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tIcf apJy-a{¥n

ktμiw

Xt±i kzbw`cW ÿm]-\-ß-fn-¬ 2015- ˛ 2020 Ime-b-f-hn-te°v sXc-s™-Sp-°-s∏´ F√m

P\-{]-Xn-\n-[n-Iƒ°pw Biw-k-Iƒ t\cp-∂p. henb DØ-c-hm-Zn-Ø-am-Wv Xt±ikzbw-̀ -cW ÿm]-

\-ß-fnse P\{]Xn-\n-[n-I-fn¬ \n£n-]vX-am-bn-cn-°p-∂-Xv. P\-ß-fp-ambn t\cn v́ CS-]-g-Ip-hm\pw

Ah-cpsS {]iv\-ßfpw Bh-em-Xn-Ifpw IqSp-X¬ a\- n-em-°p-hm\pw Ign-bp-∂Xv {]mtZ-inI

`cW kwhn-[m-\-Øn-eq-sS-bm-Wv. P\m-[n-]-Xy-Øn¬ bYm¿∞ A[n-Imcn-Iƒ P\-ßfmWv F∂

t_m[yw P\{]Xn-\n-[n-Iƒ°v D≠m-I-Ww.

{]mtZ-inI `cW kwhn-[m\w IqSp-X¬ i‡-am-°p-hm≥ Cu kwhn-[m-\sØ Ipdn®v Bg-Øn-

ep≈ Adn-hv kzmb-Ø-am-°-Ww. Bb-Xn-te°v ‘Ine’ Xøm-dm-°n-b-n´p≈ ‘Xt±i `cWw’ F∂

Bdv ssI∏p-kvX-I-ßfpsS kam-lmcw Xt±i kzbw -̀ -cW ÿm]-\-ß-fnse P\-{]-Xn-\n-[n-Iƒ°v

hgn-Im-́ n-bmIpsa∂v {]Xym-in-°p-∂p.

ssI∏p-kvXIw Xøm-dm-°nb ‘Ine’°v {]tXyI A`n-\-μ-\-ßƒ.

kvt\l-]q¿Δw,

DΩ≥Nm≠n
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tUm. Fw.sI ap\o¿

]©m-bØv  ˛ kmaqly \oXn hIp∏v a{¥n

ktμiw

{]mtZ-inI `cW kwhn-[m-\-Øn-te°v P\-{]-Xn-\n-[n-Ifmbn IS∂p h∂ F√m-h¿°pw lrZy-amb

kzmK-Xw.

Xt±i kzbw-̀ cW ÿm]-\-ßfpsS {]h¿Ø-\-ßfneqsS Ht´sd \qX\ Bi-b-ßƒ A\p-h¿Øn-

°m≥ tIc-f-Øn\v Ign-™n-́ p-≠v. {Kma/hm¿Uv tI{μ-ßƒ ÿm]n-°¬, hm¿Up-I-fn¬ Ab¬k`

cq]o-I-cn-°¬, hm¿Uv kan-Xn-Iƒ cq]o-I-cn-°¬ F∂nhbpw KpW-t`m-‡m-°ƒ°v Ime-Xm-a-k-an-√msX

tkh-\-ßƒ e`y-am-°p-∂-Xn\pw; Xt±i kzbw-̀ cW ÿm]-\-ßfpsS tkh\ {]Zm\ kwhn-[m\w A¥m-

cmjv{S \ne-hm-c-Øn-te°v Db¿Øp-∂-Xn-\v tSm-́ ¬ Izmfn‰n amt\-Pvsa‚n-eqsS sF.-F-kv.H 9001:2008

k¿´n-̂ n-t°-j≥ Ic-ÿ-am-°p-∂-Xn\pw; tkh-\m-h-Imiw Dd∏v hcp-Øp-∂-Xn\pw D≈ \S-]-Sn-Iƒ Cu

Ime-b-f-hn¬ D≠m-bn. AXn-eqsS tIcfw tZiob/A¥¿tZ-iob {i≤bmI¿jn®psh∂Xv kwÿm-\-

Øns‚ t\ -́am-Wv. CØ-c-Øn-ep≈ {]h¿Ø-\ßƒ \ne-\n¿Øp-Ibpw \qX\ Bi-b-ßƒ sIm≠p

hcn-Ibpw sNtø-≠Xv P\-{]-Xn-\n-[n-I-fpsS I¿Ø-hy-amWv.

Ime-L´Øns‚ Bh-iy-I-X-°\p-k-cn®v Xt±i ̀ c-W-ÿm-]-\-ßƒ amdp∂ L´Øn¬ P\-ßƒ°v kab

_‘n-X-ambn tkh-\-ßƒ \¬Ip-hm≥ Xt±i `c-W-ÿm-]-\-ßƒ°v Ign-b-Ww. P\-ß-fpsS Bh-iy-

ßƒ thK-Øn¬ ]cn-K-Wn-°p-∂-Xn\pw AXv ^e-h-Øm-°p∂-Xn\pw Xt±i kzbw- `cW ÿm]-\-

ßƒ Du¿÷n-X-ambn {]h¿Øn-°Ww. Xt±ikzbw-̀ cW ÿm]-\-ß-fpsS Hm^o-kp-I-fnepw Ah-bnse

ÿm]-\-ß-fnepw tSm´¬ Izmfn‰n amt\-Pvsa‚n-eqsS sF.-F-kv.H 9001:2008 k¿´n-̂ n-t°‰v Ic-ÿ-am-

°p-hm≥ F√m Xt±i kzbw- `cW ÿm]-\-ßfpw {ian-°Ww. P\-{]-Xn-\n-[n-Iƒ {]mtZ-inI `cW

kwhn-[m-\-Øn¬ {]m]vXn-bp-≈-hcmbn Xocp-hm≥ ‘Ine’ \nc-¥-c-amb ]cn-io-e-\-ßƒ hn`m-h\w sNbvXn-

´p-≠v. IqSmsX {]mtZ-inI `c-W-Øns‚ ASn-ÿm\ Imcy-ßƒ Dƒt®¿Øv sIm≠v Ine Xøm-dm-°nb

s]m-Xp-̀ c-Ww, kZv̀ c-Ww, tSm´¬ Izmfn‰n amt\-Pvsa‚v, ]¶m-fnØ Bkq-{X-Ww, ]uc-̀ cWw, ÿm]-\-

ßfpw tkh-\-ß-fpw F∂o ssI∏p-kvX-I-ßƒ Dƒs°m-≈p∂  ssI]pkvXI kam-lmcw F√m-

h¿°pw D]-I-cn°pw F∂-v {]Xym-in-°p-∂p.

kvt\l-]q¿Δw,

tUm. Fw.sI ap\o¿
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sI.-kn.-tPm-k^v

{Kma-hn-I-k\ hIp∏v a{¥n

ktμiw

Xt±-i-kz-bw-̀ cW ÿm]-\-ß-fpsS `c-W-km-c-Yn-I-fmbn P\-ßƒ A[n-Im-c-Øn-te-‰nb F√m P\-{]-

Xn-\n-[n-Iƒ°pw lrZ-bw-Ka-amb Biw-k-Iƒ t\cp-∂p. P\-ßƒ Xß-fn¬ A¿∏n® hnizm-khpw {]Xo-

£bpw A¿∞hØmbncp∂p F∂v sXfn-bn-°m≥ Ah-tcm-cp-Øcpw Bflm¿∞-ambpw \nc-¥-c-ambpw

]cn-{i-an-°-W-sa-∂mWv CØcpW-Øn¬ Ah-tcmSp≈ Fs‚ A`y¿∞-\. ImcWw P\-ß-fp-ambn

G‰hpa[nIw ASpØv \n¬°p∂ ̀ -c-W-kw-hn-[m\w F∂ \nebn¬ Xt±-i-kz-bw-̀ -cW ÿm]-\-ßƒ°v

henb {]m[m-\y-am-Wp-≈-Xv.

tZio-b-X-e-Ønepw kwÿm-\-X-e-Øn-epap≈ -̀c-W-kw-hn-[m-\-ßsf At]-£n®v P\-ß-fp-ambn IqSp-

X¬ CgpIn tN¿∂v Ah-cpsS hnI-k-\m-h-iy-ßsf bmYm¿∞y-t_m-[-tØmsS kao-]n-°m\pw Dƒs°m-

≈m\pw Xt±-i-kz-bw- -̀cW ÿm]-\-ß-fnse -̀cW kmcYyw Gs‰-Sp-°p∂ P\-{]-Xn-\n-[n-Iƒ°v Ign-

bp-sa-∂Xv X¿°-a‰ Imcy-am-Wv. F∂m¬ P\-\-∑-bv°mbn hnhn[ hnI-k\ taJ-e-I-fnse CS-s]-S-ep-

Iƒ i‡-am-°p-Ibpw HutZym-Kn-I kwhn-[m-\-ßsf Imcy-£-a-am-°p-Ibpw sNøm≥ X°-hn[w P\-{]-

Xn-\n-[n-Iƒ {]m]vXn ssIh-cn-t°≠Xp≠v. AXn\v P\-ßƒ°n-S-bn¬ {]h¿Øn-®Xv hgn Xßƒ kzmb-

Ø-am-°nb {]mtbm-Kn-Im-\p-̀ h-ßƒ am{Xw t]mc. AtXm-sSm∏w hyXy-kvX-ta-J-e-I-sf-°p-dn-®p≈ kq£va-

amb Adnhpw Hmtcm Xe-ß-fn-sebpw \nb-a-]-chpw \nb-{¥-W-]-c-hp-amb ]cn-an-Xn-Isf Ipdn-®p≈ Ah-

t_m-[hpw t\Sn-sb-Sp-t°-≠-Xp-≠v. AXm-Is´ ]cnio-e-\-Øn-eqsSbmWv ssIh-cn-t°-≠-Xv.

P\-ßƒ°mbn G‰hpw anI® `cWw Imgv® hbv°m≥ Xt±-i-kz-bw- -̀cW ÿm]-\-ß-fnse P\-{]-

Xn-\n-[n-Isf k÷-cm-Im≥ DX-Ip∂ ]cn-io-e\ k{º-Zm-b-ßfpw ]mTy-]-≤-Xnbpw Bhn-jvI-cn-®-Xn-eqsS

‘Ine’ al-Ømb Hcp ZuXy-amWv Gs‰-Sp-Øn-cn-°p-∂-Xv. ‘Xt±i`cWw’ F∂ Cu ssI∏p-kvXI kam-

lmcw AXn-\p-]-I-cn°pw. kμ¿t`m-Nn-X-amb Cu {]h¿Ø-\-Øn\v ‘Ine’sb A`n-\-μn-°p-Ibpw Ah-

kcw ]q¿Æ-ambpw {]tbm-P-\-s∏-Sp-Ø-W-sa∂v Xt±-i-kz-bw- -̀ c-W-ÿm-]-\-ßfnse P-\-{]-Xn-\n-[n-I-

tfmSv A`y¿∞n-°p-Ibpw sNøp-∂p.

kvt\l-]q¿Δw,

sI.-kn.-tPm-k^v
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 a™-fmw-Ipgn Aen

\K-c-Imcy hIp∏v a{¥n

ktμiw

Xt±i kzbw- `cW ÿm]-\-ß-fpsS P\-{]-Xn-\n-[n-I-fmbn IS-∂p-h∂ Gh¿°pw \K-c-Imcy hIp-

∏ns‚ Biw-k-Iƒ.

P\-ß-fp-ambn ASpØv \n∂v {]h¿Øn-°m≥ Ign-bp∂ {]mtZ-inI k¿°m-cp-Iƒ°v hnπ-h-I-c-amb

am‰-ßƒ hcp-Øp-hm≥ Ignbpw. P\m-̀ n-emjw Adn™v \qX\ ]≤-Xn-Iƒ cq]o-I-cn-°p-hm≥ Xt±i

kzbw- `cW ÿm]-\-ßƒ°v Ign-b-Ww. Xt±i kzbw- `c-W-Ønse P\-{]-Xn-\n[nsb∂ \ne-bn¬

{]h¿Øn-°p-∂Xn\v {]mtZ-inI `cW kwhn-[m\w kw_-‘n®v Bg-Øn¬ Adnhp-≠m-I-Ww. \nc-¥c

]cn-io-e-\-ßƒ sIm≠v am{Xta BbXv t\Sn-sb-Sp-°p-hm≥ Ign-bp-I-bp-≈q. BZy-L´ ]cn-io-e-\-Øn-

\mbn {Kma/tªm°v/Pn√m ]©m-b-Øp-Iƒ°pw, ap\n-kn-∏m-en-‰nIƒ°pw, tIm¿∏-td-j-\p-Iƒ°pw Xpey

{]m[m\yw \¬In sIm≠mWv ‘Ine’ ]pkvX-I-ßƒ Xøm-dm-°n-bn-cn-°p-∂-Xv.

‘Xt±i `cWw’ F∂ ssI∏p-kvXI kam-lmcw F√m X´n-ep-ap≈ Xt±i kzbw-̀ -cW ÿm]-\-ßsf

kw_‘n®v Adn-™n-cn-t°≠ ASn-ÿm\ Imcy-ßƒ DƒsIm-≈n®v sIm≠p≈XmWv. Cu ssI∏p-kvX-

I-ßƒ P\-{]-Xn-\n-[n-Iƒ°v {]tXy-In®v, BZy-ambn Cu cwKØv IS∂p hcp-∂-h¿°v, Hcp apX¬°q´m-

Ip-sa∂v {]Xo-£n-°p-∂p.

kvt\l-]q¿Δw,

a™-fmw-Ipgn Aen
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tUm. ]n.]n _me≥

Ub-d-IvS¿, Ine

apJ-hpc

{]mtZinI `cW kwhn-[m\Øn¬ tIc-f-Øns‚ kw`m-h-\-Iƒ hfsc hep-Xm-Wv. hcp∂ A©v h¿j-

ßfn¬ {]mtZ-inI `cW kwhn-[m\w ]pXp-Xmbn Npa-X-e-tb‰ P\-{]-Xn-\n-[n-I-fpsS ssII-fn-em-Wv.

Ign™ Ime-L-́ Øns‚ t\´ßƒ apdpsI ]nSn®v Bh-iy-amb Xc-Øn¬ ]pXnb Im¬sh-bv∏p-Iƒ

\S-Øp-hm≥ P\-{]-Xn-\n-[n-Iƒ°v Ign-b-Ww. P\-ß-ƒ°v ASn-b-¥c {]m[m-\y-ap-≈-Xpw, t\cn v́ CS-s]-

tS-≠-Xpamb {]iv\-ß-fn¬ ta¬X´n-ep≈ (tI-{μ-̨ -kw-ÿm-\) k¿°m-cp-Iƒ hfsc Ipd®v A[n-Im-c-

ßƒ am{X-amWv D]-tbm-Kn-°p-∂-Xv. F∂m¬ {]mtZ-inI k¿°m-cp-Iƒ°v {]mtZ-inI hnI-k-\hpw

kmaly \oXnbpw Dd∏v hcp-Øp∂ Xc-Øn¬ {]h¿Ø-\-ßƒ \n¿Δ-ln-°p-hm≥ Npa-X-e-bp-≠v.

tIc-f-Øns‚ A[n-Imc hntI-{μo-I-cWw amXr-I-bm-sW-¶nepw {]mtZ-inI `cW {]{Inb Imcy-£-a-am-

°p-∂-Xnse t]mcm-bva-Iƒ D∂-bn-°-s∏-Sp-∂p-≠v. A[n-Imc hntI-{μo-I-c-W-Øns‚ ̀ mK-am-bp-≠mb Hcp

]pØ≥ `cW {Ia-Øn-te-°p≈ {]bm-W-Øn¬ ssIh-cn-t°≠ \nba˛`c-W-̨ -km-t¶-XnI ]cn-⁄m-

\-Øn-s‚bpw sshZ-Kv≤y-Øn-s‚bpw Bh-iy-I-X-bn-te°mWv apJy-ambpw CXv hnc¬ Nq≠p-∂-Xv. CØ-

cp-W-Øn¬ Xt±i `cW kwhn-[m-\sØ kw_-‘n-°p∂ hnj-b-ß-fn¬ BZy-L-́ -Øn¬ Xs∂ hn]p-e-

amb ]cn-io-e-\-ßfmWv ‘Ine’ \¬Ip-∂-Xv. AXn-eqsS P\-{]-Xn-\n-[n-I-fpsS Imcy-{]m-]vXnbpw hnI-k-

\hpw {]mtbm-KnI ]cn-⁄m-\hpw hf¿Øn P\-ßƒ°v Bh-iy-amb coXn-bn¬ Ah D]-Im-c-{]-Z-am-

°m-\mWv ‘Ine’{ian-°p-∂-Xv. ‘Xt±i`cWw’ F∂ Xe-s°-́ n¬ ‘Ine’ Xøm-dm-°n-bn-́ p≈ Bdv hmey-

ßƒ Dƒs∏-Sp∂ Cu ssI∏p-kvX-I kam-lmcw P\{]Xn-\n-[n-Iƒ°v ASn-ÿm\ Adnhv \¬Ip-∂-

Xn\v ]cym -]vX-amb hnjb-ßfmWv {]Xn -]m -Zn -°p-∂-Xv. hnjb hnZ -K v[-cpambpw tÃ°v

tlmƒU¿amcpambpw hyXy-kvX -Xe N¿®-I-fn-eq-sSbpw {]h¿Ø-\-ß-fn-eq-sSbpw BWv Cu

ssI∏p-kvX-I-ßƒ Xøm-dm-°n-bn-́ p-≈-Xv. Bb-Xn\v A°m-Z-an°v t\XrXzw \¬Inb ‘Ine’ bnse Akn.

s{]m -̂k¿ tUm. sP._n cmP\pw kl-Im-cn-I-fmb Atkm-kn-tb‰v s{]m -̂k¿ tUm. ]o‰¿ Fw.-cmPv,

s{]m -̂k¿. tUm. kÆn tPm¿÷v F∂n-h¿°pw A`n-\-μ-\-ßƒ. ssI∏p-kvX-I-ß-fpsS D≈-S°w

Ip‰-a-‰-Xm-°p-∂-Xn¬ FUn-‰nwKv \n¿Δ-ln® Ine  FIvÃ≥j≥ ^m°¬´n AwK-ß-fmb {io. sI

tKm]m-e-Ir-jvW≥, {io. kn. cm[m-Ir-jvW≥, {io. sI.hn A\n¬Ip-am¿, {io. thWp-tKm-]m¬ F≥.]n,

{io. tZh-cm-P≥, {io. {]Xm]v knwKv, {io. ]n.sI Pb-tZ-h≥, {ioaXn. KoXm-RvPen, Ipamcn. AJne

F∂n-h¿°pw ̀ mjm-]-c-ambn Ip‰-a-‰-Xm-°p-∂-Xn-\p≈ FUn-‰nwKv \n¿Δln® {io. kndmPv ao\-tØ-cn°pw

A`n-\-μ-\-ßƒ.

tUm. ]n.]n _me≥
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A≤ymbw 1

 tSm -́¬ Izmfn‰n amt\-Pvsa‚v ˛ BapJw

1.1. tSm -́¬ Izmfn‰n amt\-Pvsa‚v ˛ F¥v?

P\-ßfpsS Bh-iy-ßƒ {]mtZ-inI km[y-XIƒ°\p-k-cn®v \ndth-‰ns°m-Sp-°pIbmWv {]mtZinI

`c-W-kw-hn-[m\Øns‚ Dt±-iyw. ]c-º-cm-K-Xhpw hnI-k-\-]-chpw tkh-\-]-chpamb \nc-h[n Npa-X-e-

Iƒ Xt±-i-kz-bw-̀ c-W -ÿm-]-\-ßfpsS DØ-c-hm-Zn-Ø-Øn¬ s]-Sp-∂p. Chsb IrXy-ambn \n¿Æbn®pw

\n¿Δ-ln-®pw P\-ßfpsS Bh-iy-ßƒ°-\p-krX-ambn cq]-s∏-Sp-Øp-∂Xn\v imkv{Xo-b-amb N -́°q-Sp-

Iƒ cq]-s∏-Sp-tØ-≠-Xp-≠v.  CXn-\m-bp≈ Hcp {]mtbm-KnI amt\-Pvsa‚v X{¥-amWv tSm´¬ Izmfn‰n

amt\-Pvsa‚v (Total Quality Management) AYhm TQM.  TQM XXz-ß-fne-[n-jvTn-X-ambn {]h¿Øn-

°p∂ ÿm]-\-Øn¬ sa®-s∏´ Hm^okv amt\-Pvsa‚pw KpW-ta-∑-bp≈ tkh-\ -{]-Zm\hpw km[y-am-

Ipw.

TQM s‚ \n¿ΔN\w AXns‚ t]cn¬Xs∂ AS-ßn-bn-cn-°p∂p ˛ AXm-bXv kºq¿Æ KpW-ta-∑m

kwhn[m\w.  Hcp ÿm]-\-Øn-s‚ {]h¿Ø-\-Ønepw kwhn-[m-\-Ønepw KpW-ta∑ Dd-∏p-h-cp-Øp-I-

bmWv Izmfn‰n amt\-Pvsa‚v sIm≠pt±-in-°p-∂-Xv. KpW-ta∑ Dd-∏p-h-cp-Øp∂Xn\mbn DtZym-Kÿcpw

P\ -{]Xn-\n-[n-Ifpw ]uc-∑m-cpw Iq´mbn ]cn{ian°-Ww. kºq¿ÆX F∂Xv KpW-ta-∑-bpsS Imcy-

Øn¬ am{X-a-√, kwhn-[m-\-ß-fp-sSbpw ]cn{ia-ß-fp-sSbpw Imcy-Ønepw D≠m-I-Ww. TQM hnh-

£n°p∂Xv Hcp XpS¿ {]{In-b-bm-Wv.  CXv ]q¿Æ-ambpw P\ -tI-{μo-Ir-Xhpw KpW-ta∑m kwkvImcw

krjvSn-°p-∂Xp-am-Wv.  \ne-hn-ep≈ ÿm]\˛D-tZym-Kÿ kwhn-[m-\sØ D]bp‡-am°n sIm-≠p-

Xs∂ tkh-\-ß-fpsS KpW-\n-e-hmcw IqSp-X¬ sa®-s∏-SpØ-emWv TQM -eqsS e£y-an-Sp-∂-Xv.  \ne-

hn-ep-≈- Ah-ÿ-bn¬ \n∂pw \n¿Æ-bn-°-s∏´ e£y-ß-fpsS {]m]vXn-bn-te-°p≈ hnS-hp-Isf

\nIØp∂ ]cn-Wma {]{In-b-bm-Wv- TQM.  Bb-Xn-te°v `uXnIkuI-cy-ßfptSbpw {]am-W-ß-fp-

tSbpw tcJ-I-fp-tSbpw ssIImcy kwhn-[m\ßfp-tSbpw {Iaam-°en-t\msSm∏w, Bi-b-hn-\n-ab

kwhn[m\w sa®-s∏-SpØpIbpw thWw.  P\-ß-fpsS bmYm¿∞y-t_m-[-Øn-e-[n-jvTn-X-amb kwXr-]vXn-

bm-Wv ‘TQM’s‚ ap{Zm-hm-Iyw. P\-X-bpsS Bh-iy-Øn-\-\p-k-cn®v tkh-\w \¬Ip-∂-Xn\v kzoI-cn-t°≠

\S-]-Sn-Iƒ ]cntim-[n®v {]mtbm-KnI {]h¿Ø-\-ßƒ Bhn-jvI-cn-°p∂ coXn-im-kv{Xam-Wv TQM.

“\Ωƒ sNbvX tPmen-I-fpsS KpW-ta-∑-bmWv ssZh-{]o-Xn°v ]m{X-am-Ip-∂-Xv.

A√msX F{X FÆw sNbvXp F∂-X-√.”
˛ Km‘nPn
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12010 ¬ ]©m-b-Øns\ tImgn-t°mSv tIm¿∏-td-j-\p-ambn ebn-∏n-®p.

1.2. tSm´¬ Izmfn‰n amt\-Pvsa‚v ˛ eLp Ncn{Xw

1.2.1. H‰s∏´ CS-s]-S-ep-Iƒ

`c-W -kw-hn-[m-\-Øn-t‚bpw tkh-\-ß-fp-tSbpw KpW-ta∑ h¿≤n-∏n-°p-∂-Xn-\mbn Xt±-i- `cW ÿm-

]-\-ß-fpsS `mKØv \n∂v Nne {ia-ßƒ \S-∂n-́ p-≠v.  ImkdtKmUv F≥a-IsP {Kma]-©m-bØv 2006

¬ sa®-s∏´ Hm^okv amt\-Pvsa‚n-\mbn Hm^okv DØ-chv ]pd-s∏-Sp-hn-®p-sIm≠v \S-Ønb {ia-ßƒ

{it≤-b-amb H∂mWv. Xncp-h-\-¥-]pcw Pn√-bnse Ic-Ipfw {Kma-]-©m-b-Øpw, s\√-\mSv {Kma]-©m-

bØpw tN¿∂v ]©m-bØv Hm^o-kn\pw ÿm]-\-ßƒ°pw th≠n-bp≈ {]h¿Ø\ am¿§-tcJ Xøm-

dm°n Hm^okv {]h¿Ø\w sa®-s∏-Sp-Øm-≥ \S-Ønb {ia-ßƒ A\p-I-c-Wobam-Wv. Imk-d-tKmUv

Pn√-bnse Ipºf {Kma-]-©m-bØv 2010 ¬ Ic-ÿ-am-°nb ISO 9001 : 2008 Izmfn‰n amt\-Pvsa‚n-

\p≈ as‰mcp -am-Xr-I-bmWv. Xriq¿ Pn√-bnse thfq-°c {Kma]-©m-bØv \S∏n-em-°nb h¨ an\n‰v

k¿´n-̂ n-°‰v  kwhn-[m\w Imcy-£-a-amb tkh-\ -{]-Zm-\-Øn-\p≈ Hcp C -̨K-thW≥kv amXr-I-bm-Wv.

TQM A\p-h¿Øn-°p-∂-Xn-eqsS tkh-\ -{]Zm-\ -kw-hn-[m\w Imcy-£-a-am°mw. KpW-ta-∑-bp≈

{]h¿Ø\ kwhn-[m-\hpw XZzmc kZv̀ cWhpw CXn-eqsS km[y-amIpw. hmWn-Py-̨ -hym-]m-c -̨s]m-Xp-ta-

Jem cwK-ß-fn¬ {]h¿Ø\ KpW-ta-∑-bv°mbn A\p-h¿Øn-®n-cp∂ TQM Xt±-i-̀ c-W- ÿm-]-\-ß-

fnepw km[y-sa∂v tImgn-t°mSv Pn√-bnse sNdp-h-Æq¿-̨ -\-√fw {Kma]©m-bØv1 2007 ¬ sXfn-bn-°p-

I-bp-≠m-bn.

1.2.2. sNdp-h-Æq¿-̨ -\-√fw {Kma- ]-©m-bØv : BZysØ Nph-Sp-hbv]v

P\{]-Xn-\n-[n-Iƒ°mbn  Ine kwL-Sn-∏n® k¿´n-̂ n-°‰v tImgvkn¬ {]mtZ-inI ̀ c-W- kw-hn-[m-\-Øns‚

{]h¿Ø\ KpW-ta∑ Dd-∏p-h-cp-Øp-∂-Xn-te-°mbn TQM s‚ km[y-X-Iƒ kw_-‘n®v ]cn-io-e\w

\¬Ip-I-bp-≠mbn. TQM k¶¬∏-Øns‚ {]tNm-Z\w Dƒs°m≠ sNdp-h-Æq¿-̨ -\-√fw {Kma-]-©m-

bØn¬ \n∂p≈ 2005 _m®nse ]cn-io-e-\m¿∞n AXn\p≈ Du¿÷nX {ia-ßƒ \S-Øn. Ãm‚nwKv

IΩn-‰n-Iƒ, Ãnb-dnwKv IΩn-‰n, ]©m-bØv Poh-\-°m-¿ F∂o Xe-ß-fnse N¿®-I-fn-eqsS TQM \S-∏n-

em-°m≥ ]©m-bØv Xocp-am-\n-®p.  Poh-\-°m-cpsS tbmK-ß-fnepw ]©m-bØv tbmK-ß-fnepw KpW-

\n-e-hm-c-Øns‚ ÿmbn-bmb \ne-\n-ev]n-\mbn ta¬Ø v́ ]n¥pW sImSp-°p-hm-\pw, \nc-¥c ]cn-io-e-

\-Øn\pw H∏w Izm-fn‰n k¿°nƒ  (Quality Circle) cq]o-I-cn-°p-hm\pw Xo-cp-am-\n®p. IqSmsX ̀ uXnI

kuI-cy-ßƒ Hcp-°nbpw, C≥^¿ta-j≥ t_m¿Up-Iƒ ÿm]n®pw tk-h\ KpW-\n-e-hmcw- sa®-s∏-Sp-

Øp-∂-Xn\v- DX-Ip∂ coXn-bn¬ Hm^okv Nn -́bmbn {Iao-I-cn-®p. Poh-\-°m¿°pw s]mXp-P-\-ßƒ°pw

]©m-bØv Hm^o-kn¬ hcp-tºmgpw tkh-\-ßƒ e`n-°p-tºmgpw KpW-\n-e-hmcw Dd-∏p-h-cp-Øm≥ ]cym-

]vX-amb k÷o-I-c-W-ßƒ \S-∏n-em-°n1.
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1.2.3. {^≠v Hm^okv amt\-Pvsa‚v

sNdp-h-Æq¿-̨ -\-√fw {Kma- ]-©m-b-Ønse tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ hnP-b-]mTw Dƒs°m≠v

AhnsS G¿s∏-SpØnb `uXnI kuI-cy-ßƒ {^≠v Hm^okv amt\-Pvsa‚v F∂ t]cn¬ ‘Ine’ hb-

\mSv Pn√-bnse {Kma- ]-©m-b-Øp-I-fn¬ ]co-£-Wm¿∞w \S-∏n-em-°n.  {]kvXpX ZuXyw hnP-b-I-c-

ambn ]q¿Øn-bm-°n-bXn-s\Øp-S¿∂v kwÿm-\sØ ]©m-b-Øp-Ifn¬ {^≠v Hm^okv kwhn-[m\w

G¿s∏-Sp-Øp-∂-Xn\v am¿K- \n¿tZiw \¬Ip-hm≥ ‘Ine’ k¿°m-cn-t\mSv A`y¿∞n-®Xn≥ {]-Imcw

2009 ¬ {^≠v Hm^okv amt\-Pvsa‚v kw_-‘n® DØ-c-hv tIcf k¿°m¿ ]pd-s∏-Sp-hn-®p.(k.-D.(-Fw.-

F-kv.) \w.123/2009/X.-kz.-̀ .h. XnøXn 02.07.2009).

hf-sc-b-[nIw {]iwk ]nSn-®p-]-‰nb {^≠v Hm^okv amt\-Pvsa‚v kw_-‘n® DØ-chnse \n¿tZ-i-

ßƒ F√m ]©m-b-Øp-I-fnepw \S-∏n-em-°n.  F∂m¬ {^≠v Hm^okns\-°p-dn®v ‘Ine’ \S-Ønb

]T\Øn¬ AXns‚ ]cn-an-Xn-Iƒ Is≠-Øn. (tUm: sP.-_n.cm-P≥ & tUm: _nPp.-F-kv.-sI. 2013).

kZv̀ -cW \n¿Δ-lWw e£y-an-Sp∂ ]cn-h¿Ø\ `c-tWm-Zyaw (Change Management Initiative)
F∂ hnime ImgvN-∏m-Sns‚ `mK-am-bn F√m ]©m-b-Øp-Ifpw {^≠v Hm^okv kwhn-[m\w \S-∏n-em-

°-W-sa∂ ta¬ kqNn-∏n® DØ-c-hn\v \nZm\w TQM BWv. TQM \v tkm^v‰v  TQM F∂pw

lm¿Uv  TQM F∂pw c≠p LSI-ß-fp-≠v. `uXnI kml-N-cy-ßƒ krjvSn-°p-I, tkh-\-ß-fpsS

_©v am¿°nwKv \S-Øp-I, sN°v enÃp-Iƒ Xøm-dm-°pI F∂nh-bmWv TQM s‚ lm¿Uv  LS-I-

ßƒ. XpS¿®-bmb ]uc- k¿sh, sa®-s∏-Sp-Ø-¬ DZy-a-ßƒ, \nc-¥c hne-bn-cp-Ø-ep-Iƒ, F√m Poh-

\-°m-cp-tSbpw ]¶m-fnØw, XpS¿®-bmb ]cn-io-e-\w, F√m hn`m-K-ß-fp-sSbpw ]n¥p-W, kwL- t_m-

[tØmsS-bp≈ Poh-\-°m-cpsS Izmfn‰n k¿°nƒ F∂nhbmWv TQM s‚ tkm v̂‰v  LS-I-ßƒ.

F∂m¬ {^≠v Hm^okv kwhn-[m-\Øn¬ tkm v̂‰v TQM s‚ LS-I-ßƒ th≠{X {i≤-sN-ep-Øn-bn-

cp-∂n-√. Izmfn‰n k¿°n-fn-eqsS tPmen- kw-_-‘-amb {]iv\-ßƒ ]cn-l-cn-°p-Ibpw, \nc-¥c ]cn-io-e-

\-ßfneqsS P\-{]-Xn-\n-[n-I-sfbpw DtZym-K-ÿ-scbpw im‡o-I-cn°p-I-bpw, ]©m-b-Øn-s\bpw IΩn‰n

kwhn-[m-\-ß-sfbpw \nc-¥c hne-bn-cp-Ø-en-\mbn I¿tΩm-’p-I-cm-°p-Ibpw sNøpI F∂ Zo¿Lhpw

Du¿÷n-Xhpamb XpS¿ {]{In-b-bn-eqsSbmWv sNdp-h-Æq¿-̨ -\-√fw ]©m-bØv TQM  \S-∏n-em°nb-

Xv.  `uXnI k÷o-I-c-W-ßƒ ]cn-h¿Ø\ `c-tWm-Zy-a-Øn-te-°p≈ _rlZv ImgvN-∏m-Sn-¬ \S-∏n-em-

°p∂ TQM s‚ Hcp LSIw am{X-am-Wv. TQM s‚ tkm v̂‰v  LS-I-ßfmb XpS¿ {]{In-b, KpW-\n-

e-hmcØn\mbp≈ \nc-¥c tamWn-‰-dnw-Kv, \nc-¥c ]cnio-e-\w, \√ {]h¿Ø-\-ßƒ°v AwKo-Im-cw

\¬I¬ F∂nh-bpsS A`m-h-w {^≠v Hm^o-kv amt\-Pvsa‚ns‚ ]cn-an-Xn-bm-Wv.  CXv kw_-‘n®

]p\¿ hnNn-¥-\-ß-fn-eqsSbmWv TQM \S-∏n-em-°m≥ k¿°m¿ Xocp-am-\n-®Xv.
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 1.2.4. tSm´¬ Izmfn‰n amt\-Pvsa‚v ˛ hym]\w

{^≠v Hm^okv amt\-Pvsa‚ns‚ ]cn-an-Xn-Iƒ ]cn-l-cn-®p-sIm≠v tSm´¬ Izmfn‰n amt\-Pvsa‚n-eqsS

sF.-F-kv.H k¿´n-̂ n-t°-j≥ Ic-ÿ-am-°p-∂-Xn-\p≈ DZy-a-ßƒ Ine Bcw-̀ n-®p.  AXn≥{]-Imcw

Xøm-dm-°nb am¿K-tcJ k¿°m¿ DØ-c-hmbn ]pd-s∏-Sp-hn-®p. (k.-D. (-Fw.-F-kv)-\w.373/2013/Xkz-̀ h

XobXn 02.12.2013). 2015 Pqsse amkw hsc 44 {Kma-]-©m-b-Øp-Iƒ tSm´¬ Izmfn‰n amt\-Pvsa‚n-

eqsS ISO 9001 : 2008 k¿´n-̂ n-°‰v t\Snbn-́ p-≠v. sF.-F-kv.H k¿´n-̂ n-t°-j≥ t\Snb {Kma ]-©m-

b-Øp-IfpsS A\p-̀ h ]mTw Dƒs°m≠v {]kvXpX am¿K-tc-J- 2015 ¬ ]cn-jvI-cn®n´p≠v. (k.-D(-Fw.-

F-kv)-\w.18/2015/Xkz-̀ h XobXn 29.01.2015).  AXn≥{]-Imcw tSm´¬ Izmfn‰n amt\-Pvsa‚v \S-∏n-em-

°p-hm≥ Xt±-i-kz-bw-̀ -cW ÿm]-\-ßƒ _m≤y-ÿ-cm-Wv.

 1.2.5. tSm´¬ Izmfn‰n amt\-Pvsa‚v F¥n\v ?

tI{μ k¿°m-cn-s‚bpw kwÿm\ k¿°m-cn-s‚bpw ]{¥≠mw ]©-h-’c ]≤-Xn- am¿KtcJ-Iƒ KpW-

ta-∑-bp≈ tkh-\- {]-Zm\Øn\v ap≥Xq°w \¬I-W-sa∂v \n¿t±-in-°p-∂p. kZv̀ cWw km[y-am-°m≥

Ht´sd D]m-[n-I-fp-s≠∂v kZv̀ cWw F∂ ssI∏p-kvX-I-Øn¬ hy‡-am-°n-bn-́ p-≠v. AØcw D]m-[n-

I-fn¬ Gsd {][m-\-s∏-́  H∂mWv TQM `cW˛tkh-\ {]Zm\ kwhn-[m\w Imcy-£-ahpw ^e-{]-Zhpw

P\- ku-lr-Z-]-c-hp-am-°p-hm≥ TQM klm-b-I-c-am-Wv.
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A≤ymbw 2

tSm´¬ Izmfn‰n amt\-Pvsa‚v ˛ XXz-ßƒ

2.1. BapJw

km[-\-ß-fp-tSbpw tkh-\-ß-fp-tSbpw KpW-ta-∑-sb-°p-dn®v hfsc ]≠p apXte N¿®-Iƒ \S-°p-

∂ps≠-¶nepw tSm´¬ Izmfn‰n amt\-Pvsa‚v (Total Quality Management – TQM) temI {i≤bmI¿jn-

®Xv Bbn-c-Øn- sXm-≈m-bn-cØn F¨]XpIfn-em-Wv. hmWnPycwKsØ Dev]m-Z-\˛tkh\ {]Zm\ taJ-

e-I-fn-emWv Cu amt\-Pvsa‚v X{¥w BZyw \S-∏n-em°nb-Xv. Hmtcm cmPysØbpw \nb-a-hy-h-ÿ°v

hnt[-b-am-bn- s]mXp-P\w {]Xo-£n-°p∂ KpW-ta-∑-bp≈ D¬]-∂-ßfpw tkh-\-ßfpw \¬tI≠-Xv

hym]m-c- hn-P-b-Øn\v A\n-hm-cy-am-Wv.  AXv Dd-∏p-h-cp-Øp-∂-Xn-\p≈ amt\-Pvsa‚v D]m-[n-bmbm-Wv TQM
s\ hmWnPytemIw I≠-Xv. TQM kw_-‘n®v hnhn[ Nn¥m-K-Xn-Iƒ (Schools of Thought) \ne-hn-ep-

≠v.  F¶nepw Ch-bp-sS-sb√mw apJy Du∂¬ KpW-ta∑m h¿≤-\hm-Wv.  KpW-ta∑m\ne-hmc-Øns‚

apJ-ap-{Z-bmb ISO 9001 : 2008 kw_-‘n® am¿§-tc-J-bn¬ Izmfn‰n amt\-Pvsa‚n-\mbn A\p-h¿Øn-

t°≠ F v́ XXz-ßƒ \n¿t±-in®n´p≠v.  {]kvXpX XXz-ß-fpsS kw£n]vX hnh-c-ßƒ NphsS sImSp-

°p∂p.

2.2. XXz-ßƒ

2.2.1. P\- tI-{μo-IrXw (People Centered)

Hcp ÿm]\Øns‚ F√m {]h¿Ø-\-hpw P\-tI-{μo-Ir-X-am-I-Ww. P\-ß-fpsS ]¶m-fn-Ø-tØmsS  Ah-

cpsS Bh-iy-ßƒ°pw B{K-l-ßƒ°p-a-\p-k-cn®v, \nb-a-Øns‚ N -́°q-Sn-¬ \n∂p-sIm≠v, I¿Øhy

\n¿Δ-lWw \S-Øp-tºm-gmWv ÿm]-\Øns‚ ZuXyw ]q¿Æ-am-Ip-∂-Xv. Izmfn‰n amt\-Pvsa‚ns‚ XXz-

ß-fn¬ G‰hpw {][m-\-amb P\-tI-{μo-IrX XXzw e£yam°p-∂Xv P\-ßfpsS Bh-iy-ßƒ°-\p-k-

cn®v tkh-\-ßƒ cq]Iev]\ sNøp-I-sb-∂-Xm-Wv.

2.2.2. t\XrXzw (Leadership)

KpW-ta-∑-bp≈ tkh\ {]Zm-\-Øn\v AXy-¥m-t]-£n-X-amWv {Inbm-fl-I-amb t\XrXzw. t\Xr \nc-bn-

ep-≈-h-cpsS A¿∏W t_m[Øn\pw Imcy {]m]vXn-°pw A-\p-krX-am-bmWv KpW-ta-∑-bp≈ tkh-\ -

{]-Zm\ kwhn-[m\w km[y-am-Ip-∂-Xv. t\Xr-Xz-Øns‚ \nc-¥c am¿K- \n¿tZi-ßfpw hne-bn-cp-Ø¬

“Hcp tPmen s-N-øm≥ \nßƒ F{X-tØmfw hnZ-Kv≤-\mWv F∂-Xn-t\-°mƒ

tPmen sNøp-hm-\p≈ \nß-fpsS A¿∏W at\m-̀ m-h-amWv G‰hpw {][m\w”
       ˛ tUm. F.-]n.-sP.A_vZp¬Iemw
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2.2.4  {]{In-bm-[njvTnXw (Process Oriented)

Hcp ÿm]\w \¬Ip∂ tkh\ßƒ hnhn[ {]{Inb-I-fpsS ]cn-WX ^e-am-Wv. e£yw ssIh-cn-°p-

∂-Xn-\p-th≠n hn\n-tbm-Kn-°p∂ hn`h-ßfpsS (a-\p-jy- ti-jn, ]›m-Ø-e -ku-I-cyw, {]h¿Ø-t\m-

∑pJ kml-N-cyw) ^e-hØmb coXn-bnep≈ hyXy-kvX-Xe {]h¿Ø-\-ß-fpsS kΩn-{i-amWv {]{In-b.

hnhn[ hn`h-ß-fpsS ]c-kv]c- _-‘-ßfpw {]h¿Ø-\-ß-fp-amWv e£y-ßƒ ssIh-cn-°p-hm≥ klm-

bn-°p-∂-Xv.  hn`h-ßsf ^e-{]m-]vXn-bn-se-Øn-°p-hm-\p≈ ]cn-Wma {]h¿Ø-\-amWv {]{In-b.

2.2.5  hyqlm-[n-jvTnXw (System Oriented)

Hcp ÿm]\w hnhn[ hy‡n-I-fp-tSbpw hn`m-K-ß-fp-tSbpw kwhn-[m-\-ß-fp-tSbpw Hcp hyql-am-Wv.

{]kvXpX hyql-Ønse LS-I-ßƒ (D-] -hyq-l-ßƒ) XΩn-ep≈ ]ckv]c _‘hpw {]{In-b-Ifpw

BWv e£y -{]m-]vXn°v \nZm-\-amb ^ew Df-hm-°p-∂-Xv. AXm-bXv Cu LS-I-ß-fn¬ GsX-¶nepw

Hcp hy‡nbpsS `mK-Øp-\n-∂p-≠m-Ip∂ hogvNtbm ]cm-P-btam ÿm]-\-Øns‚ samØ-Øn-ep≈

{]h¿Ø-\sØ kmc-ambn _m[n-°mw.

2.2.6 XpS¿®-bmb sa®-s∏-Sp-Ø¬ (Continuous Improvement)

Hcp ÿm]-\-Øns‚ \b-Øn\pw e£y-Øn\pw A-\p-kr-X-am-bn-́ m-Wv {]h¿Ø-\-ßƒ \n¿Δ-ln-°-s∏-

Sp-∂-sX∂v Dd-∏p-h-cp-Øm-\mbn Ah \nc-¥c hne-bn-cp-Ø-en\v hn-t[-b-am-°-Ww.  hnebncpØ¬ tbmK-

ßƒ hyXy-kvX- X-e-ß-fn¬ \nc-¥cw tNtc-≠-Xp-≠v.  e£y-ßƒ ssIh-cn-°p-∂-Xn-\m-h-iy-amb {]h¿Ø-

tbmK-ßfpw ÿm-]-\-Øns‚ e£y-ß-fpsS GIo-I-c-W-Øn\pw e£y {]m]vXn-bp≈ {]b-Xv\-Øn\pw

A\n-hm-cy-amWv. F√m Poh-\-°mcpw P\-{]-Xn-\n-[n-Ifpw sFIy-tØmsS e£y-{]m-]vXn-bv°p-th≠n

{]bXv\n-°p-Ibpw AXn-\-\p-kr-X-amb Hm^okv kml-N-cy-ap-≠m-°pIbpw sNø-W-sa-¶n¬ Imcy-{]m-

]vXn-bp≈ t\XrXzw D≠m-I-Ww.

2.2.3  ]¶m-fnØw (Participation)

F√m-h-cp-sSbpw ]q¿Æ-amb ]¶mfnØamWv (Total Participation) Hcp ÿm]-\-Øns‚ hnP-b-Øns‚

ASn-ÿm\ ine. F√m Xe-ß-fn-ep-≈hcpsSbpw (P\ {]Xn-\n-[n-Iƒ, DtZym-K-ÿ¿, s]mXp-P-\-ßƒ)

]q¿Æ- ]¶m-fn-ØamWv {]h¿Ø\ Imcy-£-aX°v \nZm\w. Xocp-am-\-sa-Sp-°p-∂-Xnepw {]h¿Ø-\-

ßƒ cq]-I-ev]\ sNøp-∂-Xnepw _‘-s∏´ F√m-h-cp-tSbpw ]¶m-fnØw D≠m-IpIsb∂Xv A¿∞-

h-Ømb ]¶m-fn-Ø-Øns‚ ap∂p-]m-[n-bm-Wv.

]-¶m-fn-Ø-amWv P\m-[n-]-Xy-Øns‚ ASn-Ød

I∏-ense Hcp sNdnb hn≈¬ aXn I∏¬ apßm≥ !
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\-ßƒ°v th≠ hn`h-ßƒ (a\p-jy- hn-̀ hw, ]›m-Øe kuI-cyw, kulr-Zm-¥-co-£w F∂nh) Bh-iy-m\p-

k-cWaps≠∂v bYm-k-abw D-d-∏p-h-cp-Øp-Ibpw thWw.  tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ hnPbw

XpS¿®bmb sa®-s∏-Sp-Ø¬ (Continuous Improvement) ]cn-{iaw BWv. KpW-ta∑m \bw, KpW-

ta∑m e£y-ßƒ, KpW-ta∑m HmUn‰v dnt∏m¿´p-Iƒ F∂nh \nc-¥c hne-bn-cp-Ø-en\p hnt[-b-am°n

KpW-]-c-amb am‰-ßƒ hcp-ØWw. tkh-\ KpW-ta∑m h¿≤-\hv \S-°p∂psh∂v XpS¿®-bmbn D-d-

∏m-t°-≠-Xp-am-Wv.

2.2.7  hkvXp-Xm-[n-jvTnX Xocp-am-\-sa-Sp-°¬ (Factual Approach to Decision Making)

ÿm]-\-Øns‚ hnPbw AsX-Sp-°p∂ Xocp-am-\-ßƒ°-\p-k-cn-®n-cn-°pw. Xocp-am-\-ßƒ A\p-tbm-

Pyhpw ^e-{]Zhp-am-I-W-sa-¶n¬ Ah hkvXp-XIfpsSbpw ÿnXn-hn-h-c-°-W-°p-IfpsSbpw ASn-

ÿm-\-Øn¬ FSp-°p-∂h Bbn-cn-°-Ww. DNn-X-amb Xocp-am-\-ßƒ, IrXy-k-a-bØv FSp-°-W-sa-¶n¬

AXn-\v Dt]m¬_-e-Iam-Im-hp∂ hnh-c -hyqlw thWw.  hnh-c- hyq-l-Øn¬ \n∂pw e`n-°p∂ hkvXp-X-

Iƒ°-\p-k-cn-®m-bn-cn-°Ww Xocp-am-\-sa-Sp-°epw \S-∏n-em-°epw F∂v Cu XXzw \njvI¿jn-°p-∂p.

2.2.8   ]c-kv]c ]qc-I- _‘w (Mutually Beneficial Relationship)

P\-ßƒ, P\- {]-Xn-\n-[n-Iƒ, DtZym-K-ÿ¿ F∂n-h-cpsS \nc-¥c ]cn-{i-a-amWv P\- tI-{μo-IrX `cW

hnP-b-Øns‚ {][m\ LSIw. Ch¿ Ft∏mgpw ]c-kv]c ]qc-I-ß-fm-bn- {]h¿Øn°-Ww. ]c-kv]c

CSs]Sep-I-fnepw ]cn{ia-ß-fnepw KpW-]-c-amb am‰hpw e£y-{]m-]vXn°v F√m-h-cp-sSbpw KpW-]-c-

amb ]c-kv]c_‘hpw AXym-¥ym-t]-£n-X-am-Wv.

apØp-a-Wn-Iƒ F{X at\m-l-c-am-sW-¶nepw tIm¿Øn-W-°n-bmte ame-bmIq!

2.3  D]-kw-lmcw

ta¬ hnh-cn® XXz-ßfn¬ A[n-jvTnX-amb Hcp amt\-Pvsa‚v X{¥-amWv tSm´¬ Izmfn-‰n amt\-Pvsa-‚v

(TQM).  CXv ]q¿Æ-ambpw \S-∏n-em-°n-bm¬ KpW-ta-∑-bp≈ tkh-\ -{]-Zm-\hpw AXn-eqsS kZv`c-

Whpw  P\-ßƒ°n-S-bn¬ kw-Xr-]vXnbpw km[y-am-Ipw.
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A≤ymbw 3

tSm´¬ Izmfn‰n amt\-Pvsa‚v (TQM) : {]tbmKw

3.1.  BapJw

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ XXz-ßƒ A≤ymbw 2 ¬ {]Xn-]m-Zn®p-h-t√m.  XXz-ßƒ {]tbm-KXe-

Øn¬ hcp-tºm-gmWv A¿∞-h-Øm-Ip-∂-Xv. Cu XXz-ßƒ {]mtZ-inI `cWkwhn-[m-\-Øn¬ Fßs\

{]tbm-P-\-s∏-SpØmw F∂-mWv Cu A≤ymbØn¬ hnh-cn-°p-∂Xv.

3.2.  P-\ -tI-{μo-IrXw (People Centered)

P\-ß-fpsS Bh-iy-ßƒ \nd-th-t‰-≠, Ah-cpsS \nXy-Po-hn-X-hp-ambn _‘-s∏´ `c-W-ÿm]\-sa∂

\ne-bn¬ Xt±-i-kzbw`c-W ÿm-]-\ß-fpsS `c-W- \n¿h-l-Ww P\- ]¶m-fnØ ]q¿Æ-am-I-W-sa∂v

]©mbØv cmPv \nb-a-Øns‚ ]oTnIbn¬ ]d-bp-∂p.  P\-Io-bm-kq-{X-W-Øn-eqsS tIc-fw- \S-∏n-em-

°n-b- A[n-Imc hntI-{μo-I-cWw P\- tI-{μo-Ir-X- ImgvN-∏m-Sn-emWv cq]-s∏-Sp-Øn-bn-cn°p-∂Xv. Xt±-i-

kzbw`c-W- ÿm-]-\ß-sf P\- tI-{μo-Ir-X-am°n tkh\ KpW-\n-e-hmcw Dd-∏p- h-cp-Øm≥ tSm´¬ Izmfn‰n

amt\-Pvsa‚n-eqsS km[y-am-Ipw.  P\-ß-fpsS Bh-iy-ßƒ°\p-kr-X-ambn KpW-ta-∑-bp≈ tkh-\-ßƒ

{]Zm\w sNøp-∂-Xn-\m-IWw Xt±-i`c-W- ÿm-]-\-ßƒ {ian-t°-≠Xv.  P\-ß-fpsS Bh-iy-ßƒ Adnbm-

\p≈ Hcp D]m[nbmWv ]uc- k¿sh (Citizen Survey).

t_mIvkv 3.1 : ]uc- k¿sh (Citizen Survey) 

 P\-ß-fpsS Bh-iy-ßfpw {]Xo-£-Ifpw Bcm-bp-∂-Xn-te°v Hcp ]uc -k¿sh \SØmhp∂Xm-

Wv. CXn-eqsS hnI-k-\-̨ -tk-h\ {]h¿Ø-\-ßƒ Imcy-£-ahpw ^e-{]-Zhpw BIp-∂-Xn-\p≈ 

P\-ß-fpsS \n¿t±-i-ßƒ a\- n-em-°m≥ Ign-bpw.  

 Ab¬ k-̀ -I-fn¬ \nt∂m, {Kma- k` \S-°p-tºm-tgm, s]mXp-P-\-ßƒ hnhn[ Bh-iy-ßƒ°mbn 

Xt±-i-̀ cW ÿm]-\-Øn¬ hcp-tºm-tgm, t\cn´v hoSp-I-fn¬ \nt∂m tNmZym-hen D]-tbm-Kn®v tkh-

\-ßfpw hnI-k-\ -{]-h¿Ø-\-ßfpw kw_‘n® P\m-̀ n-emjw ]uc-k¿sh-bn-eqsS Bcm-bmw.   

 ]uc- k¿sh ^ew A-\p-k-cn®v \ne-hn-ep≈ \nba hyh-ÿ-I-fn¬ \n∂p -sIm- v ]≤-Xn-Ifpw 

{]h¿Ø-\-ßfpw {]mtZ-inI k¿°m-cp-Iƒ cq]-I-ev]\ sNø-Ww.  ]≤-Xn-Ifpw {]h¿Ø-\-

ßfpw cq]-I-ev]\ sNøp-tºmƒ P\-ß-fpsS {]Xo-£-Iƒ°v D]-cn-bmb KpW-ta∑ (Delight)    

Dd-∏p-h-cp-Øm≥ {]tXyIw {i≤n-°-Ww.  

9
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TQM s‚ hnP-bw hnhn[ Xe-ß-fn-se t\Xr-Xz-Øns‚ Ign-hn-s\bpw A¿∏-W- a-t\m`m-h-sØbpw

B{i-bn-®n-cn-°pw.

3.3.  t\XrXzw (Leadership)

GsXmcp ÿm]-\Øns‚bpw Imcy-£-aXbv°v {Inbm-flI t\XrXzw A\nhm-cy-amsW∂v A≤ymbw 2

¬ {]Xn-]m-Zn-®p-h-t√m. tSm´¬ Izmfn‰n amt\-Pvsa‚v \S-∏n-em-°phm≥ KpW-ta∑m \bw cq-]o-I-cn°p-I,

\b-Øn\v A\p-]q-c-I-ambn KpW-ta∑m e£y-ßƒ \n¿Æbn-°p-I, \nc-¥c hne-bn-cp-Ø¬ \S-Øp-I,

\nc-¥c KpW-\n-e-hmc h¿≤-\-hn-\p≈ {]h¿Ø-\-ßƒ \n¿Δ-ln-°pI XpSßnb Imcy-ßƒ°v hnhn[

Xe-ß-fn¬ {Inbm-fl-I-amb t\XrXzw  Bh-iy-am-Wv.
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3.3.1. KpW-ta∑m \b- cq-]o-I-cWw

tSm´¬ Izmfn‰n amt\-Pvsa‚v \S-∏n-em-°p-∂-Xn-em-°p-∂-Xn-\p≈ BZy-]-Sn- KpW-ta∑m \bw (Quality
Policy) cq-]o-I-c-n°pI-bm-Wv. ]uc- k¿sh-bn¬ \n∂pw e`n® hkvXp-X-I-fpsS ASn-ÿm-\-Øn¬ tkh-

\-ß-fnepw hnI-k\ {]h¿Ø-\-ß-fnepw KpW-ta∑ Dd-∏p-h-cp-Øp-∂-Xn-\p≈ \b-w cq-]o-I-cn°Ww.

KpW-ta∑m \b- cq-]o-I-c-Ww hnhn[ L´ß-fn-em-bmWv \S-t°-≠-Xv. (t_mIvkv 3.3).

a) KpW-ta∑m ImgvN-∏mSv (Quality Vision) cq]o-I-cn-°¬

\b- cq-]o-I-c-W-Øns‚ BZy-L-́ -amWv KpW-ta∑m ImgvN-∏mSv Xocp-am-\n-°p-I-sb-∂-Xv. ÿm]-\-Øns‚

]ptcm-K-Xnbpw ÿmbn-bmb \ne-\n-ev]pw km£m-XvI-cn-°p-∂-Xn-\p≈ _rl-Ømb Hcp kz]v\- ]≤-Xn-

bmWv KpW-ta∑m ImgvN-∏mSv.

DZm: Hcp Xt±-i-kz-bw-̀ c-W -ÿm-]-\-sØ kw_-‘n®v P\ -ku-lrZ ]©m-b-Øm-Ip-I-/\K-c-k-̀ bm-Ip-I- F∂ kz]v\w.

b) KpW-ta∑m ZuXyw (Quality Mission) \n¿W-bn-°¬

KpW-ta∑m ImgvN-∏m-Sns‚ ASn-ÿm-\-Øn¬ KpW-ta∑m ZuXyw \n¿Æ-bn-°-Ww. ka-b-_-‘n-X-ambn

Gs‰-Sp-°m-hp∂ ZuXy-ßfneq-sS-bmWv kz]v\w -km-£m-XvI-cn°p∂-Xv.

DZm:   Xt±-i-kz-bw`-c-W- ÿm-]-\-Øns‚ Imcy-Øn¬, Hcp h¿j-Øn-\p-≈n¬ TQM \S-∏n-em°n ISO 9001 : 2008

k¿´n-^n-°‰v t\Sp∂Xn-eqsS P\- ku-lrZ ]©m-b-Øm-Ip-I/\K-c-k-`bm-Ip-I- F∂ kz]v\w km£m-XvIcn-

°p-I.

c) KpW-ta∑m \b-w (Quality Policy) Xocp-am-\n-°¬

KpW-ta∑m ZuXyw ssIh-cn-°p-∂-Xn\v kzoI-cn-t°≠ KpW-ta∑m \bw Xocp-am-\n-°Ww. KpW-ta∑m

\bw _‘-s∏´ F√m-h¿°pw Hcp {]tNm-Z-\-am-IWw.

DZm:    P\ -ku-lrZ Xt±-i-kz-bw-`-c-W- ÿm-]-\w F∂ kz]v\w km£m-XvI-cn-°p-∂-Xn\v P\m-[n-]Xy XXz-ß-fn-

eq∂n Iq´m-bva-tbmsS kulm¿±-]-c-ambpw kpXm-cy-ambpw DØ-c-hm-Zn-ØtØm-sS-bpap≈ {]h¿Ø-\-ßƒ

F√m Xe-ß-fnepw Dd-∏p- h-cp-Øp-I F∂-XmWv \bw .

3.3.2. KpW-ta∑m e£y-ßƒ (Quality Objectives)

KpW-ta∑m ImgvN-∏mSv, ZuXyw, \bw F∂nh {]mtZ-inI `c-W- kw-hn-[m-\-Øns‚ F√m Xe-ß-fnepw

N¿®bv°v hnt[-b-am°n \b-Øn-\-\p-kr-X-amb coXn-bn¬ KpW-ta∑m e£y-ßƒ \n¿Æ-bn-°Ww. \b-

Øns‚ {]mh¿ØnIXe-amWv e£y-ßƒ.  Xt±-i-kz-bw-̀ cW ÿm]-\-ß-fnse F√m- hn`mK-ß-fnepw

hy‡n-I-fnepw ÿm]-\-ß-fnepw \bw hym]n-∏n°-Ww. \bw {]mh¿Øn-I-am-°p-∂-Xn-\p≈ e£y-ßƒ

\n¿Æ-bn-°-s∏-SpIbpw thWw. Hmtcm Xe-Ønepw \n¿Æ-bn-°p∂ e£y-ßƒ Xt±-i-kz-bw-̀ c-W- ÿm-

]-\s-Ø s]mXp-Kp-W-ta∑m e£y-Øn-se-Øn-°m-\p-X-Ip∂ hn[-Øn-em-IWw.
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3.3.2.1  KpW-ta∑m e£y-ßƒ ˛ khn-ti-jXIƒ

    Hmtcm hn`mKØnsebpw Npa-X-e-s∏-́  DtZym-K-ÿ-cpsS Xe-Ønse e£y-ßƒ hn`n∂ß-fm-sW-

¶n¬ t]mepw A\p-]q-c-I-am-bn-cn-°-Ww.  Hmtcm e£yhpw ÿm]-\-sØ ka-{K -e-£y-Øn-te°v

\bn-°p-∂-Xm-h-Ww.

DZm:   {^≠v Hm^okn¬ Ip‰-a‰ coXn-bn¬ At]£ kzoI-cn-°p∂Xpw sabn≥ Hm^o-kn¬ Ime-Xm-akw IqSmsX

At]£ ]cn-K-Wn-°p-∂Xpw ka-b- _-‘n-X-ambn ]uc\v tkh\w \¬Ip∂-Xn\v klm-bI-amIpw.

    Xt±-i-kz-bw`c-W- ÿm-]-\- Hm^o-knse Hmtcm hn`mKØnsebpw Npa-X-e-s∏´ DtZym-K-ÿ-cpsS

Xe-ß-fn¬ efn-X-hpw (Simple) hy‡-hpw (Specific) Bbn e£y-ßƒ \n¿Æ-bn-°-Ww.

DZm-:   i.  {^≠v Hm^okv ¢m¿°v ssI∏-‰p∂ At]-£-I-fpsS \nc-kn-°¬ \nc°v ]qPy-am-°pI.

     ii. Unam‚v sNbvXn-´p≈ hkvXp-\n-Ip-Xn- tiJ-cn°¬ 100 iX-am-\-am-°p-I.

    e£y-ßƒ Af-°m-hp-∂-XmI-Ww (Measurable)
DZm:  _n¬UnwKv s]¿an‰v \¬Ip-∂-Xn-s\-Sp-°p∂ kabw 30 Znh-k-Øn¬ \n∂pw 15 Znh-k-ambn Ipd-bv°pw.

    e£y-ßƒ ssIh-cn-°m≥ Ign-bp-∂-Xm-I-Ww (Attainable)
DZm:     Xt±-i-kz-bw`-c-W- ÿm-]-\-Ønse F√m bphm-°ƒ°pw ]©m-bØv/\K-c-k` Hm^o-kn¬ tPmen-sIm-Sp-

°pIsb∂Xv ssIh-cn-°m≥ Ign-bp∂ e£y-a√.  F∂m¬ sXmgn¬c-ln-X-cmb F√m bph-Xo bphm-

°ƒ°pw -h-cp-am-\- ZmbI kwhn-[m-\-sam-cp-°pI F∂Xv ssIh-cn-°m≥ Ign-bp∂  e£y-amWv.

    e£y-ßƒ bmYm¿∞y-Øn¬ Du∂n-b-Xm-I-Ww (Realistic)
DZm:      Xt±-i-kz-bw-`c-W- ÿm-]-\-Ønse k¿°m¿ kvIqfn¬ AXym-hiy kuI-cy-ß-fp-≠v.  ]t£ Btcm-Ky-ta-

Je Xosc Ah-K-Wn-°-s∏´ \ne-bn-em-Wv. ChnsS ho≠pw kvIqfns‚ kuI-cy-h¿≤-\hv e£y-ambn

kzoI-cn-°p-∂Xv bmYm¿∞yØn¬ Du∂n-b-X√.

    e£y-ßƒ ka-b-_-‘n-X-am-I-Ww (Time Bound)
DZm:     _n¬UnwKv/s]¿an‰v \¬Ip-∂-Xn-s\-Sp-°p∂ kabw 15 Zn-h-k-ambn Ipd-bv°p-sa-∂p-≈-Xv 3 amk-Øn-\p-

≈n¬ \S-∏n-em-°pI.

3.3.3. Izmfn‰n am\z¬ (Quality Manual)

Xt±-i-kz-bw`cWØn¬ KpW-ta∑m am\z¬ F∂v hnh-£n-°p-∂Xv KpW-ta∑m e£y-ßƒ, kwhn-[m-

\w, tkh-\-ßƒ F∂nhbpsS B[n-Im-cnI tcJ-bm-Wv.

3.3.4. Xt±-ikzbw`cW ÿm]\w \S-Øp∂ hne-bn-cp-Ø¬ tbmKßƒ

KpW-ta∑m e£y-ß-fpsS km£m-Xv°m-cw \nc-¥c hne-bn-cp-Ø-ens\ B{i-bn-®n-cn-°p-∂p.  {]hrØn

]q¿Øo-I-cn-®-ti-j-ap≈ hne-bn-cp-Ø-en-t\-°mƒ {]hrØn-bpsS Hmtcm L -́Ønepw ta¬t\m-́ hpw hne-

bn-cp-Øepw \S-ØWw. AXn-\mbn Xt±-i-kz-bw -̀cW ÿm]\w dnhyq ao‰nwKv \S-tØ-≠-Xp-≠v.

NnIn-’-tb-°mƒ {]Xn-tcm-[-amWv DØaw
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t_mIvkv 3.4 : dnhyq ao‰nw-Kv AP-- -bpsS amXrI 

1. ap≥ hne-bn-cp-Ø¬ tbmKw  Xocp-am-\n® \S-]-Sn-I-fpsS ]ptcm-KXn 

2. P\-ß-fpsS A`n-{]m-bßƒ, \n¿t±ißƒ, ]cmXnIƒ 

3. `uXnI kml-N-cy-ß-fpsS Ahÿ 

4. Ct‚-W¬ HmUn‰v \nco-£-W-ßƒ 

5. Izmfn‰n k¿°nƒ {]h¿Ø\ dnt∏m¿-́ v 

6. ]cmXn ]cn-lmc kwhn-[m-\-Øns‚ {]h¿Ø\ Ahÿ 

7. ap≥ I-cp-X-ep-Iƒ (]-cm-Xn-bp-- m-Im-Xn-cn-°m-\p≈ {]h¿Ø\-ßƒ) 

8. {]h¿Ø\w sa®-s∏-Sp-Øp-∂-Xn-\p≈ ip]m¿i-Iƒ 

 

3.4.  ]¶m-fnØw

]¶m-fn-Ø-sa-∂m¬ F√m-hcpw (P-\-ßƒ,- P-\-{]-Xn-\n-[n-Iƒ,- Po-h-\-°m¿) tN¿∂p-f-f- {]-h¿Ø-\-amWv.

F√m-h-scbpw Dƒs∏SpØn ]¶m-fn-Ø-]-c-amb coXn-bn¬ Bkq-{X-Ww, \n¿Δ-l-Ww, hne-bn-cp-Ø¬

F∂nh \S-Øp-I-bmWv tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ {][m\ LSIw.  AXn\v IΩn‰n kwhn-[m-\-

ßfpw P\-Iob thZn-Ifpw {Inbm-fl-Iam°-Ww.

3.4.1.  ]¶m-fnØØns‚ thZn-Iƒ

`c-W- k-an-Xn tbmKw tN¿∂v P\m-[n-]Xy thZn-I-ƒ {Inbm-flI-am-°p-∂-Xn-\p≈ \S]Sn-Iƒ ssIs°m-

≈pI.

 Xt±-i-kz-bw`cW ÿm]\Øns‚ tbmKw

 Ãnb-dnwKv IΩn‰n tbmKw

 Ãm‚nwKv IΩn‰nIfpsS tbmKw

 DtZym-K-ÿ-cpsS tbmKw

 Izmfn‰n k¿°nƒ tbmKw

 {Kma -k`/hm¿Uv k` tbmKw

 Ab¬ k`m tbmKw

 hm¿Uv hnI-k\ kanXn tbmKw

 \nbaw A\pim-kn-°p∂ a‰p IΩn‰n-IfpsS (DZm: ÿm]\ amt\-Pvsa‚v IΩn-‰n-Iƒ)tbmKw
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3.5. {]{In-bm-[n-jvTnXw (Process Oriented)

tSm´¬ Izmfn‰n amt\-Pvsa‚v \S-∏n-em-°m≥ {]{In-bm-[n-jvTnX hni-I-e-\hpw hne-bn-cp-Øepw ta¬t\m-

´hpw Bh-iy-am-Wv. ÿm]\w sNtø-≠-Xmb {]h¿Ø-\-ßfp-ambn _‘-s∏ v́ ]ckv]c ]qc-I-ß-fmb

Ht´sd {]hrØn-I-fp-≠v.  Cu {]hrØn-I-fpsS Iq -́amWv {]{In-b.  e`y-amb hn -̀hßƒ D]-tbm-Kn-®p≈

{]hrØnsb As√-¶n¬ HcpIq´w {]hrØn-Isf A\p-tbm-Py-amb coXn-bn¬ GtIm-]n-∏n®v \S-∏m-°emWv

{]{In-bm-[n-jvTn-X {]h¿Ø\w.  AXn-\mbn {]hrØn-Iƒ GsXms° F∂v Xocp-am-\n-°Ww, GsXms°

3.4.2. Imcy-tijn hnI-k\w

hyXykvX hn`m-K-ß-fnse Npa-X-e-s∏´ DtZym-K-ÿ-cpsS ^e-{]-Z-amb ]¶m-fnØw Ah-cpsS Imcy-ti-

jnsb B{i-bn-®mWn-cn-°p-∂Xv.

t_mIvkv 3.5 : Izmfn‰n k¿°nƒ (Quality Circle) 

 Poh-\-°m-cpsS tPmen-kw-_-‘-amb {]iv\-ßƒ ]cn-l-cn-°p-∂-Xn\pw, DØ-c-hm-

ZnØßƒ ]c-kv]c kl-I-cWtØmsS- \n¿Δ-ln°p∂Xn\pw, AXn-eqsS tkh\ KpW-

ta-∑ Dd-∏p- h-cp-Øp-∂-Xn\pap≈ kulrZ Iq´m-bva-bmWv Izmfn‰n k¿°nƒ .   

 DØ-c-hm-Zn-Ø- t_m[w hf¿Øp-I, kulr-Zm-¥-co£w krjvSn-°p-I, \nc-¥c hni-I-e\w 

\S-Øp-I, XpS¿®-bmb ]cn-io-e-\-ßƒ Bkq-{XWw sNbvXv \S-∏n-em°pI, \qX-\mi-b-

ß-ƒ cq]o-I-cn-°pI F∂nh-bmWv Izm-fn‰n k¿°n-fns‚ ZuXyw.  

 Hm^o-kns‚ kpK-a-amb {]h¿Ø-\-Øn-\p≈ X-{¥-ßƒ Bhn-jvI-cn-°p-I, {]iv\-

ßƒ/{]Xn-_-‘-ßƒ/Ipd-hp-Iƒ F∂nh ]cn-l-cn-°m≥ {ian-°p-I, Poh-\-°m-cp-sS Xe-

Øn¬ Ign-bmØ Imcy-ßƒ [\-Imcy Ãm‚nwKv IΩn-‰n-bn-eqsS Xt±-i-kz-bw-̀ -cW ÿm]\ 

tbmK-Øn¬ Ah-X-cn-∏n®v ]cn-lmcw ImWpI F∂n-h-bmWv Izmfn‰n k¿°n-fns‚ DØ-c-

hm-Zn-Ø-ßƒ.   

t_mIvkv 3.6 : Imcy-tijn hnI-k\w 

 Hmtcm Xe-Ønepw \n£n-]vX-amb ZuXyhpw Bh-iy-amb Imcy-tijnbpw 

\n¿Æ-bn-°pI. 

 Imcy-tijn hnI-kn-∏n-°p-∂-Xn-\m-h-iy-amb \nc-¥c ]cn-io-e-\-ßƒ 

\¬IpI. 

 Hmtcm hy‡n-bpw ÿm]-\-Ønse \n¿Æm-bI LS-I-am-sW∂v t_m[y-

s∏-Sp-ØpI. 
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skIvj-\p-I-fmWv/DtZym-K-ÿ-cmWv/ÿm]-\-ß-fmWv ]ckv]c ]qc-I-ß-fmbn {]h¿Øn-t°-≠Xv F∂pw

Xocp-am-\n-°-Ww. AhbpsS sa®-s∏´ {]h¿Ø\Øn-\v \nc-¥c tamWn-‰-dnwKpw \nb-{¥-Whpw Bh-iy-

amWv. AXn-\m-Is´, t{]m kv am∏nwKv Bh-iy-amWv.

3.5.1. t{]mkkv am∏nwKv (Process Mapping)

{]{In-bm-[n-jvTnX ZuXy- \n¿h-l-W-Øn\v t{]mkkv am∏nwKv Bh-iy-am-sW∂v ]d-™-t√m.  Hcp {]{Inb

]q¿Øo-I-cn-°m≥ Hmtcm skIvj\pw Hmtcm Poh-\-°mc\pw Ct∏mƒ FSp-°p∂ kabw F{X- am{Xw

Ipd-bv°mw-F∂m-tem-Nn-°pI.  Hcp At]-£-bn-e√, adn®v, F√m At]-£-I-fnepw _m[-I-am-°m≥

Ign-bp∂ Xc-Øn-em-I-Ww CXv Xocp-am-\nt°≠-Xv.  Hmtcm h¿jhpw ]ucm-h-Im-i-tcJ ]pXp-°p-tºmƒ

tkh-\-ßfpsS kabw Cßs\ ]p\:{Iao-I-cn-°Ww.

Hcp ÿm]\w \¬Ip∂ tkh\ßfpw \S-Øp∂ hnI-k-\- {]-h¿Ø\-ßfpw hnhn[ {]{In-b-I-fpsS

]cn-WX ^e-am-Wv. F√m tkh-\-ßƒ°pw {]h¿Ø-\-ßƒ°pw  DØ-c-hm-Z-s∏´ skIvj-\p-Ifpw/

DtZym-K-ÿcpw Ah-bpsS/Ah-cpsS Npa-X-e-Ifpw kw_-‘n® hy‡-amb cq]-tcJ D≠m-I-Ww.  t{]m-

 kv am∏nw-Kn-eqsS CXv km[y-am-°mw.

3.6. hyqlm-[n-jvTnXw (System Oriented)

Xt±-i-kz-bw- `c-W- ÿm-]\w hnhn-[hpw hyXy-kvX-hp-amb {]h¿Ø\ taJ-e-I-fpsS hyql-amWv F∂pw

{]kvXpX hyql-Øn\v D]- hyq-l-ß-fp-s≠∂pw A≤ymbw c≠n¬ {]Xn-]m-Zn-®p-h-s√m.  DZm-l-c-W-Øn\v

]≤Xn Bkq-{X-Ww, [\- ]-cn-]m-e-\w, ]≤Xn \n¿hl-Ww, ]cmXn ]cn-lm-cw, tkh-\-{]-Zm-\w, tamWn-‰-dnwKv

F∂nh  D]-hyq-l-ß-fm-Wv. Ch-bpsS {]h¿Ø\w ]ckv]c ]qcIß-fp-am-Wv.  AXm-bXv Hcp D]-

hyq-l-Øns‚ {]h¿Ø\w a‰v D]- hyq-l-ß-fpsS {]h¿Ø-\sØ kzm[o-\n-°pw.  AXp-t]mse

hǹ hßfpsS ASn-ÿm-\-Øn¬ t\m°n-bmepw hyXykvX hyql-ß-ƒ ImWmw ˛ a\p-jy- hn-̀ -hw, ]›m-Øe

ku-I-cyw, {]h¿Ø-t\m-∑p-Jm-¥-co-£w F∂n-ßs\.  Ch-bpsS e`y-Xbpw ]c-kv]-c- ]q-cI {]h¿Ø-\hpw

BWv {]h¿Ø-\-Øns‚ KpW-ta∑ Dd-∏p-h-cp-Øp-∂-Xv.
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3.7.  XpS¿®-bmb sa®-s∏-Sp-Ø¬ ]cn-{iaw

tSm´¬ Izmfn‰n amt\-Pvsa‚v \S-∏n-em-°p-∂-Xp-t]mse Xs∂ XpS¿®-bmb sa®-s∏-Sp-Ø¬ DZy-a-Øn\pw

{]tXyIw {i≤- sN-ep-Ø-Ww.  KpW-ta∑m \bw, KpW-ta∑m e£y-ßƒ, KpW-ta∑m HmUn‰v (C-t‚-W¬

HmUn-‰v) dnt∏m¿´pIƒ, `c-W- k-an-Xn-bpsS hne-bn-cp-Ø¬ dnt∏m¿´p-Iƒ F∂nh \nc-¥cw hni-I-e-\-

hn-t[-b-am-°-Ww.  DNn-X-amb kXzc \S-]-Sn-Iƒ kzoI-cn-°-Ww.  Bhiy-sa-¶n¬ `mhn-bn¬ D≠m-tb-

°m-hp∂ A]-cym-]vX-Iƒ ]cn-l-cn-°p-∂-Xn-\p≈ ap≥I-cp-X-ep-Iƒ Bkq-{XWw sNøWw. c≠v Xc-

Øn-ep≈ \S-]-Sn-I-fmWv kzoI-cn-t°≠Xv.

(1) Xncp-Ø¬ \S-]-Sn-Iƒ (Corrective Actions) ˛ kw -̀hn-®p-t]mb Ipd-hp-Iƒ ho≠pw kw -̀hn-°m-

Xn-cn-°m≥ aqe- Im-c-W-ßƒ Is≠Øn ]cn-l-cn-°¬

(2) ap≥I-cp-X¬ \S-]-Sn-Iƒ (Preventive Actions) ̨  ̀ mhn-bn¬ kw -̀hn-°mhp∂ Ipd-hp-Iƒ ap≥Iq´n

I≠v, Ah kw -̀hn-°m-Xn-cn-°m-\p≈ Icp-X¬ \S-]-Sn-Iƒ

t_mIvkv 3.8 : ]›m-Øe kuIcyw 

tSm´¬ Izmfn‰n amt\-Pvsa‚v G¿s∏-Sp-Øp-∂-Xn-\m-h-iy-amb ]›m-Øe kuI-cy-ßƒ:  

 A\p-tbm-Py-amb sI´n-Sw, tPmen-ÿ-ew, A\p-_-‘ kuI-cy-ßƒ.  

 `n∂-ti-jn-bp-≈-h¿, {]tXyI ]cn-K-W\ A¿ln-°p-∂-h¿, htbm-P-\-ßƒ, Ip´n-Iƒ, 

kv{XoIƒ F∂n-h¿°v kuI-cy-ßƒ. 

 s]mXp-P-\-ßƒ°v kuI-cy-ßƒ.  

 {]h¿Ø-\-ßƒ°m-h-iy-amb (Hardware, Software) kuI-cy-ßƒ.  

 ]qcI tkh-\-ßƒ (]n-¥pW kuI-cy-ßƒ ˛ KXm-KXw, hm¿Øm-hn-\n-a-bw, hnh-c- 

hyqlw apX-em-b-h). 

t_mIvkv 3.9 : {]-h¿Ø-t\m-∑p-Jamb A¥-co-£w 

Imcy-£-a-amb {]h¿Ø\w Dd-∏p- h-cp-Øp-∂-Xn\v A\p-tbm-Py-amb A¥-co£w 

krjvSn°pIbpw \ne-\n¿Øp-I-bpw sNøWw.  ]›m-Øe kuI-cy-ßƒ Hcp°pI 

F∂-Xn-ep-]cn AXv {]h¿Ø\m\p-Iqe kml-N-cyw krjvSn-°p-∂-Xm-sW∂v Dd-∏p-h-cp-

Øp-Ibpw thWw (Bh-iy-m\pk-cWw {]Im-iw, hmbp, i_vZw XpS-ßnb-h e`y-am-

°Ww). 

16



Xt±-i-̀ -cWw

tSm -́¬ Izmfn‰n amt\-Pvsa‚v  tSm -́¬ Izmfn‰n am

t_mIvkv 3.10 Xncp-Ø¬ \S-]-Sn-Ifpw ap≥I-cp-X¬ \S-]-Sn-Ifpw 

 s]mXp-P-\-ßƒ°v tkh-\-sØ-°p-dn-®p≈ ]cm-Xn-Iƒ, {]iv\-ßƒ, KpW-ta∑m ]cn-an-Xn-

Iƒ- F-∂nh Fs¥-√m-sa∂v hne-bn-cp-ØpI 

 Ch-bv°p≈ Imc-W-ßƒ, Bh¿Øn-°m-Xn-cn-°m-\p≈ ]cn-lm-c -am¿K-ßƒ F∂nh 

tcJ-s∏-Sp-ØpI 

 ]cn-lmc am¿K-ßƒ \S-∏n-em-°ntbm? ]cn-WX ^e-sa-¥m-Wv? KpW-{]Z-am-tbm? F∂v 

hne-bn-cpØpI. 

3.8.  hkvXp-Xm-[n-jvTnX Xocp-am-\sa-Sp-°¬ (Factual Approach to Decision Making)

GsXmcp ÿm]-\-Øn-s‚bpw {]h¿Ø-\-ßƒ Imcy-£-ahpw ^e-{]-Z-hpw BIp∂Xv  Xocp-am-\-sa-Sp-

°¬ {]{In-bsb B{i-bn-®mbncn°pw F∂pw, F∂m¬ Xocp-am-\-ßƒ FSp-t°-≠Xv hkvXp-XI-fp-

sSbpw ÿnXn-hn-h-c-°-W-°p-I-fp-sSbpw ASn-ÿm-\-Øn-em-bn-cn-°-Ww F∂pw A≤ymbw c≠n¬ hy‡-

am-°n-bn-cp∂p. AXn-\m-Is´ sdt°m¿Uv amt\-Pvsa‚pw hnh-c- hyq-lhpw A\nhmcy-am-Wv.

{Kma-]-©m-b-Øp-I-fp-tSbpw \K-c-k -̀I-fp-sSbpw s]mXp Npa-X-e-I-fn¬ H∂v Bh-iy-amb ÿnXn-hn-h-c-

°-W-°p-Iƒ tiJ-cn°epw Imem-\p-kr-X-am-°epw BsW∂v \njvI¿jn-®n-́ p-≠v.

t_mIvkv 3.11 hkvXp-XI-fpsS hni-I-e\w 

hni-I-e-\- hn-t[-b-am-t°-- - hkvXp-XIƒ  

 P\-ß-fpsS kwXr]vXn/Akw-Xr]vXn F{X-am{Xw?  

 tkh\ khn-ti-j-X-Iƒ/\yq\-X-Iƒ Fs¥√mw? 

 tkh\ t]mcmbva D- m-Im-\p≈ km[y-X-Iƒ, ]cn-lm-c-am¿K-ßƒ, 

ap≥I-cp-X-ep-Iƒ Fs¥√mw? 

 Hm^o-kn-\p-≈nse hnhn[ hn`m-K-ß-fpsS {]h¿Ø-\-£-aXbpw GtIm-

]-\hpw F{X-am{Xw? 

3.8.1 sdt°m¿Uv amt\-Pvsa‚v (Record Management)

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ Imcy-£-aX AhnsSbp≈ sdt°m¿Uv amt\-Pvsa‚ns\ IqSn B{i-

bn-®n-cn-°p-∂p. AXpsIm≠v Xs∂ Bh-iy-amb {]am-W-ßfpw tcJ-Ifpw Nn -́bmbpw IrXy-ambpw ]cn-

]m-en-t°-≠-Xp-≠v.
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Xt±i-̀ c-W- ÿm-]-\-ß-fn-ep≈ sdt°m¿Up-Isf c≠p hn`m-K-ß-fmbn Xncn-°m-hp-∂-XmWv (1) {]am-

W-ßƒ (2) tcJ-Iƒ.

(F). {]am-W-ßƒ (Documents )

 KpW-ta∑m \b-tcJ

 Izmfn‰n am\z¬

 tcJ-I-sfbpw \S-]-Sn-{I-a-ß-sfbpw kw_-‘n® {]amWw

 Bkq-{X-W, \n¿h-l-W, tamWn-‰-dnwKv {]h¿Ø-\-ßƒ kw_-‘-amb {]am-W-ßƒ

_n. tcJ-Iƒ (Records)

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ `mK-ambn P\-ß-fpsS Bh-iy-ßfpw  tkh-\-ßfpw \nd-th-‰p-∂p-

s≠∂p sXfn-bn-°p∂Xn\m-h-iy-amb tcJ-Iƒ Nn -́bmbn ]cn-]m-en-t°≠-Xm-Wv. Ah-bn¬ {][m-\-s∏-

´h NphsS sImSp-°p-∂p.

1. Poh-\-°m-cp-sSbpw P\ {]Xn-\n-[n-I-fp-sSbpw hnZym`ym-kw, sshZ-Kv[yw, ap≥]-cn-N-bw, e`n®

]cn-io-e\w F∂nh kw_-‘n® tcJ.

2. XpS¿®-bmb hne-bn-cp-Ø-ep-Iƒ \S-Øn-bXp kw_-‘n® tcJ-Iƒ:

 hm¿Uv k`/{Kma -k-̀ , Ab¬k` tbmKØns‚ an\n‰vkv

 Izmfn‰n k¿°nƒ tbmKØns‚ an\n‰vkv

 Ãm‚nwKv IΩn‰n tbmKØns‚ an\n‰vkv

 Ãnb-dnwKv IΩn‰n tbmKØns‚ an\n‰vkv

 Xt±-i kzbw -̀cW ÿm]\Øns‚ `c-W-k-anXn tbmKØns‚ an\n‰vkv

t_mIvkv 3.12 : sdt°m¿Uv amt\-Pvsa‚v ˛ BhiyIX 

]e Xt±-i--kzbw`-cW- ÿm-]-\-ß-fnepw ap≥ {]am-W-ßƒ/tcJ-Iƒ Xnc™v 

Is- -Øp-∂-Xn-\mWv G‰hpw IqSp-X¬ kabw sNe-hn-Sp-∂-Xv.  thK-Øn¬ 

Ah e`n-°p∂ kml-Ncyw krjvSn-®m¬ tPmen- `m-c-Øn\v Hcp Afhp hsc 

Ipd-hp-- m-Ipw.  sd°m¿Uv amt\-Pvsa‚v Imcy-£-a-am-°p-∂-Xn-eq-sS AXp 

km[n-°pw. 
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3.  hne-bn-cp-Ø-ens‚ \n¿tZ-i-ßfn¬ kzoI-cn® \S-]-Sn-Isf kw_-‘n® dnt∏m¿´v (Action
Taken Report).

4.  t]gvk-W¬ cPn-Ã¿ (Personal Register), Poh-\-°m-cpsS lmP¿ cPn-Ã¿, aqhvsa‚v

cPn-Ã¿.

5.  \SØnb `cW hnI-k-\ -{]-h¿Ø-\-ß-fpsS tcJ.

6.  \¬Inb tkh-\-ß-fpw Ah-bpsS hni-I-e\ dnt∏m¿´pw.

7.  hnhn[ HmUn-‰v dnt∏m¿´n-t∑¬ FSpØ \S-]-Sn-Iƒ, ]ptcm-KXn hne-bn-cp-Ø¬.

8.  P\-ß-fpsS ]cm-Xn-Iƒ, \n¿tZ-i-ßƒ.

9.  P\-ß-fpsS ]cm-Xn-Iƒ/\n¿tZ-i-ßƒ kw_-‘n® \S-]-Sn-Iƒ.

10. \nb-a {]-Imcw ]cn-]m-en-t°≠ a‰v cPn-Ã-dp-Iƒ, tcJ-Iƒ. tkm v̂‰v shb-dp-I-fpsS ]cn-]m-

e\w, Poh-\-°m-cpsS ]cm-Xn-Iƒ, ]cn-lm-c- am¿§-ßƒ, kzoI-cn® \S-]-Sn-Iƒ, ]ptcm-K-Xn

apX-em-bh kw_-‘n® tcJ-Iƒ

t_mIvkv 3.13 : sdt°m¿Uv amt\-Pvsa‚v 

{]am-Wßfpw tcJ-Ifpw Xøm-dm°n Bh-iyap≈t∏mƒ D]-tbm-Kn-°m≥ Ign-bp-∂-hn[w 

]cn-]m-en-°p∂ kwhn-[m-\amWv sdt°m¿Uv amt\-Pvsa‚v.  {]am-W-ß-fp-sSbpw tcJ-I-fp-

sSbpw kq£n-∏n-\mbn; 

 sdt°m¿Uv dqw (Un-Pn‰¬ cq]-Øn-em-°m≥ Ign-bp-∂h Aß-s\-bpw) k÷o-I-cn-

°pI. 

 sdt°m¿Up-Iƒ kq£n-°pI, Bh-iym-\p-k-cWw hnX-cWw sNøp-I. 

 Xncn-®p-h-cp∂ sdt°m¿Uv FSpØ ÿe-Øp-Xs∂ kq£n-°p-∂-Xn-\p≈ DØ-c-hm-

ZnØw \n›-bn-°p-I. 

 sdt°m¿Uv ]cn-]m-e-\w, Nw{I-a-Ww, Hgn-hm-°¬ apX-em-bh kw_-‘n® {]amWw 

Xøm-dm-°p-I. 

 \nc-¥c \nco-£W˛hne-bn-cp-Ø-ep-Iƒ \S-Øp-I. 

t_mIvkv 3.14 :hnh-cm-h-Imi \nbahpw tcJ-I-fpsS kq£n∏pw 

hnh-cm-h-Imi \nbaw 2005 A\p-k-cn®v Xt±-i-kzbw`-c-W- ÿm-]-\-Øns‚ F√m tcJ-

Ifpw GsXmcp ]uc\pw Bh-iy-s∏-́ m¬ \¬tI-- -h-bm-Wv. AXpsIm- v Xs∂ hnh-cm-

h-Imi\n-ba {]Imcw hnh-c-ßƒ Bh-iy-s∏-Sp-∂-h¿°v AXv \¬Ip-∂Xv {ia-I-c-a-√mØ 

Hcp tPmen-bm-bn-Øo-c-W-sa-¶n¬ tcJ-I-fpsS kq£n-∏pw ]cn-]m-e-\hpw Imcy-£-a-am-I-

Ww. TQM apt∂m´v hbv°p∂ XXzhpw AXp Xs∂-bm-Wv. 
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3.8.2 hnh-c-hyqlw (Database)

hnI-k\ taJ-e-bpsS hkvXp-Xm-]-c-amb hn-e-bn-cp-Ø-en\pw Imcy-£-a-amb ]≤Xn Bkq-{X-W-Øn\pw

tamWn-‰-dnw-Kn\pw hnh-c-hyqlw AXy-¥m-t]-£n-X-amWv. {]mY-an-Itam ZznXo-btam Bb t{kmX- p-I-fn-

eqsS hnh-c-ßƒ tiJ-cn-°m-hp-∂-Xm-Wv. Ct°m-W-anIvkv& Ãm‰nkv‰nIvkv hIp∏v 5 h¿j-Øn-sem-cn-

°¬ {]kn-≤o-I-cn-°p∂ ]©m-bØvXe Ãm‰nkv‰nIvkv F∂ dnt∏m¿´nse ÿnXn-hn-h-c-I-W-°p-Iƒ

{]tbm-P-\-s∏-Sp-Ømhp∂XmWv.

3.9.  ]c-kv]-c- ]q-c-I- _‘w

P\-ßfpw, Poh-\-°mcpw, P\ -{]-Xn-\n-[n-Ifpw ]c-kv]c ]qc-I-ß-fmbn {]h¿Øn-t°≠ kwhn-[m-\-

amWv {]mtZ-inI `c-W- kw-hn-[m-\w.  F√m-hcpw Iq´m-bva-tbmSp IqSn ]c-kv]c ]qc-I-ambn KpW-ta-

∑bv°p th≠n {]h¿Øn-t°-≠-Xm-Wv.

DZm-l-c-W-Øn\v hnI-k\ Ãm‚nwKv IΩn‰n ]≤Xn Bkq-{X-W-Øn\pw, [\-Imcy Ãm‚nwKv IΩn‰n

_P‰v cq]o-I-c-W-Øn\pw t\XrXzw sImSp-°p-tºmgpw Ch-cpsS {]h¿Ø-\-ßƒ ]c-kv]c ]qc-I-ß-

fm-Wv. ]≤Xn \S-∏n-em-I-W-sa-¶n¬ _P‰v D≠m-I-Ww.  _P‰v Xøm-dm-°p∂Xv ]≤-Xn-bpsS ASn-ÿm-

\-Øn-ep-am-Wv.  Ch-bpsS ]c-kv]c kwtbm-P\w km[y-am-°p-∂Xv hyXykvX Ãm‚nwKv IΩn-‰n-I-fpsS

]c-kv]c ]qc-I-amb {]h¿Ø-\-Øneq-sSbm-Wv.
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A≤ymbw 4

Hm^okv {]h¿Ø-\-ß-fnse KpW-ta∑ ˛  A©v ‘S’
4.1 BapJw

s]mXp-P\ßfpsS Bh-iy-ß-tfmSv {Inbm-fl-I-ambn {]Xn-I-cn-°m\pw \qX\ kmt¶-Xn-I- hnZy D]tbm-

Kn-°m\pw Xt±-ikzbw`c-W -ÿm-]-\-sØ Hcp-°pIsb∂Xv Ime-L-́ -Øns‚ Bh-iy-am-Wv.  ASp°pw

Nn´bpan√m-ØXpw A\m-hiy hkvXp-°-fpsS A[nI tiJ-c-w \nd-™p-I-hn-™n-cn-°p-∂-Xp-amb Hm^o-

kp-I-fnse A¥-co£w Poh-\-°m-cpsS {]h¿Ø\£a-Xsb Ipd-bv°m-\nSbp≠v. ÿew, ka-bw,

Du¿Pw, ]Ww XpS-ßnb hn -̀h-ßƒ \jvS-s∏Sp-∂-Xn\pw Imcy£-a-X-bpw- Kp-W-ta-∑-bpan-√mØ `c-W-co-

Xn°pw CXv CS-hcpØpw. Hm^okv {]h¿Ø\w sa®-s∏-Sp-Øp-∂Xn-\p≈ Hcp am¿§amWv A©v ‘S’
XXzw {]tbm-K-Øn¬ hcp-ØpIsb∂-Xv.

4.2.  F¥mWv A©v ‘S’?

Nn -́tbm-Sp-Iq-Snb Krl-]-cn-]me\ {Iao-I-c-WsØ A¿∞-]q¿Æ-am-°p∂ A©v P∏m\okv ]Z-ß-fpsS

BZym-£-c-ß-f-mWv A©v ‘S’Iƒ. Xcw-Xn-cn-°¬˛ Seiri (Sort), {Iao-I-cWw˛ Seiton (Set in Order),
Xnf°w˛ Seiso (Shine), \ne-hmc \n¿Æbw˛ Seiketsu (Standardise), kpÿn-cX˛ Shitsuke (Sustain)
F∂n-h-bmWh.

4.2.1.  Xcw Xncn-°¬ (Sort)

F¥v, GX-f-hn¬, Fhn-sS, Ft∏mƒ, Fßs\  Bh-iy-ap≠v F∂-X-\p-k-cn-®p≈ Xcw-Xn-cn-°¬ Hm^okv

{]h¿Ø\w IqSp-X¬ kpK-a-am-°pw.  h¿Ø-am\Ime {]h¿Ø-\-Øn\v Bh-iy-an-√mØ hkvXp-°sf

Ct∏mƒ tPmen sNøp∂ -ÿ-e-Øp-\n∂v Hgn-hm-°pItbm am‰n hbv°p-Itbm sNøpI.  AXp-hgn

ÿew, ka-bw, ]Ww, Du¿Pw XpSßn hne-s∏´ hn -̀h-ßƒ ^e-{]-Z-ambn hn\n-tbm-Kn-°m≥ km[n-°pw.

t_mIvkv 4.1 : hkvXp-°-fpsS Xcw Xncn-°¬ 

 Ft∏mgpw Bh-iy-ap-≈h  H´pw -Xs∂ Bh-iy-an-√m-Øh 

 Nne-t∏mƒ am{Xw Bh-iy-ap-≈h  Bh-iy-an√, ]t£ th- n-h-t∂°mw 

 hnc-f-ambn Bh-iy-ap-≈h  If-tb-  hkvXp-°ƒ 

 
Xcw- Xn-cn°¬ \S-∏n-em-°pI hgn D≠m-Ip∂ t\ -́ßƒ

 tPmen- ÿew Xnßn- \n-d™v ]Wn-sb-Sp-°m≥ _p≤n-ap-́ p-≠m-Ip∂ Ahÿ amdpw.

 {]am-W-ß-fpw tcJ-Ifpw km[-\-ßfpw At\z-jn®v \S-°p∂ kab \jvSw Hgn-hm-Ipw.

 A[n-I- ti-J-chpw A\m-hiy ^b-ep-Ifpw {]h¿Ø-\- £-aX Ipd-bv°p∂ Ahÿ

Hgn-hmIpw.
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 A\m-hiy hkvXp-°ƒ hbv°p∂ sj¬^p-Iƒ, Ae-am-c-Iƒ F∂nh a\p-jy- kw-k¿§w

Akm-≤y-am-°p∂ Ahÿ amdpw.

4.2.2.  {Iao-I-cWw (Set in Order)

Ffp-∏-Ønepw thK-Ønepw FSp-°p-Ibpw D]-tbm-Kn-°p-Ibpw sNtø≠ Ah-iy- h-kvXp-°fpw ^b-

ep-Ifpw {Ia-s∏-Sp-Øn- h-bv°p-I.  GXp hkvXp-hn\pw AXn-t‚-Xmb ÿm\hpw F√m hkvXp-°fpw

AXXns‚ ÿm\Øpw  F∂-XmWv {Iao-I-c-W-Øns‚ ASn-ÿm-\ -X-Xzw.  At\z-jWw  aqeap≠mIp∂

ka-b- \jvSw Ipdbv-°m≥ icn-bmb {Iao-I-cWw hgn Ign-bpw.

\nc-¥cw D]-tbm-Kn-°p∂ ^b-ep-Ifpw km[-\-ßfpw Ffp-∏-Øn¬ FSp-°m-hp∂hn[w kao-]-Øp-

Xs∂ hbv°p-I, A√m-Øh am‰n-  D]-tbm-K -{Iaw A\p-k-cn-®p- h-bv°p-I.  CXn-eqsS A\m-hiy

Ne\-ßƒ (Unwanted movements) Hgn-hm-°p-hm\pw Poh-\-°m-cpsS ka-b -\jvSw Ipd-bv°p-hm\pw,

tkh-\w thK-Øn¬ \¬Ip-hm\pw km[n°pw.

4.2.3.  Xnf°w (Shine)

G‰hpw anI® ipNnXzw F√m `mKØpw F∂-XmWv CXn-eqsS Dt±-in-°p-∂-Xv.  hrØn-bm-ImØ Hcp

`mKw -t]mepw Hm^o-kn¬ D≠m-I-cp-Xv.  Bcpw {i≤n-°mØ ÿe-ßƒt]mepw hrØn-bm-°-Ww.  ImgvN-

bnse IuXpIw am{X-a√, D]-tbm-K-Øns‚ ^e -{]m]vXn IqSn a\- n¬ I≠p- thWw Hm^okv `wKn-bm-

°m≥.

\n¿h-lW coXn

 tPmen-ÿew ipNn-bm-t°-≠Xv Ahn-SpsØ Poh-\-°m-cpsS F√m-h-cp-tSbpw DØ-c-hm-Zn-Ø-

am-Wv.  ÿew Xncn®v Hmtcm-cp-Ø¿°pw DØ-c-hm-ZnØw \¬IpI.

 Xd-bnse hn≈-ep-I-fn-epw, Npa-cns‚ aqe-bn-epw, XqWp-I-fpsS Np‰nepw Nph-cp-Iƒ, P\-ep-

Iƒ, IX-Ip-Iƒ F∂n-h-bn¬ \n∂pw Agp-°pw s]mSnbpw ]q¿W-ambpw \o°n-sb∂v Dd-

∏m-°pI.

 F√m-bn-SØv \n∂pw Agp°pw s]mSnbpw Nne¥n h-ebpw A\m-hiy hkvXp-°fpw ]q¿W-

ambpw \o°n-sb∂v Dd-∏m-°p-I.

 ipNnXzw Hm^o-kns‚ Zn\-N-cy-bm-°p-I.

4.2.4.  \ne-hmc \n¿Wbw (Standardise)

BZysØ aq∂v ‘S’ -Ifpw \S-∏m-°p-I -hgn e`y-am-Ip∂ Ah-ÿbv°v ÿncX D≠m-°m-\m-h-iy-amb

coXn-Iƒ°v \ne-hmcw \n¿Æ-bn-°p-I-bmWv Cu L -́Øn¬ sNtø-≠-Xv.  ]gb Ah-ÿ-bn-tebv°v

Xncn-®p-t]m-ImsX BZysØ aq∂v ‘S’s‚bpw ka-\z-bw Dd-∏m°pI.
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\n¿Δ-lW coXn

 BZy aq∂v ‘S’Dw kw_-‘n®v GsXms° {]h¿Ø-\-ß-fpsS DØ-c-hm-ZnØw B¿s°ms°

F∂p Xocp-am-\n-°pI.

 hogvN-Iƒ kw`hn-°m-Xn-cn-°m≥ BZysØ aq∂v ‘S’ DØ-c-hm-Zn-Ø-ßsf km[m-cW tPmen-I-

fpsS `mK-am-°pI

 BZysØ aq∂v ‘S’ Ahÿ `wKn-bmbn ]men-°-s∏-Sp-∂pt≠msb∂v ]cn-tim-[n-°pI

 F√m Znh-khpw A©v an\n‰v A©v ‘S’ \S-∏n-em-°m-\mbn F√m-hcpw hn\n-tbm-Kn-°pI

4.2.5.  kpÿncX (Sustain)

Poh-\-°m-cn¬ A®-S-°-Øn-s‚bpw kz`m-h-Øns‚bpw `mK-ambn A©v ‘S’ amdpI F∂-XmWv

ChnsS e£y-an-Sp-∂-Xv.  XpS¿®-bmb am¿K- \n¿tZ-i-ß-fn-eq-sSbpw, \nc-¥-c -t_m-[-h-XvI-c-W-Øn-eq-

sS-bpw, \nc-¥c ]cn-io-e-\-Øn-eq-sSbpw A`n-e-j-Wo-b-amb Cu Ahÿ t\Sn-sb-Sp-°mw. Poh\-°m-

cn¬ Hcp anI® sXmgn¬ kwkv°mchpw at\m-̀ m-h -am-‰hpw krjvSn-®m¬ am{Xta CXv km[y-amIq.

t_mIvkv 4.2:  

A©v ‘S’ A©p L´-ß-fmbn \S-∏n-em-°Ww 

H∂mw L´w    :          Hm^o-kns‚ Dƒh-iw, ]cn-k-c-ßƒ, \nc-∏mb {]X-e-ßƒ F∂nh ]q¿Wambpw hrØn-

bm-°¬. 

c- mw L´w     : Nph-cv, XqWp-Iƒ, koenwKv F∂nh hrØn-bm-°¬. 

aq∂mw L´w    : dm°v, s]´n-, Ae-am-c, tai F∂n-h-bpsS Dƒhiw, s]mXp Ah-iy- -hkvXp-°ƒ hrØn-

bm-°¬, `wKn-bmbn ASp-°n- h-bv°¬. 

\memw L´w    : F√m hkvXp-°fpw hrØn-bm-°n, te_¬ sNbvXpw am¿°v sNbvXpw hbv°pI 

A©mw L´w  : ta¬ {]Xn-]m-Zn® {Inb-Iƒ IrXy-ambn \n¿Δ-ln®p F∂p Dd-∏p- h-cp-ØpI. 

5‘S’ ^e-{]-Z-ambn \S-∏n-em-°p-∂-Xn\v {i≤n-t°-  Imcy-ßƒ 

 F√m-h-cp-sSbpw ]¶m-fn-Øhpw kl-I-c-Whpw Dd∏v hcp-ØpI. 

 Xt±-i-kz-bw-̀ -cW ÿm]-\-Øns‚ {]Xn-_-≤XbmWv ASn-ÿm\ LSIw. 

 \S-∏m-°p-∂-Xns‚ t\XrXzw sk{I-́ dn°v \¬IpI. 

 ]cn-]mSn kzb-ambpw XpS¿®-bmbpw \ne-\n¿ØpI. 

4.3.  Npa-X-e-Iƒ

(i)  Xt±-i-kz-bw-̀ -cW ÿm]-\-Øns‚bpw sk{I-́ -dn-bp-sSbpw Npa-X-e-Iƒ

 A©v ‘S’ s\ Ip-dn®pw \S-∏n-em-°¬ coXn-I-sfbpw Ipdn®v F√m- Poh-\°m¿°pw

]cn-io-e\w \¬IpI

 A©v ‘S’ \S-∏n-em-°p-∂-Xn-\p≈ DØ-c-hm-ZnØw hoXn-®p-\¬IpI

 A©v ‘S’ \S-∏m-°p-∂-Xn-\mh-iy-amb kabhpw, hn -̀h-ßfpw \¬Ip-I, I¿Ω- ]-≤Xnbpw

Xøm-dm-°p-I.
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 Poh-\-°m-cpsS \n¿tZ-i-ßƒ Dƒs°m-≈p-I, krjvSn-]-c-amb ]¶m-fnØw km[y-am-°pI.

 A©v ‘S’ \S-∏n-em-°¬ {]b-Xv\-ßƒ°v t{]m’m-l\w \¬IpI.

(ii)  Poh-\-°m-cpsS Npa-X-e-Iƒ

 XpS¿®-bmb Adn-hv kl-{]-h¿Ø-I¿°v ]I¿∂p-\¬IpI.

 A©v  ‘S’ Imcy-Øn¬ Pn⁄mk D≠m-°p-I, t{]m’m-l-P-\-I-amb ]n¥pW \¬IpI.

 A©v ‘S’ s‚ `mK-ambn Znh-khpw \n¿hln-t°≠ Imcy-ßƒ°v ap≥ssI FSp-°p-I.

 taep-tZym-K-ÿ-cn¬ \n∂v Bh-iy-amb ]n¥pW e`y-am-°p-I.

4.4.  t\´ßƒ

 A©v ‘S’ \S-∏n-em-°p-I-hgn Poh-\-°m-cnepw H∏w P\ -{]-Xn-\n-[n-I-fnepw Nn´bpw ipNn-Xz-

t_m[hpw DS-se-Sp-°p-w.

 ]¶m-fnØw hgn Iq´m-bva-bpw, Imcy-{]m-]vXnbpw h¿≤n-°pw.

 F√m D]-I-c-W-ß-fp-sSbpw ÿe-Øn-s‚bpw ]cam-h[n D]-tbm-Kw Dd-∏p- h-cpØpw.

 tPmen- sN-øp-hm-\p≈ Btcm-Ky-I-c-amb A¥-co£w krjvSn-°pw.

 tkh-\-Ønse \yq\-X-Iƒ C√m-XmIpw.

 Ime-hn-fw_w C√m-Xm-Ipw, ]cm-Xn-Iƒ Ipd-bpw.

CXn-eqsS Btcm-Ky-hpw, A®-S-°hpw, KpW-ta-∑bpw Dd-∏p-h-cp-Øp-hm≥, tSm´¬ Izmfn-‰n-bn-eqsS ISO
9001 : 2008 k¿´n-̂ n-t°-j≥ t\Sp-∂-Xn-\p≈ Im¬h-bv∏mbn A©v ‘S’ s\ am‰m-hp-∂-Xm-Wv.  Ch-

bpsS \nc-¥c hne-bn-cp-Ø-en\pw kpK-a-amb \S-Øn-∏n-\p-ap≈ Npa-Xe Izmfn‰n k¿°nƒ Gs‰-Sp-

t°-≠-Xm-Wv.

sXmgn¬ Bcm-[-\-bm-Wv,

sXmgn¬ ÿew Bcm-[-\m-e-b-amWv
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