjdL 

 bzdL PsfbzL åfbzL qof]bzL rt'b{zL k"l0f{df k|ltkbf 

 låtLof t[tLof t[tLof  rf}yL k~rdL ifi7L ;KtdL 

 ci6dL÷gjdL bzdL PsfbzL åfbzL qof]bzL rt'b{zL cf}+zL 

 k|ltkbf låtLof t[tLof  rf}yL k~rdL÷ifi7L

   17 18 19 20 21 

 22 23 24 25 26 27 28 

 29 30 31 1 2 3 4 

 5 6 7 8 9 10 11 

 12 13 14 15 16

!! ut] u'? k"l0f{df, vu|f; rGb|u|x0f, !% ut] vL/ vfg] lbg, @$ ut] u7fd'uM rx«] -306fs0f{_, 
@& ut] u'“nf wd{ cf/De, #! ut] gfu k~rdL

@)&%

*;fj{hlgs ljbfx¿ g]kfn a}Ísf] ;s'{n/ adf]lhd

g]kfn a}+Í sd{rf/L o'lgog
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     ! @ # 

 $ % ^ & * ( !) 

 !! !@ !# !$ !% !^ !& 

 !* !( @) @! @@ @# @$ 

 @% @^ @& @* @( #)

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

     gjdL bzdL PsfbzL 

 åfbzL qof]bzL rt'b{zL k"l0f{df k|ltkbf låtLof t[tLof 

 rf}yL k~rdL  ifi7L ;KtdL ci6dL gjdL÷bzdL PsfbzL 

 åfbzL qof]bzL rt'b{zL cf}+zL k|ltkbf låtLof t[tLof 

 rf}yL k~rdL ifi7L ;KtdL ci6dL ci6dL

     18 19 20 

 21 22 23 24 25 26 27 

 28 29 30 31 1 2 3 

 4 5 6 7 8 9 10 

 11 12 13 14 15 16

! ut] dxfgjdL, @ ut] ljhof bzdL -l6sf_, & ut] sf]hu|t k"l0f{df, !( ut] sfu ltxf/,  
@) ut] s's'/ ltxf/, @! ut] nIdL k"hf, @@ ut] uf]jw{g k"hf, Dxk"hf, g]=;+= !!#( cf/De,  
@# ut] efOl6sf, @& ut] 57 kj

g]=;++ !!#*÷!!#(
sf}nfYj÷sf}nfufM÷s5nfYj sflt{s October/November 

2018

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

g]=;++ !!#(
a5nfYj÷s5nfufM÷ly+nfYj d+l;/ November/December 

2018

       ! 

 @ # $ % ^ & * 

 ( !) !! !@ !# !$ !% 

 !^ !& !* !( @) @! @@ 

 @# @$ @% @^ @& @* @(

        gjdL 

 bzdL PsfbzL åfbzL qof]bzL rt'b{zL k"l0f{df k|ltkbf 

 låtLof t[tLof÷rf}yL k~rdL ki7L ;KtdL ci6dL gjdL 

 bzdL PsfbzL åfbzL qof]bzL rt'b{zL cf}+zL k|ltkbf 

 låtLof t[tLof rf}yL k~rdL ifi7L ;KtdL ci6dL

       17 

 18 19 20 21 22 23 24 

 25 26 27 28 29 30 1 

 2 3 4 5 6 7 8 

 9 10 11 12 13 14 15

& ut] u'? gfgs hoGtL, !$ ut] kmfNu'gGb hoGtL, !& ut] ckf∙ lbj; -ckf∙tf ePsf 
sd{rf/LnfO{ ljbf_, @) ut] afnf rt'b{zL -;TaLh 5g]{_, @^ ut] ljjfx k~rdL

    ! @ # $ 

 % ^ & * ( !) !! 

 !@ !# !$ !% !^ !& !* 

 !( @) @! @@ @# @$ @% 

 @^ @& @* @( #)

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

    ci6dL gjdL bzdL÷PsfbzL åfbzL 

 qof]bzL rt'b{zL k"l0f{df k|ltkbf låtLof t[tLof rf}yL 

 k~rdL ifi7L ;KtdL ci6dL gjdL bzdL PsfbzL 

 åfbzL qof]bzL rt'b{zL cf}+zL k|ltkbf låtLof t[tLof 

 rf}yL k~rdL ifi7L ;KtdL ci6dL

    13 14 15 16 

 17 18    19 20 21 22 23 

 24 25 26 27 28 1 2 

 3 4 5 6 7  8 9 

 10 11 12 13 14

& ut] k|hftGq lbj;, :j:yfgL j|t ;dflKt, @) ut] dxflzj/fqL, @# ut] UofNkf] Nxf];f/,  
@$ ut] cGt/f{li6«o gf/L lbj; 

g]=;++ !!#(
lzNnfYj÷lzNnfufM÷lrNnfYj kmfNu'0f February/March 

2019

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

      gjdL bzdL 

 PsfbzL åfbzL qof]bzL rt'b{zL k"l0f{df÷k|ltkbf låtLof t[tLof 

 rf}yL k~rdL ifi7L ;KtdL ci6dL gjdL bzdL 

 PsfbzL PsfbzL åfbzL qof]bzL rt'b{zL cf}+zL k|ltkbf 

 låtLof t[tLof rf}yL k~rdL ifi7L ;KtdL ci6dL

      ! @ 

 # $ % ^ &  * ( 

 !) !! !@ !# !$ !% !^ 

 !& !* !( @) @! @@ @# 

 @$ @% @^ @& @* @( #)

      15 16 

 17 18 19 20 21 22 23 

 24 25 26 27 28 29 30 

 31 1 2 3 4 5 6 

 7 8 9 10 11 12 13

^ ut] kmfu' k"l0f{df, & ut] t/fO{ xf]nL -t/fO{ lhNnfdf labf_, @) ut] /fli6«o ;xsf/L lbj;,  
@@ ut] 3f]8] hfqf -pkTosf ljbf_, #) ut] r}t] bz}+, eQmk'/ ljZj WjhTyfg

g]=;++ !!#(
lrNnfYj÷lrNnfufM÷rf}nfYj r}q March/April 

2019

 ! @ # $ % ^ & 

 * ( !) !! !@ !# !$ 

 !% !^ !& !* !( @) @! 

 @@ @# @$ @% @^ @& @* 

 @( #)

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

 gjdL bzdL PsfbzL åfbzL qof]bzL rt'b{zL k"l0f{df 

 k|ltkbf låtLof t[tLof rf}yL k~rdL ifi7L ;KtdL 

 ci6dL÷gjdL bzdL PsfbzL åfbzL qof]bzL rt'b{zL cf}+zL 

 k|ltkbf k|ltkbf låtLof t[tLof rf}yL k~rdL ifi7L 

 ;KtdL ci6dL

 16 17 18 19 20 21 22 

 23 24 25 26 27 28 29 

 30 31 1 2 3 4 5 

 6 7 8 9 10 11 12 

 13 14

& ut] wfGo k"l0f{df, of]d/L k'GxL, pwf}nL kj{, Hofk' lbj;, !) ut] lqm;d; 8] -O;fO{ 
wdf{jnDjLnfO{ ljbf_, !% ut] td' Nxf];f/, @@ ut] tf]n Nxf];f/, @& ut] /fli6«o Pstf lbj;

g]=;++ !!#(
ly+nfYj÷ly+nfufM÷kf]x]++nfYj kf}if December 2018

January 2019

cfOt÷SUN ;f]d÷MON d+un÷TUE a'w÷WED laxL÷THU z'qm÷FRI zlg÷SAT

   ! @ # $ % 

 ^ & * ( !) !! !@ 

 !# !$ !% !^ !& !* !( 

 @) @! @@ @# @$ @% @^ 

 @& @* @(

   gjdL bzdL PsfbzL åfbzL qof]bzL 

 rt'b{zL k"l0f{df k|ltkbf÷låtLof t[tLof rf}yL k~rdL ifi7L 

 ;KtdL ci6dL gjdL bzdL PsfbzL åfbzL qof]bzL 

 rt'b{zL cf}+zL k|ltkbf låtLof t[tLof t[tLof rf}yL 

 k~rdL ifi7L ;KtdL

   15 16 17 18 19 

 20 21 22 23 24 25 26 

 27 28 29 30 31 1 2 

 3 4 5 6 7 8 9 

 10 11 12

! ut] df3] ;+qmfGtL, df3L kj{, & ut] >L :j:yfgL j|t cf/De, !^ ut] zxLb lbj;, @@ ut] 
;f]gd Nxf];f/, @& ut] j;Gt k~rdL

g]=;++ !!#(
kf]x]++nfYj÷kf]x]+nfufM÷lzNnfYj df3 January/February 

2018

@)&%

*;fj{hlgs ljbfx¿ g]kfn a}Ísf] ;s'{n/ adf]lhd

g]kfn a}+Í sd{rf/L o'lgog
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g]lao' ;Gb]z Mgd:sf/, g]kfn a}+Ísf] ;]jf 
lga[lt kl5 klg ljleGg If]qdf cfkm"nfO{ 
Jo:t /fVg'eof] , xfn s] df Jo:t x'g'x'G5 < 

pQ/ M gd:t], clg wGojfb klg tkfO{nfO{ . 
g]kfn a}+Ísf] ;]jfaf6 d d'Vo k|aGws x'Fbf 
/flhgfdf u/]sf] x'+ . To;kl5 s[lif ljsf; 
a}Ísf] k|d'v sfo{sf/L clws[t ePF / kl5 
;~rfns ;ldltdf klg /x]+ . Tof] ;+u} 
/fli6«o of]hgf cfof]usf] ;b:osf] ?kdf 
klg ;+nUg /x]+ . clxn] g]kfn Joj:yfkg 
kl/ifb\sf] cWoIfsf] ?kdf cfkm"nfO{ laleGg 
cWoog cg';Gwfg ls|ofsnfkx¿df ;lqm|o 
/fVb} cfPsf] 5'F .

g]lao' ;Gb]z Mg]kfn a}+Í lnld6]8df sfo{/t 
/xFbf tkfO{n] zfvfsf] cg'ej, k|wfg 
sfof{no tyf k|lzIf0f ljefusf] k|d'v 
;d]t eP/ dxTjk"0f{ cg'ej xfl;n 
ul/;Sg'ePsf] 5 . o;/L a}+Ísf] lhDd]af/L 
axg ug]{ l;nl;nfdf s] s:tf ;d:of clg 
sl7gfO{x? ef]Ug'k¥of] < s[kof lj:tf/k""j{s 
atfO{lbg'x'G5 ls < 

pQ/ M tTsflng a}Í Joj:yfkgdf k'/fgf] 
dfg;lstf Pad\ kIfkftk"0f{ Jojxf/ /x]sf] 
cg'e"lt x'GYof] . ;+:yfut ljsf; vf;} x'g 
;s]sf] lyPg . j[lQ ljsf;sf cj;/x¿ 
sd lyP / To;df klg lgikIftf lyPg . 
o;df y'k|} d}n] g} ef]Ug' k/]sf Moment of 

Truth d]/f] cg'ejdf 5g\ tLdWo] s]xL 36gf 
oxf+ pNn]v ug{ rfxG5' . kbf]Ggltsf] nflu 
ul/Psf] k/LIffdf kf; x'Fbf klg cGt/aftf{ 
lgikIftf gePsf] 36gf / sf=d'= lb+bf 
hyfeflj lbOPsf] 36gf . Psk6s t 

a}° Joj:yfkg k"0f{tof  
k]zfut x'g'kb{5 

hgs/fh zfx 
k"j{ d'Vo k|jGws g]=a}=ln=

--o; cÍdf xfdLn] g]kfn a}Í lnld6]8sf k"j{ d'Vo k|jGws tyf ljleGg a}lsË 
Sofl/P/df Ps :yflkt ax'k|ltefzfnL JolQmTj >L hgs/fh zfx;+u a}Í ljsf;, 
Joj:yfkg, sd{rf/L ;]jf / a}lsË tyf Joj:yfkg ;]jfdf latfpg'ePsf] nfdf] 
cg'ej h:tf ljifosf] ;]/f]km]/fdf /x]/ lnOPsf] cGt/jftf{nfO{ kf7s ;dIf k|:t't 
u/]sf 5f}+ . ;+=_ 
gfd  M  hgs/fh zfx 
7]ufgf  M  sfnLdf6Lu9L, c5fd 
hGd ldlt M  la=;+=@)@) ;fn c;f/ ( ut]  
lzIff  M  kLPr8L, PdaLP, PdlkP, aLPn . 
lktfsf] gfd  M  wgaxfb'/ zfx 
dftfsf] gfd  M  :j= pQ/fb]jL zfx
kfl/jf/Ls l:ylt M  >Ldlt / ! 5f]/f
klTgsf] gfd  M  ;'lgtf zfx
xfnsf] 7]ufgf  M  6f]vf ^ , wfkf;L
a}+Í k|j]z ldlt  M  la=;+=@)%! ;fn d+l;/ @# ut] 
a}Í ;]jf k|j]z ubf{sf] kb  M  tTsflng pk k|aGws -cf7f} tx_ 
a}+Í ;]jfjf6 cjsf; k|fKt ldlt M  @)^$ ;fn df3
?lr  M  cWoog, n]vg, e|d0f, ;flxTo M 
efiff 1fg  M  c+u|]hL, g]kfnL, lxGbL cflb
e|d0f  M  cd]l/sf, :sfl08lePg d'n'sx?, ef/t, kfls:tfg, 

xªsª, l;+ufk'/,O08f]g]lzof nufot .
a}lsË cg'ej  M  @) aif{
-g]kfn a}Í / cGo_ ;Ddfg  M  Education Leadership Award 2013, Malaysia 
cGo If]qsf] cg'ej M
l ;+:yfks SofDk; k|d'v, c5fd SofDk;
l k"j{ cWoIf, g]kfn Joj:yfkg ;3
l k"j{ ;b:o /fli6«o of]hgf cfof]us
l k"j{ k|d'v sfo{sf/L clws[t / ;~rfns ;ldlt ;b:o, s[lif ljsf; ln=  
l k/fdz{bftf, PlzofnL ljsf; a}+Í
l k"j{ cWoIf, sf7df08f}+ vfg]kfgL ln=
l k"j{ ;+rfns, sd{rf/L ;+ro sf]if 
l jt{dfg cWoIf, g]kfn Joj:yfkg kl/ifb\ 
l cfly{s kqsfl/tf M The New Economic Miror sf tTsflng sfo{sf/L ;Dkfbs 
l ljleGg cgnfOg Rofgndf Talk Show Proramme df Guest Anchor.
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Joj:yfkgsf] cg'dlt lnP/ d ljb]zdf 
uPsf] ;fOt h'/fP/ cGt/aftf{sf] ldlt 
;d]t /flvPsf] lyof] . j[lQljsf;sf] nflu 
kLPr8L cWoogsf] 5fqj[lQ kfpFbf ;d]t 
dnfO{ a}Í Joj:yfkgn] a]tnjL cWoog 
ljbf ;d]t lbOPg . o:tf cg'ejn] lk8f 
rflx+ x'GYof] . t/ ;fdgf klg  ul/of] .

g]lao' ;Gb]z Mg]kfn a}Ísf] k|lzIf0f ljefus} 
rrf{ ug'{kbf{ tkfO{sf] sfo{sfndf ;f] 
ljefunfO{ Pp6f gd"gfsf] ?kdf cufl8 
;fg]{ of]hgf sfof{Gjog x'g ;Sof] jf ;s]g < 
o;nfO{ cem k|efjsf/L ?kdf cufl8 a9fpg 
s] s:tf sbd rfNg'kg]{ xf] ;'emfj;lxt 
cfkm\gf] wf/0ff  /flvlbg' x'G5 ls < 

pQ/ M Tolta]nf k|lzIf0f ljefu Dumping 

Site sf] ?kdf /x]sf] lyof] . Ifdtfsf] s'g} 
d"NofÍg lyPg . dg gkg]{ sd{rf/LnfO{ 
k|lzIf0f ljefudf k7fOGyf] . t/ ug]{ c7f]6 x'Fbf 
hxfF klg cj;/ l;h{gf ug{ ;lsG5 . k|lzIf0f 
ljefudf nfdf] ;do a:bf sd{rf/Lsf] 1fg 
tyf lzk Pad\ a}Í ljsf;df w]/} of]ubfg lbg 
;lsof] h:tf] nfU5 . 

g]lao' ;Gb]z Mg]kfn a}Ín] k"FhLa[l4 of]hgfnfO{ 
;kmn agfO{ a}+lsË If]qdf can bhf{df 
cfk"mnfO{ gfkmfd"ns ;+:yf agfpg ;kmn 
ePsf] kl/l:yltdf o;sf :6]sxf]N8/x¿, 
sd{rf/Lju{, u|fxsju{ ;a}nfO{ ;Gt'i6L 
lbnfpg ;s]sf] 5 of 5}g < o;df tkfO{n] 
s] dx;'; ug'{ePsf] 5 < 

pQ/ M klxn] eGbf ;Gbe{ lgs} kl/jlt{t 
5 . a}Ídf ;'wf/ cfPsf] 5 . k"FhLa[l4 
of]hgf cufl8 a9\b}5 . ;+lrt 3f6fsf] 
cj:yfdf klg pNn]vlgo ;'wf/ Pa+ a}Ísf] 

laQLo ;antf /fd|f] 
x'b} uPsf] 5 . t/ 
o;sf z]o/wgLx¿, 
sd{rf/Lju{, u|fxsju{ 
;a}nfO{ ;Gt'i6L 
lbnfpg / a}ÍnfO{ 
k"0f{ k|ltikwL{ agfpg 
lg/Gt/?kdf k|of; 
ub}{ hfg'kg]{ x'G5 . a}Í 
;'wf/sf y'k|} s'/fx¿ 
ug'{kg]{ b]lvG5 .

g]lao' ;Gb]z Ma}Í 
;]jfsf] nfdf] cg'ej 
tkfO{ s;/L ;f6\g rfxg'x'G5 < a}Í ;]jfdf 
/xFbfsf] tkfO{sf] ;'vb÷ b'Mvb If0f af/] 
s]xL atfO{ lbg'x'G5 ls <

pQ/ M d]/f] ;]jfsfndf ;'vb eGbf b'Mvb 
If0f a9L ePsf] h:tf] nfU5 . b'Mv nfu]sf 
s]xL 36gf t dfly klg elg;s] . eGg 
nfPs vf;} To:tf] ;'vb If0f 5}g . h:t} 
k|lts"n cj:yfdf klg a}Í ljsf; d} 
;dlk{t /xg] k|of; u/]+ . t/ åGbsflng 
cj:yfdf @)%( ;fn c;f/ !@ ut]sf] 
36gf d]/f] dfg;k6ndf cem} tfhf 5 . 
dfcf]jfbLsf] cf/f]kdf k|lzIf0f ljefusf] 
d]/} sfo{sIfaf6} ;'/Iff kmf}haf6 lu/km\tf/ 
u/L #@ lbg ;Dd a]kQf kfl/Psf] 36gf 
b'Mvb g} dfGg' k5{ .

g]lao' ;Gb]z Mk|;Ë abnf}+, g]kfn a}Í 5f]8]kl5 
tkfO{ /fli6«o of]hgf cfof]usf] dfglgo 
;b:o, s[lif ljsf; a}Ísf] ul/dfdo 
k|d'v sfo{sf/L clws[t / ;f]xL a}Ís} 
;~rfns ;ldlt ;b:o ;d]tsf] dxTjk"0f{ 

lhDd]af/L ;d]t axg 
ul/;Sg'ePsf] 5 . oL 
;a} kl/j]zdf g]kfn 
a}Ísf] sfo{sfnsf] 
cg'ej kSs} klg 
;lDd>0f ePsf] xf]nf . 
o;af/] k|sfz kfl/lbg' 
x'G5 ls < 

pQ/ M g]kfn a}Ísf] 
sfo{sfnsf] cg'ej 
kSs} klg d]/f kl5Nnf 
laleGGf lhDd]jf/Lx¿df 

dxTjk"0f{ g} /x\of] . g]kfn a}Í d]/f] 
a}+lsË k]zfsf] z'?jft lyof] . d}n] v'Nnf 
k|ltof]lutfaf6 a}Ísf] cf7f}+ txsf] tTsflng 
pkk|aGws kbdf a}Í ;]jfdf k|a]z u/]sf] 
lyPF . Tof] egf{df aflx/af6 d PSnf] 
5gf}6 ePsf] lyPF . Toxf+ s} cg'ejaf6 
d}n] PlzofnL ljsf; a}Ísf] sG;N6]G6 x'g] 
cj;/ ;d]t kfPF . s[lif ljsf; a}Ísf] 
k|d'v sfo{sf/L clws[t x'Fbf s]xL /fd|f sfd 
ug{ ;s]sf] ;d]t cg'e"lt u/]+ . d g]kfn 
a}Ísf] lghLs/0fsf] kIfdf slxNo} lyPg 
kl5 /fli6«o of]hgf cfof]usf] ;b:o x'+bf d}n] 
cfly{s If]q x]y]+{ . Tolta]nf ;/sf/sf] a}Ísf] 
lghLs/0f ug]{ gLltdf kl/at{g Nofpg 
e"ldsf lgaf{x ug{ ;Sbf ua{ klg nfU5 / 
Tolt a]nf g} ;/sf/n] g]kfn a}Ídf yk z]P/ 
kF'hL nufgL u/]sf] lyof] .

g]lao' ;Gb]z McGtdf tkfO{sf] eGg}kg]{ s'/f 
s]xL 5 ls < clg xfd|f kf7sju{nfO{ s] 
;Gb]z lbg rfxg' x'G5 <

pQ/ M d g]kfn a}Í k|lt ;w}+ cfef/L /xg] 
5F' . t/ a}Í ;'wf/sf] xsdf a}Í Joj:yfkg 
k|lt ;w}+ cfnf]rgfTds /x]sf] lyPF . ca 
klg d]/f] To:t} ;f]r 5 . a+}Í Joj:yfkg 
k"0f{tof k]zfut x'g'kb{5 . lxhf] Joj:yfkgsf 
sf/0fn] a}Í ljlu|Psf] lyof] . xfdL ;a}nfO{ 
yfxf 5, To;sf] ;a}n] 7"nf] d"No r'sfpg' 
k¥of] . kf7sju{nfO{ d]/f] cg'e"lt k9]/ cfkm\gf] 
k|ltls|of Pa+ ;'emfj JoSt ul/lbg'xf]nf egL 
cg'/f]w ug{ rfxG5' . d]/f] ;Dks{ kmf]g / Od]n 
klg lbPsf] 5'F . of] cj;/ h'6fOlbg' ePsf]df 
g]lao'nfO{ ljz]if wGojfb lbg rfxG5' . 

E-mail : janakrajshah11@gmail.com

Mobile : 9851110277>LdtL / 5f]/fsf ;fy
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Happy New Year 2075
Rejendra Man Shrestha

Director

ROCHAK HAND-KNIT CRAFT
Manufacturer and Wholeseller of  

Handmade Wollen Sweter, Cotton and Natural Fiber
P.O. Box 10005, 63/48 Pahikwa Marg, Naya Bazar  (Town Planning), Kathmandu-16 

E-mail: rochakhandkintcraft@hotmail.com  Website: www.rochkhandkntcraft.com.np

s]Gb|Lo dlxnf e]nf ===
o'lgogsf s]Gb|Lo ;xsf]iffWoIf 

Pjd\ s]Gb|Lo dlxnf ljefusf ;x;+of]hs 
clgtf sfoi7n] ;~rfng ug'{ePsf] pQm 
e]nfdf Pgl8kmG6sf s]Gb|Lo ;b:oåo 
Pjd\ o; o'lgogsf k"j{ kbflwsf/Lx¿ 
qmdzM /ljgfy >]i7 / lx/f sdf{rfo{n] 
o'lgogsf k"j{ kbflwsf/L tyf ;b:ox¿ / 
jt{dfg kbflwsf/L tyf ;b:ox¿ aLrsf] 

g]kfn  a}+Í  sd{rf/L===
To:t} k"j{ jl/i7 pkfWoIf 

/ljgfy >]i7, k"j{ ;lrj s'df/ Kofs'/]n, 
Anf]bfgsf s]Gb|Lo sf]iffWoIf drfsfhL 
dxh{g, sfo{qmd Jojf:yfkg ;+of]hs 
o'lgogsf s]Gb|Lo sf]iffWoIf ;l/tf k|wfg 
cdfTonufotn] æa}+Í  ljsf; / sd{rf/L 
xslxtsf ljifodf o'lgogsf] k|efjsf/L 
e"ldsf agfpg'kg]{ rrf{ ug'{x'Fb} sd{rf/Lx¿ 
aLr cfk;L ;dGjo / c6'6 ;DjGw sfod 
/xg] o:tf sfo{qmdx¿nfO{ lg/Gt/tf 
lbg'kg]{Æ atfpg'eof] . 

;f]xL ;df/f]xdf g]kfn  a}+Í  sd{rf/L 

g]kfn a}+Í lnld6]8sf k|d'v sfo{sf/L clws[t >L b]j]Gb|k|tfk 
zfxsL ddtfdoL dftf  gGbs'df/L zfxsf] c;fdlos lgwgn] 
xfdL o'lgog kl/jf/ b'lvt 5f}+ . 
o; b'Mvb 38Ldf  zf]s;GtKt kl/jf/hgdf w}o{wf/0f ug]{ zlQm 
k|fKt xf];\ eGb} xflb{s ;da]bgf k|s6 ub{5f}+ . ;fy} lbj+ut 
cfTdfsf] lr/ zflGtsf] sfdgf ub}{ efjk"0f{ >4fGhnL ck{0f ub{5f}+ .  
 g]kfn a}+Í sd{rf/L o'lgog 
 s]Gb|Lo ;ldlt kl/jf/ 

:j=gGbs'df/L zfx
hGd ldlt M !(*$     

b]xfj;fg M @)&$ r}q )$ ut]   

efjk"0f{ >4fGhnL

o'lgog s]Gb|Lo ;ldltsf :yfkgfsfn b]lv 
xfn;Ddsf  a}+Í  ;]jfaf6 lga[Q e};s]sf 
@% hgf k"j{ kbflwsf/L tyf ;b:ox¿nfO{ 
ljz]if cltly e08f/L / o'lgogsf s]Gb|Lo 
cWoIf /d]zs'df/ >]i7n] ;+o'Qm?kdf 
labfO{ ug'{x'Fb} o'lgogsf] tkm{af6 dfofsf] 
lrgf] k|bfg ug'{eof] . o'lgogsf s]Gb|Lo 
;xsf]iffWoIf clgtf sfoiyn] ;~rfng 
ug'{ePsf] pQm sfo{qmddf sfo{qmd 
;~rfng ;ldltsf ;+of]hs o'lgogsf 
s]Gb|Lo jl/i7 pkfWoIf /fh'eQm k|wfgfËn] 
;a}nfO{ o'lgogsf] tkm{af6 wGoafb 1fkg 
ug'{ePsf] lyof] . 

;xsfo{n] lg/Gt/tf kfpg'kg]{ atfpg'eof] . 
;fy} Pgl8kmG6, sf7df08f} lhNnf 

;ldltsf cWoIf k'ik >]i7n] klg sfo{qmdsf] 
;kmntfsf] sfdgf ug{'x'Fb} z'e]R5f JoQm 
ug'{eof] . sl/j %) hgfsf] ;xeflutfdf ;DkGg 
pQm e]nfdf ;xefuL ;j}nfO{ s]Gb|Lo cWoIf 
/d]zs'df/ >]i7n] wGojfb 1fkg ug'{eof] eg] 
;xefuL ;a} aLr Ps cfk;df kl/rofTds 
sfo{qmd / dlxnf ljefun] cjnDjg ug'{kg]{ 

gj jif{ @)&% sf] xflb{s d+undo z'esfdgf
lzj/fd, $–@^)@%# lzjx/L, $–@^))%&

afudtL :jL6\;
u0f]z dlGb/ k5fl8, lqk'/]Zj/, sf7df8f}+

ljleGg ;df/f]xsf nflu  ld7fO{ tyf 
gdsLgx¿ rflxPdf  xfdLnfO{ ;Demg'xf];\ .

g]kfn a}° sd{rf/L ;+3sf] 
;efdf dxf;lrjsf] ;xeflutf 

g]kfn a}Í sd{rf/L ;+3sf] @* 
cf}+ s]Gb|Lo ;efsf] pb\3f6g ;df/f]xsf] 
cltlysf] ?kdf o; o'lgogsf dxf;lrj 
/fh'/fd d'g+sdL{n] sfo{qmdsf] k"0f{ 
;kmntfsf] sfdgf ug{'x'Fb} z'esfdgf 
dGtJo JoQm ug'{ePsf] lyof] .

To:t} ;f]xL ;efn] ljljw k|:tfjx¿ 
kfl/t ub}{ ;+u7g ;DjlGw /  a}+Í  ljsf; 
;DjlGw ljljw lg0f{ox¿ ;d]t u/]sf] 
lyof] . 

;Lkd"ns sfo{qmd, :jf:Yo ;DjGwL sfo{qmd 
nufotsf ;Defljt ljljw sfo{of]hgfx¿ 
dfly ldlxg 9Ën] 5nkmn ePsf] lyof] . 

;f]xL e]nfaf6 o'lgogsf] s]Gb|Lo 
dlxnf ljefusf] ;b:ox¿df s]Gb|Lo 
;b:ox¿ zld{nf gsdL{, df]xgL b]lj 
sfoiy, u+uf uf]tfd], xl;gf kf]8], tf/f 
kf]8], ;df g]kfnL, ;ldtf kl/of/, ;'gogf 
e't]{nnfO{ dgf]lgt u/]sf] 5 .
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All kinds of Party Events & Catering  
(Full/Half) with Tent House

k|f]u|]lze kmfOgfG; lnld6]8
Progressive Finance Limited

Pako, Newroad, GPO Box No. 10390, Kathmandu, Tel: 4246402, 4242244, Fax: 977-1-246403
s_ art lgIf]ksf] b}lgs df}Hbftdf k|bfg ul/g] aflif{s Jofhb/ M

k|fs[lts JolQm tk{m

artsf] k|sf/ Aofhb/-Ü_ Go"gtd df}hbft
Aofh k"+hLs/0f 
ul/g] ;do

s_ ;fdfGo tyf ljz]if jrt  M *=))Ü ?=!)).— q}dfl;s

v_ k|f]u|]lze ;'k/ jrt M *=))Ü ?=@%,))).— q}dfl;s

u_ afn jrt  M *=))Ü ?=!,))).— q}dfl;s

3_ sd{rf/L u|f]Oª Kn; art M *=))Ü ?=!,))).— q}dfl;s

ª_ k|f]u]|lze uf]N8 jrt *=))Ü ?=%,))).— q}dfl;s

r_ z]o/wgL jrt *=))Ü ?=%,))).— q}dfl;s

5_ k|f]u|]lze pGglt jrt *=))Ü ?=!,))).— q}dfl;s

h_ pu|tf/f ljz]if art *=))Ü* ?=!)).— q}dfl;s

em_ z'ef/De art vftf *=))Ü* ?=!)).— q}dfl;s
`_ h]i7 gful/s÷s[ifs dhb'/÷ 
Psn Dflxnf k'?if art vftf -JNKMEMP_ 

 *=%)Ü  ? %,)))÷–  q}dfl;s 

6_ k|;Gg art vftf  (=))Ü  ? !,)),)))÷–  q}dfl;s 

;+:yfut tk{m

!= ;fdfGo skf]{/]6 art *=))Ü ;Dd
ljQLo ;+:yfx¿ ? !),)))÷–
cGo ;+:yfx¿ !,)))÷–

q}dfl;s 

@= k|f]u|lze ;'k/ skf]{/]6 art M *=))Ü ;Dd ? !,)),)))÷– q}dfl;s 

#= k|f]u|]lze ljz]if skf]{/]6 art *=))Ü ;Dd
ljQLo ;+:yfx¿ ? !),)))÷–
cGo ;+:yfx¿ !,)))÷–

q}dfl;s

* zt{x¿ nfu' x'g]5 .
v_ ;fwf/0f d'2tL lgIf]kdf k|bfg ul/g] jflif{s Jofhb/ M

k|fs[lts JolQm tk{m

cjlw
dfl;s Aofh  

e'QmfgL
q}dfl;s Aofh 

e'QmfgL
jflif{s Aofh

e'QmfgL
Dofb kZrft
Aofh e'QmfgL

# dlxgf – (=%)Ü – (=%)Ü

^ dlxgf – !)=))Ü – !)=))Ü

! jif{ !!=))Ü !!=%)Ü !@=))Ü !@=))Ü

@ jif{ ;Dd !!=%)Ü !@=))Ü !@=%)Ü !#=))Ü

Gff]6 M pk/f]Qm lgIf]kdf shf{ lnPdf yk Jofhb/ #=)) k|ltzt ;Dd nfUg]5 / lgIf]ksf] () 
k|ltzt ;Dd shf{ lbg ;lsg]5 . 
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Anf]bfgsf ljljw sfo{qmdx¿df ;xeflutf 
Anf]bfgn] ljut # jif{ cl3b]lv kmfu'g @@ ut]sf lbg 

dgfpFb} cfO{/x]sf] /fli6«o /Qmbftf bLj;nfO{ of] jif{ klg lg/Gt/tf 
lb+b} t];|f] /fli6«o /Qmbftf bLj; dgfOof] .

o;} qmddf Anf]bfgsf] cfof]hgfdf sf7df08f}, nlntk'/, 
eQmk'/ / sfe]|df bLk k|Hjng sfo{qmd ;DkGg eof] eg] Oe]G6 
g]kfnsf] cfof]hgfdf Anf]bfg / cGo ;+3;+:yfx¿ ;lxtsf] ;lqmo 
;xeflutfdf sf7df08f}sf] 6'Fl8v]ndf ldlt @)&$ kmfu'g @$ ut] 
cGt/f{li6«o dlxnf lbj;sf lbg Ps} lbgdf slDtdf klg !))) 
hgfsf] Ps}k6s /ut ;+sng u/L lulgh a'sdf gfd n]vfpg] 
dxfg p2]Zo ;lxt ;~rfng ul/Psf] d]uf An8 8f]g]zg sfo{qmd 
;+rfng ul/of] 

o;}u/L @)&$ r}q $ ut] g]kf JofSj]6,v'lza'Fdf ;DkGg   
Anf]bfgsf] :yfkgfsf] /ht hoGtL tyf t]>f]] /fli6««o /Qmbftf lbj; 
@)&$Æ ;DkGg eof] . 

oL ;a} sfo{qmddf o; o'lgogsf dxf;lrj Pjd\ Anf]bfgsf 
s]Gb|Lo ;b:o /fh'/fd d'g+sdL{, o'lgogsf cGo kbflwsf/L tyf 
;b:ox¿ ;l/tf k|wfg, /ljGb| lu/L, /ljgfy >]i7nufotsf] ;lqmo 
;xeflutf /x]sf] lyof] . lyof] . 
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Deposit Mobilization in Commercial Banks: 
A comparative study of NBL.

Kamal Regmi, 
Deputy Manager

Corporate Planning and Research Department 

Background:
Deposit mobilisation is defined as the 
process of encouraging customers to 
deposit cash with the bank or attracting 
new clients to come and open accounts 
with the bank. From an institutional 
perspective, the primary motive for 
mobilizing savings lies in lower cost of 
capital compared to other sources of 
funds. (Elser et. al. 1999)

Deposit is the main source of business 
for banking sector. Banks can earn 
profit by utilizing its deposit/funds in 
appropriate area and right sector with 
proper assessment of risk and return. 
The performance of banks regarding 
profit and other goals depends on the 
efficient mobilization of its resources 
mainly deposit. Banks are the financial 
intermediaries which transfer domestic 
or institutional savings from household 
sector to investment sector i.e. business 
sector. Banks will not be able to make any 
profit unless they has to pay interest on 
deposits, meet establishment expenses, 
meet liquidity of cash balance, and yet 
allow them some balance from out of 
which they can build reserve and pay 
dividend to the shareholders . Volume 
of that balance as loanable funds will 
determine the further business as well as 
profitability growth of the banks. If there 
arises any liquidity crunch problem, it not 
only slows down the business growth 
of the banks but also negatively affects 
the profitability of the banks. Apart from 
that, mobilization of the loanable funds in 
profitable activities is also challenging task 
for each and every banks.         

Banks have to maintain liquid funds to meet 
some regulatory requirements and fulfil 
many responsibilities. The main sources of 
liquid funds are cash in hand, balance with 
NRB and balance with domestic bank, call 
money etc. Banks use funds especially in 
four areas which are: loans and advances, 
investment, fixed assets and administrative 
and miscellaneous expenses. Main 
administrative expenses of the banks 

are salaries to employees, allowances, 
pension, advertisement, stationery, office 
rent, income tax, social responsibilities, 
insurance, commission expenses etc. and 
the miscellaneous expenses of banks are 
to distribute the dividend to shareholders, 
to bear the loss on sale and purchase of 
banking assets, maintenance expenses, 
to pay the interest on borrowed amount, 
reserve fund etc.

Nepalese banking industry is currently 
facing the problem of liquidity crunch from 
past 6 months. Similar type of problem 
was faced by Nepalese banking sector 
one year afore also. Central bank of Nepal 
has blamed banking sector of Nepal for 
creating that problem by saying that the 
expansion of credit in high percentage in 
comparison to deposit growth is one of the 
major cause of liquidity crunch problem of 
Nepal. Another cause is credit expansion 
of banks and financial institutions if 
unproductive sectors like housing, 
automobiles etc. is also creating problem 
of circulation of money within the country.      

Current liquidity crunch is being the 
primary concern of all the stakeholders 
of banking sector in recent days.  Banking 
experts and economists are giving the 
view about the principal cause of this 
problem is less money circulation due to 
less government expenditure specially 
capital expenditure of the government 
and to solve this problem money supply 
within the economy should be increased 
through increasing capital expenditure 
of the government. Increase in capital 
expenditure by the government creates 

positive impact to the economy in both 
short term as well as long term point of 
view. In short term, it solves the liquidity 
problems and facilitates employment 
opportunities and in long term it 
helps to attain sustainable growth and 
development of the economy as well. 

Deposit Growth scenario of banking 
sector of Nepal:
Deposit scenario of banking sector over last 
six months shows that in last six months 
(from ashwin end to falgun end) deposit 
of whole banking industry has increased 
by 3.72 %. The significant change was 
seen at poush end in which the industry 
deposit was decreased by 5.65% and 
magh end in which the deposit has again 
picked up by 6.75%. Similar trend was seen 
for commercial banks deposit. In totality 
commercial banks deposit was increased 
by 3.47%. The trend of deposit in NBL has 
not been following the market trend. In 
totality, deposit of NBL has decreased by 
1.97% over the last six months. At Poush 
end, deposit of overall banking industry as 
well as commercial banks has decreased 
but deposit of NBL has increased by 0.96%. 
The significant change in NBL deposit has 
seen in Kartik end in comparison to ashwin 
end i.e. decreased by 3.41% which is due to 
impact of government transaction where 
central as well as local government roll 
out its expenditure in quarterly basis.       

The following table shows the 
comparative result of deposit trend of 
Nepalese banking industry including 
commercial banks and NBL. 

Rs. In million 

Month End 
Industry 
Deposit 

Industry 
Growth 
rate (%)

Commercial 
Banks 

Deposit 

Commercial 
Banks Growth 

Rate (%)

NBL 
Deposit 

NBL Deposit 
Growth Rate 

(%)
Ashwin 2074 2460717.3 NA 2157609.47 NA 92708.7 NA
Kartik 2074 2481903.8 0.86 2173310.06 0.73 89543.43 -3.41

Mangsir 2074 2502850 0.84 2193115.2 0.91 90852.66 1.46
Poush 2074 2361450 -5.65 2146795 -2.11 91723.47 0.96
Magh 2074 2520755 6.75 2206401 2.78 91519.22 -0.22
Falgun 2074 2552285 1.25 2232580 1.19 90877.62 -0.70
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Main Determinants of Deposit 
Growth of Commercial Banks
Deposit of commercial banks depend upon 
various factors. It is affected by internal 
environment of commercial banks such as 
interest rate, existing varieties of products 
and services, service quality, customer 
service situation etc. along with the external 
environment such as inflation rate, demand 
and supply of loanable funds, state of 
government expenditure, number of banks 
and financial institutions and their branch 
network i.e. access of people towards banks 
etc.  

The main determinants of deposit growth 
of commercial banks can be explained as 
following:

Interest Rate:
Generally it is believed that there exists 
direct relationship between rate of interest 
on deposits and deposit growth rate. Since, 
interest rates determine the amount of 
interest payments that savers will receive 
on their deposits. An increase in interest 
rates will make saving more attractive and 
encourage savers to save more. Current 
scenario on Nepalese banking industry is 
not being able to attract expected amount 
of deposits in spite of higher rate of interest 
prevailing in the market.

Product and Service Diversification: 
Diversification in existing products and 
services of commercial banks also help in 
deposit collection. Innovation in products 
and services backed up by technological 
support attracts new customers towards 
the banks which shows positive impact on 
deposit of commercial banks. 

Service Quality: 
Better service quality of the banks also helps 
to increase deposit of commercial banks. 
Improvement in service quality attracts 
new customers and also helps in retention 
of existing customers of the bank; which in 
turn increases deposit of banks.

Outlook of the Bank Branch:
Outlook of the branch also attracts the 
customers to go there and deposit their 
savings without any hassle. It works new 
customers as well as existing customers of 
the bank. The concept of smart branches 
is initiated to make the branch smart in all 
aspects including the outlook.

Rate of inflation: 
Rate of inflation of the economy also 
impacts the deposit situation of the 

economy. In fact, there exists direct 
relationship between rate of inflation and 
deposit of banks and financial institutions. 
Higher rate of inflation provides incentive 
for the producers and businessmen to 
expand their business which promotes the 
economic activities within the nation and 
deposit increases. But hyper-inflation or 
galloping rate of inflation may be negative 
determinant of deposit collection of 
commercial banks.

Capital Expenditure of the government:
Increase in government capital expenditure 
also creates positive impact in deposit 
volume of banks and financial institutions. It 
expands the money supply of the economy 
due to which total deposit of banks and 
financial institutions will also increase.   

Branch Expansion:
Expansion of branches by banks and 
financial institutions provides access to 
the people towards banking facilities. It 
establishes the saving habit of the people 
of those new areas and helps to increase 
deposit of banks.           

Apart from above stated main factors, 
deposit mobilization of commercial banks 
is also affected by other auxiliary factors 
such as growth of income per capita, terms 
of trade, government fiscal policy (such 
as issuance of government bonds and tax 
regime), financial intermediation factors 
(such as bank density and provident fund 
rate), and demographic factors (such as age 
dependency and urbanization ratio). 

Summary:

Banks collect deposit from various 
sources which is affected by many factors 
such as interest rate, product and service 
diversification, service quality, outlook 
of the bank branch, rate of inflation, 

capital expenditure of the government 
etc. combined effort of banks and 
financial institutions towards deposit 
collection helps increasing the deposit 
of whole industry. Since deposit is the 
main source of banking business, no 
any banks can accelerate their financial 
performance without proper measures 
of deposit mobilization. In fact, bank 
mobilizes its deposits by performing 
different activities to achieve its desired 
goals i.e. earning profit. Banks are able 
to earn sufficient profit by mobilizing its 
deposits in proper way into the different 
profitable sector. It can utilize its 
collected deposits as well as own funds 
in all banking activities by performing 
effective deposit mobilization procedure.
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g]kfn a}+Í lnld6]8 k|wfg sfof{nodf sfo{/t d'Vok|jGws >L k|sfz 
s'df/ clwsf/Lsf >4]o lktf 3f]/fxL pkdxfgu/kflnsf–!% bfË 
lgjf;L ofbjk|;fb clwsf/Lsf] c;fdlos lgwgn] xfdL o'lgog 
kl/jf/ b'lvt 5f}+ . 
o; b'Mvb 38Ldf  zf]s;GtKt kl/jf/hgdf w}o{wf/0f ug]{ zlQm 
k|fKt xf];\ eGb} xflb{s ;da]bgf k|s6 ub{5f}+ . ;fy} lbj+ut 
cfTdfsf] lr/ zflGtsf] sfdgf ub}{ efjk"0f{ >4fGhnL ck{0f ub{5f}+ . 

g]kfn a}+Í sd{rf/L o'lgog 
 s]Gb|Lo ;ldlt kl/jf/ 

:j= ofbjk|;fb clwsf/L
hGd M !((% h]7 )@ ut]    

b]xfj;fg M @)&$ df3 !# ut]   
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/fli6«o k|hftflGqs 6«]8 o'lgog dxf;+3sf] cfof]hgfdf !@( cf}+ ljZj dO{ lbj;
/fli6«o k|hftflGqs 6«]8 o'lgog dxf;+3 g]kfnåf/f cfof]lht !@( cf}+ 
ljZj dO{ lbj; pb\3f6g ;df/f]xsf] k|d'v cltly /fli6«o k|hftGq 
kf6L{sf cWoIf tyf k"j{ pk–k|wfgdGqL sdn yfkfaf6 snfTds 
;'s'Gbfdf bLk k|Hjng ug{'sf ;fy} >L % a8fdxf/fhflw/fh 
k[YjLgf/fo0f zfxsf] t:jL/df dfNofk{0f u/L pb\3f6g ug{'eof] . 

;f] pb\3f6g sfo{qmddf pxfFn] ca 6«]8 o'lgogn] ljZjsf 
dhb"/ Pstf cfhsf] cfjZostfnfO{ dgg ub{} kf6L{sf] d]?b08sf] 
?kdf cl3 a9\g'kg{] wf/0ff /fVg'x'Fb} kf6L{ Pstf / ;+u7g lj:tf/df 
ljz]if hf]8 lbg'kg{] wf/0ff /fVg'eof] .

/fli6«o k|hftflGqs 6«]8 o'lgogsf dxf;lrj lxSdt 
hË e08f/L, eQmk'/, nlntk'/ / sf7df8f}+ lhNnf 6«]8 o'lgog 
dxf;+3sf cWoIfx?, kf6L{sf ljleGg ;+u7gsf cWoIf tyf 
k|ltlglwx?, k"j{ 6«]8 o'lgogsf cWoIf tyf /f=k|=kf= sf7df8f}+ 
lhNnf ;ldltsf cWoIf gj/fh l;Dv8f, k"j{ dGqL ljqmdaxfb'/ 
yfkf, kf6L{sf pkfWoIfåo 6+s 9sfn / a'l4dfg tfdfËn] cf–
cfk\mgf] wf/0ff /fVg'x'Fb} 6«]8 o'lgog dxf;+3 / dhb"/x?sf] 
xslxt ;+/If0f / af}l4s ljsf;df ljz]if hf]8 lbO{ 6«]8 o'lgog 
PstfnfO{ cg]stf ge} cg]stfnfO{ Pstfdf lj:tf/ ug{'kg{] 
atfpg' ePsf] lyof] . 

cfof]hs ;ldltsf ;+of]hs tyf kf6L{sf s]Gb|Lo ;b:o 
OGb| lrqsf/sf] ;efkltTjdf ;DkGg pQm sfo{qmddf :jfut 
efif0f ug{'x' Fb} g]kfn a}+Í sd{rf/L o'lgogsf ;+:yfks cWoIf 
tyf /fli6«o k|hftflGqs 6«]8 o'lgog dxf;+3 s]Gb|Lo ;ldltsf 
;lrj k|sfznfn hf]zLn] kf6L{n] >lds tyf 6« ]8 o'lgognfO{ 
k|fyldstf lbO{ cl3 a9\g ;s]df kf6L{sf] eljiosf nIf k"0f{ 
x'g] ljZjf; tyf clenfiff lnPsf] 6« ]8 o'lgognfO{ kf6L{n] 
cfk\mgf] d"n l;4fGt, p2]Zo, gLlt / nIfnfO{ k"/f ug{ 6« ]8 
o'lgognfO{ pkof]u ug{ clt cfjZos e};s]sf] wf/0ff 
/fVg'ePsf] lyof] .
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