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AhXmcnI

tIcfw temIØn\v kw`mh\ \¬Inb alØmb amXrIbmWv 1996-¬ Bcw`n® P\Iobmkq{XW

A[nImc hntI{µoIcW {]h¿Ø\w. 2017-¬ Bcw`n® c≠mwL´ P\Iobmkq{XWhpw \htIcf

I¿Ω]≤Xnbpw hnhn[ ZuXyßfpw Hcp \htIcfsØ kr„n®p apt∂dp∂p. CtXmsSm∏w,

KpWta∑bp≈ tkh\ßƒ kab_‘nXambn P\ßƒ°v- \¬Im≥ F√m k¿°m¿

kwhn[m\ßfpw {]Xn⁄m_≤amWv. CXn\mbn ÿm]\ßfn¬ IrXyamb KpWta∑m kwhn[m\w

\S∏nemt°≠Xp≠v. KpWta∑m kwhn[m\Øneq∂nbmWv tIcfØnse {Kma]©mbØpIfpw

tªm°v- ]©mbØpIfpw InebpsS kmt¶XnI klmbtØmsS ISO 9001:2015 AwKoImcsa∂

alØmb e£yw ssIhcn®Xv. Hcp]s£ cmPyØv BZyambmWv Hcp kwÿm\sØ F√m {Kma

]©mbØpIfpw tªm°v- ]©mbØpIfpw KpWta∑m kwhn[m\Øn\p≈ A¥mcm{„

AwKoImcamb ISO 9001 t\Sp∂Xv. CXphgn ÿm]\ßfn¬ tkh\ KpWta∑, {^≠v Hm^okv,

sdt°m¿Uv kwhn[m\w, Hm^okv A¥co£w F∂nhbn¬ {]IShpw KpW]chpamb am‰ßfmWv

kr„n°m≥ Ign™Xv.

Cu amXrI, kwÿm\sØ F√m k¿°m¿ ÿm]\ßfnte°pw hym]n∏n°p∂XneqsS

P\kulrZhpw Imcy£ahpamb Hcp knhn¬ k¿hokv kwhn[m\sØ kr„n®v P\ßƒ°v-

kab_‘nXhpw KpWta∑bp≈Xpamb tkh\w ÿncambn \¬Im≥ km[n°pw. k¿°m¿

ÿm]\ßfn¬ KpWta∑m kwhn[m\w \S∏nem°ns°m≠v sFFkvH 9001 k¿´n^nt°j≥

t\Sp∂Xn\v Bhiyamb Adnhv  G‰hpw efnXamb ̀ mjbn¬ ]I¿∂p \¬IpIsb∂ Dt±iyØnemWv

Ine Cu ]pkvXIw cq]I¬]\ sNbvXncn°p∂Xv. Cu taJebn¬ hnZKv≤ ]cnioe\w e`n°pIbpw,

Ign™ c≠p h¿jambn Xt±i kzbw`cW ÿm]\ßƒ°v KpWta∑m kwhn[m\samcp°m≥

I¨kƒ´≥kn tkh\w \¬IpIbpw sNøp∂ sFFkvH s{]mPŒv Pn√m tIm¿Unt\‰¿amcmWv

Cu ]pkvXIw Xømdm°nbncn°p∂Xv. k¿°m¿ ÿm]\ßƒ°v KpWta∑m kwhn[m\w

k÷am°m≥ klmbIcamIp∂ Cu ]pkvXIØns‚ ]n∂n¬ {]h¿Øn® F√mh¿°pw Fs‚

A`n\µ\w Adnbn°p∂p.

tUm. tPmbv Cfa¨

UbdŒ¿ P\d¬, Ine





BapJw

anI®Xpw KpWta∑bp≈Xpamb tkh\ßƒ kab_‘nXambn P\ßƒ°p \¬In AhcpsS

kwXr]vXn Dd∏phcpØpIsb∂Xv k¿°m¿ ÿm]\ßfpsS DØchmZnØamWv. CXn\mbn

ÿm]\ßfn¬ KpWta∑m kwhn[m\w Hcpt°≠Xp≠v. A¥mcm{„ AwKoImcamb sFFkvH 9001

ASnÿm\s∏SpØnbncn°p∂ KpWta∑m kwhn[m\sa∂ BibsØ°pdn®v Aht_m[w

kr„n°p∂Xv tkh\ KpW\nehmcw sa®s∏SpØpIbpw, KpWta∑m kwkvImcw ÿm]\ßfn¬

kr„n°phm≥ klmbn°pIbpw sNøpw.

 Ign™ c≠p h¿j°meambn Ine BbncØntesd Xt±i kzbw`cW ÿm]\ßƒ°pw,

\qdntesd LSI ÿm]\ßƒ°pw, KpWta∑m kwhn[m\w \S∏nem°n sFFkvH 9001

k¿´n^nt°j≥ t\Sm≥ I¨kƒ´≥kn tkh\w \¬Inbn´p≠v. CXv IqSmsX ]©mbØv UbdŒ¿

Hm^okpw, A©v Pn√m sU]yq´n UbdŒ¿ Hm^okpIfpw InebpsS t\XrXzØn¬ sFFkvH 9001

t\Snbn´p≠v. KpWta∑m kwhn[m\Øns‚ Bibßƒ {]tbmKnIXeØn¬ sIm≠phcptºmgp

≠mIp∂ sh√phnfnIfpw AXns\ XcWw sNøm\p≈ am¿Kßfpw Cu ImeØn\p≈n¬

kzmbØam°m≥ Inebv°p km[n®n´p≠v. CXn¬\n∂pw e`n® A\p`h]mTßsf ASnÿm\s∏SpØn,

KpWta∑m kwhn[m\sØ°pdn®v Aht_m[w kr„n°pIbpw AXv \S∏nem°p∂Xn\v k¿°m¿

ÿm]\ßsf k÷am°pIbpw sNøpI F∂ Dt±iytØmsSbmWv Ine Cu ]pkvXIw cq]I¬]\

sNbvXncn°p∂Xv.

KpWta∑m kwhn[m\hpambn _‘s∏SpØn \mev A≤ymbßfmWv ]pkvXIØnep≈Xv.

A≤ymbw H∂v KpWta∑m kwhn[m\ßfpsS Ncn{Xadnbm\pw, C¥ybnse KpWta∑m ÿm]\ßsf

]cnNbs∏Sm\pw, A¥mcm{„ ÿm]\amb sFFkvH F¥msW∂v a\ nem°m\pw klmbn°p∂p.

A≤ymbw c≠n¬ KpWta∑m kwhn[m\Øns‚ {][m\ XØzßsf ]cnNbs∏SpØn, AXns\

ASnÿm\s∏SpØnbp≈ KpWta∑m {]h¿Ø\ßƒ hniZoIcn®ncn°p∂p. Hmtcm XØzsØbpw

ASnÿm\s∏SpØn Fßs\ Hcp ÿm]\Øn¬ KpWta∑m kwhn[m\w Hcp°msa∂Xn\p

klmbIcamhpw Cu A≤ymbw.

]©mbØp hIp∏n¬ \S∏nem°nb amXrIsb ASnÿm\s∏SpØn, ÿm]\ßfn¬ KpWta∑m

kwhn[m\w Fßs\ \ne\n¿ØWsa∂pw, Imem\pkrXambn Fßs\ sa®s∏SpØWsa∂pw

A≤ymbw aq∂n¬ hniZoIcn°p∂p. KpWta∑m kwhn[m\w Hcp°n sFFkvH 9001 AwKoImcsa∂

amXrIm]camb {]h¿Ø\w ImgvNh® Xt±i kzbw`cW ÿm]\ßfpsS KpWta∑m {]h¿Ø

\ßfpsS \mƒhgnIƒ A≤ymbw \men¬ hniZambn {]Xn]mZn°p∂p. Cu A≤ymbßfneqsS

IS∂pt]mIp∂ hmb\°mc\v Xs‚ ÿm]\Øn¬ KpWta∑m kwhn[m\w  Hcp°p∂Xn\p≈ {]m]vXn

ssIhcn°m≥ km[n°psa∂mWv Ine {]Xymin°p∂Xv.

KpWta∑m kwhn[m\hpambn _‘s∏´v A[nIhmb\bv°v Bhiyamb sh_v- t]PpIƒ,

ÿm]\Øn¬ D]tbmKn°m≥ Bhiyamb amXrImtcJIƒ F∂nh Iyp.B¿.tImUv cq]Øn¬
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]pkvXIØn¬ \¬Inbn´p≠v. Ch hmb\°mc\v Bhiym\pkcWw kvIm≥ sNbvXp

hmbn°mhp∂XmWv.

s]mXpÿm]\ßfn¬ KpWta∑m kwhn[m\w \S∏nem°n A¥mcm{„ \nehmcØnep≈

tkh\ßƒ \¬Ip∂Xn\pw, sFFkvH 9001 AwKoImcw Icÿam°m\pw Cu ]pkvXIw

t{]cWbmIpsa∂v {]Xo£n°p∂p.

amXyp B≥{Uqkv tUm. A\q] \mcmbW≥

FUn‰¿ & FUn‰¿ &

AknÃ‚v UbdŒ¿, Ine sFFkvH tIm¿Unt\‰¿, Ine
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A≤ymbw 1

KpW-ta∑m kwhn-[m\w: BapJw

KpWta∑m kwhn[m\ßfpsS Ncn{Xadnbm\pw C¥ybnse KpWta∑m

ÿm]\ßsf ]cnNbs∏Sm\pw A¥mcm{„ ÿm]\amb sF.Fkv.H.sb

Ipdn®v Aht_m[w kr„n°m\pw Cu A≤ymbw klmbn°pw.

1.1 Bap-Jw

1.2 KpWta∑m kwhn[m\w: Ncn{Xw

1.3 C¥ybnse KpWta∑m ÿm]\-ßƒ

1.4 sFFkvH

1.1 BapJw

hnIkn®psIm≠ncn°p∂Xpw a’cm[njvTnXhpamb BtKmf hn]Wnbn¬

ÿm]\ßƒ \ne\n¬°phm\p≈ G‰hpw \n¿WmbIamb LSIamWv

KpW\nehmcw. D]t`m‡m°ƒ Bhiys∏Sp∂ KpW\nehmcap≈ D¬--∏∂ßfpw

tkh\ßfpw \¬Inbm¬ am{Xta ÿm]\ßƒ°v \ne\n¬∏pw hf¿®bpw

D≠mIpIbp≈q. tkh\ KpW\nehmcØn¬ k¿°m¿ ÿm]\ßƒ°p a‰p

taJeIsf°mƒ Ipdhv hcpØn {]h¿Øn°phm≥ km[n°n√. bYm¿∞Øn¬

Hmtcm k¿°m¿ ÿm]\hpw a‰p taJeIƒ°v amXrIbmbncn°Ww. tkh-\-ßƒ

KpW-ta∑-tbmsS kab_‘nXambn e`y-am-°pI F∂-XmWv Hmtcm k¿°m¿

ÿm]\Øns‚bpw {]h¿Ø\ e£yw. CXn-\mbn ÿm]-\-ß-fn¬ Imcy-£-a-amb

KpW-ta∑m kwhn-[m\w Hcp-t°-≠-Xp-≠v.

1.2 KpW-ta∑m kwhn-[m\w ˛ Ncn{Xw

ÿm]\ßfpsS KpW\nehmcw Dd∏phcpØp∂Xn\p≈ Bibßƒ°v

Bbnc°W°n\v h¿jßfpsS ]g°ap≠v (Pqdm≥, 1995). Ncn{XØnse hnhn[

ImeL´ßfn¬ KpWta∑ Dd∏v hcpØphm\p≈ hyXykvXamb kwhn[m\ßƒ

(Quality Management) Ahew_n®n´p≠v (ASQ, 2018). {][m\ L´ßƒ NphsS

tN¿°p∂p.
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$ a[yIme Kn¬UpIfnse KpWta∑m kwhn[m\w (Quality Management in Medieval

Guilds)

$ hymhkmbnI hnπhImeØnse KpWta∑m kwhn[m\w (Quality Management in

the Industrial Revolution)

$ c≠mw temIalmbp≤ImeØnse KpWta∑m kwhn[m\w (Quality Manage-

ment in WWII)

$ Ccp]Xmw \q‰m≠nse KpWta∑m kwhn[m\w (Quality Management in the 20th

Century)

$ kºq¿Æ KpWta∑m kwhn[m\w (Total Quality Management)

$ kºq¿Æ KpWta∑m kwhn[m\Øn\v tijw (Beyond Total Quality Management)

KpWta∑bpsS Ncn{Xw IqSpX¬ a\knem°phm≥ A\p_‘w 1 hmbn°mw.

Ccp]Ønsbm∂mw \q‰m≠ns‚ Bcw`tØmsS A¥mcm{„XeØn¬ KpWta∑m

kwhn[m\ßƒ ]IzX {]m]n®p. KpWt`m‡m°fpsS kwXr]vXnbn¬ Du∂ns°m≠v

CXn\Iw Xs∂ hyXkvX taJeIƒ°mbn sFFkvH Ãm≥tU¿Up-Iƒ

cq]oIcn®n´p≠v. cm{„˛A¥mcm{„XeØn¬ KpWta∑ Dd∏phcpØphm\p≈

ÿm]\ kwhn[m\ßƒ \nehn¬ Imcy£aambn {]h¿Øn°p∂p≠v. D¬--

∏∂ßfpsS KpWta∑sb∂Xn¬ HXpßmsX tkh\w, BtcmKy kwc£Ww,

hnZym`ymkw, k¿°m¿ XpSßnb taJeIfnte°pw KpWta∑m kwhn[m\sa∂

Bibw {]Ncn®p XpSßn.

Nn{Xw 1: KpW-ta∑m kwhn-[m-\-Ønse \mgnI°√p-Iƒ
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1.3 C¥ybnse KpWta∑m ÿm]\ßƒ

DZmch¬°cWØn\ptijw C¥y≥ D¬--∏∂ßfpsSbpw tkh\ßfpsSbpw

kzoImcyX hntZi hn]WnIfn¬ Db¿Øphm≥ cm{„XeØn¬ KpWta∑bv°p≈

ÿm]\kwhn[m\w Bhiyambncp∂p. KpWta∑bp≈ D¬∏∂ßfpw tkh\ßfpw

BtKmf hn]Wnbn¬ FØn°pIsb∂Xv C¥ybpsS hf¿®bv°v hfsc

AXymhiyhpambncp∂p. CXp Dd∏phcpØp∂Xn\mbn C¥ybn¬ cq]oIcn® c≠p

{][m\ KpWta∑m ÿm]\ßfmWv:

$ _yqtdm Hm^v C¥y≥ Ãm≥tU¿Uvkv (BIS)

$ Izmfn‰n Iu¨kn¬ Hm^v C¥y (QCI)

1.3.1 _n.sF.Fkv (_yqtdm Hm^v C¥y≥ Ãm≥tU¿Uvkv)

{_n´ojv `c-W-Øns‚ Ah-km\ Ime-L-´-ß-fn¬

C¥y≥ hyhkmb taJe sI´n∏Sp°pIsb∂Xv henb

sh√p-hn-fn-bm-bn-cp-∂p. tZiob Ãm≥tU¿Up-Iƒ cq]o-

I-cn-°p-∂-Xn\v th≠n Institute of Engineers India ka¿∏n®

IcSv tcJsb ASn-ÿm-\-s∏-SpØn Department of Indus-

tries and Supplies 1946 ¬ Indian Standards Institution cq]o-I-cn-

°p-hm≥ DØ-chnd-°n. BZy-L-´-Øn¬ \ne-hmc

\n¿Wb {]{Inbbn¬ am{Xw Du∂¬ \¬Inb Cu

ÿm]\w, D]t`m‡m°ƒ°v anI® KpW\nehmcapff D¬∏∂ßƒ e`yam°phm≥

Certification Marks Scheme Bcw`n®p. Cu kvIow {]Imcw tZiob Ãm≥tU¿Uv

]men®psIm≠v {]h¿Øn°p∂ \n¿ΩmW ÿm]\ßƒ°v AhcpsS

D¬∏∂ßfn¬ ISI ap{Z D]tbmKn°p∂Xn\p≈ ssek≥kv \¬In-. C¥y≥

Ãm≥tU¿Uv C≥Ãn-‰yq-j≥ (k¿´n-^n-t°-j≥ am¿°v) BIvSv, 1952 {]ImcamWv

D¬∏∂ k¿´n-^n-t°j≥ \SØn-h∂Xv. ]s£, am\-Z-fi-ß-fpsS cq]o-I-c-Whpw

a‰v A\p-_-‘ tPmen-Ifpw \nb-a-{]-Im-c-am-bn-cp-∂n-√. Cu ]cn-anXn and-I-S-°p-hm≥

1986 \hw-_¿ 26 \v ]m¿esa‚ v \nbaw ]m m°pIbpw, XpS¿∂v 1987 G{]n¬ 1 \v

_n.sF.Fkv \ne-hn¬ hcnIbpw sNbvXp. sF.-F-kv.sF.bpsS Poh-\-°m¿, BkvXn-

Iƒ, _m[y-X-Iƒ, {]h¿Ø-\-ßƒ F∂nh Gs‰-Sp-Øp-s°m≠v _n.-sF.-Fkv

{]h¿Ø\w Bcw-`n®p.

1986 -se _yqtdm Hm^v C¥y≥ Ãm≥tU¿Uvkv \nba{]Imcw KpWta∑

kw_‘nbmb IqSpX¬ A[nImcßfpw ]cn[nbpw _n.sF.Fkn\p e`n®p.
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$ cq]oIcWw: 23 Unkw_¿ 1986

$ Bÿm\w: a\Iv `h≥, \yq U¬ln

$ doPnW¬ Hm^okpIƒ: sIm¬°Ø (Ing°≥), sNss∂ (Z£nW), apwss_

(]Sn™md≥), NWvUnKUv (hS°≥), U¬ln (sk≥{S¬)

$ sh_vssk‰v: bis.gov.in

_n.sF.Fkv.: {][m\ {]h¿Ø\ßƒ

C¥ybpsS tZiob Ãm≥tU¿Uv t_mUnbmb _n.sF.Fkv.s‚ {][m\

{]h¿Ø\ßƒ Xmsg ]dbp∂hbmWv.

$ Ãm≥tU¿UpIƒ cq]oIcn°pI

$ D¬∏∂ßfpsS k¿´n-^n-t°-j≥ ]≤Xn

$ \n¿_‘nX cPnkvt{Sj≥ ]≤Xn

$ hntZi \n¿ΩmXm°fpsS k¿´n-^n-t°-j≥ ]≤Xn

$ lmƒam¿°nwKv ]≤Xn

$ et_md´dn tkh\ßƒ

$ et_md´dn AwKoIcn°p∂ ]≤Xn

$ C¥y≥ Ãm≥tU¿Up-IfpsS hn¬∏\

$ D]t`m‡r hyhlmc {]h¿Ø\ßƒ

$ cm{„, A¥mcm{„ Xeßfnse ]cnioe\ßƒ

$ KpWta∑m kw_‘nbmb hnhc tkh\ßƒ

F¥mWv Ãm≥tU¿Uv?

D¬∏∂ßƒ, tkh\ßƒ, kwhn[m\ßƒ F∂nhbpsS KpWta∑, kpc£,

Imcy£aX Dd∏phcpØphm\p≈ BtKmf \nehmcamWv Ãm≥tU¿Uv.

BtKmfXeØn¬ KpW\nehmcw Dd∏phcpØn A¥mcm{„ hym]mcw (Interna-

tional Trade) kpKaam°m≥ Ãm≥tU¿Up-Iƒ°v km[n°pw. DZm: BIS lmƒam¿°v.
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1.3.2 Iyp.kn.sF (Izmfn‰n Iu¨kn¬ Hm^v C¥y)

C≥Ukv{Snb¬ t]mfnkn B≥Uv {]tamj≥ hIp∏ns‚ (Industrial Policy and

Promotion Department) kzbw`cWÿm]\amWv C¥ybnse A{IUnt‰j≥

AtXmdn‰nbmb Iyp.kn.sF (Izmfn‰n Iu¨kn¬ Hm^v C¥y). Iyp.kn.sF.bn¬

tIm¨s^Utdj≥ Hm^v C¥y≥ C≥Ukv{Sn (Confederation of Indian Industry CII),

s^Utdj≥ Hm^v C¥y≥ tNtºgv--kv Hm^v sImtagv--kv B≥Uv C≥Ukv{Sn (Fed-

eration of Indian Chambers of Commerce and Industry FICCI), Atkmkntb‰Uv tNtºgv--kv

Hm^v sImtagv--kv B≥Uv C≥Ukv{Sn (Associated Chambers of Commerce and Industry

ASSOCHAM) F∂nh¿ {]Xn\n[oIcn°p∂p. tZiob\nehmc{]NmcWw

\nco£n°p∂Xn\pw \nb{¥n°p∂Xn\pambn tZiob A{IUnt‰j≥ LS\

ÿm]n°pIbpw {]h¿Øn∏n°pIbpw sNøpIsb∂p≈XmWv Iyp.kn--.sFbpsS

{][m\ Dt±iyw. k¿°m¿, D∂XXe hyhkmb Atkmkn tbj\pIƒ (Apex Level

Industry Associations), KpWta∑bv°p≈ hnZKv[ kwL-S-\-Iƒ (Quality Professional

Bodies), \n¿ΩmW taJe Atkmkntbj\pIƒ (Manufacturing Sector Associations),

tkh\ taJe Atkmkntbj\pIƒ (Service Sector Associations), D]t`m‡r

ÿm]\ßƒ F∂nhsb {]Xn\n[oIcn°p∂ 38 AwKßƒ Dƒs∏Sp∂

Iu¨knemWv F√m \b]camb Xocpam\ßfpw ssIs°m≈p∂Xv. A©p

t_m¿UpIfneqsSbmWv Iyp.kn--.sF {]h¿Ø\ßƒ \S∏nem°p∂Xv. A©p

t_m¿UpIfpw AXns‚ NpaXeIfpw ]´nI 1.1 ¬ sImSpØncn°p∂p

1. \mjW¬ A{IUnt‰j≥ t_m¿Uv t^m¿ k¿´n^nt°j≥ t_mUokv  (Na-

tional Accreditation Board for Certification Bodies (NABCB))

2. \mjW¬ A{IUnt‰j≥ t_m¿Uv t^m¿ FUyqt°j≥ B‚ v s{Sbn\nwKv

(National Accreditation Board for Education and Training (NABET))

3. \mjW¬ A{IUnt‰j≥ t_m¿Uv t^m¿ tlmkv]n‰¬kv sl¬Øv sIb¿

s{]msshtUgvkv (National Accreditation Board for Hospitals Healthcare Providers (NABH))
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4. \mjW¬ t_m¿Uv t^m¿ Izmfn‰n {]tamj≥ (National Board for Quality Promotion

(NBQP))

5. \mjW¬ A{IUnt‰j≥ t_m¿Uv t^m¿ sSÃnwKv B≥Uv Iment{_j≥

et_md´dokv (National Accreditation Board for Testing and Calibration Laboratories

(NABL))

]´nI 1.1 Iyp.kn--.sF.bpsS A©p t_m¿UpIfpw AXns‚ NpaXeIfpw

t_m¿Uv -- NpaXe

\mjW¬ A{IUnt‰j≥ k¿´n^nt°j\pw ]cntim[\Ifpw

t_m¿Uv t^m¿ k¿´n^nt°j≥ \SØp∂ ÿm]\ßfpsS A{IUnt‰j≥

t_mUokv

(National Accreditation Board for

Certification Bodies (NABCB))

https://nabcb.qci.org.in/

\mjW¬ A{IUnt‰j≥ $ k-vIqfpIƒ°p≈ A{IUnt‰j≥

t_m¿Uv t^m¿ FUyqt°j≥ $ ]cnioe\ tImgv--kv ZmXm°fpsS

B‚ v s{Sbn\nwKv   shmt°jW¬ s{Sbn\nwKv tImgv--kpIfp

(National Accreditation Board for   sSbpw A{IUnt‰j≥

Education and Training (NABET)) $ I¨kƒ´‚pIfpsSbpw I¨kƒ´‚ v

  t_mUnIfpsSbpw A{IUnt‰j≥

$ t]gv--kW¬ k¿´n^nt°j≥

  t_mUnIfpsS A{IUnt‰j≥

https://nabet.qci.org.in/
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\mjW¬ A{IUnt‰j≥ BtcmKy kwc£W kuIcyßfpsS

t_m¿Uv t^m¿ tlmkv]n‰¬kv A{IUnt‰j≥

sl¬Øv sIb¿ s{]msshtUgvkv

National Accreditation Board for

Hospitals Healthcare Providers (NABH)

https://nabh.co/

\mjW¬ A{IUnt‰j≥ saUn°¬ sSÃnw-Kn\p Iment{_j≥

t_m¿Uv t^m¿ sSÃnwKv B≥Uv et_md´dnIƒ°p≈ A{I-Un-t‰-j≥.

Iment{_j≥ et_md´dokv

National Accreditation Board for

Testing and Calibration Laboratories

(NABL).

https://nabl-india.org/

\mjW¬ t_m¿Uv t^m¿ $ KpW\nehmc amt\Pvsa‚ v

Izmfn‰n {]tamj≥   am\ZfißfpsSbpw, Ãm‰nÃn°¬

(F≥._n.Iyp.]n)   KpW\nehmc D]IcWßfpsSbpw

National Board for Quality Promotion   {]tbmKw t{]m’mln∏n°pI

(NBQP) $ KpW\nehmcw Bhiys∏Sm≥

  D]t`m‡m°sf {]m]vXcm°pI

http://nbqp.qci.org.in/
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1.4 sFFkvH (C‚¿\mjW¬ Hm¿K-ss\-tk-j≥ t^m¿

Ãm≥tU¿-ssUtk-j≥)

BtKmf XeØn¬ KpWta∑ Dd∏phcpØphm\p≈ Hcp

kzX{¥ A¥mcm{„ ÿm]\amWv sFFkvH. 1947 ¬

Ccp]Ø©p cmPyßƒ tN¿∂v cq]oIrXamb Cu

ÿm]\Øn¬ \nehn¬ 165 cmPyßƒ AwKßfmWv. AXXv

cmPyßfnse KpWta∑m ÿm]\ßfmWv (DZm:

_n.sF.Fkv) sFFkvH.bn¬ {]Xn\n[oIcn°p∂Xv.

ISO: t]cns‚ s]mcpƒ

Xpeyw (EQUAL) F∂¿∞w hcp∂ {Ko°v hm°mb sFtkmkv (ISOS) ¬

\n∂pamWv ISO F∂ hm°v D¤hn®Xv. hnhn[ `mjIfn¬ C‚¿\mjW¬

Hm¿K-ss\tkj≥ t^m¿ Ãm≥tU¿-ssUtk-j≥ hyXkvXamb Npcps°gpØv

hcp∂Xp sIm≠mWv ÿm]I¿ CXns\ sFFkvH F∂v hnfn°phm≥

Xocpam\n®Xv. (Cw•ojn¬ IOS, {^©v `mjbn¬ OIN, Organisation international de

normalisation)

hnhn[ taJeIfpsS KpWta∑ Dd∏phcpØphm≥ KpW-ta∑m am\-Z-fi-ßƒ

(Ãm≥tU¿Up-Iƒ) cq]oIcn°pIsb∂p≈XmWv ÿm]\Øns‚ {][m\ NpaXe.

sFFkvHsb Ipdn®pw Ãm≥tU¿UpIsf Ipdn®pw ]cnioe\w \¬IpI, kpc-£n-

Xhpw hniz-k-\o-bhpw anI® \ne-hm-c-ap-≈-Xp-amb D¬∏-∂-ßfpw tkh\ßfpw

krjvSn-°p∂Xn\v, am\-Z-fi-ßsf°pdn®v Ah-tem-I-\hpw Kth-j-W-ßfpw \S-ØpI

F∂n-h-bmWv a‰v NpaX-e-Iƒ.

$ cq]oIcWw: 1947 s^{_phcn 23

$ Bÿm\w: P\oh, kzn‰vk¿em≥Uv --

$ AwKßƒ: 165 cmPyßƒ

$ HutZymKnI `mjIƒ: Cw•ojv, {^©v, djy≥

$ sh_vssk‰v: www.iso.org
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1.4.1 sFFkvHbpsS {]apJ Ãm≥tU¿Up-Iƒ

hnhn[ taJeIfnembn sFFkvH CXphsc 23,377 Ãm≥tU¿Up-Ifpw

A\p_‘ tcJIfpw cq]oIcn®n´p≠v. sFFkvH Ãm≥tU¿Up-Iƒ cq]oIcn°p∂Xv

{]kvXpX taJebnse hnZKv[cpsS A`n{]mbka\zb {]{InbbneqsSbmWv. {]apJ

sFFkvHbpsS Ãm≥tU¿Up-Iƒ Xmsg ]´nI 1.2 ¬ \¬Inbncn°p∂p.

]´nI 1.2 {]apJ sFFkvH Ãm≥tU¿Up-Iƒ

Ãm≥tU¿Uv kwhn[m\w

ISO 9000 KpWta∑m kwhn[m\w (Quality Management)

ISO 22000 `£ykpc£m kwhn[m\w (Food Safety Management)

ISO 14000 ]mcnÿnXnI kwhn[m\w  (Environmental Management)

ISO 26000 kmaqlnI {]Xn_≤X  (Social Responsibility)

ISO 31000 dnk-vIv-- kwhn[m\w (Risk Management)

ISO 37001 AgnaXnclnX kwhn[m\w (Anti-Bribery Management Systems)

ISO 45001 sXmgn¬kw_‘amb BtcmKyhpw kpc£bpw

(Occupational Health And Safety)

ISO/IEC 27001 hnhc kpc£m kwhn[m\w (Information Security Management)

IS∏mSv: https://www.iso.org/popular-standards.html

1.4.2 sFFkvH 9000 t{iWn

KpWta∑m kwhn[m\Øn\v (Quality Management) cq]oIcn®n´p≈ sF--FkvH 9000

t{iWn hnhn[ sFFkvH Ãm≥tU¿Up-I-fn¬ G‰hpw {]apJamWv. KpW

\nehmcap≈ kwhn[m\w \ne\n¿Øp-hm\pw, D]t`m‡r kwXr]vXn

Dd∏phcpØphm\pw B{Kln°p∂ ÿm]\ßƒ°v am¿--§\n¿ --t±ißfpw,

D]IcWßfpw, am\Zfißfpw \¬IpIsb∂XmWv Cu t{iWnbpsS {][m\

e£yw. sFFkvH 9000 t{iWnbn¬ Dƒs°m≈p∂ Ãm≥tU¿Up-Iƒ ]´nI 1.3 ¬

{]Xn]mZn°p∂p.
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]´nI 1.3 sFFkvH t{iWnbn¬ Dƒs°m≈p∂ Ãm≥tU¿Up-Iƒ

Ãm≥tU¿Uv D≈S°w

ISO 9000:2015 KpWta∑m kwhn[m\w ˛ ASnÿm\ßfpw

]ZmhenIfpw

(Quality Management Systems: Fundamentals And Vocabulary)

ISO 9001: 2015 KpWta∑m kwhn[m\w: \S∏nemt°≠  Imcyßƒ

(Quality Management Systems: Requirements)

ISO 9004:2018 kpÿncamb hnPbw t\Sp∂Xn\p≈ am¿§\n¿t±ißƒ

(Guidance to achieve Sustained Success)

ISO 19011:2018 HmUn‰nwKv amt\Pvsa‚ v-- kwhn[m\ßƒ°p≈

am¿§-\n¿t±i-ßƒ (Guidelines for Auditing Management Systems)

1.4.3  sFFkv--H 9001: 2015

Hcp ÿm]\Øn¬ KpWta∑m kwhn[m\w \S∏nem°phm≥ Bhiyamb

Imcyßƒ sF.Fkv.--H 9001: 2015 Ãm≥tU¿Un¬ {]Xn]mZn°p∂p. KpWta∑m

kwhn[m\ XØzßsf (Quality Management Principles) ASnÿm\am°nbmWv Cu

Ãm≥tU¿Uv Xømdm°nbncn°p∂Xv. ÿm]\Øns‚ hep∏tam, {]h¿Ø\

taJetbm F¥v-- Xs∂bmbmepw Cu Ãm≥tU¿Uv D]tbmKn°mhp∂XmWv. hnhn[

cmPyßfnembn, Hcp Zie£Øne[nIw Iº\nIfpw kwLS\Ifpw sFFkvH

9001 AwKoImcw t\Snbn´p≠v. 1987 ¬ cq]oIcn® Cu Ãm≥tU¿Uns‚ A©masØ

]pXp°nb ]Xn∏mb ISO 9001: 2015 BWv \nehn¬ {]m_eyØnep≈Xv (]pXp°nb

h¿jßƒ: 1987, 1994, 2000, 2008, 2015). KpWta∑m kwhn[m\w \S∏nem°n sF--

FkvH 9001: 2015 AwKoImcw Fßs\ t\Smsa∂Xns\°pdn®v ASpØ

A≤ymbØn¬ hniZambn {]Xn-]mZn®n´p≠v.

XpS¿ hmb\bv°v https://www.iso.org/iso-9001-quality-management.html kµ¿in°pI
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Hm¿t°≠ Imcyßƒ (Points to Remember)

$ KpWta∑m Ncn{XØnse {][m\ L´ßƒ ˛ a[yIme Kn¬UpIfnse

KpWta∑m kwhn[m\w, hymhkmbnI hnπhImeØnse KpWta∑m

kwhn[m\w, c≠mw temIalmbp≤Ønse KpWta∑m kwhn[m\w,

Ccp]Xmw \q‰m≠nse KpWta∑m kwhn[m\w, kºq¿Æ KpWta∑m

kwhn[m\w, kºq¿Æ KpWta∑m kwhn[m\Øn\v tijap≈ ImeL´w.

$ C¥ybnse KpW\nehmcw Dd∏v hcpØphm\p≈ ÿm]\ßƒ ˛ _yptdm

Hm^v C¥y≥  Ãm≥tU¿Uvkv  (BIS), Izmfn‰n Iu¨kn¬ Hm^v C¥y (QCI).

$ Iyp.kn--.sF.bpsS A©p t_m¿UpIƒ ̨  \mjW¬ A{IUnt‰j≥ t_m¿Uv

t^m¿ k¿´n^nt°j≥ t_mUokv (NABCB), \mjW¬ A{IUnt‰j≥

t_m¿Uv t^m¿ FUyqt°j≥ B‚ v s{Sbn\nwKv (NABET), \mjW¬

A{IUnt‰j≥ t_m¿Uv t^m¿ tlmkv]n‰¬kv sl¬Øv sIb¿

s{]msshtUgvkv (NABH), \mjW¬ t_m¿Uv t^m¿ Izmfn‰n {]tamj≥

(NBQP), \mjW¬ A{IUnt‰j≥ t_m¿Uv t^m¿ sSÃnwKv B≥Uv

Iment{_j≥ et_md´dokv (NABL).

$ sFFkvH F∂m¬ C‚¿\mjW¬ Hm¿Kss\tkj≥ t^m¿ Ãm≥tU¿-

ssUtk-j≥.

$ sFFkvH Ãm≥tU¿UpIfn¬  G‰hpw Adnbs∏Sp∂ t{iWn : sFFkvH

9000.

$ sFFkvH  9000 KpWta∑m kwhn[m\Øn\p≈ (Quality Management)

Ãm≥tU¿UmWv.

Ah-ew_w

1. Juran JM (ed.). A History of Managing for Quality. ASQC Quality Press: Milwaukee, WI,

1995.

2. The History of Quality.(n.d.). Retrieved May 5, 2020, from https://asq.org/quality-resources/

history-of-quality

3. Structure and Governance, Retrieved May 5, 2020, from https://www.iso.org/iso-9001-

quality-management.html
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A≤ymbw 2

KpWta∑m kwhn[m\w: Fßs\?

KpWta∑m kwhn[m\Øns‚ {][m\ XØzßƒ ]cn-Nn-X-am-°phm\pw AXns\

ASnÿm\s∏SpØn ÿm]\Øn¬ \S-∏n-em-t°≠ {]h¿Ø-\-ßsf°pdn®v

hy‡X e`n-°p-hm\pw Cu A≤ymbw klmbn°pw.

2.1 KpW-ta∑m kwhn-[m\w

2.2 KpW-ta∑m kwhn-[m\w: XØz-ßƒ

2.3 P\tI{µoIrXw (Customer Focus)

2.4 t\XrXzw (Leadership)

2.5 ]cn-]q¿Æ ]¶m-fnØw (Engagement of People)

2.6 {]{Inb kao]\w (Process Approach)

2.7 _‘ßfpsS ]cn]me\w (Relationship Management)

2.8 hkvXpXm[njvTnX Xocpam\saSp°¬ (Evidence Based Decision Making)

2.9 sa®s∏SpØ¬ (Improvement)

2.10 sFFkvH. 9001:2015 k¿´n^nt°j≥ {]{Inb

2.11 KpWta∑m kwhn[m\Øns‚ KpWßƒ
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2.1 KpW-ta∑m kwhn-[m\w

an° ÿm]\ßfnepw KpWta∑bpambn _‘s∏´ {]h¿Ø\ßƒ

\S°mdps≠¶nepw CXn\mbn Hcp ÿncw kwhn[m\w F∂ BibØnte°v

FØmdn√. AXpsIm≠pXs∂ anI® KpW\nehmcap≈ D¬]∂ßƒ/tkh\ßƒ

ÿncambn \¬IpI F∂ e£yw km£mXvIcn°s∏Smdn√. D]t`m‡r kwXr]vXn

Dd∏phcpØp∂ KpWta∑bp≈ D¬]∂ßƒ/ tkh\ßƒ \nc¥cambn

\¬IWsa¶n¬ ÿm]\Øn¬ Hcp kwhn[m\w Bh-iyam-Wv. KpWta∑m \bßfpw

e£y-ßfpw ssIh-cn-°p-∂-Xn-\p≈ {]{In-b-Iƒ, \S-]-Sn-{I-a-ßƒ, DØ-c-hm-Zn-Ø-

ßƒ F∂nh tcJ-s∏-Sp-Øp∂ Hcp Hu]-Nm-cnI kwhn-[m-\-amWv KpW-ta∑m kwhn-

[m-\w.

2.2 KpWta∑m kwhn[m\w ˛ XØzßƒ

    (Quality Management Principles)

KpW-ta∑m kwhn[m\Øn\v {][m\ambpw Ggp XØzßfmWp≈Xv.

Nn{Xw 2.1: KpWta∑m kwhn[m\w: XØzßƒ



22   KpWta∑m kwhn[m\w k¿°m¿ ÿm]\ßfn¬

tIcf C≥Ãn-‰yq´v Hm^v tem°¬ AUvan-\n-kvt{S-j≥

$ P\tI{µoIrXw (Customer Focus)

$ t\XrXzw (Leadership)

$ ]cn]q¿W ]¶mfnØw (Engagement of People)

$ {]{Inb kao]\w (Process Approach)

$ _‘ßfpsS ]cn]me\w (Relationship Management)

$ hkvXpXm[njvTnX Xocpam\saSp°¬ (Evidence Based Decision Making)

$ sa®s∏SpØ¬ (Improvement)

A¥mcm{„ \nehmcamb sFFkvH 9000 t{iWn Cu XØzßsf

ASnÿm\s∏SpØnbmWv cq]oIcn®n´p≈Xv--.

2.3 P\tI{µoIrXw (Customer Focus)

KpWta∑m kwhn[m\Øns‚ BXy¥nIamb e£yw KpWta∑bp≈

tkh\ßfneqsS D]t`m‡m°fpsS kwXr]vXn Dd∏phcpØpIsb∂p≈XmWv.

ÿm]\ßfn¬ \n∂pw e`n°p∂ DXv]∂ßfn¬/tkh\ßfn¬ kwXr]vXcm

sW¶n¬ am{Xta D]t`m‡m°ƒ ÿm]\sØ Ipdn®v \√ hm°v (Word of Mouth)

a‰p≈htcmSv ]dbpIbpw, ÿm]\hpambn _‘w \ne\n¿ØpIbpw sNøpIbp≈q.

P\tI{µoIrXamb Hcp ÿm]\Øn\p≈ t\´ßƒ

$ D]t`m‡r kwXr]vXn h¿≤n°pw.

$ tkh\/D¬∏∂aqeyw h¿≤n°pw.

$ D]t`m‡m°ƒ°v ÿm]\tØmSp≈ hnizmkw h¿≤n°pw.

$ ÿm]\sØ Ipdn®p≈ A`n{]mbw anI®Xmhpw.

k¿°m¿ hIp∏pIfpsSbpw ÿm]\ßfpsSbpw D]t`m‡m°ƒ P\ßfmWv.

kzImcy ÿm]\ßfpsS D]t`m‡r kwXr]vXn (Customer Satisfaction) Bib

tØ°mƒ Bgap≠v P\kwXr]vXnsb∂ (Citizen Satisfaction) BibØn\v.

cm{„Øns‚ ]ptcmKXn°v P\kwXr]vXn Hgn®pIqSm\mhmØXmWv. F∂m¬

kzImcy ÿm]\ßfpsS D]t`m‡r kwXr]vXn (Customer Satisfaction) k¿°m¿,

s]mXp ÿm]\ßsf°mƒ sa®s∏´XmsW∂mWv A¥mcm{„XeØn¬ \S∂

Hcp ]T\w kqNn∏n°p∂Xv2.

P\ßƒ°v kab_‘nXambn tkh\w \¬In AhcpsS kwXr]vXn Dd∏v

hcpØpI F∂Xv k¿°m¿ ÿm]\ßfpsS DØchmZnØam-Wv. IrXyamb

KpWta∑m kwhn[m\ØneqsS P\kulrZamIWw Hmtcm k¿°m¿ ÿm]\hpw.
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CXn\mbn hnhn[ {]h¿Ø\ßƒ \S∏nem°mhp∂XmWv {][m\ambpw sNtø≠Xv

NphsS ]dbp∂ ImcyßfmWv--.

$ ]ucmhImitcJ

$ ]uck¿t∆/ ]uck¿t∆ dnt∏m¿´v --

$ tkh\ hnebncpØ¬ t^mdw

$ ]cmXn ]pkvXIw

$ kµ¿iI ]pkvXIw

2.3.1 ]ucmhImitcJ

Hmtcm k¿°m¿ ÿm]\hpw ]uc∑m¿°v e`yamIp∂ hnhn[bn\w tkh\

ßfpw, AXns‚ hyhÿIfpw, AXv e`yamIp∂ kab]cn[nbpw, hIp∏v \njvI¿jn

°p∂ coXnbn¬ cq]tcJ Xømdm°n ]ucmhImitcJsb∂ t]cn¬ {]kn≤o

Icn°Ww. ÿm]\Øn¬ \n∂pw e`n°p∂ tkh\ßsfbpw AXns‚

am\Zfißsfbpw Ipdn®v P\ßfn¬ Aht_m[w kr„n°m\nXv klmbn°pw.

]ucmhImitcJ P\ßfpsS \nba]camb AhImiambXn\m¬ F√m h¿jhpw

ImenIam°n {]kn≤oIcnt°≠Xp≠v. tkh\ßƒ sa®s∏SpØphm\pw, \nehnse

tkh\w e`yam°p∂ kab]cn[n Ipd®psIm≠phcphm\pw ÿm]\ßƒ

{ian°Ww3. ]ucmhImitcJ \n¿_‘ambpw {^≠v Hm^okn¬/tkh\ Iu≠dn¬

e`yam°Ww. ]ucmhImitcJbpsS amXrIbv°mbn A-\p-_‘w 2.1 kµ¿in°pI.

]ucmhImitcJbnse hnh-c-ßƒ P\ßfnte°v IqSp-X¬ Ffp-∏-Øn¬ e`yam-

°p-hm≥ hnhn[ am[yaßƒ (DZm: sh_vssk‰v, tªmKv--, a‰v kmaq-lnI am[y-a-ßƒ)

D]-tbm-Kn-°mw.

2.3.2 ]uck¿t∆/]uck¿t∆ dnt∏m¿´v

ÿm]\sØ°pdn®p≈ P\ßfpsS B{Klßfpw {]Xo£Ifpw Adnbphm

\mbn ]uck¿t∆ \StØ≠XmWv. ÿm]\Øns‚ F√m {]h¿Ø\ßsf°pdn®pw

A`n{]mbw kzcq]n°phm≥ klmbn°p∂ tNmZymhen Xømdm°n, P\ßƒ°nS

bn¬ k¿t∆ \SØWw. hnIk\˛tkh\ kw_‘nbmb A`n{]mbßƒ kzcq]n°p

hm\pw, CXphgn ÿm]\Øns‚ {]h¿Ø\ßsf Imcy£aam°phm\pw ]uck¿t∆

bnse {]XnIcWßƒ klmbn°p∂p4. CXns\ ASnÿm\s∏SpØn ]uck¿t∆

dnt∏m¿´v Xømdm°pIbpw amt\Pv--sa‚ v dnhyq tbmKØn¬ N¿®sNbvXv hnIk\˛

tkh\ {]h¿Ø\ßƒ sa®s∏SpØp∂Xn\v Bhiyamb \S]SnIƒ kzoIcn°p

Ibpw thWw.
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2.3.3 tkh\ hnebncpØ¬ t^mdw

ÿm]\Øn¬ \n∂pw t\cn´v \¬Ip∂ tkh\ßfpsS A`n{]mbßƒ

tcJs∏SpØphm\p≈ D]m[nbmWv tkh\ hnebncpØ¬ t^mdw. tkh\ßƒ

\¬Ip∂ apdbv°v P\ßfn¬ \n∂pw hnebncpØ¬ t^mdw tiJcnt°≠Xn\m¬

\n¿_‘ambpw CXv {^≠v Hm^okn¬/tkh\ Iu≠dn¬ e`yam°Ww. tiJcn®

t^mdßƒ amkØnsemcn°se¶nepw t{ImUoIcn®v ÿm]\ ta[mhnbpsS

t\XrXzØn¬ hniIe\w \StØ≠XmWv. t]mcmbvaIƒ Is≠Ønbm¬ Bh-

iy-amb XncpØ¬ \S]SnIƒ kzoIcn®v, tkh\ KpW\nehmcw sa®s∏SptØ≠Xm-

Wv. t{ImUoIcn® t^mdßfpsS hniIe\w amt\Pv--sa‚ v-- dnhyq tbmKØn¬ N¿®

sNbvXv Bhiyamb \S]SnIƒ kzoIcn°pIbpw thWw.

]ucmhImitcJ, ]uck¿t∆-, tkh\ hnebncpØ¬ t^mdw F∂nh XΩn¬

XmcXays∏SpØn ]´nI 2.1 ¬ t{ImUoIcn®ncn°p∂p.

]´nI 2.1 ]ucmhImitcJ, ]uck¿t∆, tkh\ hnebncpØ¬ t^mdw:

hyXymkßƒ

]ucmhImitcJ ]uck¿t∆ tkh\ hnebncpØ¬

t^mdw

Dt±iyw ÿm]\ßfn¬ ]u ÿm]\Øns‚ Hm^okn¬ \n∂pw

c∑m¿°v e`yamIp∂ hnIk\˛tkh\ \¬Ip∂ tkh\

hnhn[bn\w tkh\ kw_‘nbmb A`n ßfpsS hnebncpØ¬

ßsf Ipdn®v Ah {]mbßƒ kzcq]n \SØpI.

t_m[w kr„n°pI. °pI.

\¬Ip∂ tkh\ A`n{]mbßƒ t]mcmbvaIƒ XncpØn

ßƒ sa®s∏SpØpI. ASnÿm\s∏SpØn {]h¿Ø\ßƒ

tkh\ßƒ/ Imcy£aam°pI

]≤XnIƒ

sa®s∏SpØpI.

D≈S°w Hmtcm k¿°m¿ ÿm]\Øns‚ ÿm]\Øn¬ \n∂pw

ÿm]\hpw ]uc F√m {]h¿Ø\ß t\cn´v \¬Ip∂

∑m¿°v e`yam°p∂ sf Ipdn®pw A`n{]m tkh\ßfpsS
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hnhn[bn\w tkh\ bw kzcq]n°m≥ A`n{]mbßƒ

ßfpw, AXns‚ klmbn°p∂ e`n°m≥ Bhiyamb

hyhÿIfpw, tNmZymhen tNmZyßƒ

AXv e`yamIp∂ * amXrIbv°mbn * amXrIbv°mbn

kab ]cn[nbpw, A\p_‘w 4 A\p_‘w 4

hIp∏v \njvI¿jn ImWpI ImWpI

°p∂ coXnbnep≈

cq]tcJ

* amXrIbv°mbn

A\p_‘w 2.1

ImWpI

\StØ≠ h¿jØn¬ Hcn°¬ h¿jØn¬ Hcn°¬ F√m Znhkhpw

Imebfhv ]pXp°n {]kn≤oI tNmZymhenIƒ tkh\w \¬Ip∂

cn°Ww tiJcn®v dnt∏m¿´v -- P\ßfn¬ \n∂v

Xømdm°Ww hnebncpØ¬ tiJ-cn-

°-Ww.

amkØnsemcn°¬

t{ImUoIcn°Ww

k¿´n-^n- \n¿_‘w \n¿_‘w \n¿_‘w

t°-j≥

e`n°m≥

2.3.4 ]cmXn ]pkvXIw

Hm^okn¬ \n∂pw \¬Ip∂ tkh\ßƒ kw_‘n® ]cmXnIƒ

tcJs∏SpØphm≥ {^≠v Hm^okn¬ ]cmXn ]pkvXIw e`yam°Ww. ]cmXnIƒ

e`n°p∂ apdbv°v ]cntim[n®v \S]SnIƒ kzoIcn°Ww. BgvNbn¬

Hcn°se¶nepw ÿm]\ ta[mhn ]cmXn ]pkvXIw ]cntim[n°Ww. KpcpXcamb

]cmXnIƒ e`n®n´ps≠¶n¬ XncpØm\≈ \S]SnIƒ°p ]pdta amt\Pvsa‚ v-- dnhyq

tbmKØn¬ N¿®sNbvXv, Bh¿Øn°s∏SmXncn°m≥ Bhiyamb \S]SnIƒ

kzoIcn°pIbpw thWw.
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2.3.5 kµ¿iI ]pkvXIw

ÿm]\w kµ¿in°m≥ hcp∂h¿°v ÿm]\sØ°pdn®p≈ A`n{]mbw

tcJs∏SpØphm≥ kµ¿iI ]pkvXIw Xøm -dm°mhp∂XmWv. CXv

ÿm]\sØ°pdn®p≈ Hcp s]mXpNn{Xw cq]oIcn°phm≥ klmbn°pw.

CXpIqSmsX ÿm]\ßfpsS {]h¿Ø\ßƒ P\ßfnte°v FØn°phm≥

\ham[yaßfpw (t^kv _p°v t]Pv, hmSvkvB∏v {Kq∏v, Szn‰¿...), CXc

kwhn[m\ßfpw (DZm: sh_vssk‰v, samss_¬ Bπnt°j≥) D]-tbm-Kn-°m-hp-

∂-Xm-Wv.

2.4 t\XrXzw (LEADERSHIP)

GsXmcp ÿm]\Øns‚bpw ]ptcmKXn°v {InbmflIamb t\XrXzw

AXymhiyamWv. A[nImcØn\∏pdw {]tNmZ\]camb coXnIƒ D]tbmKn®v

Imcy\n¿hlWØn\v BfpIsf kzm[o\n°phm\p≈ Ignhns\bmWv t\XrXzw

F∂v kqNn-∏n-°p-∂-Xv5. \√ t\XrXzw ÿm]\Øns‚ F√m XeØnepw D≠mbm¬

am{Xta e£yßƒ t\SnsbSp°phm\pw Znimt_m[tØmsS {]h¿Øn°phm≥

Poh\°msc {]]vXcm°phm\pw km[n°pIbp≈p.

anI® t\XrXzap≈ ÿm]\Øns‚ ta∑Iƒ

$ e£yßƒ t\SnsbSp°phm\p≈ ÿm]\Øns‚ Imcy£aX h¿≤n°p∂p.

$ ÿm]\Ønse {]{InbIfpsS anI® GtIm]\w

$ ÿm]\Ønse hnhn[ Xeßfpw {]h¿Ø\ßfpw XΩnep≈ sa®s∏´

Bibhn\nabw

$ ÿm]\Øns‚ hnIk\w

$ Poh\°mcpsS Adnhpw Imcy{]m]vXnbpw tPmentbmSpw ÿm]\tØm

Spap≈ Xmev]cyhpw h¿≤n°p∂p.

t\XrXzsa∂ hnjbØn¬ h¿jßfmbn ]T\ßƒ \S°p∂p≠v. hyXkvXamb

t\XrXzssienIsf°pdn®pw AXns‚ KpWtZmjßsf°pdn®pw hnhn[ ]T\ßƒ

\S∂n´p≠v. t\XrXz ÿm\Øp≈h¿ AhcpsS Poh\°msc \bn°m\pw, anIhp‰

{]h¿Ø\ßƒ Dd∏phcpØphm\pw, t{]m’mln∏n°phm\pw hnhn[ ssienIƒ

D]tbmKn°mdp≠v. A\pZn\w amdp∂ temIØn¬, ]cnh¿Ø\ t\XrXzsØbmWv-

anI® t\XrXz ssienbmbn s]mXpsh KthjI¿ ho£n°p∂Xv6.
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2.4.1 ]cnh¿Ø\ t\XrXzw (Transformational Leadership)

Poh\°mcpsS {]h¿Ø\ßƒ anIhp‰Xm°phm\pw, tPmen°∏pdap≈

{]h¿Ø\ßƒ Gs‰SpØp \SØphm≥ Ahsc t{]cn∏n°phm\pw ]cnh¿Ø\

t\XrXzw A\ptbmPyamWv6.

Xm¶ƒ°v F{XtØmfw ]cnh¿Ø\ t\XrXzssienbp≠v?

kzbw ]cntim[n°mw

(Xmsg sImSpØncn°p∂ hmIyßƒ°v A\ptbmPyamb tImfØn¬

Sn°v ( ) sNøpI)

F\n°v Np‰pap≈t∏mƒ a‰p≈h¿°v \√ A\p`hw

\¬Im≥ {ian°mdp≠v

a‰p≈h¿°v F∂n¬ ]q¿W hnizmkap≠v.

a‰p≈h¿°v Ft∂mSv klIcn°p∂Xn¬ A`nam\w

tXm∂mdp≠v.

Fs‚ Np‰pap≈hsc AhcpsS Ignhv ]q¿Wambpw D]tbm

Kn°phm≥ Rm≥ t{]m’mln∏n°mdp≠v.

\ap°v F¥psNøm≥ Ignbpw F∂Xns\°pdn®v Rm≥

BI¿jWobambn Nn{XoIcn°mdp≠v.

a‰p≈hsc AhcpsS tPmenbn¬ A¿∞w Is≠Øphm≥

Rm≥ klmbn°p∂p.

]gb {]iv\ßsf°pdn®v ]pXnb coXnbn¬ Nn¥n°phm≥

Rm≥ a‰p≈hsc {]m]v--Xcm°p∂p.

hy‡Xbn√mØ {]iv\ßsf ho£n°phm≥ Rm≥

]pXnb hgnIƒ a‰p≈h¿°v \¬Ip∂p.
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apºv tNmZyw sNømØ Bibßsf ]p\¿hnNn¥\w

sNøphm≥ Rm≥ a‰p≈hsc t{]cn∏n°p∂p.

kz¥w IgnhpIsf hnIkn∏n°phm≥ Rm≥ a‰p≈hsc

klmbn°p∂p.

a‰p≈hcpsS {]h¿Ø\ßsf Ipdn®p≈ Fs‚ hnebncp

Ø¬ Rm≥ ]¶pshbv°mdp≠v.

\nckn°s∏´Xmbn tXm∂p∂hsc Rm≥ hy‡n]cambn

{i≤n°mdp≠v.

IS∏mSv7: _mkv & Bthmentbm, 1996

Xm¶ƒ°v F{XtØmfw ]cnh¿Ø\ t\XrXz ssienbps≠∂dnbphm≥ Sn°v

sNbvX tNmZymhen C{]Imcw kvtIm¿ sNømw.

Hcn°epan√˛0 am¿°v--, h√t∏mgpw˛1 am¿°v--, Nnet∏msfms°˛2 am¿°v--, ]et∏mgpw˛3

am¿°v--, ]Xnhmbn˛4 am¿°v F∂ coXnbn¬ \¬IpI. 1 apX¬ 12 hscbp≈

hmIyßfpsS BsI kvtImdpw IW°m°pI.

36 apX¬ 48 hsc kvtIm¿ e`ns®¶n¬ anI® ]cnh¿Ø\ t\XrXz

ssienbps≠∂pw, 24-˛35 hsc icmicnbmsW∂pw, 24 ¬ Xmsg ]cnh¿Ø\

t\XrXzssien hfsc IpdhmsW∂pw kqNn∏n°p∂p. GsXmcp ÿm]\Øns‚bpw

t\XrXz ÿm\ßƒ hln°p∂hcpw, t\XrXz]cambn s]cpamtd≠hcpw

]cnh¿Ø\ t\XrXzssien IqSpX¬ ]cnioen°p∂Xv \√XmWv--.

KpWta∑m kwhn[m\Øn¬ t\XrXzhpambn _‘s∏´v ÿm]\Øn¬

\StØ≠ c≠p {][m\ {]h¿Ø\ßfmWv:

$ KpWta∑m \bw cq]oIcn®v, Bibhn\nabw \SØpI

$ ÿm]\Ønse Hmtcm hy‡nbpsSbpw DØchmZnØhpw A[nImcßfpw

\nPs∏SpØpI

2.4.2 KpWta∑m \bw

ÿm]\Øn\pw AXns‚ {]Xn\n[nIƒ°pw KpWta∑tbmSp≈ \ne]mSv

hy‡am°p∂ KpWta∑m kwhn[m\Ønse B[nImcnI tcJbmWv KpWta∑m
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\bw. KpW-ta∑m \bw ÿm]\Øns‚ e£y-ß-fnepw aqey-ß-fnepw A[n-jvTn-X-am-

bn-cn-°-Ww. Ah ÿm]-\-Øns‚ ImgvN∏mSnt\mSv A\p-tbm-Py-am-bn-cn-°p-Ibpw

aptºm´p≈ {]bmWsØ klmbn°pIbpw sNøWw. KpWta∑m \bsØ

ASnÿm\s∏SpØnbmWv ÿm]\Øns‚ KpWta∑m e£yßƒ Xbmdmt°≠Xv.

\nehnep≈ am\Zfißƒ ]men°phm\pw, \nc-¥-c-ambn sa®s∏SpØphm\pap≈

{]Xn_≤Xbpw hy‡ambn KpWta∑m \bØn¬ Dƒs°m≈Ww. F√m

Poh\°mtcmSpw KpW-ta∑m \bØns‚ Bi-bhn\n -abw \S-Øp-Ibpw

ÿm]\Øn¬ {]Z¿in∏n°pIbpw thWw. KpWta∑m \bw tcJbm°n

kq£nt°≠Xv ISO 9001:2015 k¿´n^nt°j≥ t\Sm≥ \n¿_‘amWv8.

KpWta∑m \bw: D≈S°w

$ KpWta∑sb Ipdn®p≈ ÿm]\Øns‚ \ne]mSv

$ ÿm]\ ImgvN∏mSnt\mSv--  tN¿∂ncn°Ww

$ KpWta∑m e£yßƒ Xømdm°phm≥ klmbIcamIWw.

$ \nehnep≈ am\Zfißƒ ]men°phm\pw, \nc -¥-c -am -bn

sa®s∏SpØphm\pap≈ {]Xn_≤X hy‡am°Ww (KpWta∑m \bØns‚

amXrI A\p_‘w 2.2 ImWpI)

KpWta∑m \bw: Bibhn\nabw

$ ÿm]\Ønse F√mh¿°pw KpWta∑m \bsØ Ipdn®v Aht_m[w

\¬tI≠XmWv.

$ Poh\°mcpsS tbmKßfnepw, Izmfn‰n k¿°nƒ tbmKßfnepw N¿®

sNtø≠XmWv.

$ D]t`m‡m°ƒ°v ImWmhp∂ coXnbn¬ t_m¿Umbn {]Z¿in∏nt°

≠XmWv.

$ Izmfn‰n am\phen¬ Dƒs°m≈n®v tcJbmbn kq£nt°≠XmWv.

(IS∏mSv8: sF.FkvH, 2015).



30   KpWta∑m kwhn[m\w k¿°m¿ ÿm]\ßfn¬

tIcf C≥Ãn-‰yq´v Hm^v tem°¬ AUvan-\n-kvt{S-j≥

2.4.3 ÿm]\Ønse Hmtcm hy‡nbpsSbpw DØchmZnØhpw A[nImcßfpw

\nPs∏SpØ¬

k¿°m¿ ÿm]\ßfnse F√m DtZymKÿcptSbpw DØchmZnØßfpw

A[nImcßfpw N´{]Imcw \nPs∏SpØnbn´p≠v. F∂m¬ ÿm]\Ønse KpW

ta∑m kwhn[m\Øn¬ Hmtcm DtZymKÿs‚bpw DØchmZnØßƒ (DZm:

sdt°m¿Uvv-- NpaXe B¿°mWv--, ISO ^bepIƒ GXv sk£≥ kq£n°pw, {^≠v

Hm^oknse tkh\ hnebncpØ¬ t^mdw Bcv t{ImUoIcn°pw, Izmfn‰n k¿°nƒ

{]h¿Ø\ßƒ Bcv hnebncpØpw) \n›bn®v \¬tI≠Xv ÿm]\ ta[mhnIfmWv.

CXv IrXyambn Hm^okv Hm¿U¿ _p°n¬ tcJs∏SpØWw.

2.5. ]cn]q¿Æ]¶mfnØw (Engagement of People)

KpWta∑bp≈ tkh\ßƒ \¬IWsa¶n¬ ÿm]\Øns‚ F√m XeØnepw

Imcytijnbp≈, im‡oIcn°s∏´ Poh\°mcpw ÿm]\{]Xn\n[nIfpw

BhiyamWv. Imcy£aambpw ^e{]Zambpw ÿm]\w {]h¿Øn°p∂Xn\v

KpWta∑m kwhn[m\Øn¬ Poh\°mcpsS ]cn]q¿Æ ]¶mfnØw Dd∏phcptØ

≠XmWv8.

]cn]q¿Æ]¶mfnØw: KpWßƒ

$ KpWta∑m e£yßsf Ipdn®v Poh\°m¿°v sa®s∏´ [mcWbp≠m°m\pw,

t\SnsbSp°phm≥ Ahsc {]tNmZn∏n°m\pw km[n°p∂p.

$ sa®s∏SpØ¬ {]h¿Ø\ßfn¬ Poh\°m¿ kPoh ]¶mfnIfmhpw.

$ hy‡nKX hnIk\w km[yamIpw.

$ Poh\°m¿ k¿§mflIXbpw B¿÷hhpw {]ISam°pw.

$ Poh\°mcpsS kwXr]vXn h¿≤n°pw.

$ ÿm]\Øns‚ kwk-vImchpw aqeyßfpw Poh\°m¿ kzmwioIcn°pw.

Poh\°mcpsS ]cn]q¿Æ]¶mfnØw Dd∏phcpØphm\mbn {][m\ambpw

sNtø≠Xv

$ Izmfn‰n k¿°nƒ cq]oIcWw

$ ]cnioe\ßƒ
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2.5.1 Izmfn‰n k¿°nƒ

tPmen kw_‘amb {]iv\ßƒ N¿®sNbvXv ]cnlcn°p∂Xn\pw,

DØchmZnØßƒ ]ckv]c klIcWØneqsS \n¿hln°p∂Xn\pw, tkh\

KpW\nehmcw anIhp‰Xm°phm\pap≈ Poh\°mcpsS kulrZ Iq´mbvabmWv

Izmfn‰n k¿°nƒ4. Izmfn‰n k¿°nfn¬ XkvXnIbv°√ hy‡nIƒ°mWv {]m[m\yw.

Poh\°m¿°nSbnep≈ AIew Ipdbv°phm\pw, ]ckv]ckvt\lhpw _lpam\hpw

hf¿Øphm\pw, Iq´mb {]h¿Ø\ßfneqsS KpWta∑bps≈mcp Hm^okv

A¥co£w sI´n∏Sp°phm\pw Cu Iq´mbva klmbn°p∂p.

{Kma]©mbØpIfpsS Izmfn‰n k¿°nƒ am¿§tcJ Xt±ikzbw`cWhIp∏v

2015 ¬ ]pdØnd°nb sFFkvH t\Sm\p≈ ]cnjvIcn® am¿§tcJbn¬

Dƒs°m≈n®n´p≠v (k.D. (Fw.Fkv) \w.18/2015/Xkz`h). A\p_‘w 3.3 ImWpI.

a‰p k¿°m¿ ÿm]\ßƒ°v Izmfn‰n k¿°nƒ am¿§tcJ Xbmdm°phm≥ CXp

amXrIbm°mhp∂XmWv--.

Izmfn‰n k¿°nƒ

{][m\ e£yßƒ4:

$ DØchmZnØt_m[w hf¿ØpI

$ kulrZm¥co£w kr„n°pI

$ {]h¿Ø\ßƒ \nc¥cw hniIe\w \SØpI

$ ]cnioe\ßƒ Bkq{XWw sNbvXv \S∏nem°pI

$ \qX\ Bibßƒ cq]oIcn°pI

AwKßƒ: Poh\°m¿ am{Xw

AwKkwJy: 10 ¬ Xmsg (6 t]¿ G‰hpw A\ptbmPyw).

Bhiysa¶n¬ H∂n¬ IqSpX¬ Izmfn‰n k¿°nƒ cq]oIcn°mw (DZm:

Poh\°mcpsS FÆw, hyXykvX jn^v‰pIƒ F∂nhsb ASnÿm\s∏SpØn)

tbmKßƒ \StØ≠ CSthf: amkØn¬ 2 XhW

cq]oIcW NpaXe: ÿm]\ ta[mhn. ({Kma]©mbØpIfn¬ Cu NpaXe

AknÃ‚ v-- sk{I´dn°mWv \¬Inbncn°p∂Xv)

kq£nt°≠ tcJIƒ: Izmfn‰n k¿°nƒ an\p´vkv _p°v--, ]cnioe\ cPnÃ¿
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2.5.2 ]cnioe\ßƒ

tPmen hnjbßfn¬ {]mhnWyap≈ Poh\°m¿ sa®s∏´ coXnbn¬

{]h¿Øn°pI kzm`mhnIamWv. Poh\°mcpsS Imcy{]m]vXnbpw {]Xn_≤Xbpw

ÿm]\Øns‚ {]h¿Ø\sØ kzm[o\n°p∂p. kmt¶XnI hnZybnep≈

]cn⁄m\°pdhv , kΩ¿±w \nb{¥n°phm\p≈ Ignhn√mbva, Soambn

{]h¿Øn°phm\p≈ {]mhoWy°pdhv XpSßnb ]e {]iv\ßfpw Poh\°mcpsS

{]h¿Ø\sØ _m[n°mdp≠v. Ch ]cnlcn°m≥ IrXyamb ]cnioe\ßƒ

e`yamt°≠Xp≠v. hy‡nbpsSbpw ÿm]\Øns‚bpw {]IS\sØ sa®s∏SpØm≥

]cnioe\ßƒ hgn km[n°psa∂v ]T\ßƒ sXfnbn®n´p≠v9.

KpWta∑m kwhn[m\Øns‚ `mKambn amkØn¬ Hcp ]cnioe\sa¶nepw

Poh\°m¿°v e`n°p∂psh∂v Dd∏phcpØWw. ]pXnb kmt¶XnI hnZytbm,

kwhn[m\tam \S∏nem°pIbmsW¶n¬ IqSpX¬ ]cnioe\ßƒ \¬Imw.

]cnioe\ßƒ Xocpam\n°ptºmƒ Izmfn‰n k¿°nƒ N¿®Ifnepw, Poh\°mcpsS

tbmKßfnepw Db¿∂phcp∂ A`n{]mbßƒ IW°nseSpt°≠XmWv.

ÿm]\ta[mhn°v Poh\°mcpsS Imcy£aX ]cntim[n®pw (Competency Mapping)

]cnioe\ BhiyIX \n¿Wbn°mw. CXns\ ASnÿm\s∏SpØn hm¿jnI

]cnioe\ πm≥ Xømdm°mw. amdp∂ Bhiyßƒ°\p-k-cn®v Cu πm\n¬ am‰w

hcpØmw. ]cnioeIcmbn ÿm]\Øns‚ AIØp≈ {]mhnWyap≈hscbpw,

]pdta\n∂pap≈ hnZKv[scbpw D]tbmKn°mw. ]cnioe\ßfpsS ^e{]m]vXn

Poh\°mcpsS tbmKßfn¬  hnebncptØ≠XmWv.

]cnioe\ßƒ

\StØ≠ Imebfhv: amkØn¬ Hs∂¶nepw

]cnioe\ BhiyIX \n¿Wbn°m≥ (Training Need Assessment): Izmfn‰n

k¿°nƒ N¿®Ifnepw, Poh\°mcpsS tbmKßfnepw Db¿∂phcp∂ ]cnioe\

Bhiyßfpw, ÿm]\ta[mhn°v Poh\°mcpsS Imcy£aX ]cntim[n®v Is≠-

Øp∂ IpdhpIfpw ASnÿm\s∏SpØnbmhmw.

]cnioeI¿: ÿm]\Øns‚ AIØp≈ {]mhnWyap≈h¿, ]pdta \n∂pap≈

hnZKv[¿

kq£nt°≠ tcJIƒ: hm¿jnI ]cnioe\ πm≥ (amXrI A\p_‘w 4),

]cnioe\ cPnÃ¿
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2.6 {]{Inb kao]\w (Process Approach)

]ckv]c_‘nXamb hnhn[ {]h¿Ø\ßfpsS Hcp Iq´sØbmWv {]{Inb

(Process) F∂v hnfn°p∂Xv8. Hmtcm tkh\w \¬Iphm\pw hnhn[ßfmb

{]{InbIƒ ]q¿Ønbmt°≠Xp≠v. Ch kab_‘nXambpw IrXyambpw

{]h¿Øn∏n°pI F∂XmWv {]{Inb kao]\w sIm≠v A¿∞am°p∂Xv. Hmtcm

{]{InbbptSbpw anIhn\mbn ÿm]\Ønse {][m\ hn`hßfmb a\pjytijn,

`uXnI kuIcyßƒ, {]h¿Øt\m∑pJ A¥co£w icnbmb coXnbn¬

D]tbmKs∏SptØ≠XmWv. ÿm]\ßfn¬ \S°p∂ hnhn[ {]{InbIsf°pdn®v

Poh\°m¿°v IrXyamb Adnhp≠mhWw.

{]{Inb kao]\w: KpWßƒ

$ IrXyambn hn\ykn® {]{InbIfpsS kwhn[m\ambXn\m¬, e`n°p∂

tkh\ßƒ IrXyXbpw KpWta∑bp≈XmIp∂p.

$ hn`hßfpsS Imcy£amb D]tbmKw Dd∏phcpØp∂p.

$ KpWt`m‡m°ƒ°v ÿm]\Øns‚ ̂ e{]m]vXnsbbpw  Imcy£aXsbbpw

Ipdn®p≈ Bflhnizmkw h¿≤n°p∂p.

$ {][m\ {]{InbIfn¬ {i≤ tI{µoIcn°phm\pw, sa®s∏SpØphm\pap≈

Ahkcßƒ Xncn®dnbm\pap≈ ÿm]\Øns‚ Ignhv h¿≤n°p∂p.

{]{InbIƒ am‰m\pw sa®s∏SpØphm\pw AXv hgn KpWta∑m kwhn[m\

Øns‚ Imcy£aX Dd∏phcpØphm\pw klmbn°p∂ Hcp s{^bnwh¿°mWv

]n.Un.kn.F {]{Inb N{Iw.

2.6.1 ]n.Un.kn.F {]{Inb N{Iw (PDCA Process Cycle)

ÿm]\Ønse GXv {]{Inbbpw sa®s∏SpØphm≥ ]n.Un.kn.F {]{Inb N{Iw

D]tbmKn°mw. CXn¬ {][m\ambpw \mep LSIßfmWp≈Xv. P-Plan AYhm

Bkq{XWw sNøpI, D-Do AYhm {]h¿Øn∏n°pI, C-Check AYhm hnebncpØpI,

A-Act AYhm sa®s∏SpØpI F∂nßs\. Hmtcm {]{InbIfpw ]n.Un.kn.F

s{^bnwh¿°v D]tbmKn®v IrXyhpw Imcy£aam°p∂Xv hgn ÿm]\Øn¬

KpWta∑m kwhn[m\w cq]oIcn°phm\pw \ne\n¿Øphm\pw km[n°pw8.
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Hmtcm {]{Inbbpw

P - Plan Bkq{XWw sNøpI

D - Do {]h¿Øn∏n°pI

C - Check hnebncpØpI

A - Act sa®s∏SpØpI

{]{Inb kao]\Øneq∂n ÿm]\Øn¬ sNtø≠ {][m\ Imcyßƒ:

1. {^≠v Hm^okv

2. KpWta∑m e£yßƒ

3. am\phepIƒ, KpWta∑ kw_‘nbmb tcJIƒ

4 `uXnI kuIcyßfpw {]h¿Ø\m¥co£hpw

2.6.2 {^≠v Hm^okv

BZyImeßfn¬ tlm´¬, Sqdnkw XpS-ßnb Npcp-ßnb taJeIfn¬ am{Xw

{]_eambncp∂ {^≠v Hm^okv kwhn[m\sa∂ Bibw, C∂v F√m tkh\

taJeIfnepw hym]n®ncn°p∂p. D¬]∂ taJebn¬ \n∂pw hyXkvXambn

tkh\taJebn¬ D]t`m‡mhv-- ÿm]\Øn¬ IbdnbXv apX¬ aSßpw hscbp≈

A\p`hßfmWv (Experiences) tkh\w. tkh\Øn\mbn hcp∂ BfpIsf

kzoIcn°phm\pw, AhcpsS Bhiyßƒ Adnbphm\pw, tkh\ßƒ \¬Iphm\pw

Hcp {^≠v Hm^okv kwhn[m\w k÷amt°≠Xp≠v. ÿm]\Ønse

tkh\ßfpsS F√m {]{InbIfpw XpSßp∂Xpw Ahkm\n°p∂Xpw ChnsSbmWv.

P\kulrZam°p∂Xn\pw Hm^okv {]h¿Ø\w Imcy£aam°p∂Xn\pw Cu

kwhn[m\w klmbn°p∂p. ÿm]\ßƒ°v A\pkcn®v {^≠v-- Hm^okv kwhn-[m-

\-Øn\v Bhiyamb kuIcyßƒ hyXymks∏Sp∂p. D]t`m‡m°fpsS

A`n{]mbßƒ ]cnKWn®psIm≠v Hcp {^≠v --  Hm^okn¬ Bhiyap≈

kuIcyßfpsS sN°v-- enÃv-- Xømdm°mw.

Nn{Xw 2.2: ]n.Un.kn.F. {]{Inb N{Iw
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{Kma]©mbØpIfn¬ {^≠v-- Hm^okv kwhn[m\w \nehn¬ h∂n´v Hcp

Zim_vZ°meambn. s]mXpP\ßƒ°p≈ F√m tkh\ßfpw {^≠v-- Hm^okv

apJm¥ncw am{XamWv ChnsS \¬Inhcp∂Xv. {^≠v-- Hm^okv kwhn[m\Ønse

{]{InbIsf Imcy£aam°phm≥ P\ßƒ°p≈ `uXnI kuIcyßfpw,

{]mhnWyap≈ Poh\°mscbpw, Ah¿°v Bhiyamb kuIcyßfpw

{Kma]©mbØn¬  k÷am°nbn´p≠v. {]XnZn\ Nw{IaWw (Daily Rotation) Bibw

]men®psIm≠v {^≠v-- Hm^okv NpaXe Poh\°m¿°v \¬Ip∂p. {^≠v-- Hm^okv

hgn tkh\ßƒ \¬Ip∂ {]{InbbmWv Nph-sS-bp≈ Nn{XØn¬ (Nn{Xw 2.3)

ImWp∂Xv. {Kma]©mbØpIfpsS {^≠v-- Hm^okv kwhn[m\sØ°pdn®v IqSpX¬

Adnbphm\pw, \nehn¬ {^≠v-- Hm^okv kwhn[m\w C√mØ k¿°m¿

ÿm]\ßfn¬ Fßs\ k÷am°msa∂Xns\ Ipdn®p≈ [mcW e`n°phm\pw

02/07/2009 XobXnbnse k.D.(ssI)\w.123/2009/Xkz`h DØchv (A\p_‘w 3)

hmbn°mhp∂XmWv.

2.6.3 KpWta∑m e£yßƒ

ÿm]\Øns‚ KpWta∑m \bØns‚ {]mh¿ØnI XeamWv KpWta∑m

e£yßƒ. \bØns\ km[qIcn°p∂ coXnbnemhWw e£yßƒ \n¿Wbnt°

≠Xv. hnhn[ ÿm]\XeØnepw, sk£≥ XeØnepw KpWta∑m e£yßƒ

(amXrI A\p_‘w 4) Xømdm°pIbpw, AXns‚ kab]cn[nbpw, DØchmZnØw

\n¿Wbn°pIbpw thWw. SMART XØzw ]men®psIm≠mbncn°Ww Hmtcm

{^≠v Hm^okv
At]£/ X]m¬

kzoIcWw/
]WanS]mSpIƒ

ssI∏‰v
ckoXv

\¬Ip∂p

A[nImcs∏´
sk£≥ X]m¬

hnXcWw
sNøp∂p

A[nImcn°v
^b¬

\¬Ip∂p

{^≠v Hm^okv
hgn tkh\w
\¬Ip∂p

tkh\w/
k¿´n^n°‰v

{^≠v Hm^okn¬
\¬Ip∂p

Xocpam\saSpØ
sk£≥ ̂ b¬

ssIamdp∂p

Nn{Xw 2.3 ˛ {^≠v Hm^okv {]{Inb
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KpWta∑m e£yßfpw Xømdmt°≠Xv. F√m Bdp amkw IqSptºmgpw KpWta∑m

e£yßfpsS ]ptcmKXn hnebncpØpIbpw, h¿jwtXmdpw  ImenIamt°≠XpamWv.

SMART XØzw

S - Simple and Specific: e£yßƒ Xømdm°ptºmƒ efnXhpw hy‡hpambncn

°Ww

M  -  Measurable: \n¿Wbn°m≥ (Af°m≥) km[n°Ww.

A  -  Attainable: ÿm]\Øn\v/sk£\v t\Sphm≥ km[n°p∂XmIWw.

R  -  Relevant: {]k‡ambncn°Ww.

T  -  Time bound: t\SnsbSp°m\p≈ kab]cn[n IrXyambn \n¿Æbn

°Ww.

(IS∏mSv10: tUmd≥, Pn. Sn. (1981).

2.6.4 am\phepIƒ, KpWta∑m kw_‘nbmb tcJIƒ

KpWta∑m kwhn[m\Ønse {]{InbIsf IrXyambn tcJs∏SptØ≠Xp≠v.

Cßs\ tcJs∏SpØnb KpWta∑m am\ph¬ (Quality Manual), s{]mkoPnb¿ am\ph¬

(Procedure Manual), KpWta∑ kw_‘nbmb tcJIƒ (Quality Documents) F∂nh

ÿm]\Øn¬ kq£nt°≠Xp≠v.

KpWta∑m am\ph¬ (Quality Manual): ÿm]\Øns‚ KpWta∑m kwhn[m\w

hniZoIcn°p∂ {]amWamWv KpWta∑m am\ph¬. ISO 9001:2015 Ãm≥tU¿Uv

{]Imcw Xømdm°p∂ KpWta∑m am\phen¬ ]Øv A≤ymbßfnembn

ÿm]\Øns‚ KpWta∑m kwhn[m\sØ hnhcn°p∂p (amXrI A\p_‘w 2.3).

hym]vXn (Scope), d^d≥kpIƒ (Normative References), ]Zßfpw \n¿hN\ßfpw

(Terms and Definitions), ÿm]\Øns‚ ]›mØew (Context of the organisation),

t\XrXzw (Leadership), Bkq{XWw (Planning), ]n¥pW (Support), {]h¿Ø\w

(Operations), {]h¿Ø\ hnebncpØ¬ (Performace Evaluation), sa®s∏SpØ¬ (Im-

provement) F∂nhbmWv am\phense  {][m\ A≤ymbßƒ.

s{]mkoPnb¿ am\ph¬ (Procedure Manual): KpWta∑m kwhn[m\Ønse {][m\

{]h¿Ø\ßfpsS {]{InbIƒ IrXyambn hniZoIcn°p∂ B[nImcnI tcJbmWv

s{]mkoPnb¿ am\ph¬ (amXrI A\p_‘w 2.4).
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KpWta∑ kw_‘nbmb tcJIƒ (Quality Documents): KpWta∑m kwhn[m\

Øns‚ `mKambn Xømdm°n, kq£nt°≠ hnhn[ tcJIfp≠v. ÿm]\ßƒ°v

A\pkrXambn KpWta∑m tcJIfpsS t^m¿am‰pIƒ hyXymks∏Smw.

{Kma]©mbØpIfn¬ Xømdm°nb KpWta∑m tcJIfpw AXns‚ t^m¿am‰pIfpw

A\p_‘w 4 ¬ tN¿Øncn°p∂p. a‰p ÿm]\ßƒ°pw CXv amXrIbm°m

hp∂XmWv.

2.6.5 `uXnI kuIcyßfpw {]h¿Ø\m¥co£hpw

Hcp ÿm]\Øn\p kpc£nXhpw ipNnXzhpap≈ ]›mØe kuIcyßfpw

kmt¶XnI kwhn[m\ßfpw AXymhiyamWv. ÿm]\Øns‚ kmlNcyØn

\\pkcn®v ]›mØe kuIcyßƒ Hcp°mw. Poh\°m¿°v IrXyXtbmsS

{]h¿Øn°m≥ Bhiyamb kuIcyßƒ Dd∏p hcpØWw.

\qX\ kmt¶XnIhnZyIƒ D]tbmKn°m≥ Bhiyap≈ kmt¶XnI

D]IcWßƒ D≠mhp∂Xv ÿm]\Øns‚ {]h¿Ø\sØ Imcy£aam°m≥

klmbn°pw. CXpIqSmsX kpc£bv°mhiyap≈ D]IcWßƒ (DZm: ^b¿

FIvÃnIypj¿) IrXyambn ]cn]ment°≠Xp≠v.

kpc£nXhpw ipNnXzhpap≈ kmlNcyØn¬ {]h¿Øn°p∂ Poh\°m¿

IqSpX¬ Imcy£ahpw {InbmflIhpamb {]h¿Ø\ßƒ ImgvNhbv°pw.

2.7 _‘ßfpsS ]cn]me\w (RELATIONSHIP MANAGEMENT)

GsXmcp ÿm]\Øns‚bpw hf¿®bv°v AhcpsS hnXcW°mtcmSpw, a‰v

X¬]cÿm]\ßtfmSpw \√ _‘w \ne\n¿ØpI AXymhiyamWv. hnXcW°m¿

\¬Ip∂ D¬∏∂ßƒ KpWta∑bns√¶n¬ AXv ÿm]\Øns‚ tkh\ßsf

kmcambn _m[n°pw. DZmlcWØn\v, ÿm]\Øn¬ \nßƒ hmßnb Iºyq´¿

tamiamsW¶n¬ kab_‘nXambn D]t`m‡mhn\v tkh\ßƒ \¬Im≥

km[n°n√.

_‘ßfpsS ]cn]me\ØneqsS ÿm]\Øn\v e`n°p∂ KpWßƒ

$ kab_‘nXambn KpWta∑bp≈ tkh\ßƒ IrXyambn e`n°p∂p

$ ]ckv]c klIcWØneqsS ÿm]\Øns‚ KpWta∑m kwhn[m\w

sa®s∏Sp∂p.

$ ÿm]\Øns‚ aqeyßtfmSv hnXcW°m¿ tN¿∂v {]h¿Øn°p∂p

$ {]XnIqe kmlNcyßfn¬ ÿm]\tØmsSm∏w \n¬°p∂p
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_‘ßfpsS ]cn]me\Øn\mbn {][m\ambpw ÿm]\w sNtø≠-h:

$ hnXcW°msc hniIe\w sNøpI, AhcpsS Bhiyßƒ Xncn®dnbpI

$ X¬]cI£nIfpsS (Interested Parties) Bhiyßƒ Xncn®dnbpI

2.7.1 hnXcW°msc hniIe\w sNøpI, AhcpsS Bhiyßƒ Xncn®dnbpI

\√ hnXcW°m¿ Ds≠-¶n¬ am{Xta tkh\ßƒ \¬Im\p≈ kwhn[m\w

Hcp°m≥ km[n°pIbp≈q. \nehnep≈ hnXcW°mcpsS {]h¿Ø\ßsf

D¬∏∂Øns‚ KpWta∑, tkh\e`yX, kab_‘nX tkh\w F∂o

am\Z‘ßsf ASnÿm\s∏SpØn IrXyambn hnebncpØWw. am‰ßƒ

Bhiysa∂p tXm∂p∂ ]£w Ahcpambn N¿® sNøpIbpw, tamiamb {]IS\w

XpScpIbmsW¶n¬ Hgnhm°p∂Xns\ Ipdn® v Nn¥n°pIbpw sNømw.

hnXcW°mcpsS hniIe\ dnt∏m¿´v- amt\Pvsa‚ v dnhyqhn\mbn ka¿∏nt°≠-

Xp≠-v. CtXmsSm∏w Xs∂ ÿm]\Øns‚ {]h¿Ø\ßsf Ipdn®v hnXcW°mcpsS

A`n{]mbw kzcq]n°pIbpw, Bhiyamb \S]SnIƒ kzoIcn°pIbpw thWw.

2.7.2 X¬]cI£nIfpsS (Interested Parties) Bhiyßƒ Xncn®dnbpI

ÿm]\Ønepw AXns‚ {]h¿Ø\ßfnepw Xm¬]cyap≈, ]e Imcyßfnepw

ÿm]\hpambn _‘s∏Sp∂ hy‡n As√¶n¬ ÿm]\sØbmWv X¬]cI£n

sb∂XpsIm≠- v Dt±in°p∂Xv. DZmlcWØn\v {Kma]©mbØpIfpsS

D]t`m‡m°ƒ P\ßfmsW¶nepw, tªm°v-, Pn√m ]©mbØv Imcymebßƒ,

sU]yq´n UbdŒ¿ Imcymebw, Pn√m `cWIqSw, Pn√m Bkq{XW kanXn XpSßn

k¿°m¿ hsc {Kma]©mbØns‚ X¬]cI£nIfmWv (Interested Parties). ChcpsS

Bhiyßƒ IqSn a\knem°n {]h¿Øn°ptºmtg ÿm]\Øns‚ tkh\ßƒ

Imcy£aamhpIbp≈q. AXpsIm-≠v X¬]cI£nIsf Xncn®dn™v, AhcpsS

A`n{]mbßƒ tiJcn®p hniIe\w \StØ-≠Xv A\nhmcyamWv.

2.8 hkvXpXm[njvTnX Xocpam\saSp°¬

hkvXpXIsf ASnÿm\s∏SpØn Xocpam\saSp°p∂ {]{Inbsb

hkvXpXm[njvTnX Xocpam\saSp°se∂v ]dbp∂p. AXns‚ hnhn[ L´ßƒ Nn{Xw

2.4 ¬ ImWmw.
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hkvXpXm[njvTnX Xocpam\saSp°p∂XneqsS

ÿm]\Øn\v D≠mIp∂ KpWßƒ

$ {]{In-bbpsS ^e-{]m-]vXnbpw KpW-ta∑m e£y-ßƒ ssIhcn°m\pap≈

ÿm]\Øns‚ Ignhv IrXyambn hnebncpØphm≥ km[n°p∂p.

$ Xocpam\ßƒ ]p\x]cntim[n°phm≥ Ffp∏Øn¬ km[n°p∂p.

$ ap≥Ime Xocpam\ßƒ F{XtØmfw ^e{]m]vXnbnseØnsb∂p

]cntim[n°phm≥ km[n°p∂p.

$ ap≥ImeßfnseSpØ Xocpam\ßfpsS hnhcßƒ ]pXnb Xocpam\ßƒ

ssIs°m≈ptºmƒ d^d≥kv Bbn D]tbmKn°phm≥ km[n°p∂p.

$ Xocpam\saSp°p∂ {]{InbIƒ sa®s∏Sp∂p.

$ AhtemI\w sNøm\pw, AhktcmNnXambn Xocpam\ßsfSp°m\pap≈

Ignhv ÿm]\Øn\v h¿≤n°p∂p.

$ ÿm]\Øns‚ {]h¿Ø\ ^e{]m]vXnbpw Imcy£aXbpw sa®s∏Sp∂p.

hkvXpXm[njvTnX Xocpam\saSp°phm≥ G‰hpw Bhiyambn th≠Xv

IrXyamb hkvXpXIfpsS e`yXbmWv. CXn\mbn ÿm]\Øn¬ sdt°m¿Uv ]cn-

]m-e\ kwhn[m\w (record management) IrXyamt°≠Xp≠v. ÿm]\Øn¬

e`yambn´p≈ apgph≥ sdt°m¿UpIfpw AXns‚ C\w, {]m[m\yw F∂nhsb

ASnÿm\s∏SpØn {Ias∏SpØWw. k¿°m¿ ÿm]\ßƒ sdt°m¿UpIƒ

Fßs\ ASp°Wsa∂pw, Imemh[n ]q¿Ønbmb sdt°m¿Uv Fßs\

\in∏n°Wsa∂pw Hm^okv \S]Sn {KŸw (Manual of Office Procedures - MOP)

hy‡am°p∂p. CXn\p ]pdta Xt±i kzbw`cW ÿm]\ßƒ°v tIcf tem°¬

Kh: k¿hokv sUenhdn t{]mPŒns‚ `mKambn Ine Xømdm°nb Hm^okv

amt\Pvsa‚ v am\ph¬ k¿°m¿ AwKoIcn®v DØchmbn´p≠v (k.D. (km[m) \w.

1699/2017/Xkz`h). CXn¬ sdt°m¿Uv- kwhn[m\sØ°pdn®v hniZambn

hnhcn°p∂p≠v11.

hkvXp\njvTamb

hnhc tiJcWw

e`yamb hnhcßfpsS

hniZamb A]{KY\w

A]{KYn® hnhcßfn¬

\n∂v anI®

Xocpam\saSp°¬

Nn{Xw 2.4: hkvXpXm[njvTnX Xocpam\saSp°¬ ˛ hnhn[ L´ßƒ
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GsXmcp ÿm]\hpw hkvXpXm[njvTnX Xocpam\saSp°¬ XØzhpambn

_‘s∏´p {][m\ambpw Xmsg ]dbp∂ ImcyßfmWv-- sNtø≠Xv.

$ sdt°m¿Uv-- dqw k÷oIcWw

$ sdt°mUpIfpsS {IaoIcWhpw Imemh[n Ign™hbpsS \in∏n°epw

$ sdt°m¿Uv kwhn[m\w Hcp°¬

sdt°m¿Uv kwhn[m\w Hcp°ptºmƒ '5S' XØzØns‚ klmbw tXSmw.

2.8.1 sdt°m¿Uv-- dqw k÷oIcWw

tcJIIfpw {]amWßfpw kpc£nXambn hbv°phm\pw, Ah Ffp∏Øn¬

Xncns®Sp°phm\pw th≠n, ]q¿Wambpw k÷oIcn® sdt°m¿Uv-- dqw Hm^okpIfn¬

Xømdm°Ww. sdt°m¿Uv dqanse dm°pIƒ°pw AeamcIƒ°pw \º¿

\¬Iphm\pw, hrØn Dd∏phcpØphm\pw ÿm]\w {]tXyIw {i≤nt°≠Xp≠v.

2.8.2 sdt°m¿UpIfpsS {IaoIcWhpw \in∏n°epw

Xo¿∏m°nb ^bepIƒ Xo¿∏v Imemh[n tcJs∏SpØnbtijw sdt°m¿Uv

Io∏¿/¢¿°v hgn sdt°m¿Uv apdnbnte°v amt‰≠XmWv. Cßs\ Xo¿∏m°p∂

tcJIƒ kq£nt°≠ Imemh[n°v tijw _‘s∏´ DtZymKÿs‚ DØchv

hgn \in∏n°mhp∂XpamWv (hniZmwißƒ ]´nIbn¬). dh\yp hIp∏v Hm^okpIƒ

HgnsIbp≈ k¿°m¿ Hm^okpIfn¬ Hm^okv \S]Sn {KŸw (Manual of Office Proce-

dures MOP)* A\pkcn®mWv \S]SnIƒ ]q¿ØoIcn°p∂Xv. dh\yp Hm^okpIfn¬

Unkv{SnŒv Hm^okv am\ph¬ (DOM) Dw t]meokv hIp∏n¬ {]tXyI MOP bpw Kh.

sk{I´dntb‰n¬ sk{I´dntb‰v am\phepw BWv ^b¬ \S]Sn{Iaßfn¬

]men°p∂Xv.

]´nI 2.2: ^b¬ Xo¿∏m°¬ coXnIƒ

LDis Lodge Disposal -˛X¬Xo¿∏v Hcp h¿jw kq£n°Ww

KDis Keep Disposal -˛A¬∏Ime Xo¿∏v 3 h¿jØn\v tijw

\in∏nt°≠Xv

DDis Destroy Disposal- ˛Zo¿LIme Xo¿∏v 10 h¿jØn\v tijw

\in∏n°mhp∂h

RDis Retain Disposal -˛\nXy Xo¿∏v ÿncambn kq£nt°≠h
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NDis Sent out in Original ˛DS≥ Xo¿∏v ]pdØp \n∂p≈ ^b¬,

A ¬ Xs∂ Ab°p∂p

XNDis Do not register, but return in original -cPnÃ¿ sNømsX, A ¬

˛\.DS≥ Xo¿∏v Xs∂ aS°n Abv°p∂p.

DZm- \ΩpsS A√mØh,

D≈S°ßƒ tN¿°mØh,

H∏nSmØh apXembh

XLDis Do not register but lodge- ˛\.X¬Xo¿∏v cPnÃ¿ sNømsX, Hcp

h¿jtØ°v  kq£n°Ww

DZm- tee t\m´okpIƒ,

]ckyßƒ XpSßnbh

FDis File Disposal ˛^b¬Xo¿∏v hniZmwißƒ {]tXyIw

tN¿Øncn°p∂p.

* Hm^okv \S]Sn {KŸw A≤ymbw IX, JfinI 138

FDis File Disposal -˛^b¬Xo¿∏v/^b¬ sNø¬

]´nIbnep≈ a‰v Xo¿∏pIfn¬ Dƒs∏SmØ hnjba\pkcn®v {]tXyI

sI´pIfnembn ASp°nbncn°p∂ ISem pIƒ "^b¬ sNbvXXmbn' ]dbp∂p.

A[nImcap≈ DtZymKÿ≥ "kq' Ft∂m ^b¬ sNøpI "F' Ft∂m ASbmfan´

ISem pIƒ BWv Cu coXnbn¬ Xo¿∏m°p∂Xv. k¿°m¿ DØchpIƒ,

\S]Sn{Iaßƒ, B\pImenIßƒ XpSßnbh CXnepƒs∏Spw.

kvt‰m°v ^b¬

Hmtcm sk£\nepw _‘s∏´ hnjbßfn¬ Ie≠¿ h¿j{IaØn¬ {][m\

k¿°m¿ DØchpIƒ, hn⁄m]\ßƒ, \S]Sn{Iaßƒ, DØchpIƒ

XpSßnbhbpsS ]I¿∏pIƒ Dƒs∏SpØn kvt‰m°v kq£n®ncn°Ww.

2.8.3 sdt°m¿Uvv-- kwhn[m\w

Imcy£aamb sdt°m¿Uv kwhn[m\Øn\v IrXyamb NpaXem hn`P\w

A\nhmcyamWv. sdt°m¿Uv apdnbpsS NpaXe ¢m¿°v XkvXnIbnep≈ Hcp
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DtZymKÿ\v tcJmaqew Hm^okv DØchv hgn \¬tI≠XmWv. sdt°m¿Uv apdnbn¬

kq£n°p∂ tcJIƒ sdt°m¿Uv C≥UIvkn (record  index)¬ tcJs∏SptØ≠Xpw

sdt°m¿Uv apdnbn¬ \n∂pw sk£\pIƒ A¿∞\°pdn∏v (Requisition slip) {]Imcw

Bhiys∏Sp∂ sdt°m¿UpIƒ sdt°m¿Uv aqhvsa‚ v cPnÃdnepw Hm^okv \S]Sn

{KŸØnse sdt°m¿Up hnXcW ]XnthSnepw tcJs∏SptØ≠XmWv.

2.8.4 F¥mWv 5S

ASp°pw Nn´bpap≈

Hm^okv kwhn[m\samcp

°phm≥ klmbn°p∂

Pm∏\okv Bibßfn¬

H∂mWv 5S.  5'S' XØzß

sf "S' ¬ Bcw`n°p∂

A©p hm°pIfn¬ kw{K

ln®ncn°p∂p. Ch Cw•o

jn¬ tkm¿ v́ (SORT), sk‰v

(SET), ssj≥ (SHINE),

Ãm≥tU¿ssUkv (STAN-

DARDISE), kkvss‰bn≥

(SUSTAIN) F∂nßs\

bmWv. ÿm]\ßfn¬

sdt°m¿Uv-- kwhn[m\w

Hcp°ptºmƒ '5 S' XØz

Øns‚ klmbw tXSmw.

tkm¿´v (SORT)

sdt°m¿UpIsf Bhiyap≈Xv, Bhiyan√mØXv F∂ coXnbn¬ Xcw

Xncn°p∂ {]{InbbmWv tkm¿´nMv. Bhiyap≈hsb Ft∏mgpw Bhiyap≈Xv,

h√t∏mgpw Bhiyap≈sX∂ coXnbn¬ {IaoIcn°pIbpw, Bhiyan√mØ

sdt°m¿UpIƒ \S]Sn{Iaa\pkcn®v \in∏n°pIbpw sNtø≠XmWv.

Nn{Xw 2.5: 5S XØzw
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sk‰v C≥ Hm¿U-¿ (SET IN ORDER)

Xcw Xncn® sdt°m¿UpIsf thKØnepw Ffp∏Ønepw e`yamIp∂ coXnbn¬

{IaoIcn°p∂ {]{InbbmWv sk‰v C≥ Hm¿U¿. CXphgn sdt°m¿Uv

At\zjn°phm\p≈ Poh\°mcpsS {]bXv\w Ipdbv°phm\pw,  sdt°m¿UpIƒ

\in®p t]mImsX kq£n°phm\pw km[n°pw.

Nn{Xw 2.6: tkm¿´v sNtø≠Xns‚ BhiyIX kqNn∏n°p∂ Hcp Nn{Xw

Nn{Xw 2.7: sk‰v C≥ Hm¿U¿
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ssj≥ (SHINE)

sdt°m¿UpIƒ {IaoIcn°p∂{X Xs∂ {][m\amWv-- Ah hrØnbmbn

kq£n°pIsb∂p≈Xv. IrXyamb CSthfIfn¬ sdt°m¿UpIfpw, Ah

kq£n®ncn°p∂ ÿeßfpw (sdt°m¿Uv dqw, sj¬^pIƒ, AeamcIƒ), UnPn‰¬

Um‰ kq£n®ncn°p∂ D]IcWßfpw (Iw]yq´dpIƒ, em]v--tSm∏pIƒ, s]≥ss{U

hpIƒ) hrØnbmt°≠Xp≠v. ChtbmsSm∏w NnX¬, Fen XpSßnbh sdt°m¿

UpIƒ \in∏n°mXncn°phm\p≈ ap≥IcpXepIfpw kzoIcn°Ww.

Ãm≥tU¿ssUtkj≥ (STANDARDISATION)

sdt°m¿Uv kwhn[m\Øn¬ \S∏nem°nb hnhn[ {]h¿Ø\ßƒ°v

am\Zfißƒ (Ãm≥tU¿Uv) \n›bn°p∂ {]{InbbmWv Ãm≥tU¿ssUtkj≥.

CXphgn Cu {]h¿Ø\ßƒ \yq\XIfn√msX Bh¿Øn°phm\pw, Imcy£aX

Dd∏phcpØphm\pw km[n°p∂p. DZmlcWØn\v Htc Xcw sdt°m¿UpIƒ°v

Hcp \ndØnep≈ te_¬ \¬Ip∂Xphgn, sdt°m¿Uv-- {IaoIcWw sX‰m\p≈

km[yX Ipdbpw.

kkvss‰bn≥ (SUSTAIN)

sdt°m¿Uv kwhn[m\w \ne\n¿Øphm\pw, XpS¿®bmbn sa®s∏SpØphm\p

amhiyamb {]h¿Ø\ßƒ Bhnjv-°cn°p∂ L´amWv kkvss‰bn≥. CXn¬

G‰hpw {][m\w sdt°m¿Uv kwhn[m\w \n¬t°≠-Xns‚ BhiyIX Hmtcm

Nn{Xw 2.8: Ãm≥tU¿ssUtkj≥ XØzw {]tbmKnIam°nbt∏mƒ
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Poh\°mc\pw a\ nem°pIsb∂XmWv. CtXmsSm∏w sdt°m¿Uv -

kwhn[m\ßƒ (sdt°m¿Uv Io∏¿, kq∏¿sshk-dpsS ta¬t\m´w) Imcy£aambn

{]h¿Øn°p∂psh∂v Dd∏p hcptØ-Xp≠v-. Izmfn‰n k¿°nƒ, Ãm^v- ao‰nwKv,

Ct‚W¬ HmUn‰v-, amt\Pv-sa‚ v- dnhyq XpSßnb kwhn[m\ßƒ CXn\mbn

D]tbmKs∏SpØmw.

2.9 sa®s∏SpØ¬ (Improvement)

ÿm]\Øns‚ hnPbØn\pw ÿmbnbmb \ne\n¬∏n\pw G‰hpw {][m\s∏´

LSIamWv XpS¿®bmb sa®s∏SpØ¬. tkh\ßfpsS KpWta∑ Dd∏phcp

Øphm≥, Np‰p]mSpap≠mIp∂ am‰ßsf DƒsIm≈m\pw ]pXnb Ahkcßƒ

D]tbmKn°phm\pw km[n°Ww. {]{InbIsf IrXyambn \nco£n®v AhbpsS

{]IS\w hnebncpØpIbpw t]mcmbvaIƒ Is≠Ønbm¬ \S]SnIƒ (XncpØ¬,

ap≥IcpX¬) kzoIcn®p sa®s∏SpØpIbpamWv Cu XØzw sIm≠v Dt±in°p∂Xv.

\nc-¥cambn sa®s∏SpØm≥ klmbn°p∂ Hcp]mSv KpWta∑m Bibßƒ

\nehnep≠v. DZm: ssIk≥ (KAIZAN), knI-vkv-- kn‹ (SIX SIGMA), t{]mkkv

s_©vam¿°nwKv (Process Benchmarking).

XpS¿®bmb sa®s∏SpØeneqsS ÿm]\Øn\v D≠mImhp∂ KpWßƒ

$ {]{InbIfpsS anI® {]IS\hpw D]t`m‡r kwXr]vXnbpw Dd∏v hcpØp∂p

$ {]iv\ßfpsS aqeImcWßƒ Xncn®dnbphm\pw, {]Xntcm[hpw XncpØ¬

{]h¿Ø\ßfpw \SØphm\pw km[n°p∂p

$ B¥cnIhpw _mlyhpamb A]ISkm[yXIfpw, ]pXnb Ahkcßƒ

Xncn®dnbphm\pap≈ ÿm]\Øns‚ £aX h¿≤n°p∂p.

$ ÿm]\Øn¬ \qX\ Bibßƒ D]tbmKn°phm\p≈ Xmev]cyw

h¿≤n°p∂p

XpS¿®bmb sa®s∏SpØepambn _‘s∏´v ÿm]\Øn¬ sNtø≠

{]h¿Ø\ßƒ Xmsg ]dbp∂hbmWv.

$ Ct‚W¬ HmUn‰v

$ ]uck¿t∆, tkh\ hnebncpØ¬ t^mdw, ]cmXn ]pkvXI ]cntim[\bpw

XpS¿\S]SnIfpw
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$ KpWta∑m e£yßfpsS AhtemI\w

$ Izmfn‰n k¿°nƒ, Poh\°mcpsS tbmKßfnse A`n{]mbßƒ

$ amt\Pvsa‚ v dnhyq

2.9.1 Ct‚W¬ HmUn‰v

KpWta∑m kwhn[m\Øns‚ Imcy£aXbpw, Hmtcm {]{InbIfpsS {]IS\hpw

hnebncpØphm≥ ÿm]\w \SØp∂ B¥cnI ]cntim[\bmWv Ct‚W¬

HmUn‰v. sFFkvH 9000 t]mep≈ A¥mcm{„ AwKoImcØn\mbn {ian°p∂

ÿm]\Øn¬ \n¿_‘ambpw Ct‚W¬ HmUn‰v -- \SØpIbpw, dnt∏m¿´v --

Xømdm°pIbpw thWw.

Ct‚W¬ HmUn‰nse hnhn[ L´ßƒ

1. HmUn‰¿amcpsS sXcs™Sp∏v: Hcp HmUn‰sd sXcs™Sp°m\p≈ am\Zfiw

HmUn‰v-- \SØphm\p≈ {]mhnWyhpw \njv]£amb HmUn‰v-- \SØphm\p≈

{]m]vXnbpambncn°Ww. \nehnse Poh\°msctbm, ]pdta \n∂p≈

hnZKv[sctbm CXn\mbn D]tbmKn°mw. \nehnse Poh\°mcpsS {]mhnWyw

Dd∏phcpØphm\p≈ ]cnioe\w \¬In AhscØs∂ Ct‚W¬

HmUn‰¿amcmbn D]tbmKn°p∂Xmhpw DNnXw. ÿm]\Øns‚ hym]vXn

A\pkcn®v F{X HmUn‰¿amsc thWsa¶nepw D]tbmKn°mw.

2. HmUn‰v-- πm≥ Xømdm°¬: Bdp amkØnsemcn°¬ Ct‚W¬ HmUn‰v

\StØ≠XmWv. HmUn‰v-- sNtø≠ Hmtcm {]{Inbbpw, AXns‚ ]cn[nIfpw

Dƒs°m≈n®p πm≥ Xømdm°mw.

3. HmUn‰v-- sN°v-- enÃv Xømdm°¬: KpWta∑m kwhn[m\Ønse {]{InbIsf

GsXms° am\Zfißsf ASnÿm\s∏SpØn hnebncpØWw F∂v

hnhcn°p∂ D]m[nbmWv sN°v-- enÃv (amXrI A\p_‘w 2.5). IrXyX

tbmsSbpw, \njv]£ambpw HmUn‰v-- \SØm≥ sN°v-- enÃv klmbn°pw.

4. HmUn‰v-- \SØn∏pw dnt∏m¿´v Xømdm°epw: \n¿tZin® kabØv sN°v-- enÃv

D]tbmKn®v HmUn‰v-- \SØmw. HmUn‰v-- \nco£Wßsf ASnÿm\s∏SpØn

HmUn‰v-- dnt∏m¿´v -- Xømdm°mw. am\Zfißƒ ]men°mØ {]{InbIsf t\m¨

I¨t^m¿an‰nbmbn (Non-conformity) tcJs∏SptØ≠XpamWv. {][m\ambpw
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c≠p Xcw t\m¨ I¨t^m¿an‰nIfp≠v; -ssa\dpw (Minor), taPdpw (Major).

ÿm]\Øns‚ {]h¿Ø\sØ KpcpXcambn _m[n°p∂Xpw DS-s\-Xs∂

XncptØ≠Xpam-b-Xns\ taP¿ t\m¨ I¨t^m¿an‰nsb∂pw KpWta∑m

kwhn[m\sØ _m[n°psa∂p Is≠-Øn-bXpw F∂m¬ KpcpXca√mØ

XpambXns\ ssa\¿ t\m¨ I¨t^m¿an‰nsb∂pw XcwXncn®ncn°p∂p.

5. XncpØ¬ \S]SnIƒ kzoIcn°epw amt\Pvsa‚ns\ Adnbn°epw:  t\m¨

I¨t^m¿an‰nIsf XncpØm\p≈ \S]SnIƒ AXpambn _‘s∏´ A[nImcn

kzoIcnt°≠XmWv. AtXmsSm∏w HmUn‰v-- dnt∏m¿´v, amt\-Pvsa‚ v dnhyp

IΩn‰n°v apºmsI XpS¿\S]SnIƒ°mbn ka¿∏n°pIbpw thWw.

2.9.2 ]uck¿t∆, tkh\ hnebncpØ¬ t^mdw, ]cmXn]pkvXIw ]cntim[\bpw

XpS¿\S]SnIfpw

]uck¿t∆ t^mdßfpsS hniIe\ØneqsS D]t`m‡mhv-- ÿm]\ßfn¬

ImWm≥ B{Kln°p∂ am‰ßsf Ipdn®p≈ hy‡X e`n°pw. Cu am‰ßƒ

KpWta∑m kwhn[m\Øn¬ Dƒs∏SpØphm≥ km[n°p∂hbmtWmsb∂v

]cntim[n°mw. CXpIqSmsX, tkh\ hnebncpØ¬ t^mdßfpw

]cmXn]pkvXIhpw hniIe\w sNbvXv t]mcmbvaIfp≈ {]{InbIƒ Xncn®dn™v

sa®s∏SpØphm\p≈ \S]SnIƒ amt\Pvsa‚ v dnhyp IΩn‰n kzoIcn°Ww.

2.9.3 KpWta∑m e£yßfpsS AhtemI\w

ÿm]\, sk£≥ XeØn¬ cq]oIcn®n´p≈ KpWta∑m e£yßfpsS

]ptcmKXn IrXyambn amt\Pvsa‚ v dnhyp IΩn‰n AhtemI\w sNtø≠XmWv.

e£yßfpsS ]ptcmKXn {]Xo£n® coXnbnemtWmsb∂v- ]cntim[n°pIbpw,

]ptcmKXnbn√mØ e£yßfpsS ImcWw Is≠Øn \S]SnIƒ kzoIcn°pIbpw

thWw. hn`hßfpsStbm {]mhoWyØns‚tbm IpdhmsW¶n¬ Fßs\

]cnlcn°msa∂v N¿® sNbvXv XpS¿ \S]SnIƒ ssIs°mt≈≠XpamWv.

2.9.4 Izmfn‰n k¿°nƒ, Poh\°mcpsS tbmKßfnse A`n{]mbßƒ

GsXmcp ÿm]\Øns‚bpw KpWta∑m kwhn[m\Øns‚ ^e{]m]vXnbn¬

Poh\°m¿°p≈ ]¶v hfsc hepXmWv. kwhn[m\Ønse t]mcmbvaIfpw,

sa®s∏SpØphm\p≈ Ahkcßfpw BZyw Xncn®dnbp∂Xpw AhcmWv. Izmfn‰n
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k¿°nƒ tbmKßfnepw, Poh\°mcpsS tbmKßfnepw AhcpsS A`n{]mbw

tiJcn°pIbpw, Ah hnebncpØpIbpw sNbvXm¬, KpWta∑m kwhn[m\Øns‚

^e{]m]vXnsb Ipdn®v \n¿WmbIamb hnhcßƒ  e`n°p∂XmWv.

2.9.5 amt\-Pvsa‚ v dnhyp

KpWta∑m kwhn[m\Øns‚ Imcy£aX, {]IS\w, ÿncX F∂nhsb°pdn®v

ÿm]\Øns‚ ta[mhnIƒ Bdp amkØnsemcn°¬ \SØp∂ hnebncpØ¬

{]{InbbmWv amt\Pv--a‚ v-- dnhyq. amt\Pv--sa‚ v-- dnhyq IΩn‰nbn¬ Bscms°

Dƒs∏Spsa∂pw, Ft∏msgms° \SØWsa∂pw Xocpam\n®v amt\Pv--sa‚ v-- dnhyqhns‚

Ãm≥tU¿Uv Hm∏-td-‰nwKv t{]mkoPnb¿ Bbn t{]mkoPnb¿ am\phen¬ (Proce-

dure manual) tcJs∏SptØ≠XpamWv.

amt\Pv--sa‚ v-- dnhyqhn¬ Xmsg ]dbp∂ Imcyßƒ \n¿_‘ambpw N¿®--sNbvXv

Xocpam\ßƒ FSp°Ww.

$ ap≥ Ah-tem-I\ tbmK-Ønse Xocp-am-\-ß-fpsS X¬ÿnXn

$ KpWta∑m kwhn[m\sØ _m[n°p∂ _mly B¥cnI {]iv\ßƒ

$ KpWta∑m kwhn[m\Øns‚ {]IS\hpw ^e{]m]vXnbpw kw_‘n®

hnhcßƒ. Xmsg sImSpØncn°p∂ {]hWXIƒ Dƒs°m≈n°Ww:

D]-t`m-‡m-°-fn¬ \n∂v e`n-°p∂ KpW-\n-e-hm-c-Øn-s‚bpw kwXr-]vXn-

bp-sSbpw dnt∏m¿´pw ]cm-Xn-Ifpw

KpWta∑m e£yßfpsS ]ptcm-K-Xn

{]{In-b-I-fpsS ^e-{]m-]vXn, tkh\w \¬InbXnse s]mcp-Ø-t°SpIƒ

Xncp-Ø¬ \S-]-Sn-I-fp-sSbpw \nhm-cW \S-]-Sn-I-fp-sSbpw \nehnse

Ahÿ

\nco£Whpw AfshSp∏p ^eßfpw

Ct‚-W¬ HmUn‰v \S-Øn-b-Xns‚ dnt∏m¿´v

_mlyZmXm°fpsS {]IS\w;

$ hn`hßfpsS ]cym]vXX

$ A]ISkm[yXIfpw Ahkcßfpw XSbp∂Xn\p≈ \S]SnIfpsS

^e{]m]vXn

$ sa®s∏SpØp∂Xn\p≈ Ahkcßƒ
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2.10 sFFkvH. 9001:2015 k¿´n^nt°j≥ {]{Inb

ta¬]d™ XØzßsf ASnÿm\s∏SpØn IrXyamb KpWta∑m kwhn[m\w

k÷am°nbn´ps-≠¶n¬ GsXmcp ÿm]\Øn\pw A¥mcm{„ KpWta∑m

k¿´n^nt°j\mbp≈ \S]SnIƒ kzoIcn°mw. kab_‘nX tkh\ßƒ

D]t`m‡m°ƒ°v \¬Ip∂ps≠-¶n¬ ]ns∂ F¥n\mWv Hcp sFFkvH 9001:2015

k¿´n^nt°j≥ F∂v Nn¥n°p∂Xv kzm`mhnIw. KpWta∑m kwhn[m\Øn\v

Hcp A¥mcm{„ AwKoImcw e`n°p∂Xv ÿm]\Øns‚ hnizmkyX

h¿≤n∏n°phm\pw, kwhn[m\w \ne\n¿Øn sIm-≠pt]mIphm≥ ÿm]\ta[mhn

Iƒ°pw Poh\°m¿°pw {]tNmZ\w \¬Iphm\pw klmbn°pw. sFFkvH 9001:2015

k¿´n^nt°j≥ {]{Inb C{]ImcamWv.

1. sFFkvH k¿´n^nt°j≥ t\SWsa∂ Xocpam\w ssIs°m≈pI.

2. KpWta∑m kwhn[m\w Hcp°p∂Xn\p≈ am¿K\n¿t±ißƒ \¬Im≥

I¨kƒ´≥knsb \ntbmKn°pI

3. AwKoIrX HmUn‰nwKv GP≥knsb sXcs™Sp°pI

4. I¨kƒ´≥kn-bpsS klmbtØmsS KpWta∑m kwhn[m\samcp°pI

5. sXcs™SpØ HmUn‰v GP≥knsb sIm≠-v ÿm]\w HmUn‰v- \SØn,

k¿´n^n°‰v Icÿam°pI.

sFFkvH 9001:2015 k¿´n^nt°j≥

$ \SØp∂Xv: NABCB A{IUnt‰j≥ e`n® HmUn‰v GP≥kn

$ Imemh[n: 3 h¿jw (KpWta∑m kwhn[m\w \ne\n¬°p∂psh∂v

Dd∏phcpØm≥ F√m h¿jhpw k¿shbve≥kv HmUn‰v- (Surveillance Audit)

\SØp∂XmWv.

I¨kƒ´≥knbpw HmUn‰v GP≥knbpw hyXykvX ]¶mWv ÿm]\Øns‚

KpWta∑m kwhn[m\Ønepw, AXns‚ k¿´n^nt°j\nepw hln°p∂Xv. Ch

XΩnep≈ {][m\ hyXymkßƒ ]´nI 2.3 ¬ tN¿Øncn°p∂p.

-]´nI 2.3: I¨kƒ´≥knbpw HmUn‰v GP≥knbpw XΩnep≈ {][m\ hyXymkßƒ

I¨kƒ´≥kn HmUn‰v GP≥kn

Dt±iyw ÿm]\Øn¬ KpWta∑m ÿm]\Ønse KpWta∑m

kwhn[m\w k÷oIcn°p kwhn[m\w ]cntim[n®v

hm≥ klmbn°pIbpw, k¿´n^n°‰v \¬IpI

k¿´n^nt°j\v Xømdm°p

Ibpw sNøpI
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2.11 KpWta∑m kwhn[m\w: t\´ßƒ

KpWta∑m kwhn[m\Øn

eqsS ÿm]\Øns‚ F√m taJ

eIfnepw ka{Kamb am‰w ImWm≥

km[n°pw. CXn¬ {][m\s∏´h

NphsS tN¿°p∂p.

$ Poh\°mcpsS Imcytijn

h¿≤n°pIbpw Ah¿°v ÿm

]\tØmSv IqSpX¬ {]Xn_

≤X D≠mhpIbpw sNøp∂p.

$ anI® {]h¿Ø\ coXnIfpw

{]{InbIfpw ÿm]\Øn¬

D]tbmKØn¬ hcp∂p.

$ KpWta∑bp≈ tkh\ßƒ

D]t`m‡Iƒ°v ÿncambn

\¬Im≥ km[n°p∂p

$ KpWta∑m kwhn[m\

sØ Ipdn®v ]cnioe\w

\SØpI

$ KpWta∑m kwhn[m\w

ÿm]\Øn¬ k÷o

Icn°m≥ kmt¶XnI

klmbw \¬IpI

$ hnhn[ KpWta∑m kw_

‘nbmb tcJIƒ Xøm

dm°phm≥ klmbn°pI

$ HmUn‰ v -  apºp≈ {]n

As  vsa‚ v HmUn‰v -

\SØpI

$ c≠-p L´ßfnembn

k¿´n^nt°j≥ HmUn‰v-

\SØpI

$ KpWta∑m kwhn[m\w

\nehmcw ]pe¿ØpIbm

sW¶n¬ k¿´n^nt°

j≥ \¬IpI

$ F√m h¿jhpw

IrXyambn

k¿shbve≥kv HmUn‰v-

\SØpI

AwKoImcw  NABCB AwKoIrXamIWw

{]h¿Ø\ßƒ

Nn{Xw 2.9: KpWta∑m kwhn[m\Øns‚ t\´ßƒ
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$ hkvXpXm[njvTnXamb Xocpam\ßƒ FSp°m≥ ÿm]\Øn\v km[n°p∂p

$ ÿm]\Øn\v anI® {]IS\w Dd∏v hcpØphm≥ km[n°p∂p

$ D]t`m‡r kwXr]vXn h¿≤n°p∂p

$ ÿm]\Øns‚ k¬t∏-cv Dbcp∂p

2.11.1 {Kma]©mbØpIfn¬ KpWta∑m kwhn[m\ØneqsS D≠mb am‰ßƒ

Ign™ c≠p h¿j°meambn InebpsS I¨kƒ´≥knbn¬ {Kma]©mb

ØpIƒ KpWta∑m kwhn[m\w k÷oIcn°pIbpw sFFkvH 9001 AwKoImcw

t\SnsbSp°pIbpw sNbvXn´p≠v. AXns‚ `mKambn ÿm]\Øn¬ {][m\ambpw

ho£n® am‰ßƒ Cu taJeIfnemWv--.

$ {^≠v Hm^okv

$ sdt°m¿Uv kwhn[m\w

$ {]h¿Ø\ A¥co£hpw Poh\°mcpsS {]IS\hpw

$ tkh\w \¬Ip∂Xnse KpWta∑ (k¿hokv sUenhdn)

$ s]mXpP\kwXr]vXn

Nn{Xw 2.10: k¿´n^nt°j≥ sIm≠v {^≠v Hm^oknep≠mb am‰w
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{^≠v Hm^okv

Hcp Zim–Imeambn {Kma]©mbØpIfn¬ \nehnep≈ {^≠v Hm^okv

IqSpX¬ Imcy£aam°phm\pw, P\ßƒ°v anI® kuIcyßfpw tkh\ßfpw

\¬Iphm\pamWv KpWta∑m kwhn[m\ØneqsS {ian®ncn°p∂Xv.

Nn{Xw 2.12: sF.Fkv.H k¿´n^nt°j≥ t\Snb Hcp {Kma]©mbØns‚ {^≠v Hm^okv Nn{Xw

Nn{Xw 2.11: k¿´n^nt°j≥ sIm≠v {^≠v Hm^oknep≠mb am‰w
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sdt°m¿Uvv-- kwhn[m\w

{Kma]©mbØpIfn¬ sdt°m¿Uv kwhn[m\w IrXyam°pIsb∂Xv hfsc

{iaIcamb tPmen Xs∂bmbncp∂p. h¿jßƒ ]g°ap≈ tcJIsf

Nn{Xw 2.13: k¿´n^nt°j≥ sIm≠v sdt°m¿Uv kwhn[m\Ønep≠mb am‰w
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Bhiyap≈Xpw C√mØXpw F∂v XcwXncn®v, Bhiyap≈h IrXyambn

ASp°nh®pw, _m°nbp≈h \S]Sn{Iaa\pkcn®v \in∏n°pIsb∂Xv sNdnb

Nn{Xw 2.14: anI® Nne sdt°m¿Uv kwhn[m\ßƒ
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A[zm\ambncp∂n√. tPmenkabw Ign™pw Ah[n Znhkßfn¬ ]WnsbSpØpw

Poh\°mcpw P\{]Xn\n[nIfpw Iq´mb {]h¿Ø\ØneqsS sIm≠ph∂ KpWta∑m

am‰w G‰hpw sXfnhmbn ImWmhp∂Xv sdt°m¿Uv kwhn[m\Øn¬ Xs∂bmWv.

{]h¿Ø\ A¥co£hpw Poh\°mcpsS {]IS\hpw

`uXnI kuIcyßfpsS e`yX Poh\°mcpsS {]h¿Ø\ßsf kmcambn

_m[n°p∂psh∂ Xncn®dnhn¬ Ah¿°mhiyap≈ {]h¿Ø\ A¥co£w

Hcp°m≥ KpWta∑m kwhn[m\ØneqsS ÿm]\ßƒ°v km[n®p. CXv

Poh\°mcpsS {]h¿Ø\ßƒ IqSpX¬ Imcy£aam°m≥ klmbn®p.
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Hm¿t°≠ Imcyßƒ (Points to Remember)

Ggp KpWta∑m kwhn[m\ XØzßƒ (Quality Management Principles)

Chsbms°bmWv ˛ P\tI{µoIrXw (Customer Focus), t\XrXzw (Leader-

ship), ]cn]q¿W ]¶mfnØw (Engagement of People), {]{Inb kao]\w (Pro-

cess Approach), _‘ßfpsS ]cn]me\w (Relationship Management),

hkvXpXm[njvTnX Xocpam\saSp°¬ (Evidence Based Decision Making),

sa®s∏SpØ¬ (Improvement).

P\tI{µoIrXhpambn _‘s∏ v́ sNtø≠ ImcyßfmWv-- ̨  ]ucmhImitcJ,

]uck¿t∆, tkh\ hnebncpØ¬ t^mdw, ]cmXn ]pkvXIw, kµ¿iI

]pkvXIw.

KpWta∑m kwhn[m\Øn¬ t\XrXzhpambn _‘s∏´v sNtø≠

Imcyßƒ: KpWta∑m \bw cq]oIcn®v, Bibhn\nabw \SØpI,

ÿm]\Ønse Hmtcm hy‡nbpsSbpw DØchmZnØhpw A[nImcßfpw

\nPs∏SpØpI.

Poh\°mcpsS ]cn]q¿Æ]¶mfnØw Dd∏v hcpØphm≥ sNtø≠ Imcyßƒ:

Izmfn‰n k¿°nƒ cq]oIcWw, ]cnioe\ßƒ.

{]{Inb kao]\Øneq∂n ÿm]\Øn¬ sNtø≠Xv: {^≠v Hm^nkv,

KpWta∑m e£yßƒ, am\phepIfpw KpWta∑m kw_‘nbmb tcJIfpw

Xømdm°pI, `uXnI kuIcyßƒ Hcp°pI.

_‘ßfpsS ]cn]me\Øn\mbn {][m\ambpw ÿm]\w sNtb≠Xv:

hnXcW°msc hniIe\w sNbpI, AhcpsS Bhiyßƒ Xncn®dnbpI,

X¬]cI£nIfpsS (Interested Parties) Bhiyßƒ Xncn®dnbpI.

hkvXpXm[njvTnX Xocpam\saSp°epambn _‘s∏´v sNtø≠ Imcyßƒ:

sdt°m¿Uv dqw k÷oIcWw, sdt°m¿UpIfpsS {IaoIcWhpw

\in∏n°epw, sdt°m¿Uv kwhn[m\w Hcp°¬.

sa®s∏SpØepambn _‘s∏´v ÿm]\Øn¬ sNtø≠Xv: Ct‚W¬

HmUn‰v, ]uck¿t∆bpw tkh\ hnebncpØ¬ t^mdhpw, ]cmXn]pkvXIhpw

]cntim[\bpw XpS¿\S]SnIfpw, KpWta∑m e£yßfpsS AhtemI\w,

Izmfn‰n k¿°nfnsebpw Poh\°mcpsS tbmKßfnsebpw A`n{]mbßfpsS

AhtemI\w, amt\Pvsa‚ v dnhyp.
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A≤ymbw 3

KpWta∑m kwhn[m\w: kpÿncX

ÿm]\ßfn¬ KpWta∑m kwhn[m\w Fßs\ \ne\n¿Ømsa∂pw,

Imem\pkrXambn Fßs\ sa®s∏SpØmsa∂pw a\knem°phm≥ Cu

A≤ymbw klmbn°pw. GsXmcp ÿm]\Ønepw CXn\mbn k÷oIcn

t°≠ kwhn[m\ßsf°pdn®pw hy‡X e`n°pw.

3.1 KpW-ta∑m kwhn-[m-\hpw kpÿn-c-Xbpw

3.2 KpWta∑ XpS¿®bmbn sa®s∏SpØphm\p≈ kwhn[m\ßƒ ˛

{]m[m\yw

3.3 {Kma]©mbØv: KpWta∑ XpS¿®bmbn sa®s∏SpØphm\p≈ ÿm]\

kwhn[m\ßƒ

3.1 KpW-ta∑m kwhn-[m-\hpw kpÿn-c-Xbpw

ÿm]\Øns‚ hf¿®bpw hnImkhpw \n¿Æbn°p∂Xn\p≈ G‰hpw

{][m\s∏´ LSIßfnsem∂mbn kpÿncX (Sustainability) IW°m°s∏Sp∂p1.

GsXmcp ÿm]\Ønepw KpWta∑m kwhn[m\w {]tbmKØn¬ hcpØp∂Xv

ÿm]\Øns‚ hf¿®bv°pw kpÿncXbv°pw klmbn°p∂p. CXn\Iw Xs∂
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tIcfØnse {Kma]©mbØpIfpw tªm°v ]©mbØpIfpw KpWta∑m

kwhn[m\Øneq∂n ISO 9001:2015 AwKoImcw Icÿam°nbn´p≠v. KpWta∑m

kwhn[m\w {]tbmKØn¬ hcpØp∂Xntesd {]bmkIcamWv AXv \ne\n¿Øn

sIm≠pt]mIp∂Xv. KpWta∑m kwhn[m\w XpS¿®bmbn sa®s∏SpØp∂XneneqsS

am{Xta ÿm]\Øn¬ Cu kwhn[m\Øns‚ {]h¿Ø\ßƒ \ne\n¿Øns°m≠v

kpÿncX Dd∏m°m≥ km[n°pIbp≈p. A√mØ]£w KpW-ta∑m

{]h¿Ø\ßƒ CSbv°ph®v \n∂pt]mIm\nSbp≠v. Cßs\ kw`hn°ptºmƒ

hm¿jnI hnebncpØ¬ HmUn‰mb k¿shbve≥kv HmUn‰v (Surveillance Audit) ]q¿Øo-

I-cn-°m≥ hnj-aX t\cn-Spw.

3.2 KpWta∑m kwhn[m\w XpS¿®bmbn sa®s∏SpØm\p≈
kwhn[m\ßƒ ˛ Bh-iy-IX

Hmtcm ÿm]\hpw KpW\nehmcØnte°v Dbcptºmgpw Ah IqSpX¬

sa®s∏SpØphm\p≈ AhkcßfmWv apt∂m´v ImtW≠Xv. \S∏nem°nb

{]h¿Ø\ßƒ IrXyambn \ne\n¿Øphm\pw sa®s∏SpØphm\pap≈   {]h¿Ø

\ßƒ Bkq{XWw sNtø≠Xv A\nhmcyamWv. CXn\mbn hnhn[ Xeßfnse

ta¬t\m´ kwhn[m\ßƒ k÷oIcnt°≠Xp≠v. G‰hpw {][m\w ÿm]\Xe

Ønep≈ ta¬t\m´w Xs∂bmsW¶nepw, k¿°m¿ hIp∏v/ÿm]\ßfnse

\nehnep≈ Pn√, kwÿm\ kwhn[m\ßƒ IqSn KpWta∑m {]h¿Ø\ßƒ

ta¬t\m´w hlnt°≠Xp≠v.

tIcf kwÿm\sØ F√m {Kma]©mbØpIfpw, tªm°v-- ]©mbØpIfpw

2020 P\phcn Ahkm\tØmsS ISO 9001:2015 AwKoImcw t\Sn. CXv ÿmbn-bmbn

\ne\n¿Øphm≥ ÿm]\ kwhn[m\ßƒ cq]Iev]\ sNbvXn´p≠v. {Kma

]©mbØpIfn¬ KpWta∑m kwhn[m\Øns‚ \ne\n¬∏n\pw sa®s∏SpØen\pw

th≠n cq]Iev]\ sNbvX ta¬t\m´ kwhn[m\ßfmWv XpS¿∂p≈ `mKØv

hniZoIcn°p∂Xv. CXv a‰p k¿°m¿ ÿm]\ßƒ°pw  amXrIbm°mhp∂XmWv.

3.3 {Kma]©mbØv: KpWta∑ XpS¿®bmbn sa®s∏SpØm\p≈

ÿm]\ kwhn[m\ßƒ

{Kma]©mbØns‚ KpWta∑m kwhn[m\Øns‚ ta¬t\m´Øn\p≈ ÿm]\

kwhn[m\amWv Nn{Xw 3.1 ¬ \¬Inbncn°p∂Xv. {][m\ambpw aq∂v Xeßfnembn

A©p ta¬t\m´ kwhn[m\ßfmWv Xømdm°nbncn°p∂Xv.
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1. ÿm]\ Xew: {Kma]©mbØv

2. Pn√m Xew: Ine Pn√ tIm¿Unt\‰¿, ]©mbØv sU]yq´n UbdŒ¿

Hm^okv

3. kwÿm\ Xew: Ine UbdŒ¿ P\-d¬, ]©mbØv UbdŒ¿

3.3.1 ÿm]\ Xew: {Kma]©mbØv

KpWta∑m kwhn[m\Øns‚ \ne\n¬]n\pw XpS¿®bmb sa®s∏SpØen\pw,

KpWta∑m XØzßf\pkcn®v \S∏nem°nb F√m {]h¿Ø\ßfpw (A[ymbw 2)

{Kma]©mbØv XeØn¬ ta¬t\m´w \SØWw. AXn¬ {][m\ambpw Du∂¬

\¬tI≠ taJeIƒ Chsbms°bmWv:

$ {^≠v Hm^okv

$ tkh\{]Zm\ kwhn[m\w

$ `uXnI kuIcyßƒ

$ sdt°m¿Uvv-- kwhn[m\w

$ tUmIypsat‚j≥

{^≠v Hm^okv

{Kma]©mbØv Hm^okn¬ ]uc∑msc kzoIcn°p∂Xv {^≠v Hm^oknembXn

\m¬ {^≠v Hm^okv {]h¿Ø\w IrXyambn hnebncptØ≠Xp≠v. {^≠v

Hm^okn¬ Hcp°nbn´p≈ `uXnI kuIcyßƒ ]cym]vXamtWmsb∂pw AXn¬

P\ßƒ Xr]vXcmtWmsb∂pw hniIe\w sNøWw. ]uck¿t∆ \n¿t±ißƒ,

Nn{Xw 3.1: ta¬t\m´Øn\p≈ ÿm]\ kwhn[m\w
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$ Izmfn‰n

k¿°nƒ

$ {^≠v

Hm^okv

$ tamWn‰dnwKv

IΩn‰n

$ Ct‚W¬

HmUn‰v--

$ amt\Pv--sa‚ v--

dnhyq

$ ]uck¿t∆

dnt∏m¿ v́ --

$ tkh\

hnebncpØ¬

t^mdw

t{ImUoIcWw

$ {^≠v

Hm^okv

tamWn‰dnwKv

IΩn‰n

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́ --

$ amt\Pvsa‚ v--

dnhyq an\pSvkv

tkh\ hnebncpØ¬ t^mdßfpsS t{ImUoIcWw F∂nhbn¬ \n∂pap≈

A`n{]mbßƒ  D]tbmKs∏SpØn, Bhiysa∂v tXm∂p∂ am‰ßƒ {^≠v

Hm^okn¬ hcpØmw.  ÿm]\Øn¬ ÿm]n®ncn°p∂ kqN\m t_m¿UpIƒ

IrXyambn ImenIam°Ww. {^≠v Hm^oknse Poh\°mcpsS {]h¿Ø\Øn\v

Bhiyamb kuIcyßƒ, am‰ßƒ Dƒs°m≈n°phm≥ km[n°pwhn[w

ImenIamsW∂v Dd∏phcpØWw. CXn\mbn ÿm]\XeØn¬ ]´nI 3.1 ¬

ImWpwhn[w  DØchmZnØw \¬IpIbpw Pq\nb¿ kq{]≠v/slUv ¢m¿°v

ta¬t\m´w hln°pIbpw Izmfn‰n k¿°nƒ, {^≠v Hm^okv tamWn‰dnwKv IΩn‰n,

amt\Pv--sa‚ v dnhyq F∂o tamWn‰dnwKv kwhn[m\ßfpsS klmbtØmsS

hnebncpØpIbpw sa®s∏SpØpIbpw sNøp∂p.

]´nI 3.1: {^≠v Hm^okv

{i≤nt°≠ DØchmZnØw ta¬t\m´w tamWn‰dnKv A\p_‘

taJe DØchmZnØw kwhn[m\w tcJIƒ

t_m¿UpIƒ Hm^okv Hm¿U¿-

{]Imcw

Poh\°m¿°p≈ Hm^okv Hm¿U¿-

kuIcyßƒ {]Imcw

s]mXpP\ßƒ°p Hm^okv Pq\nb¿ kq{]≠v/

≈ kuIcyßƒ As‰≥U‚ v slUv ¢m¿°v

tkh\{]Zm\ kwhn[m\w

kab_‘nXamb tkh\ßƒ P\ßƒ°v \¬Iphm≥ {^≠v Hm^okv {]h¿

Ø\hpw, AXn\v A\p_‘ ^b¬ kwhn[m\hpw IrXyambn {]h¿Øn°Ww.

kqNnI dnt∏m¿´pIƒ, {^≠v Hm^okv Ubdn, {^≠v Hm^okv Uyq´n cPnÃ¿, hnXcW
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$ Izmfn‰n

k¿°nƒ

$ Ãm v̂

ao‰nwKv

$ {^≠v

Hm^okv

tamWn‰dnwKv

IΩn‰n

$ Ct‚W¬

HmUn‰v--

$ amt\Pv--sa‚ v--

dnhyq

$ ]uck¿t∆

dnt∏m¿ v́ --

$ tkh\

hnebncpØ¬

t^mdw

t{ImUoIcWw

$ Izmfn‰n

k¿°nƒ

an\p v́kv

$ Ãm v̂-- ao‰nwKv

an\p v́kv

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́ --

$ amt\Pvsa‚ v--

dnhyq an\pSvkv

$ Pq\nb¿

kq{]≠v/

slUv ¢¿°v

t\XrXzØn¬

$ Ãm v̂-- ao‰nwKv

an\p v́kv

cPnÃ¿ F∂nh ]cntim[n°p∂Xv tkh\ {]Zm\ kwhn[m\Øns‚ ta¬t\m´

Øn\v klmbn°pw. CXp IqSmsX ]uck¿t∆ \n¿tZißƒ, tkh\ hnebncpØ¬

t^mdßfpsS t{ImUoIcWw, F∂nhbn¬ \n∂pap≈ tkh\ kw_‘nbmb

A`n{]mbßƒ  D]tbmKs∏SpØn, Bhiyamb am‰ßƒ hcpØmw. tkh\ßƒ

kab_‘nXambn \¬IWsa¶n¬ ^b¬ kwhn[m\w IrXyam°Ww. CXn\mbn

^b¬ t¢mknwKv, ^b¬ Unkvt]mk¬ F∂nh ]cntim[n°Ww. tkh\{]Zm\

kwhn[m\Øn\v ÿm]\XeØn¬ ]´nI 3.2 ¬ ImWpwhn[w Poh\°m¿°v

DØchmZnØw \¬IpIbpw Pq\nb¿ kq{]≠v/slUv ¢¿°v ta¬t\m´w

hln°pIbpw Izmfn‰n k¿°nƒ, Ãm v̂ ao‰nwKv, {^≠v Hm^okv tamWn‰dnwKv IΩn‰n,

Ct‚W¬ HmUn‰v--, amt\Pvsa‚ v dnhyq F∂o tamWn‰dnwKv kwhn[m\ßfpsS

klmbtØmsS hnebncpØpIbpw sa®s∏SpØpIbpw sNømhp∂XmWv.

]´nI 3.2: tkh\ {][m\ kwhn[m\w

{i≤nt°≠ DØchmZnØw ta¬t\m´w tamWn‰dnKv kq£nt°≠

taJe DØchmZnØw kwhn[m\w tcJIƒ

{^≠v Hm^okv {^≠v Hm^okv Pq\nb¿ kq{]≠v/

{]h¿Ø\w Uyq´n sNøp∂ slUv ¢¿°v

DtZymKÿ≥

({^≠v Hm^okv

Ubdn,

{^≠v Hm^okv

Uyq´n cPnÃ¿,

hnXcW cPnÃ¿)

^b¬ kwhn[m\w

(kqNnI/

X≥]XnthSv)
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BgvN

Ahkm\w

\SØp∂

tbmKw

$ Ãm v̂-- ao‰nwKv

$ Ct‚W¬

HmUn‰v--

$ amt\Pvsa‚ v--

dnhyq

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́ --

$ amt\Pvsa‚ v--

dnhyq

an\pSvkv

^b¬ t¢mknwKv sk£≥ ¢¿°v Pq\nb¿ kq{]≠v/

(kqNnI/ slUv ¢¿°v

X≥]XnthSv)

^b¬

Unkvt]mk¬

(kqNnI/

X≥]XnthSv)

`uXnI kuIcyßƒ

ÿm]\Øns‚ {]h¿Ø\ßƒ°v kpc£nXhpw ipNnXzhpamb ]›mØe

kuIcyßfpw \nehmcap≈ kmt¶XnI kwhn[m\ßfpw Ft∏mgpw BhiyamWv.

CXn\mbn km[\ßƒ/D]IcWßƒ \¬Ip∂ hnXcW°mcpsS hniIe\w

(ksπb¿ hnebncpØ¬ t^mdw) \SØn Bhiyamb am‰ßƒ \n¿t±in°mw.

ÿm]\XeØn¬ ]´nI 3.3 ¬ ImWpwhn[w Poh\°m¿°v DØchmZnØw

\¬IpIbpw Pq\nb¿ kq{]≠v/slUv ¢¿°v ta¬t\m´w hln°pIbpw Izmfn‰n

k¿°nƒ, Ãm^v ao‰nwKv, Ct‚W¬ HmUn‰v--, amt\Pv--sa‚ v-- dnhyq  F∂o  tamWn‰dnwKv

kwhn[m\ßfpsS klmbtØmsS hnebncpØpIbpw sa®s∏SpØpIbpw sNøp∂p.

ipNnXz kw_‘nbmb hnjbßƒ BtcmKy hnZym`ymk Ãm‚nwKv IΩn‰n IqSn

hnebncpØWw.

]´nI ˛ 3.3: `uXnI kuIcyßƒ

{i≤nt°≠ DØchmZnØw ta¬t\m´w tamWn‰dnKv kq£nt°≠

taJe DØchmZnØw kwhn[m\w tcJIƒ

]›mØe Hm^okv Hm¿U¿

kuIcyßƒ {]Imcw

kmt¶XnI sSIv\n°¬ Pq\nb¿ kq{]≠v/

kwhn[m\ßfpsS AknÃ‚ v slUv ¢¿°v

]cn]me\w

kpc£ sFFkvH

sk£≥ ¢¿°v

$ Ãm v̂-- ao‰nwKv

$ Izmfn‰n

k¿°nƒ

ao‰nwKv

$ Ct‚W¬

HmUn‰v--

$ amt\Pvsa‚ v--

dnhyq

$ ksπb¿

hnebncpØ¬

t^mdw

$ Ãm v̂-- ao‰nwKv

an\p v́kv

$ Izmfn‰n

k¿°nƒ

an\p v́kv

$ Ct‚W¬

HmUn‰vdnt∏m¿ v́
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ipNnXzw kzo∏¿ Pq\nb¿ kq{]≠v/

slUv ¢¿°v

sdt°m¿Uv kwhn[m\w

Hmtcm ÿm]\Øns‚bpw \s´√v F∂p hntijn∏n°mhp∂ H∂mWv IrXyX

bp≈ sdt°m¿Uv kwhn[m\w. F{X ]g°tadnb ^bepw ImeXmakan√msX

FSp°mhp∂ Hcp sdt°m¿Uv kwhn[m\w P\ßƒ°v anI® tkh\w \¬Ip∂Xn¬

henb ]¶v hln°p∂p. sdt°m¿Uv kwhn[m\w Hcp°p∂Xnepw _p≤nap´p≈

Imcyw AXv \ne\n¿Øns°m≠v  t]mhpIsb∂XmWv. ^bepIƒ t¢mkv sNbvXv

Unkvt]mk¬ tcJs∏SpØnb sdt°m¿Uv Io∏sd G¬∏n°p∂Xv Hmtcm sk£≥

¢¿°ns‚bpw NpaXebmWv. sdt°m¿Uv ipNnXzw, sdt°m¿Uv kq£n°pI,

Imemh[n Ign™ sdt°m¿Uv \S]Sn{Iaw ]men®p \in∏n°pI F∂nh sdt°m¿Uv

Io∏dpsS NpaXebmWv. sdt°m¿Uv kwhn[m\w IrXyambn ]cn]men°p∂psh∂v

Dd∏v hcpØphm≥ ]´nI 3.4 ¬ ImWpwhn[w Poh\°m¿°v DØchmZnØw

\¬IpIbpw Pq\nb¿ kq{]≠v/slUv ¢¿°v ta¬t\m´w hln°pIbpw hnhn[

tamWn‰dnwK v kwhn[m\ßfpsS klmbtØmsS hnebncpØpIbpw

sa®s∏SpØpIbpw sNtø≠XmWv.

$ Izmfn‰n

k¿°nƒ

ao‰nwKv

$ BtcmKy

Ãm‚nwKv

IΩn‰n

$ Ct‚W¬

HmUn‰v--

$ amt\Pvsa‚ v--

dnhyq

$ amt\Pvsa‚ v--

dnhyq an\pSvkv

$ Ãm v̂-- ao‰nwKv

an\p v́kv

$ Izmfn‰n

k¿°nƒ

an\pSvkv

$ BtcmKy

Ãm‚nwKv

IΩn‰n

an\pSvkv

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́ --

$ amt\Pvsa‚ v--

dnhyq

an\pSvkv
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]´nI 3.4 sdt°m¿Uv kwhn[m\w

{]h¿Ø\w DØchmZnØw ta¬t\m´w tamWn‰dnKv kq£nt°≠

kwhn[m\w tcJIƒ

^b¬ sk£≥ ¢¿°v

Unkvt∏mk¬

sdt°m¿Uvv-- dqw sdt°m¿Uv Io∏¿/

ipNnXzw Hm^okv

As‰≥U‚ v

sdt°m¿Uv -- sdt°m¿Uv  Io∏¿ Pq\nb¿ kq{]≠v/

kq£n°pI slUv ¢¿°v

Imemh[n

Ign™ ̂ b¬

\in∏n°pI

$ Pq\nb¿

kq{]≠v/

slUv ¢¿°v

t\XrXz

Øn¬ BgvN

Ahkm\w

\SØp∂

tbmKw

$ Ãm v̂-- ao‰nwKv

$ Ct‚W¬

HmUn‰v--

$ amt\Pvsa‚ v--

dnhyq

$ Ãm v̂-- ao‰nwKv

$ Ct‚W¬

HmUn‰v--

$ amt\Pvsa‚ v--

dnhyq/

]©mbØv--

IΩn‰n

$ Ãm v̂-- ao‰nwKv

an\p v́kv

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́ --

$ amt\Pvsa‚ v--

dnhyqq

an\p v́kv

$ sdt°m¿Uvv

dPnÃ¿

$ sdt°m¿Uvv

aqhvsa‚ v

cPnÃ¿

$ Ãm v̂-- ao‰nwKv

an\p v́kv

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́ --

$ amt\Pv--sa‚ v--

dnhyq

an\p v́kv

$ sdt°m¿Uv --

\in∏n°m≥

A\phmZw

\¬Ip∂

\S]Sn{Iaw

$ Ãm v̂-- ao‰nwKv

an\p v́kv

$ Ct‚W¬

HmUn‰v--

dnt∏m¿ v́

$ amt\Pv--sa‚ v--

dnhyq

an\p v́kv
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tUmIypsat‚j≥

KpWta∑m kwhn[m\hpambn _‘s∏´p Xømdm°p∂ F√m tcJIfpw

ImenIamsW∂v Dd∏phcpØWw. CXn\mbn KpWta∑m kwhn[m\w/sFFkvH

k¿´n^nt°j≥ NpaXebp≈ DtZym-K-ÿ\v  DØchmZnØw \¬Imw. kq{]≠v/

slUv ¢m¿°v ta¬t\m´w hln°pIbpw Ct‚W-¬ HmUn‰v, amt\Pv--sa‚ v-- dnhyq

F∂o tamWn‰dnwKv kwhn[m\ßfpsS klmbtØmsS hnebncpØpIbpw sNømw.

{][m\ tcJIfpw AXv Xømdmt°≠ Imemh[nbpw ]´nI 3.5 ¬ hy‡am°n´p≠v.

]´nI 3.5: {][m\ tcJIfpw Xømdmt°≠ Imemh[nbpw

KpWta∑ kw_‘nbmb tcJ Xømdmt°≠ CSthf

]uck¿t∆ dnt∏m¿´v -- h¿jØn¬ Hcp XhWsb¶nepw

tkh\ hnebncpØ¬ t^mdw F√m Znhkhpw tkh\w e`n°p∂

P\ßfn¬ \n∂pw hnebncpØ¬ t^mdw

]qcn∏n®phmßn, amkØnsemcn°se

¶nepw t{ImUoIcn°pI

]ucmhImi tcJ h¿jØn¬ Hcn°¬ ]pXp°n

{]kn≤oIcn°pI

Izmfn‰n k¿°nƒ an\pSvkv _p°v amkØn¬ c≠p XhWsb¶nepw

Poh\°mcpsS ]cnioe\ cPnÃ¿ amkØn¬ Hcp XhWsb¶nepw

ksπb¿ enÃv & hnebncpØ¬ h¿jØn¬ Hcp XhW

t^mdw

{^≠v Hm^okv tamWn‰dnwKv IΩn‰n amkØn¬ Hcp XhW

Ãm^v-- ao‰nwKv amkØn¬ Hcp XhWsb¶nepw

sdt°m¿Uvv-- cPnÃ¿ t¢mkv sNbvX ^b¬ e`n°p∂ apdbv°v

sdt°m¿Uv aqhvsa‚ v cPnÃ¿ sdt°m¿Uv-- dqan¬ \n∂pw sdt°m¿Uv

sk£\n¬ t]mIp∂ apdbv°v--
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KpWta∑m e£yßƒ Bdv amkw IqSptºmƒ ]ptcmKXn

AhtemI\w hnebncpØWw. Hmtcm h¿jhpw

ImenIamb e£yßƒ Xømdm°Ww

Ct‚W¬ HmUn‰v dnt∏m¿´v -- Bdv amkØn¬ Hcp XhW

amt\Pvsa‚ v dnhyq an\pSvkv Bdv amkØn¬ Hcp XhW

Izmfn‰n am\z¬ KpWta∑m kwhn[m\Øn¬ am‰ßƒ

hcpØp∂Xv A\pkcn®v ImenIam°Ww

s{]mkoUb¿ am\z¬ ÿm]\Ønse {]{InbIfn¬ am‰ßƒ

hcpØp∂Xv A\pkcn®v ImenIam°Ww

3.3.2 Pn√mXe ta¬t\m´ kwhn[m\w

{Kma]©mbØpIfpsS Pn√mXe ta¬t\m´w aq∂v kwhn[m\ßfpsS

klmbtØmsSbmWv \SØp∂Xv.

$ Ine Pn√m tIm¿Unt\‰¿: \nehn¬ {Kma]©mbØpIfpsS sFFkvH

k¿´n^nt°js‚ I¨kƒ´≥knbmbn {]h¿Øn°p∂Xv InebmWv.

Pn√mXeØn¬ Ine \ntbmKn®n´p≈ Pn√m tIm¿Unt\‰¿am¿ ]©mbØpIƒ

kµ¿in®p t]mcmbvaIƒ Nq≠nImWn°pIbpw XncpØ¬ \S]SnIƒ

\n¿t±in°pIbpw sNøpw. F√m h¿jhpw \StØ≠ k¿shbve≥kvv HmUn‰v-

\SØm\p≈ am¿§ \n¿t±ißƒ \¬Ipw. CXv kw_‘n® dnt∏m¿´vv-- Ine

UbdŒ¿ P\-d-en\pw ]©mbØv sU]yq´n UbdŒ¿°pw \¬Ip∂p.

$ ]©mbØv sU]yq´n UbdŒ¿ Hm^okv: amkw tXmdpw \SØp∂

sk{I´dnamcpsS AhtemI\ tbmKØn¬ KpWta∑m kwhn[m\Øns‚bpw,

sFFkvH k¿´n^nt°js‚bpw \nehnse ÿnXn AhtemI\w \SØn

\n¿t±ißƒ \¬Ip∂p.

3.3.3 kwÿm\Xe ta¬t\m´ kwhn[m\w

Ine UbdŒ¿ P\-d¬: Pn√bnse ]©mbØpIsf Ipdn®v  tIm¿Unt\‰¿am¿

\¬Ip∂ dnt∏m¿´v --A\pkcn®v Bhiyamb \n¿t±ißƒ \¬Ip∂p. {]tXyI
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]cnKW\tbm \S]SnItfm th≠ {Kma]©mbØpIsf Ipdn®v ]©mbØv

UbdŒ¿°v hnhcw \¬Ip∂p.

]©mbØv UbdŒ¿: KpWta∑m kwhn[m\Øn¬ KpcpXamb ]mfn®Ifp≈

]©mbØpIƒ°v I¿i\ \n¿t±ißƒ \¬Ip∂p. ]©mbØv sU]yq´n

UbdŒ¿amcpambn _‘s∏´v sFFkvH k¿´n^nt°j≥ \ne\n¿Øp∂psh∂v

Dd∏v hcpØp∂p.

Hm¿Ωnt°≠ Imcyßƒ (Points to Remember)

$ {Kma]©mbØn¬ ta¬t\m´Øn\p≈ ÿm]\ kwhn[m\w:

˛ ÿm]\Xew: {Kma]©mbØv

˛ Pn√m Xew: Ine Pn√m tIm¿Unt\‰¿, ]©mbØv sU]yq´n UbdŒ¿

˛ kwÿm\Xew: Ine UbdŒ¿ P\-d¬, ]©mbØv UbdŒ¿.

$ ta¬t\m´Øn\p≈ ÿm]\ kwhn[m\ßƒ Du∂¬ \¬tI≠

taJeIƒ Chsbms°bmWv ˛ {^≠v Hm^okv, tkh\{][m\

kwhn[m\w, `uXnI kuIcyßƒ, sdt°m¿Uv kwhn[m\w,

tUmIypsat‚j≥.

Ah-ew_w

1. Bateh, J.; Heaton, C.; Arbogast, G.W.; Broadbent, A. Defining Sustainability in the Busi-

ness Setting. Am. J. Bus. Educ. 2013, 6.
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A≤ymbw 4

Xt±i kzbw`cW ÿm]\ßfnse
KpWta∑m kwhn[m\w: \mƒhgnIƒ

Xt±i kzbw`cW ÿm]\ßfpsS KpWta∑m {]h¿Ø\ßfpsS \mƒ

hgnIfpw, \nehnse ÿnXnbpw a\knem°phm\pw, hnhn[ ÿm]\ßfpsS

]¶v hy‡amIphm\pw klmbn°p∂p.

4.1 BZyIme KpWta∑m {]h¿Ø\ßfpw {^≠v Hm^okv kwhn[m\hpw

(2007--˛10 hsc)

4.2 KpWta∑m kwhn[m\Ønte°p≈ {][m\ NphSpshbv∏pIƒ (2011-˛17)

4.3 A¥mcm{„ AwKoImcamb sFFkvH 9000 t\SpIsb∂ ZuXyw

(2017˛-20)

k¿°m¿ hIp∏pIfn¬, KpWta∑m kwhn[m\ØneqsS sFFkvH 9000

k¿´n^nt°j≥ F∂ Bibw BZyambn {]tbmKnIam°nbXv ]©m-bØv

hIp∏mWv. \nehn¬ kwÿm\sØ F√m {Kma]©mbØpIfpw, tªm°v--

]©mbØpIfpw A¥mcm{„ AwKoImcamb sFFkvH 9001:2015 t\SnIgn™p.

Xt±i kzbw`cW hIp∏nse KpWta∑ kw_‘nbmb {]h¿Ø\ßƒ Bcw`n®n´v

Hcp Zim–Øn¬ Gsdbmbn. hIp∏nse KpWta∑m {]h¿Ø\ßsf aq∂v

L´ßfmbn XcwXncn°mw.
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$ BZyIme KpWta∑m {]h¿Ø\ßfpw {^≠v  Hm^okv kwhn[m\hpw

(2007˛-10 hsc)

$ KpWta∑m kwhn[m\Ønte°p≈ {][m\ NphSphbv∏pIƒ (2011-˛17 hsc)

$ A¥mcm{„ AwKoImcamb sFFkvH 9001 t\SpIsb∂ ZuXyw (2017-˛20 hsc)

4.1 BZyIme KpWta∑m {]h¿Ø\ßfpw {^≠v Hm^okv
kwhn[m\hpw (2007--̨ 10 hsc)

Xt±i kzbw`cW ÿm]\ßfpsS ]Xns\m∂mw ]©h¬kc]≤Xn

Bkq{XW am¿§tcJbn¬ kZv`cWhpw (Good Governance) anI® tkh\{]Zm\hpw

A\nhmcyamsW∂v \njvI¿jn®p. CtXmsS tkh\ßƒ sa®s∏SpØphm\p≈

kwhn[m\ßƒ°mbp≈ {iaßƒ hnhn[ {Kma]©mbØpIƒ \SØpIbp≠mbn.

]©mbØv hIp∏n¬ Db¿∂ph∂ amXrIIsfbpw Bibßsfbpw Ine

imkv{Xobambn hnIkn∏n®p. tkh\{]Zm\w sa®s∏SpØphm≥ {^≠v Hm^okv

kwhn[m\sa∂ Bibw cq]oIcn®p. XpS¿∂v hb\mSv Pn√bnse {Kma]©mb

ØpIfn¬ {^≠v Hm^okv kwhn[m\w \S∏nem°n ̂ e{]ZamsW∂v Dd∏phcpØn.

hb\mSv Pn√bn¬ amXrIm]cambn \S∏nem°nb {^≠v Hm^okv kwhn[m\w F√m

{Kma]©mbØpIfnepw G¿s∏SpØp∂Xn\p≈ \S]Sn kzoIcn°Wsa∂p Inebpw

]©mbØv hIp∏pw k¿°mcnt\mSv Bhiys∏SpIbp≠mbn. XpS¿∂v 2009 ¬ Xt±i

kzbw`cW hIp∏v {Kma]©mbØpIfn¬ {^≠v Hm^okv kwhn[m\w



KpWta∑m kwhn[m\w k¿°m¿ ÿm]\ßfn¬   71

tIcf C≥Ãn-‰yq´v Hm^v tem°¬ AUvan-\n-kvt{S-j≥

G¿s∏SpØp∂Xn\p≈ am¿§tcJ DØchv ]pds∏Sphn®p (02/07/2009 -se k.D (ssI)

\º¿ 123/09/Xkz`h). {^≠v Hm^okv kwhn[m\w {]tbmKnIam°phm\p≈

]cnioe\ NpaXe Inesbbpw G¬]n®p.

{]kvXpX DØchv hnπhIcamb am‰amWv {Kma]©mbØpIfpsS tkh\

{]Zm\ kwhn[m\Øn¬ hcpØnbXv. {^≠v Hm^okv kwhn[m\w \S∏nem°pIbpw

X]mepIƒ {^≠v Hm^nkv apJm¥cw kzoIcn°pIbpw ssI∏‰v ckoXv \¬IpIbpw

sNbvXXphgn tkh\ßƒ°v IrXyXbpw kpXmcyXbpw Dd∏phcpØphm≥ km[n®p.

Inebn¬ kwLSn∏n® k¿´n^n°‰v tImgvkn¬ \n∂pw t{]cW Dƒs°m≠v-

sNdphÆq¿ -\√fw {Kma]©mbØv- Nne TQM {]h¿Ø\ßƒ \SØpIbp≠mbn.
1Xt±i kzbw`cW ÿm]\ßfn¬ BZyambn KpWta∑m kwhn[m\Øn\p≈

A¥mcm{„ k¿´n^nt°j\mb ISO 9001:2008 Imk¿tKmUv Pn√bnse Ipºf

{Kma]©mbØv 2010 ¬ t\SnsbSpØp. kzImcy taJeIƒ am{Xw t\Smdp≈

KpWta∑m kwhn[m\Øn\p≈ A¥mcm{„ AwKoImcw {Kma]©mbØpIƒ°pw

t\Sphm≥ km[n°psa∂ t_m[yw KpWta∑m {]h¿Ø\ßƒ°v IqSpX¬ Du¿÷w

\¬In.

4.2 KpWta∑m kwhn[m\Ønte°p≈ {][m\ NphSpshbv∏pIƒ
(2011-˛17)

2013-̨ 14 h¿jsØ _UvP‰v {]kwKØn¬ {Kma]©mbØpIsf L´w L´ambn

A¥mcm{„ \nehmcØnte°v Db¿ØpIsb∂ ZuXyw {]kvXmhn°pIbp≠mbn.

CXn\p {]XnIcWsat∂mWw Ipºf {Kma]©mbØns\ amXrIbm°n a‰p

]©mbØpIfpw sFFkvH AwKoImcw t\Sphm\p≈ {iaßƒ Bcw`n®p. XpS¿∂v

sFFkvH {]h¿Ø\ßƒ \SØm≥ {Kma]©mbØpIsf klmbn°phm≥ tSm´¬

Izmfn‰n amt\Pvsa‚ v \S∏m°p∂XneqsS sFFkvH 9001:2008 k¿´n^nt°j≥

t\Sp∂Xn\p≈ am¿§tcJ ]pds∏Sphn®p (k.D.(ssI)\w.373/2013.Xkz`h).

sFFkvH 9001:2008 k¿´n^nt°j≥ t\Snb {Kma]©mbØpIfn¬ Ine \SØnb

]T\Øn¬ `uXnI kuIcyßƒ am{Xta sa®s∏Sp∂p≈qsh∂pw, tkh\KpW

\nehmcØn¬ Imcyamb sa®s∏S¬ D≠mhp∂ns√∂pw t_m[ys∏´p. Is≠Ønb

{]iv\ßƒ ]cnlcn°m≥ DXIp∂ coXnbn¬ am¿§tcJ ]pXp°m\p≈ \n¿t±i

ßƒ ASßnb IØv Ine k¿°mcn\v ka¿∏n®p. CX\pkcn®p {Kma]©mbØp

Ifn¬ tSm´¬ Izmfn‰n amt\Pv--sa‚ v-- \S∏nem°p∂XneqsS sFFkvH 9001:2008

k¿´n^nt°j≥ t\Sp∂Xn\p≈ ]cnjvIcn® am¿§tcJ (k.D(ssI) \w. 18/2015/

Xkz`h) k¿°m¿ ]pds∏Sphn®p. XpS¿∂v 2016 ¬ {Kma]©mbØpIfpsS sFFkvH

˛ k¿´n^nt°j\mbn B¿PnFkvF ^≠n¬ \n∂pw 5 tImSn cq] sNehgn°m≥

A\paXn sImSpØp (26.12.2016 se k.D (km[m) \w. 3519/2016/Xkz`h).
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4.3 A¥mcm{„ AwKoImcamb sFFkvH 9001 t\SpIsb∂ ZuXyw
(2017˛-20)

{Kma]©mbØpIfpsS sFFkvH k¿´n^nt°js‚ I¨kƒ´≥kn Gs‰Sp

°phm\p≈ InebpsS s{]mt]mk¬ ]©mbØv --  UbdŒ¿ k¿°mcn\v

A\paXn°mbn ka¿∏n°pIbpw, 2018 ¬ Inesb sFFkvH k¿´n^nt°js‚

I¨kƒ´≥kn GP≥knbmbn \ntbmKn°pIbpw sNbvXp (02.02.2018 se k.D

(km[m) \w. 308/2018/ Xkz`h). I¨kƒ´≥kn {]h¿Ø\ßƒ GtIm]n∏n°p

hm≥ F√m Pn√Ifnepw Ine Pn√m tIm¿Unt\‰¿amsc \ntbmKn®p. ChcpsS

t\XrXzØn¬ Pn√mXeØnepw {Kma]©mbØv XeØnepw KpWta∑m

kwhn[m\sØ Ipdn®p≈ Aht_m[w \¬Im≥ ]cnioe\ßƒ \SØpIbpw,

{Kma]©mbØpIƒ kµ¿in®p am¿§\n¿t±ißƒ \¬IpIbpw sNbvXp. 2019

Bcw`tØmsS InebpsS I¨kƒ´≥knbn¬ {Kma]©mbØpIƒ sFFkvH

$ {Kma]©mbØpIƒ°v sF.Fkv.H. k¿´n^nt°j≥ e`n°p∂Xv
kw_‘n® ]≤Xn Xømdm°p∂Xn\v \n¿t±iw \¬In DØchv (31/01/2013 se
k.D. (km[) \w. 2001/2013.Xkz`h)

$ {Kma]©mbØpIfn¬ tSm´¬ Izmfn‰n amt\Pvsa‚ v \S∏m°p∂XneqsS
sF.Fkv.H. 9001:2008 k¿´n^nt°j≥ t\Sp∂Xn\p≈ am¿§tcJ (k.D.
(Fw.Fkv) \w. 373/2013/Xkz`h)

$ sF.Fkv.H. 9001:2008 k¿´n^nt°j≥ t\Snb {Kma]©mbØpIfn¬ Ine
\SØnb ]T\Øn¬ Is≠Ønb {]iv\ßƒ A\pkcn®v am¿§tcJ
]pXp°m\p≈ \n¿t±ißƒ ASßnb IØv (01/10/2014 se Ine/
Sn.]n.(_n)˛784/13 \º¿ IØv)

$ {Kma]©mbØpIfn¬ tSm´¬ Izmfn‰n amt\Pvsa‚ v \S∏nem°p∂XneqsS
sF.Fkv.H. 9001:2008 k¿´n^nt°j≥ t\Sp∂Xn\p≈ ]cnjvIcn® am¿§tcJ
(k.D.) (Fw.Fkv.) \w. 18/2015/Xkz`h) AwKoIcn®p≈ DØchv

$ B¿.Pn.Fkv.F. ̂ ≠n¬ \n∂pw 5 tImSn {Kma]©mbØpIfpsS
sF.Fkv.H. k¿´n^nt°j\mbn sNehgn°m≥ A\paXn \¬In (26/12/2016
se k.D. (RT) \w. 3519/2016/Xkz`h) AwKoIcn®p≈ DØchv



KpWta∑m kwhn[m\w k¿°m¿ ÿm]\ßfn¬   73

tIcf C≥Ãn-‰yq´v Hm^v tem°¬ AUvan-\n-kvt{S-j≥

k¿´n^nt°j≥ t\SnØpSßn. CXn¬ \n∂pw {]tNmZ\w Dƒs°m≠v tªm°v--

]©mbØpIfpsS sFFkvH k¿´n^nt°js‚ I¨kƒ´≥knbpw Inesb

Gev]n®p. 2019 Ahkm\tØmsS InebpsS t\XrXzØn¬ F√m tªm°v--

]©mbØpIfpw sFFkvH k¿´n^nt°j≥ Icÿam°n.

kwÿm\sØ apgph≥ {Kma]©mbØpIfpw 2020s‚ XpS°Øn¬Xs∂

A¥mcm{„ KpW\nehmc km£y]{Xamb sFFkvH 9001:2015 Icÿam°n

cmPyØn\pXs∂ amXrIbmbn. F√m Poh\°mcpsSbpw P\{][n\n[nIfpsSbpw

ssIsabv ad∂p≈ {]h¿Ø\Øns‚ ]cnWX^eambncp∂p Cu A]q¿hamb

t\´w. tPmenkabw IW°nseSp°msX Ah[n Znhkßƒ {]hrØnZn\ßfm°n

Poh\°mcpw P\{]Xn\n[nIfpw H‰s°´mbn Hcpan®XphgnbmWv Hmtcm

{Kma]©mbØn\pw Cu t\´w ssIh-cn-°m-\m-bXv.

CXn\p tijw {Kma]©mbØpIfpsS Pn√m Bÿm\amb ]©mbØv

sU]yq´n UbdŒ¿ Hm^okpIƒ sFFkvH k¿´n^nt°j≥ {]h¿Ø\ßƒ

Bcw`n®p. Bdp Pn√Ifnse UnUn]n Hm^nkpIƒ CXn\Iw sFFkvH

k¿´n^nt°j≥ Icÿam°nbn´p≠v. ]©mbØv UbdŒ¿ Hm^okv 2020 Pq¨ 17

$ {Kma]©mbØpIfpsS sF.Fkv.H. k¿´n^nt°js‚ I¨kƒ´≥kn
Gs‰Sp°m\p≈ InebpsS s{]mt∏mk¬ ]©mbØv UbdŒ¿ k¿°mcns‚
(25/10/2017 se sP 4/32436/2017 \º¿ IØv) A\paXn°mbn Ab®p.

$ Inesb sF.Fkv.H. k¿´n^nt°js‚ I¨kƒ´≥kn GP≥knbmbn

\ntbmKn®p (02/02/2018 se k.D. (km[m) \w. 308/2018/ Xkz`h)

$ F√m Pn√Iƒ°pw tIm¿Unt\‰¿amsc \ntbmKn®p
$ Pn√mXeØnepw {Kma]©mbØv XeØnepw ]cnioe\ßƒ \SØn

$ tIm¿Unt\‰¿am¿ ]©mbØpIfn¬ kµ¿in®p am¿§\n¿t±ißƒ \¬In

$ InebpsS I¨kƒ´≥knbn¬ {Kma]©mbØpIƒ sF.Fkv.H.
k¿´n^nt°j≥ t\SnØpSßn

$ tªm°v ]©mbØpIfpsS sF.Fkv.H. k¿´n^nt°js‚ I¨kƒ´≥kn Ine
Gs‰SpØp

$ InebpsS t\XrXzØn¬ F√m tªm°v ]©mbØpIfpw sF.Fkv.H.
k¿´n^nt°j≥ Icÿam°n

$ kwÿm\sØ F√m {Kma]©mbØpIfpw sF.Fkv.H. k¿´n^nt°j≥
Icÿam°n

$ Bdv Pn√Ifnse sU]yq´n UbdŒ¿ Hm^okpIƒ sF.Fkv.H. k¿´n^nt°j≥
Icÿam°n
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\v sFFkvH AwKoImcw t\SpIbp≠mbn. kwÿm\Øv BZyambn´mWv Hcp

hIp∏ns‚ UbdŒtd‰v Hm^nkv Cu AwKoImcw t\SnbXv. Xt±i kzbw`cW

hIp∏nse sFFkvH k¿´n^nt°j≥ hnhcßƒ t{ImUoIcn® dnt∏m¿´v -- ]´nI

4.1 ¬ tN¿Øncn°p∂p.

\nehn¬, k¿´n^nt°j≥ t\Sn Hcp h¿jw ]q¿Ønbmb F√m {Kma]©m

bØpIfpw sFFkvH k¿´n^nt°js‚ BZy k¿shbve≥kv HmUn‰v --

]q¿Ønbm°pIbpw a‰p≈h¿ AXns‚ {]h¿Ø\ßfnepamWv. CXp IqSmsX

Hcp]mSv {Kma]©mbØpIfpsS LSI ÿm]\ßfpw, ap\nkn∏men‰nIfpw

sFFkvH k¿´n^nt°j≥ t\SnsbSp°phm\p≈ {iaßfpsS ̀ mKambn InebpsS

klmbw tXSn°gn™p. hnhn[ {Kma]©mbØpIfpsS LSI ÿm]\ßfmb

{]mYanImtcmKy tI{µßƒ (PHC), Irjn`h≥, arKmip]{XnIƒ, A¶¨hmSnIƒ

XpSßnbh sFFkvH k¿´n^nt°j≥ t\Snbn´p≠v.

]´nI 4.1: Xt±i kzbw`cW hIp∏nse sFFkvH k¿´n^nt°j≥

t{ImUoIcn® dnt∏m¿´v

Xt±i kzbw`cW BsI sFFkvH Ct∏mƒ sFFkvH
ÿm]\Øns‚ t]cv k¿´n^nt°j≥ {]h¿Ø\Øn¬

t\SnbXv G¿s∏´n´p≈h¿

{Kma]©mbØv 941 939*

tªm°v-- ]©mbØv 152 152

Pn√m ]©mbØv 14 5 6

ap\nkn∏men‰n 87 4** 10

tIm¿∏tdj≥ 6 2**

Un.Un.]n Hm^okv 14 6 8

]©mbØv UbdŒ¿ 1 1 ˛
Hm^okv -

*  Hm^okv sI´nSw C√mØ CSae°pSn, {]fb-Øn¬ sI´nSw D]-tbmKtbmKy-a-√m-Xmb Xe-hSn

   HgnsI,   ** ]pXpt°≠h Dƒs∏sS (Pqsse 2020)

Ah-ew_w

1. Rajan J.B. (Ed.). (2016). Local Governance: Total Quality Management
Thrissur, Kerala Institute of Local Administration
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A\p_‘w 1

KpWta∑bpsS Ncn{Xw

Ncn{XØnse hnhn[ ImeL´ßfn¬ KpWta∑ Dd∏phcpØphm\p≈ hyXkvX

amb kwhn[m\ßƒ (Quality Management) Ahew_n®n´p≠v (ASQ, 2018)

$ a[yIme Kn¬UpIfnse KpWta∑m kwhn[m\w (Quality Management in

Medieval Guilds)

$ hymhkmbnI hnπhImeØnse KpWta∑m kwhn[m\w (Quality Manage-

ment in the Industrial Revolution)

$ c≠mw temIalmbp≤ImeØnse KpWta∑m kwhn[m\w (Quality Man-

agement in WWII)

$ Ccp]Xmw \q‰m≠nse KpWta∑m kwhn[m\w (Quality Management in the

20th Century)

$ kºq¿Æ KpWta∑m kwhn[m\w (Total Quality Management)

$ kºq¿Æ KpWta∑m kwhn[m\Øn\p tijw  (Beyond Total Quality Man-

agement)

Kn¬UpIfnse KpWta∑m kwhn[m\w (Quality Management in Medieval Guilds)

a[yIme bqtdm∏n¬ ]Xnaq∂mw \q‰m≠ns‚ Ahkm\Øn¬ IcIuie

sXmgnemfnIƒ Kn¬UpIƒ F∂dnbs∏Sp∂ bqWnb\pIfmbn tN¿∂v  D¬∏∂ßƒ

\n¿an°phm≥ XpSßn. D¬∏∂ßfpsS KpWta∑ ASnÿm\s∏SpØn ASbmfw

\¬Ip∂ coXn Ah¿ Ahew_n®p. D¬∏∂ßfn¬ tamiw C\ßfpsS D¤hw

Adnbphm≥ ASbmfw klmbn®p. ]n∂oSv a[yIme bqtdm∏nepS\ofap≈

D]t`m‡m°ƒ°v KpW\nehmcØns‚ sXfnhmbn Cu ASbmfw amdn. Cu

kwhn[m\w ]sØmºXmw \q‰m≠ns‚ XpS°Øn¬ hymhkmbnI hnπhImew

hsc {]_eambncp∂p (ASQ, 2018).
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hymhkmbnI hnπhImeØnse  KpWta∑m kwhn[m\w (Quality Management in

the Industrial Revolution)

1750 IfpsS a[yØn¬ t{K‰v {_n´\n¬ Bcw`n® D¬--∏∂ ]cntim[\bv°v

Du∂¬ \¬Inb ^mŒdn k{ºZmbw, 1800 IfpsS Bcw`Øn¬ hymhkmbnI

hnπhØnte°v hf¿∂p.  ̂ mŒdn kwhn[m\tØmsS IcIuiesØmgnemfnIfpsS

\n¿ΩmW {]h¿Ø\w {]tXyI tPmenIfmbn hn`Pn°s∏´p. Cu kwhn[m\Øn¬

IcIuiesØmgnemfnIƒ ^mŒdn sXmgnemfnIfpw,  tjm∏v DSaIƒ s{]mU£≥

kq∏¿sshk¿amcpambn amdn. sXmgnemfnIfpsS ss\]pWytØmsSm∏w

HmUn‰pIfpw/]cntim[\Ifpw ^mŒdn k{ºZmbØnse KpW\nehmcw Dd∏m°n.

hnIeamb D¬∏∂ßƒ-- ]p\¿--\n¿Ωn°pItbm Hgnhm°pItbm sNbv--Xp. 19˛mw

\q‰m≠n¬ hymhkmbnI hnπhtØmsS bqtdm]y≥ ]mcºcyØn¬ \n∂pw amdn

Atacn° s{^UdnIv Uªyp. sSbv--e¿ hnIkn∏ns®SpØ ]pXnb amt\Pvsa‚ v

kao]\w kzoIcn®p. hnZKv[cmb IcIuiesØmgnemfnIfpsS FÆw

h¿≤n∏n°msX D¬--]mZ\£aX h¿≤n∏n°pI F∂Xmbncp∂p AhcpsS e£yw.

D¬--]mZ\£aXbv--°v \¬Inb AanX {]m[m\yw KpW\nehmcsØ {]XnIqeambn

_m[ns®¶nepw CXns\mcp XmXvImenI ]cnlmcambn, XIcmdp≈ D¬∏∂ßƒ

D]t`m‡m°fnte°v FØmXncn°phm≥ ^mŒdn amt\P¿am¿ ]cntim[\m

hIp∏pIƒ kr„n®p (ASQ, 2018).

c≠mw temIalmbp≤Øn¬ KpWta∑m kwhn[m\w (Quality Management in WWII)

KpW\nehmcsØ Ipdn®v Nn¥mKXn Xs∂ am‰nbXn¬ c≠mw temIalm

bp≤Øns‚ ÿm\w \n¿WmbIamWv. KpW\nehmcan√mØ ssk\nI

D]IcWßƒ {][m\ kpc£m {]iv\ambn amdnbt∏mƒ bp--.Fkv kmbp[tk\

ssk\nI D]IcWßƒ D¬]mZn∏n°p∂ F√m bqWn‰pIfpw ]cntim[n®v AXv

{]h¿Ø\Øn\v kpc£nXamsW∂v Dd∏phcpØphm≥ Xocpam\n®p. CtXmsS

tbmKyXbp≈ ]cntim[\m DtZymKÿcpsS BhiyIX h¿≤n®v D¬--]∂

kpc£bn¬ hn´phogvN sNømsX {]iv\ßƒ eLqIcn°p∂Xn\v, bqWn‰v˛

ss_˛bqWn‰v ]cntim[\bv°v ]Icambn kmbp[tk\ kmºnƒ ]cntim[\

D]tbmKn°qhm≥ XpSßn. s_¬ et_md´dnIƒ t]mep≈ hyhkmb I¨kƒ

´‚pamcpsS klmbtØmsS kmºnƒ tS_nfpIƒ kzoIcn®v an¬˛Ãm≥tU¿Uv -105
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(Mil-Std-105) F∂dnbs∏Sp∂ ssk\nI \nehmcambn {]kn≤oIcn®p. Cu

Ãm≥tU¿Uv ssk\nI IcmdpIfn¬-- Dƒ--s∏SpØnbXp hgn hnXcW°m¿--°v Ah¿

D¬--]mZn∏nt°≠Xv F¥msW∂v hy‡X e`n®p. IqSmsX hnXcW°mcpsS

KpW\nehmcw sa®s∏SpØm≥ hmƒ´¿ sjhm¿´ns‚ Ãm‰nÃn°¬ Izmfn‰n

I¨t{Smƒ (statistical process control - SQC) sSIv\n°pIfnse ]cnioe\ tImgv--kpIƒ

kmbp[tk\ kvt]m¨k¿ sNbvXp.

Ccp]Xmw \q‰m≠nse KpWta∑m kwhn[m\w

(Quality Management in the 20th Century)

Ccp]Xmw \q‰m≠ns‚ Bcw`Øn¬ KpWta∑m kwhn[m\Øn¬ "{]{InbIƒ"

F∂ Bibw Dƒs∏SpØn. "t{]mk v" F∂Xv Hcp C≥]p´v FSp°pIbpw AXn\v

aqeyw tN¿°pIbpw Hu´v--]p´v \¬IpIbpw sNøp∂ Hcp Iq´w {]h¿Ø\ßfmbn

\n¿hNn°s∏Sp∂p. hmƒ´¿ sjhm¿´v 1920 IfpsS a[yØn¬ {]{InbIsf

\nb{¥n°p∂Xn¬ {i≤ tI{µoIcn°m≥ XpSßn. ]q¿Ønbmb D¬∏∂Øn\v

am{Xa√, AXns‚ {]{InbIfnepw KpW\nehmcsa∂ Bibw {]k‡ambn. Hcp

{]{Inb kpÿnchpw \nb{¥WØnep≈XpamtWm AtXm ]cnlcn°s∏tS≠

{]iv\ßfpt≠m F∂p Xncn®dnbm≥ I¨t{Smƒ Nm¿´pIƒ t]mep≈ Ãm‰nÃn°¬

sSIv\n°pIƒ D]tbmKØn¬ h∂p.

kºq¿Æ KpWta∑m kwhn[m\w (Total Quality Management)

KpWta∑bn√mØ DXv--]∂ßƒ ImcWw BZyImeßfn¬ P∏m\v A¥mcm{„

hn]WnIfn¬ h≥ Xncn®Sn t\cn´p. CXp KpWta∑m kwhn[m\ßfn¬ ]pXnb

KthjWßƒ \SØphm≥ Pm∏\okv ÿm]\ßsf t{]cn∏n®p. Atacn°≥

KpWta∑m hnZKv[cmb Uªyq. FtUz¿Uvkv sUanwKv, tPmk^v Fw. Pqdm≥

Bibßƒ Dƒs°m≈n®psIm≠v apgph≥ ÿm]\sØbpw Dƒs°m≈p∂

kºq¿Æ KpWta∑m kwhn[m\w (Total Quality Management) F∂ BibØn\p

cq]w \¬In. bp.Fkv ÿm]\ßƒ AS°w Cu BibsØ AhcpsS KpWta∑m

kwhn[m\Øns‚ `mKam°n. a‰v \nch[n KpW\nehmc kwcw`ßfpw (DZm:

sFFkvH 9000, _m¬--{UnPv tZiob KpW\nehmc t{]m{Kmw) Bcw`n®p.
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kºq¿Æ KpWta∑m kwhn[m\Øn\p tijw (Total Quality Management)

21˛mw \q‰m≠v Bcw`tØmsS A¥mcm{„ XeØn¬  KpWta∑m kwhn[m\ßƒ

]IzX {]m]n®p Ign™p. KpWt`m‡m°fpsS kwXr]vXnbn¬ Du∂ns°m≠v

CXn\Iw Xs∂ hyXkvX taJeIƒ°mbn ISO Ãm≥tU¿UpIƒ cq]oIcn®n´p≠v.

cm{„˛A¥mcm{„XeØn¬ KpWta∑ Dd∏phcpØphm\p≈ ÿm]\

kwhn[m\ßƒ \nehn¬ Imcy£aambn {]h¿Øn°p∂p≠v. D¬--∏∂ßfpsS

KpWta∑sb∂Xn¬ HSpßmsX tkh\w, BtcmKy kwc£Ww, hnZym`ymkw,

k¿°m¿ XpSßnb taJeIfnte°v KpWta∑m kwhn[m\sa∂ Bibw

hym]n®pXpSßn.
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Cu ]pkvXIØns‚ ]e `mKØmbn QR tImUv ImWm

hp∂XmWv. hmb\°mc\v Cu QR tImUv

kvIm≥ sNbvXm¬ AXn¬ {]Xn]mZn°p∂

sh_v t]PpIƒ/ tcJIƒ t\cn´p ImWp

hmt\m/ Uu¨temUv sNøphmt\m km[n°p∂XmWv.

Fßs\ QR tImUv kvIm≥ sNømw?

\nßfpsS samss_¬ t^mWnep≈ QR tImUv kvIm\¿

Bπnt°j≥ CXn\mbn D]tbmKn°mw. Bπnt°j≥

Cs√¶n¬ tπ tÃmdn¬/ B∏nƒ tÃmdn¬ \n∂pw

Uu¨temUv sNbvXv D]tbmKn°mhp∂XmWv.



80   KpWta∑m kwhn[m\w k¿°m¿ ÿm]\ßfn¬
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A\p_‘w 2

amXrIm tcJIƒ

tcJ QR tImUv

2.1. ]ucmhImi tcJ (Citizen Charter)

2.2. KpWta∑m \bw (Quality Policy)

2.3. KpWta∑m am\ph¬ (Quality Manual)

2.4. s{]mkoPnb¿ am\ph¬ (Procedure Manual)

2.5. HmUn‰v-- sN°v enÃv (Audit Checklist)
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A\p_‘w 3

KpWta∑m kw_‘nbmb DØchpIƒ (GOVERNMENT ORDERS)

DØchpIƒ QR tImUv

3.1. s{]mPIv‰v-- tImUv e`yam°m≥ \n¿t±iw \¬In

DØchv 31.0.2013 se

k.D. (km[) \w. 2001/2013.Xkz`h)

3.2. sFFkvH˛9001:2008 k¿´n^nt°j≥

t\Sp∂Xn\p≈ am¿§tcJ

(k.D. (Fw.Fkv) \w. 373/2013 Xkz`h)

3.3. sFFkvH˛9001:2008 k¿´n^nt°j≥

t\Sp∂Xn\p≈ ]cnjvIcn® am¿§tcJ

(k.D (Fw.Fkv) \w. 18/2015/Xkz`h)

3.4. sFFkvH k¿´n^nt°js‚ I¨kƒ´≥kn

GP≥knbmbn \ntbmKn® DØchv

(02.02.2018 se k.D (km[m) \w. 308/2018/Xkz`h)

3.5. {^≠v Hm^okv kwhn[m\sØ°pdn®p≈ DØchv

02/07/2009 XobXnbnse

k.D. (ssI) \w. 123/2009/Xkz`h
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A\p_‘w 4

{Kma]©mbØn¬ Xømdm°nb KpWta∑m tcJIfpsS
]´nIbpw amXrIIfpw

LIST OF ISO FILES

FORMAT NO FILE NUMBER QR CODE

ISO/CS/01 ]uck¿t∆ tNmZymhen
Citizen Survey Questionnaire

ISO/CS/02 ]uck¿t∆ dnt∏m¿´v
Citizen Survey Report

ISO/CS/03 tkh\ hnebncpØ¬  t^mdw
Citizen Feedback Form

ISO/ TR/01 tImº‰≥kn am∏nMv
Competency Mapping

ISO/ TR/02 hm¿jnI ]cn-io-e\ πm≥
Training Plan

ISO/ IC/01 Cjyq I¨t{Smƒ cPnÃ¿
Issue Control Register

ISO/DE/01 _mly t{kmX n¬ \n∂p≈ tcJIƒ
Documents of External Orgin

ISO/RR/02 sdt°m¿Uv dqw cPn-Ã¿
Record Room Register

ISO/SL/01 hnXcW°mcpsS hnhcßƒ
List of Suppliers
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ISO/SL/02 hnXcW°mcpsS hniIe\ jo‰v
Supplier Assessment Sheet

ISO/ IA/01 Ct‚W¬ HmUn‰¿amcpsS hnhcßƒ
List of Internal Auditors

ISO/ IA/02 Ct‚W¬ HmUn‰v Ie≠¿
Internal Audit Calender

ISO/ IA/03 Ct‚W¬ HmUn‰v sjUyqƒ
Internal Audit Schedule

ISO/ IA/04 Ct‚W¬ HmUn‰v \oco£W jo‰v
Audit Observation Sheet

ISO/IA/05 Ct‚W¬ HmUn‰v
t\m¨ I¨t^m¿an‰n dnt∏m¿´v
Non Conformity Report

ISO/QC/01 Izmfn‰n k¿°nƒ an\p´vkv cPnÃ¿
Quality Circle Minutes Book kq£n°Ww

ISO/ TR/03 Poh\°mcpsS ]cnioe\ cPnÃ¿ cPnÃ¿
Employee Training Register kq£n°Ww

ISO/RR/01 sdt°m¿UpIfpsS hniZmwißƒ cPnÃ¿
List of Records Record Room Index kq£n°Ww

ISO/ML/01 amÃ¿ enÃv

Master List of  Registers/ Files/ Minutes Book

ISO/IA/06 KpWta∑m e£yßƒ

Analysis of Quality Objectives

ISO/MR/01 amt\Pv--sa‚ v-- dnhyq an\pSvkv

Management Review Minutes


