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Ah-Xm-cnI

tIc-f-Ønse {Kma-]-©m-b-Øp-I-fnse ]uc-∑m¿°v Xr]vXn-I-chpw Ime-hn-fw-_-an-√m-sXbpw

tkh\w e`y-am-°m≥ {]mtZ-inI k¿°m-cp-Iƒ°v DØ-c-hm-Zn-Ø-ap-≠v. {Kma-k-`-I-fn-eqsS

Db-cp∂ P\-i-_vZhpw Bh-iy-ßfpw {]hr-Øn-]-Y-Øn-se-Øn-°m≥ DX-Ip-∂-X-c-Øn-emWv

tIcfw {]mtZ-inI `c-Wkwhn-[m\w hn`m-h\ sNbvXn-cn-°p-∂-Xv. {]mtZ-inI `c-W-Øn¬

G‰hpw ap∂n¬ ImtW-≠Xv km[m-cW ]uc-s\-bm-Wv. P\-ßƒ°v A¿ln-°p∂ tkh-\-

Øns‚ KpW-ta∑ Dd-∏p-h-cp-Øp-I-sb-∂-Xm-IWw ]©m-b-Øp-I-fpsS {]h¿Ø\ e£yw.

tkh\ KpW-ta∑ Dd-∏p-h-cp-Øp-∂-Xn\v ]©m-bØv Hm^okns‚ {]h¿Ø\w IqSp-X¬ anI-

hp-‰-Xm-°p-Ibpw AXn-\-\p-tbm-Py-amb A¥-co£w krjvSn-°p-Ibpw thWw. ]{¥≠mw ]©-

h-’c ]≤-Xn-bpsS ap≥K-W-\-I-fn¬ H∂mWv tkh\ KpW-ta-∑.

tIcf k¿°m¿ ]m m-°nb tkh-\m-h-Imi \nb-a-Øn-eqsS tkh\ KpW-ta-∑°v IqSp-

X¬ {]m[m\yw ssIh-∂n-cn-°p-∂p. Bb-Xn-te°v B[p-\nI kt¶-X-ßƒ D]-tbm-Kn-®p-sIm≠v

Hm^o-kns‚ A¥-co-£hpw Poh-\-°m-cpsS at\m-`m-hhpw IqSp-X¬ tkh-t\m-∑p-J-am-I-Ww.

tkh\ KpW-ta-∑-sb∂ e£y-tØmsS ]©m-b-Øp-I-fn¬ tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-

∏n-em°ns°m≠v sF.-F-kv.-H. k¿´n-^n-t°-j≥ t\SWw F∂ \bw tIcf k¿°m¿ kzoI-

cn-®p-I-gn-™p. AXn-eqsS ]©m-b-Øp-Isf P\-ku-lrZ ÿm]-\-ßƒ B°p-I-bmWv Dt±iyw.

BZy-L-´-ambn 2013¬ Hmtcm Pn√-bn-tebpw sXc-s™-Sp-°-s∏´ ]Øv ]©m-b-Øp-Iƒ

hoXw sF.-F-kv.-H. AwKo-Imcw t\Sp-I-bmWv e£y-an-Sp-∂Xv. 2013-˛14 h¿jsØ kwÿm\

_P-‰n¬ CXn-\mbn 50 e£w cq] \o°n-sh-®n-´p-≠v. sF.-F-kv.-H. k¿´n-^n-t°-j\v apt∂m-Sn-

bmbn tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-∂-Xn\v ]©m-b-Øp-Isf {]m]vX-cm-°p-I-

sb∂ e£y-tØmsS hn]p-e-amb Imcy-tijn hnI-k\ ]cn-]mSn ‘Ine’ cq]-I-ev]\ sNbvXn-

´p-≠v. {]kvXpX ]cn-]m-Sn-°p-th≠n Xømdm°n-bn-´p-≈-XmWv ‘tSm´¬ Izmfn‰n amt\-Pvsa‚ v˛

sF.-F-kv.-H. 9001 : 2008’ F∂ ssI]p-kvXIw. ]©m-b-Øp-I-fn¬ Izmfn‰n amt\-Pvsa‚ v \S-

∏n-em-°n-s°m≠v sF.-F-kv.-H. k¿´n-^n-t°-j≥ t\Sp-∂-Xn\v ]cym-]vX-amb Adnhpw sshZ-

Kv≤yhpw ]I¿∂p \¬Ip-∂-XmWv Cu ssI]p-kvXIw. Cu DZy-a-Øn\v ap≥ssI-sø-SpØ

‘Ine’Ub-d-IvsSbpw ^m°¬‰n AwK-ß-sfbpw {]tXyIw A`n-\-µn-°p-∂p.

tUm. Fw.-sI. ap\o¿

Xncp-h-\-¥-]pcw ]©m-bØv, kmaq-ly-\oXn hIp∏v a{¥n
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{]km-[-I- Ip-dn∏v

Xt±-i-kz-bw-`cW ÿm]-\-ßƒ°v tSm´¬ Izmfn‰n amt\-Pvsa‚n-eqsS sF.-F-kv.-H. k¿´n-^n-t°-

j≥ e`y-am-°p-∂-Xn-\p≈ \S-]-Sn-Iƒ Cu h¿jw Bcw-`n-°p-I-bm-Wv.  Hcp ]s£ cmPyØv BZy-am-

bmWv Cßs\ Hcp _rl-Ømb kwcw-`-Øn\v XpS-°-an-Sp-∂-Xv.  ]{¥≠mw ]≤-Xn-°m-eØv tIc-f-

Ønse Xt±-i-kz-bw-̀ cW ÿm]-\-ßƒ°v IqSp-X¬ A[n-Im-chpw {]h¿Ø\ kzmX{¥yhpw ssIh∂

]›m-Ø-e-Øn-emWv ‘Ine’-bpsS B`n-ap-Jy-Øn¬ ]©m-b-Øp-Isf IqSp-X¬ P\-ku-lr-Z-am-°m\mbn

hnhn-[-ß-fmb ]cn-io-e\ ]cn-]m-Sn-Iƒ Bcw-`n-°p-∂-Xv. P\-ßƒ°v \¬Ip∂ tkh\w KpW-ta-∑-bp-

≈Xpw Ime-Xm-a-k-ap-≠m-°-Ø-Xp-am-bn-cn-°-Ww. CXv km[y-am°p∂Xv tSm´¬ Izmfn‰n amt\-Pvsa‚n-

eq-sS-bm-Wv.

aq∂mwXe k¿°m¿ F∂ coXn-bn¬ KWy-amb am‰w Xt±-i-kz-bw-`-cW ÿm]-\-ßƒ ssIh-cn-®n-

´ps≠¶nepw kZv`cW e£yw C\nbpw km£m-Xv°-cn-t°-≠-Xp-≠v.  Xt±-i-kz-bw-`cW ÿm]-\-ßƒ

\¬Ip∂ tkh-\-ß-fpsS Ime-hn-fw_w AXn-sem∂p am{Xam-Wv. P\-ß-ƒ°v IqSp-X¬  {]m]y-ap≈

k¿°m¿ F∂ \ne-bn¬ km[m-c-W-°m¿ Xt±-i-kz-bw-`-cW ÿm]-\-ß-fn¬ \n∂pw Gsd {]Xo-£n-

°p-∂p.  AXn-s\mØv tkh\{]Zm\ kwhn-[m\w Db-cpI F∂-Xv A\n-hm-cy-am-Wv.  Bb-Xn-te°v

Zo¿L-ho-£-W-tØm-sS-bp≈ \qX\ ]cn-]m-Sn-Iƒ Bhn-jv°-cn-°-Ww.  tSm´¬ Izmfn‰n amt\-Pvsa‚ v

AXn-te°p≈ Nph-Sp-h-bv]m-Wv.

tSm´¬ Izmfn‰n amt\-Pvsa‚ v sF.-F-kv.-H. F∂o taJ-e-I-fn¬ Nne ]©m-b-Øp-IfpsS t\Xr-Xz-

Øn¬ H‰-s∏´ ]cn-{i-a-ßƒ \S-∂-Xmbn ImWmw. CXn¬ \n-∂p≈  ]mThpw {]tNm-Z-\hp-amWv F√m

]©mbØpI-fn-te°pw tSm´¬ Izmfn‰n amt\-Pvsa‚ v hym]n-°-W-sa∂ Bi-bw cq]w sIm≠-Xv.

‘Ine’Bcw-`n-°p∂ hn]p-e-amb ]cn-io-e\]cn-]mSn {]tXy-In®pw P\-{]-Xn-\n-[n-I-tfbpw DtZym-K-ÿ-

tcbpw tI{µo-I-cn-®mWv \S-°p-∂-Xv.  P\-{]-Xn-\n-[n-˛-D-tZym-K-ÿ- _‘w i‡-am-°m\pw, XZzmc kZv`-

c-W e£yw km£m¬°-cn-°m\pw {]kvXpX ]cn-]mSn klm-b-I-am-Ipw.

Hcp ]pXnb ]cn-]mSn Bcw`n-°p-tºmƒ AXns‚ A\n-hmcy LS-I-amb ]cn-io-e\w ka-b _-‘n-X-

ambn \¬tI-≠Xp≠t√m.  B ZuXy-amWv ‘Ine’Gs‰-Sp-Øn-´p-≈Xv. Cu cwKØv {]tXyI ]cn-io-

e\w kn≤n® Inebnse Akn-Ã‚ v s{]m^-k¿ tUm.  sP.-_n. cmP-\pw, Im™n-cw-Ipfw sI.-F≥.-

Fw. Kh. tImtfPv Akn-Ã‚ v s{]m^- ¿ {io. Fkv.-sI. _nPphpw \S-Ønb {iaw F{X «mLn-

®mepw aXn-bm-hn-√.  Ah-cpsS  A{im¥ ]cn-{i-a-amWv Cu kwcw-`-Øns‚ apX¬Iq-´v.  k¶o¿Æ-am-b

hnjbw Ab-⁄-e-fn-X-ambn Cu sIm®p ]pkvX-I-Øn¬ Nn´-s∏-Sp-Øn-bn-cn-°p-∂p.  Xt±-i-kz-bw-`cW

ÿm]-\-ßƒ°p≈ hgn Im´n-bmbn Cu ]pkvXIw klm-b-I-am-Ipw.  Cu ]cn-]m-Sn-bp-ambn kl-I-

cn® F√m-h¿°pw {]tXyI A`n-\-µ-\w Ad-nbn-°p-∂p.

Xncp-h-\-¥-]pcw tUm. ]n.]n. _me≥

22 Pq¨ 2013 Ub-d-IvS¿
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t_mIvkv:

4.1 ]uc-k-aql k¿t∆ (Citizen Survey)
4.2 P\-Iob t\Xr-\nc

4.3 KpW-ta∑m \b-w cq-]o-I-cn°¬ ˛ L´-ßƒ

4.4. Izmfn‰n am\z¬ (Quality Manual)
4.5. XpS¿®-bmb hne-bn-cp-Ø-¬ tbmK-ßƒ  ˛ amXrIm AP-≠-

4.6. Izmfn‰n k¿°nƒ (Quality Circle)
4.7. hn`-h-ßƒ
4.8. a\p-jy-hn-`hw ˛ Imcy-tijn

4.9. ]›m-Øe kuIcyw

4.10. {]-h¿Ø-t\m-∑p-Jm-¥-co-£w
4.11. Xncp-Ø¬ \S-]-Sn-Ifpw ap≥I-cp-X¬ \S-]-Sn-Ifpw

4.12. {]am-Wßfpw (Documents) tcJIfpw (Records)
4.13. sdt°m¿Uv amt\-Pvsa‚ v (Record Management)
5.1. sF.-F-kv.-H. (ISO) k¿´n-^n-°‰v ˛ t\´-ßƒ

5.2. sF.-F-kv.-H. (ISO) 9000 ˛ KpW-ta∑m ]c-º-c-Iƒ

5.3. I¨kƒ´‚ns‚ DØ-c-hm-Zn-Ø-ßƒ
5.4. _yqtdm Hm^v C¥y≥ Ãm≥tU¿Uv  (BIS) ˛ DØ-c-hm-Zn-Ø-ßƒ

6.1. TQM eqsS ISO 9001 : 2008 k¿´n-^n-t°-j≥ {]{Inb ˛ H‰-t\m-´-Øn¬

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

1.1. kZv̀ -cWw

]©m-b-Øv -cm-Pn-eqsS ‘kzcmPpw’ (kzbw- `-cWw ˛ Self Governance) ‘kpcmPpw’ (kZv`-cWw ˛ Good
Governance) BWv Km‘nPn hn`m-h\ sNbvXn-cp-∂-Xv.  A[n-Im-c-hn-tI-{µo-I-c-W-Øn¬ CXc kwÿm-\-

ßsf At]-£n®v amXr-Im-]-c-amb Nph-Sp-hbv]v \S-Ønb tIcfw {]mtZ-inI k¿°m-cp-I-fn-eqsS kzcmPpw

kpcmPpw \S-∏n-em-°p-∂-Xn-\p≈ \bhpw \nb-ahpw Bhn-j-v°-cn-®n-´p-≠v.  {]mtZ-inI k¿°m-cp-I-fpsS Npa-

X-e-Iƒ Imcy-£-a-ambn \n¿∆ln-°p-∂-Xn\v [\-hn-`-hhpw ÿm-]-\-ßtfbpw, DtZym-Kÿtcbpw ssIam-dn-bn-

´pap-≠v. A[n-Im-c-hn-tI-{µo-I-cWw km¿∞-I-am-°m≥ \n¿t±-i-ßƒ ka¿∏n-°p-∂-Xn-\mbn 1996 ¬ kwÿm\

k¿°m¿ \ntbm-Kn® tUm. kXy{_-X- sk∂ns‚ t\Xr-Xz-Øn-ep≈ IΩn‰n apt∂m-´p-h® \n¿t±-i-ßƒ kZv`-

cW khn-ti-j-X-Iƒ Dƒs°m-≈p-∂-Xm-Wv. (tIcfm k¿°m¿ 1997a). ‘sk≥’ IΩn-‰n-bpsS ip]m¿i {]Imcw

1999 ¬ tIcf ]©m-b-Øo-cmPv \nb-a-Ønepw tIcf ap\n-kn-∏m-en‰n \nb-a-Ønepw hcp-Ønb t`Z-K-Xn-Iƒ

kZv`-c-W- XXzß-fmb ]¶m-fn-Øw, \nb-a-hm-gvN, kpXm-cy-X, {]Xn-I-c-Wm-fl-I-X, ka-hm-bw, Xpey-X, Imcy-£-

a-X, {]Xn-_-≤X F∂n-hbne[n-jvTnXhpamWv. IqSp-X¬ A[n-Im-c-ßƒ ssIam-dns°m≠v ]©m-b-Øp-Isf

Xt±-i- kzbw `-cW ÿm]-\-ß-fmbn am‰p-∂-Xn-eqsS Km‘nPn hn`m-h\ sNbvX ‘kzcmPv’ km£m-XvI-cn-

°m≥ tIc-f-Øn\v Ign-™p.  F¶nepw {]mtZ-inI k¿°m-cp-I-fn-eqsS kpcmPv (k-Zv-`-c-Ww) \S-∏n-em-°p-∂-

Xn¬ tIcfw C\nbpw apt∂m-´p-t]m-tI-≠n-bn-cn-°p-∂p.

1.2. P\-Io-bm-kq-{XWw

tIc-f-Øn¬ A[n-Im-c-hn-tI-{µo-I-cWw \S-∏n-em°phm≥ HºXmw ]©-h-’c ]≤Xnbn¬ (1997-˛2002) kzoI-

cn® P\-Io-bm-kq-{XWw kZv`c-W XXz-Øn¬ A[n-jvTn-X-am-Wv. kZv`-cW XXz-ß-fmb P\-tI-{µo-IrX kao-]-

\hpw ]¶m-fnØ coXn-bp-amWv {][m-\-ambpw P\-Io-bm-kq-{X-W-Øn¬ A\p-h¿Øn-®Xv. (tI-cf k¿°m¿,

1997b). ]Ømw ]©-h-’c ]≤-Xn-°m-eØv (2002-˛2007) `cW \ho-I-cW ]≤-Xn-bpsS (Modernisation in
Government Programme) `mK-ambn  Xt±-i-kz-bw-`-cW ÿm]-\-ßƒ ]uc-∑m¿°v tkh\w \¬tI-≠Xv

Xpey-X, Dƒs°m-≈¬, bp‡n-`{Z-X, Imcy-£-aX, kpXm-cy-X, DØ-c-hm-Zn-Øw, ]cm-Xn-]-cn-lm-cw, P\-tI-{µo-

IrXw, \√-s]-cp-am-‰w, tkh\mh-Im-iw, tkh-\-ßƒ°v \ne-hmcw \n›-bn-°¬, XpS¿®-bmb ]ptcm-K-Xn,

Imcytijn h¿≤n-∏n-°¬, kºq¿ÆX, bp‡X, DZv{K-Y\w, Bfl-k-a¿∏Ww, kpÿncw F∂o ]Xns\´pv

XXz-ß-sf ASn-ÿm-\-am-°n-bm-I-W-sa∂v \n¿t±-in-°p-∂p. (tIcf k¿°m¿, 2004).  Xt±-i-kz-bw-̀ -cW ÿm]-

\-ß-fpsS ]Xn-s\m∂mw ]©-h-’c ]≤Xn Bkq-{XW am¿§-tc-J-bn¬ kZv`-c-W ]≤Xn (Good Governance
Plan) A\n-hm-cy-am-sW∂v \njvI¿jn-°p-I-bp-≠m-bn. (tI-cf k¿°m¿, 2007). kZv -̀c-W-Øns‚ \nc-h[n amXr-

I-Iƒ Xt±i kzbw-`cW ÿm]\ßfn¬ \S-∂n-´pap-≠v.

1.3. Nne kZv̀ -cW DZy-aßƒ

k¿°m-cns‚ kZv`cW XXz-ßƒ \S-∏n-em-°p-∂-Xn\v H‰-s∏-´-sX-¶nepw {it≤-b-amb Nne DZy-a-ß-ƒ  tIc-f-

Øn¬ \S-∂n-´p-≠v.  {io.-_n-.F≥.-kp-tcjv Imk¿tImSv F≥a-IsP {Kma-]-©m-bØn¬ 2006 ¬ sk{I-´dn

Bbn-cns° 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-amWv.  (Hm-^okv DØ-chv A\p-_‘w 1 ¬ sImSp-Øn-cn-°p-∂p). Xncp-h-\-¥-]pcw Ic-Ipfw

{Kma-]-©m-b-Øpw, s\√-\mSv {Kma-]-©m-bØpw tN¿∂v ]©m-bØv Hm^o-knt‚bpw LSI ÿm]-\-ßfpsSbpw

{]h¿Ø\w sa®-s∏-Sp-Øp-∂-Xn\v Xøm-dm°nb am¿§-tcJ Hm^okv amt\-Pvsa‚n-\p≈ A\p-I-c-Wob amXr-

I-bm-Wv (Ic-Ipfw {Kma ]©m-bØv 2005). tImgn-t°mSv Pn√-bnse sNdp-h-Æq¿-˛-\-√fw {Kma-]-©m-b-Øv1

2007¬ \S-∏n-em-°nb tSm´¬ Izmfn‰n amt\-Pvsa‚ v (Total Quality Management) AYhm TQM, sa®-s∏´

Hm^okv amt\-Pvsa‚pw KpW-ta-∑-bp≈ tkh-\-{]-Zm\ kwhn-[m-\hpw Xt±i kzbw-`cW ÿm]\ßfn¬
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km[y-am-°m\p≈ {]mtbm-KnI amt\-Pvsa‚ v X{¥-amsW∂p sXfn-bn®p.  CXns‚ hni-Zmw-i-ßƒ A≤ymbw

2 ¬ sImSp-Øn-cn-°p-∂p. Imk-d-tKmUv Pn√-bnse ]©m-bØv U]yq´n Ub-d-IvS¿  2007 Pqsse 19-˛mw XnbXn

]©m-bØv Hm^o-kp-I-fpsS Imcy-£-a-X°mbn ]pd-s∏-Sp-hn® amXrIm Hm^okv DØ-chv (\º¿ _n.4-˛1359/

2007) Imcy-£-aX ssIh-cn-°m-\p≈ am¿§-tcJ-bm-Wv. Imk-d-tKmUv Pn√-bnse Ipºf {Kma-]-©m-bØv 2010

¬ Ic-ÿ-am-°nb ISO 9001: 2008 k¿´n-^n-°-‰v ]©m-bØv Xe-Ønse KpW-ta∑m kwhn-[m-\-Øn-\p≈

AXp-ey-am-Xr-I-bmWv. (k¿´n-^n-°-‰ns‚ ]I¿∏v A-\p-_‘w 2 ¬ sImSp-Øn-cn-°p-∂p).  Xriq¿ Pn√-bnse

thfq-°c {Kma-]-©m-bØv \S∏n-em-°nb “h¨ an\n‰v k¿´n-^n-°‰v” kwhn-[m\w Hcp C˛-K-th¿W≥kv amXr-

I-bm-Wv.

1.4. ]{¥≠mw ]©-h-’c ]≤Xn

Xt±-i-kz-bw-̀ -cW ÿm]-\ßfn¬ tkh-\-{]-Zm\ kwhn-[m\w sa®-s∏-Sp-Øn, kZv̀ -cWw Dd-∏p-h-cp-Øm-≥ ]cym-

]vX-amb \n¿t±-ißƒ tI{µ k¿°m-cn-s‚bpw kwÿm\ k¿°m-cn-s‚bpw ]{¥≠mw ]©-h-’c ]≤-Xn-
(2012-2017) kao-]-\-tcJIƒ apt∂m-́ p-h-bv°p∂p.]{¥≠mw ]©-h-’c ]≤Xnbn¬ tkh\ KpW-\n-e-hmc

h¿≤-\-hn-\mWv ap≥Xq°w sImSp-°p-∂-Xv. πm\nwKv IΩojs‚ ]{¥≠mw ]©-h-’c ]≤Xn Bkq-{XW

am¿§-tc-J-bn¬ tkh\{]Zm-\-Øn¬ KpW-\n-e-hmc h¿≤-\-hn\pw kZv`c-W-Øn\pw tSm´¬ Izmfn‰n amt\-

Pvsa‚ v Hcp D]m-[n-bmbn \n¿t±-in®n´p≠v. (`mcX k¿°m¿, 2012 ̨  t]Pv 126). kwÿm\ Bkq-{XW t_m¿Uns‚

]{¥≠mw ]©-h-’c ]≤Xn kao-]-\ -tc-J-bpsS JWvUnI (sF) bn¬ kZv`-c-W-Øn-\p≈ \n¿t±-i-ß-

fp≠v. (tI-cf k¿°m¿, 2012 a). kwÿm\ Bkq-{XW t_m¿Uns‚ “`c-W-]-cn-jvI-c-Whpw ]≤Xn \n¿∆-l-

Whpw” F∂ hnj-b-sØ-°p-dn-®p≈ h¿°nwKv {Kq∏v dnt∏m¿´n¬ kZv`-cW D]m-[n-Ifpw Dƒt®¿Øn-´p-≠v

(tI-cf k¿°m¿, 2011).  Xt±-i-kz-bw-`cW ÿm]-\-ßƒ°p≈ ]{¥≠mw ]©-h-’c ]≤Xn Bkq-{XW

am¿§-tc-J-bn¬ tkh-\-{]-Zm\ kwhn-[m-\-Øns‚ KpW-ta∑ sa®-s∏-Sp-Øp-∂-Xn\v ap≥K-W\ \¬I-W-sa∂v

\n¿t±-in-®n-cn-°p-∂Xv kZv`cW ImgvN-∏m-Sn-emWv. (tI-cf k¿°m¿, 2012 b). tIcf kwÿm\ tkh-\m-h-Imi

\nbaw, 2012 \v A\-kr-X-ambn Xt±-i-kz-bw-`-cW hIp∏pw (tI-cf k¿°m¿, 2013 a) ]©m-bØv Ub-d-IvS-

td‰pw (tI-cf k¿°m¿, 2013 b) hnhn[ tkh-\-ßsf tkh-\m-h-Imi \nba ]cn-[n-bn¬ sIm≠p-h-∂Xpw

KpW-ta∑m kwhn-[m\w Dd-∏p-h-cpØp∂-Xn-eqsS kZv`-cWw km[y-am-°m-\p≈ DZya-amWv. tkh\ KpW-ta-∑-

sb∂ e£y-tØmsS tIc-f-Ønse ]©m-b-Øp-Iƒ sF.-F-kv.-H. k¿´n-^n-t°-j≥ t\SWw F∂ \bw

kwÿm\ k¿°m¿ ]{¥≠mw ]©-h-’c ]≤-Xn-bn¬ kzoI-cn-®p-I-gn-™p.  Bb-Xn-te-°v, BZy-L-´-sa∂

\ne-bn¬, kwÿm\ _P-‰n¬ 50 e£w cq] \o°n-h-®n-´p-≠v.

1.5. tSm -́¬ Izmfn‰n amt\-Pvsa‚ v ˛ k¶ev]w

{]mtZ-inI `c-W-kw-hn-[m\Øns‚ Dt±-iw P\-X-bpsS Bh-iy-ßƒ {]mtZ-inI kml-N-cyØn\-\p-k-cn®v

\ndth-‰pIbm-Wv. ]c-º-cm-K-Xhpw ssIamdn e`n-®-Xp-amb hnhn[ tkh-\-ßƒ {Kma-]-©m-b-Øp-I-fpsS DØ-c-

hm-Zn-Ø-Øn¬s∏-Sp-∂p. CXns\ IrXy-ambn \n¿Æbn®pw \n¿∆-ln-®pw P\-X-bpsS 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 \S-∏n-em-°p∂ ÿm]-\-Øn¬ sa®-s∏´ Hm^okv amt\-Pvsa‚pw KpW-ta-∑-bp≈ tkh-\-{]-Zm\ kwhn-

[m-\hpw km[y-am-Wv.

TQM s‚ Bibw  AXns‚ t]cn¬Xs∂ AS-ßn-bn-cn-°p∂p ̨  AXm-bXv kºq¿Æw, KpW-ta-∑, kwhn[m\w;

kºq¿Æ-amb KpW-ta∑ Dd-∏p-h-cp-Øp-hm\p≈ kwhn-[m\-amWv TQM. kºq¿ÆXsb∂Xv KpW-ta-∑-bpsS

Imcy-Øn¬ am{X-a-√, kwhn-[m-\-ß-fp-sSbpw {ia-ß-fp-sSbpw Imcy-Ønepw D≠m-I-Ww.  KpW-ta∑ Dd-∏p-h-cp-
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Øp∂Xn\mbn DtZym-Kÿcpw P\-{]-Xn-\n-[n-Ifpw ]uckaq-lhpw  Iq´mbn ]cn{ian°-Ww. TQM F∂Xv

Hcp XpS¿ {]{In-b-bm-Wv.  CXv ]q¿Æ-ambpw P\-tI-{µo-Ir-Xhpw KpW-ta∑m kwkvImcw (Quality Culcture)
krjvSn-°p-∂Xp-am-Wv.  \ne-hn-ep≈ LS-I-ßsf D]-tbm-Kn®psIm-≠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-fn-te-°p≈ hnS-hp-Isf \nIØp∂ ]cn-Wma {]{In-b-bm-Wv- TQM. 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.

TQM A\p-h¿Øn-°p-∂-Xn-eqsS KpW-ta-∑-bp≈ {]h¿Ø\ kwhn-[m-\hpw XZzmc kZv̀ -cWhpw 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 ]©m-

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

I-bp-≠m-bn. (cm-P≥ sP.-_n., 2008 a).
Ipdn∏v :

1 2010 ¬ sNdp-h-Æq¿ \√fw {Kma]©m-b-Øns\ tImgn-t°mSv tIm¿∏-td-j-\p-ambn ebn-∏n-®p.
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2.1.    BapJw

P\-{]-Xn-\n-[n-Iƒ°mbn ‘Ine’ kwL-Sn-∏n® k¿´n-^n-°‰v tImgvkn¬1 {]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.  (Ine, 2005). TQM k¶¬∏-Øns‚ {]tNm-Z\w Dƒs°m≠ A∂sØ ]cn-io-e-\m¿∞nbpw sNdp-

h-Æq¿-˛-\-√fw {Kma-]-©m-bØnse t£a-Imcy Ãm‚nwKv IΩn‰n sNb¿am-\pamb {io. sI.-]n.-F. lmjnw

AXn\p≈ Du¿÷nX {ia-ßƒ \S-Øn.  sNdp-hÆq¿-˛-\-√fw ]©m-bØv {]kn-U‚ v, sshkv {]kn-U‚ v

F∂n-hsc TQM F∂ Bibw t_m[y-s∏-Sp-Øn.  Ãm‚nwKv IΩn-‰n-Iƒ, Ãnb-dnwKv IΩn-‰n, ]©m-bØv

kanXn, 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¬X´v ]n¥pW sImSp-°p-hm-\pw, \nc-¥c ]cn-io-e-\-w \S-Øphm\pw DtZymKÿ Iq´mbva cq]o-I-cn-°p-

hm\pw Xo-cp-am-\n®p. `uXnI kuI-cy-ßƒ Hcp-°nbpw, C≥^¿ta-j≥ t_m¿Up-Iƒ ÿm]n®pw tk-h\

KpW-\n-e-hmc- sa®-s∏-Sp-Øp-∂-Xn\v- DX-Ip∂coXn-bn¬ Hm^okv Nn´-bmbn {Iao-I-cn-®pw KpW-\n-e-hmcw Dd-∏p-

h-cp-Øm≥ ]cym-]vX-amb k÷o-I-c-W-ßƒ sNdp-h-Æq¿-˛-\-√fw {Kma-]-©m-bØv \S-∏n-em-°n.  sNdp-h-Æq¿-

˛-\-√fw {Kma-]-©m-b-Øn¬ TQM s‚ `mK-ambn 2007 ¬ \S-∏n-em-°nb Imcy-ß-fpsS kw£n]vXw NphsS

sImSp-°p-∂p.

2.1.1.  tkh\ -tI{µw

s]mXp-P-\-ß-fpsS At]-£-Ifpw ]cm-Xn-Ifpw X]m-ep-Ifpw kzoI-cn-°m-\mbn ]©m-b-Øm-^o-kn\p ap∂n¬

‘tkh\ tI{µw’ F∂ t]cn¬ Hcp Iu≠¿ ÿm]n-®p.  tkh\ tI{µ-Øns‚ kpK-a-amb {]h¿Ø-\-Øn-

\p≈ ASn-b-¥nc Bhiyw ]cn-l-cn-°p-∂-Xn-\v km£-cXm t{]cIvamsc \ntbm-Kn-®p. tkh\ tI{µ-Øn¬

P\-ß-fpsS At]£ kzoI-cn-°pI, tkh\w/hnhcw \¬IpI F∂n-hbv°mWv t{]c-Ivamsc \ntbm-Kn-®-Xv.

kzoI-cn-°p∂ At]-£-Iƒ°v tkh\w e`n-°p∂ XobXn tcJ-s∏-SpØn ssI∏‰p ckoXv sImSp-°p-Ibpw,

F√m At]-£-Iƒ°pw tcJ-bp-≠m-°p-Ibpw sNbvXp. Ah \¬Ip-hm-\p≈ DtZym-Kÿ DØ-c-hm-ZnØhpw

Dd-∏m°n. kzoI-cn-°p∂ At]-£-Iƒ t]mcm-bva-Iƒ ]cn-l-cn®v AXXv skIvj-\p-I-fn-te°v sImSp-°pI-,

tkh-\-ßƒ/k¿´n-̂ n-°-‰p-Iƒ skIvj-\p-I-fn¬ \n∂pw IrXy-k-a-bØv Xs∂ tiJ-cn®v P\-ßƒ°v ssIam-

dp-I XpS-ßn-bh°mbn F¿s∏SpØnb tkh\ tI{µw  F∂ Bi-b-amWv 2009 ¬ {^≠v Hm^o-kmbn cq]m-

¥cs∏-´-Xv.

2.1.2. `uXnI kuI-cy-ßƒ

s]mXp-P-\-ß-ƒ°v Fgp-Xp-hm-\pw, At]£ Xøm-dm-°m\pw D≈ kuI-cy-ßƒ°mbn Ccn-∏n-S-ßfpw taibpw

k÷o-I-cn®p.  IqSmsX t]\, t]∏¿, At]£m t^mdw, ]i, ]n≥, ¢n∏p-Iƒ, SmKv F∂nhbpw; IpSn-sh≈w,

Hm^okv ka-b-Ø-√msX hcp∂ ]cm-Xn-Iƒ CSm≥ ]cm-Xn-s∏-´n, apXn¿∂-h¿°pw Ip´n-Iƒ°pap≈ hmb\

tIm¿W¿; kv{XoIƒ°pw ]pcp-j-∑m¿°pw {]tXyI kuI-cyßtfmSp-Iq-SnbXpw hrØn-bp-≈Xpamb tSmbve-

‰pIƒ, {]Ya NnIn’m In‰v F∂n-hbpw ]©m-b-Øn¬ G¿s∏-Sp-Øn.

2.1.3. Hm^okv {Iao-I-c-W-§Ä

Hm^o-kn-\-IØv F√m Poh-\-°m¿°pw ]c-kv]cw ImWm≥ ]mI-Øn\v Ccn-∏n-S-ßƒ ]p\:{Iao-I-cn®p. Bh-

iy-amb tÃj-\dn k÷o-I-cn®p. -tk-h\ tI{µ-Øn¬ Bh-iy-amb At]£m t^md-ßƒ hnX-c-W-Øn-\mbn

{Iao-Icn-®p. P\-{]-Xn-\n-[n-Iƒ, LS-I-ÿm-]-\-ßƒ, IpSpw-_{io `mc-hm-ln-Iƒ, a‰p {][m-\-s∏´h¿ F∂nh-
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cpsS t^m¨ \º-dp-Ifpw hnem-k-ßfpw, IqSmsX ]ucm-h-Im-i-tc-Jbpw s]mXp-P-\-ßƒ°v e`y-am-I-Ø-°-co-

Xn-bn¬ Xøm-dm-°n-h-®p.  hcp∂ At]-£-Iƒ cPn-Ã-dn¬ tc-J-s∏-SpØn thK-Øn¬ skIvj-\p-I-fn-te°v

FØn°m-\pw, X≥]-Xn-th-Sn¬ tcJ-s∏-SpØn ^b-ep-I-fpsS Ne\w a\- n-em-°m\pw kwhn-[m-\-ap-≠m°n.

IqSmsX Poh-\-°m-¿ Hm^o-kn¬ FØn°gn-™m¬ AXn-\p-tijw ]pdØv, a‰v Hm^o-kp-I-fn-tet°m ̂ o¬Un-

tet°m t]mIp-∂ hnhcw tcJ-s∏-Sp-Øm≥ ‘aqhvsa‚ v cPn-Ãdpw’ (Movement Register) G¿s∏-SpØn.

2.1.4. Hm^okv \ho-I-cWw

]©m-bØv sI´nSw s]bn‚-Sn®v hrØn-bm-°n. Hm^okv ̂ ¿Wn-®-dp-I-fpsS A‰-Ip-‰-∏-Wn-Iƒ \S-Øn.  Hm^okv

]cn-k-cw ipNo-Icn®p.  Iºyq-´¿ kwhn-[m\w sa®s∏-Sp-Øn.  Poh-\-°m-cpsS t]cp-hn-hcw, skIvj≥ F∂nh

Fgp-Xnb t_m¿Uv Ccn-∏n-S-ß-fn¬ {]Z¿in-∏n®p.  sd°m¿Uv dqw k÷o-I-cn®v F√m {]am-W-ßfpw tcJ-I-fpw

sRmSn-bn-S-bn¬ In´-Ø-°-co-Xn-bn¬ {Iao-I-cn-®p. AXns‚ kq£n∏pw hnX-c-Whpw Poh-\-°msc Gev]n-®p.

2.1.5. ]ucm-h-Im-i-tcJbpsS2 ]cn-jv°-c-Whpw {]Z¿i\hpw

]ucm-h-Im-i-tcJ P\-ßfpsS IqSn Bi-b-ßƒ Dƒt®¿Øv ]p\:cmhnjv°-cn-®p. tkh-\-ßƒ, Ah e`n°p-

hm≥ th≠ ]c-am-h[n ka-bw, ̂ okv, At]-£-tbm-sSm∏w hbvt°≠ a‰p tcJ-Iƒ F∂nh tcJ-s∏-Sp-Ønb

henb t_m¿Uv ]©m-bØv Hm^o-kn\p apºn¬ {]Z¿in-∏n-®p.  LSIÿm]-\-ßƒ, cmjv{So-b]m¿´n Hm^o-

kp-Iƒ, sXmgn-emfn kt¶-X-ßƒ, hoSp-Iƒ, {Kma-k`, F∂n-hn-S-ß-fnepw P\-ßƒ h∂p-tN-cp∂ a‰v Hm^o-kp-

I-fnepw ]ucm-h-Im-i-tcJ hnX-cWw sNbvXp.

2.1.6. {]Z¿i\ t_m¿Up-Iƒ

]©m-bØv Hm^o-kn-\p-]p-dØv t\m´okv t_m¿Uv, ao‰nwKv t_m¿Up-Iƒ ({Kma-k-`m tbmKw, ]©m-b-Øv

tbmKw, Ãm‚nwKv IΩn‰n tbmKw, Ãnb-dnwKv IΩn‰n tbmKw, Ãm^v tbmKw), Hmw_p-Uvkvam≥, A∏-te‰v

ss{S_yq-W¬, Pm{K-Xm-k-an-Xn, P\-\-˛-a-cW cPn-kvt{S-j≥, hnh-cm-h-Imi \nb-aw, hnPn-e≥kv & B‚-nI-d-

]vj≥ _yqtdm apX-em-bh kw_-‘n® hnh-c-ßƒ, Hm^okv {]h¿Ø\ ka-bw, skIvj-\p-I-fpsS Npa-X-e,

Poh-\-°m-cpsS lmP¿ F∂nh {]Z¿in-∏n-®p.  CXneqsS s]mXp-P-\-ßƒ°v ]©m-bØv Hm^o-kn¬ h∂m¬

Hmtcm skj-s‚bpw Npa-X-e-s∏´ Poh-\-°m¿, Ah-cpsS lmP¿ F∂nh thK-Øn¬ a\- n-em-°m≥ km[n-

®p. Ch ]pXp-°p∂ DØ-c-hm-ZnØw \n¿Æ-bn-°pIbpw XpS¿®-bmb hne-bn-cp-Ø-¬ \SØpIbpw sNbvXp.

2.1.7. Izmfn‰n k¿°nƒ

]©m-b-Ønse hnhn[ ZuXy-ß-fpsS ASn-ÿm-\-Øn¬ Poh-\-°m-cpsS ‘Izmfn‰n k¿°nƒ’ (Quality Circle)
cq]o-I-cn-®p. (Izm-fn‰n k¿°nƒ kw_-‘n®v A≤ymbw 4 ¬ t_mIvkv 4.6 ImWp-I).  ]©m-bØv Hm^oknse

{]iv\-ßƒ N¿® sNøp-∂-Xn\pw ]cn-l-cn-°p-∂-Xn\pw D≈ thZn-bm-bpw, XpS¿®-bmb ]cn-io-e\Øn\v hnj-

b-ßƒ \n›-bn-°p-I, kwL-Sn-∏n-°pI F∂o DØ-c-hm-ZnØßƒ \nd-th-‰m-\p≈ kwhn-[m\ambpw, ]c-kv]c

kulrZw Du´nD-d-∏n-°phm-\p≈ hgn-Im-´n-bmbpw Poh-\-°m-cpsS Izmfn‰n k¿°nƒ kwhn-[m\w D]-I-cn-®p.

2.1.8. ]cm-Xn- ]-cn-lmcw

`c-W-˛-hn-I-k-\-˛-t£a {]h¿Ø-\-ßƒ kw_-‘n®v ]uc-∑m¿°p-≠m-Ip∂ ]cm-XnIƒ ]©m-b-Øv `c-W-k-

anXn ka-b-_-‘n-X-ambn Xo¿∏m°n.  Ah-bpsS sdt°m¿Upw kq-£n®p. Poh-\-°m-cpw P\-{]-Xn-\n-[n-Ifpw

XΩn-ep≈ ]cm-Xn-Ifpw/{]iv\-ßfpw kwbp‡ kanXn3 cq]o-I-cn®v ]cn-l-cn®p. Poh-\-°mcpw s]mXp-P-\-ß-
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fp-am-bp≈ {]iv\-ßƒ Izmfn‰n k¿°nƒ hgn ]cn-l-cn®p; Ign-bm-Øh [\-Imcy Ãm‚nwKv IΩn-‰nbpsS ]cn-

K-W-\bv°v hn´p. [\-Imcy Ãm‚nwKv IΩn-‰nbpsS \n¿t±-i-ßƒ ]©m-bØv kan-Xn \S-∏n-em-°n. IqSmsX

s]mXp-P-\-ß-ƒ, Poh-\-°m¿, P\-{]-Xn-\n-[n-Iƒ F∂n-h-cpsS ]cmXnIƒ ]cn-l-cn-°m≥ ]©m-bØv kan-Xn

I¿Ω-\n-c-X-cm-bn. ka-b-_-‘n-X-amb Xo¿∏m-°-en\pw P\{]-Xn-\n[nIfpw Poh-\-°m-cpw XΩn-ep≈ ]c-kv]c

CS-s]-S¬ lrZyam°p-∂-Xn\pw ]©m-bØv `c-W-k-an-XnbpsS \nc-¥c ]cn-{i-aØneq-sSbpw hne-bn-cp-Ø¬

tbmK-ß-fn-eq-sSbpw Ign-™p.

2.1.9. \nc-¥c ]cn-io-e-\hpw AwKo-Im-chpw

Poh-\-°m-cp-tSbpw P\-{]-Xn-\n-[n-I-fp-tSbpw Imcy-{]m]vXn h¿≤n-∏n-°p-∂-Xn\pw \qX\ Bi-b-ßƒ \S-∏n-em-

°p-∂-Xn\pw ]©m-bØv cmPv \nb-aw, N´-ßƒ, hy‡nXz hnIk\w, \qX\ kmt¶-XnI hnZyIƒ XpSßnb

hnj-b-ßsf-°p-dn®v F√m amk-hpw BZysØ i\n-bmgvN D®-°p-tijw ¢m p-Iƒ kwL-Sn-∏n-®p. G‰hpw

\√ {]h¿Ø\w ImgvN-h-bv°p∂ DtZym-K-ÿsc `c-W-k-anXn A`n-\-µn®p.

2.2.  {^≠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

\S-∏n-em-°nb ̀ uXnI kuI-cy-ßƒ a‰p ]©m-b-Øp-I-fnepw G¿s∏-SpØp∂-Xn\v apt∂m-Sn-bmbn ‘Ine’ hb-

\mSv Pn√-bnse {Kma-]-©m-b-Øp-I-fn¬ {^≠v Hm^okv amt\-Pvsa‚ v ]co-£-Wm¿∞w \S-∏n-em-°n.  {]kvXpX

ZuXyw hnP-b-I-c-ambn ]q¿Øn-bm-°n-b-Xns\ XpS¿∂v kwÿm-\sØ ]©m-b-Øp-Iƒ°v {^≠v Hm^okv

kwhn-[m-\-w G¿-s∏-Sp-Øp-∂-Xn\v am¿§-\n¿t±iw \¬Ip-hm≥ ‘Ine’ k¿°m-cn-t\mSv A`y¿∞n-®p.  AXn≥{]-

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

k¿°m¿, 2009). sNdp-h-Æq¿-˛-\-√fw {Kma]-©m-b-Øn¬ TQM eqsS G¿s∏-Sp-Ønb F√m `uXnI kuI-cy-

ßfpw ]©m-b-Øp-I-fn¬ \S-∏n-em-°m≥ {^≠v Hm^okv amt\-Pvsa‚ v kw_-‘n®v k¿°m¿ ]pd-s∏-Sp-hn®

DØ-c-hn¬ \n¿t±in-°p-∂p. (A\p-_‘w 3 ImWp-I).  ̂ b-ep-Ifpw X]m-ep-Ifpw Nn´-bmbn {Iao-I-cn°m\pw,

^b-ep-Iƒ/X]m-ep-Iƒ F∂n-h-bpsS Nw{I-a-Whpw, XpS¿ hne-bn-cp-Ø-ep-Ifpw \S-Øm-\p≈ kwhn-[m-\w

G¿s∏-Sp-Øp-hm\pw {]kvXpX DØ-c-hn¬ ]d-bp-∂p. Ch {]mh¿Øn-I-am-°p-∂-Xn-\p≈ ]cn-io-e\ ]cn-]mSn

‘Ine’ kwL-Sn-∏n-®p.

{^≠v Hm^okv amt\-Pvsa‚ v kw_-‘n® k¿°m¿ DØ-chnse \n¿t±-i-ßƒ {]Imcw tIc-f-Ønse  ]©m-

b-Øp-I-ƒ 2009 ¬ \S-∏n-em-°nb  {^≠v Hm^okv kwhn-[m\w hf-sc-b-[nIw {]iwk t\Sn.  F∂m¬ {^≠v

Hm^okns\-°p-dn®v ‘Ine’ 2013 ¬ \S-Ønb ]T\Øn¬ `uXnI kml-N-cy-ßƒ krjvSn-°pIsb∂ ]cn-an-X-

amb Hcp e£y-Øn-te°v am{X-ambn {^≠v Hm^okv Npcp-ßn-b-Xmbn Is≠-Øn.  (cm-P≥.sP.-_n. & _nPp.-F-

kv.-sI., 2013).

2.3.  {^≠v Hm^okv amt\-Pvsa‚ v-: Ahÿmhni-I-e\w

kZv -̀cW \n¿∆-lWw e£y-an-Sp∂ ]cn-h¿Ø\ ̀ c-tWm-Zyaw (Change Management Initiative) F∂ hnime

ImgvN-∏m-Sns‚ `mK-am-bn´v F√m ]©m-b-Øp-Ifpw {^≠v Hm^okv kwhn-[m\w \S-∏n-em-°-W-sa∂ ta¬

kqNn-∏n® 2009 se k¿°m¿ DØ-c-hn\v \nZm\w TQM BW-t√m. TQM \v “tkm v̂‰v” TQM F∂pw “lm¿Uv”
TQM F∂pw c≠p LSI-ß-fp-≠v. ({In-tÃmkv _n.-F^v.& Chm-©-temkv F¬.-]n., 2008).  ̀ uXnI kml-N-cy-

ßƒ krjvSn-°p-I, tkh-\-ß-fpsS _©vam¿°nwKv \S-Øp-I, sN°v enÃp-Iƒ Xøm-dm-°pI F∂nh-bmWv
“lm¿Uv” TQM.  “tkm^v‰v” TQM eqsS hn`m-h\ sNøp∂Xv XpS¿®-bmb 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-
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sSbpw ]n¥p-W, kwL-t_m-[tØmsS-bp≈ Poh-\-°m-cpsS Izmfn‰n k¿°nƒ F∂nhbmWv.  F∂m¬ {^≠v

Hm^okv kwhn-[m-\-Øns‚ \n¿∆-l-W-Øn¬ tkm^v‰v TQM s‚ LS-I-ßƒ°v  th≠{X {]m[m\yw e`n-

®ncp∂n√-sb-∂mWv ]T\w kqNn-∏n-°p-∂-Xv. 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, \nc-

¥c hne-bn-cp-Ø-en-\mbn ̀ c-W-k-an-Xnsb 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 tSm´¬ Izmfn‰n amt\-Pvsa‚ v \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.  KpW-\n-e-hmcØn\mbp≈ XpS¿®-bmb tamWn-‰-dnw-Kpw, \nc-¥c ]cnio-e-\hpw,

\√ {]h¿Ø-\-ßƒ°v AwKo-Im-cw \¬IpI F∂o tkm^v‰v TQM s‚ A`m-h-w \ne-hn-ep≈ {^≠v Hm^o-

kv amt\-Pvsa‚ns‚ \n¿∆-l-W-Øn¬ {]Xn^en°p-∂p.

{^≠v Hm^okv amt\-Pvsa‚ns‚ Ah-ÿsb-°p-dn-®v ‘Ine’ \S-Ønb ]T\Ønse (cmP≥ sP._n & _nPp

Fkv.sI., 2013) {][m\ Is≠-ØepIƒ NphsS sImSp-°p-∂p.

• {^≠v Hm^okv amt\-Pvsa‚n-\p-th≠n s]mXp-P-\-ßƒ°pw Poh-\-°m-¿-°p-w Bbn \n¿t±-in®n-cp∂ 46

kuI-cy-ßfn¬ icm-icn 61 iX-am\w kuI-cy-ßƒ am{Xta ]©m-b-Øp-Iƒ G¿s∏-Sp-Øn-bn-´p-≈q.

• `uXnI kuI-cy-ßƒ ]eXpw AXns‚ ^e-{]m]vXn a\- n-em-°msX bm{¥n-I-am-bmWv \S-∏n-em-°n-bncn-

°p∂-Xv. DZmlc-W-Øn\v:

o hm´¿ Iqf¿ D≠v, F∂m¬  {]h¿Øn-°p-∂n-√.

o H´n-°p-hm-\p≈ ]ibpsS Hgn™ Ip∏n am{Xw.

o `n∂-ti-jn-bp-≈-h¿°m-bp≈ dmw]ns‚ ASpØv tai ]nSn-®n´v Aku-I-cy-ap-≠m-°n-bn-cn-°p-∂p.

o Fgp-Xp-hm-\p≈ tai-bpsS ]pd-Øv IpSn-sh≈w h®n-cn-°p-∂p.

o Sn.-hn. {]h¿Øn-°p-∂n-√,

o t_m¿Up-Iƒ ]pXp-°p-∂n-√.

o ]pXp-°nb ]ucm-h-Im-i-tcJ {]Z¿in-∏n°p∂n√.

• s]mXp-P-\-ßƒ°mbn G¿s∏-SptØ≠ kuI-cy-ßƒ°v hfsc Ipd®p ]cn-K-W-\tb \¬Inbn-´p-≈p.

DZmlc-W-Øn\v:

o Ccn-°p-hm-\pw, Fgp-Xp-hm-\p-ap≈ kuI-cy-ßƒ

o tÃj-\-dn

o hmbn-°phm\p≈ ]{X amkn-I-Iƒ

o hmjvt_-kn≥

o {]Y-a- ip-{iq-jm- In‰v

o tSmbve‰pIƒ ]e ]©m-b-Øp-Ifpw G¿s∏-Sp-Øn-bn-´n√.  tSmbve-‰p-Iƒ D≈n-S-ß-fn¬ Ah hrØn-lo-

\-hp-am-Wv.

• {^≠v Hm^okv kuI-cy-ßƒ Dt±-in-®n-cp-∂Xpt]mse P\-ku-lr-Z-a√;

o IrXy-amb hnh-c-ßƒ P\-ßƒ°v e`n-°p-∂n-√.

o ssI∏‰p ckoXv sImSp-°p-∂n-√

12
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o {^≠v Hm^okv {Iao-I-cWw kpJ-I-c-amb ]ckv]c Bi-b-hn-\n-ab-Øn-\v- DX-Ip-∂-XcØn¬ cq]-I¬∏\

sNbvXn-´n√.

o “sN°v enÃv” h®v At]-£-Iƒ Ip‰-a‰ coXn-bn¬ kzoI-cn-°p∂n√.

• {^≠v Hm^okv {]h¿Ø\-ßƒ Imcy-£a-a√

o {^≠v Hm^okpw sabn≥ Hm^okpw XΩn-ep≈ _‘w kpJ-I-c-a-√.

o At]-£-Iƒ kzoI-cn-°p∂ Hcp Hm^okv am{X-ambn {^≠v Hm^o-kv Npcp-ßn-bn-´p-≠v.

o s]mXp-P\w tkh-\-Øn-\mbn ]e -{]m-hiyw Hm^okv Ibdnbnd-tß≠n-hcp-∂p.

• Ime-hn-fw-_-w IqSmsX tkh\w sImSp-°m≥ Ign-bm-Ø Ahÿ Ct∏mgpw \ne-\n¬°p∂p

• {^≠v Hm^o-kv amt\-Pvsa‚ v hn`m-h\ sNbvX _rlZv e£yw ssIh-cn-®n-√.

o {^≠v Hm^okn\p-th≠nbp≈ tPmen Nw{I-aWw (Job Rotation) ]e ]©m-b-ØpI-fnepw \S-°p-∂n√.

o \nc-¥c ]cn-io-e-\-ßfneqsS Imcy-{]m]vXn hnI-k\w ]©m-b-Øn¬ \-S°p-∂n-√.

o hfsc Pq\n-b¿ Bbn-´p≈ ¢m¿°p-amcpw sSIv\n-°¬ Akn-Ã‚p-am-cpw- BWv ]e-t∏mgpw {^≠vv

Hm^okn¬ Ccn-°p-∂-Xv.  Bb-Xn-\m¬ At]£ hcp-tºmƒ kwi-b-ßƒ sabn≥ Hm^o-kn¬ t]mbn

Xo¿t°≠ Ahÿ hcp-∂p.

o P\-{]-Xn-\n-[n-Iƒ kzm[o-\-ap-]tbm-Kn®v {^≠v Hm^okv hgn-b-√msX tkh-\-ßƒ sImSp-°p-∂Xv tkh-

\-ßƒ°v XpeyX  F∂ XXzØns‚ ewL\Øntebv°v \bn-°p-∂p.

o {^≠v Hm^o-kn¬ Poh-\-°m¿°p≈ ]e kuI-cy-ßfpw G¿s∏-SpØnbn-´n-√.

o `qcn-`mKw ]©m-b-Øn-sebpw sd°m¿Uv kq£n∏v kwhn-[m\w hfsc tami-amb Ah-ÿ-bn-em-Wv.

CXv ka-b-_-‘n-X-amb ^b¬ Xo¿∏m-°-en\v Xmakw hcp-Øp-∂p.

o Iq´m-bva-tbm-sS-bp≈ {]h¿Ø-\-Øns‚ A`mhw hfsc {]I-S-am-Wv.

o P\-{]-Xn-\n-[n-Iƒ, Poh-\-°m-scbpw, AXp-t]mse Xncn-®pw; ]pXnb Poh-\-°m¿ ]gb Poh-\-°m-scbpw,

AXp-t]mse Xncn®pw Ip‰w ]d-bp-∂ At\m-tcm-Ky-I-c-amb Ahÿ \ne-\n¬°p-∂p.

o IqSp-X¬ Imcy-{]m-]vXn-bp≈ Poh-\-°msc IqSp-X¬ tPmen-`mcw Gev]n®v Ah-cpsS Bflm¿∞hpw

KpW-]-chp-amb at\m`m-h-Øn\v aß¬ Gev]n-°p-∂-X-c-Øn-emWv tPmen- hn-`-P\w \S-Øp-∂-Xv.

o Poh-\-°m-cpsS tbmK-ß-ƒ ]e-t∏mgpw \S-°p-∂n√

o tamWn‰dnwKv IΩn‰n cq]o-I-cn®n´pan√

• ]ucm-h-Im-i-tc-J-bpsS ]c-am-h[n kabw tkh\w sImSp-°p-hm-\p≈ G‰hpw Npcp-ßnb ka-b-ambn

IW-°m-°-s∏-Sp-∂p.

• {^≠v Hm^o-kns‚ {]h¿Ø-\sØ IqSp-X¬ kpK-a-am-°p∂ C -̨K-th-W≥kv Imcy-£-a-a√. Poh-\-°m¿°pw

P\-{]Xn\n[n-Iƒ°pw C˛-K-th-W≥kn-t\mSv {]Xn-_-≤Xbpw Xmev]-cyhpw Ipd-hm-Wv.

• sF.-sI.-Fw. hnI-kn-∏n® 17 tkm^v‰v shb-dp-I-fn¬ (A-\p-_‘w 5 -Im-Wp-I) icm-icn 5 FÆw am{Xta

]©m-b-Øn¬ D]-bp-‡-am-°p-∂p-≈q4.

• hnhn[ IΩn-‰n-Iƒ IqSmsX an\n‰vkv Fgp-Xp-∂p. IqSp-∂h Xs∂ KpW-]-c-amb N¿®-I-fn-te°v FØp∂pan√.
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sa®-s∏´ Ah-ÿ-bn-te°p≈ am‰w A\n-hm-cy-am-°m\mbn TQM s‚ “tkm^v‰v” Bi-b-ßfmb tNbv©v

amt\-Pvsa‚ v (Change Management), s]¿t^m¿a≥kv amt\-Pvsa‚ v (Performance Management), ]uc-tbm-

K-ß-fn-eqsS P\-tI-{µo-Ir-Xw, tamWn-‰-dnwKv IΩn-‰n-bn-eqsS XpS¿®-bmb KpW-\ne-hmc h¿≤-\hv F∂nh

{^≠v Hm^okv DØ-c-hn¬ {]Xn-]m-Zn-®n-cp-∂p. F¶nepw {^≠v Hm^o-kns‚ \n¿∆-lW Xe-Øn¬ TQM
“lm¿Uv” XXz-ß-fmb `uXn-I- ku-I-cy-ßƒ am{X-ambn HXp-ßn-t∏m-b-XmWv taev]-d™ Ah-ÿ°v \nZm-\-

am-b-Xv.  BbXn-\m¬  \nc-¥c ]cn-io-e-\w, kulm¿±w, Iq´m-bva, XpS¿®-bmb KpW-\n-e-hmc ]ptcm-K-Xn-

°p≈ hne-bn-cp-Ø-ep-Iƒ, ta¬t\m-´w, Xncp-Ø¬, ap≥I-cp-X¬ \S-]-Sn-Iƒ F∂n-hbv°v Du∂¬ sImSpØv

sIm≠v “tkm^v‰v” TQM  IqSn \S-∏n-em°p∂-Xn-eqsS ]©mbØn¬ kºq¿Æ KpW-ta∑m kwhn-[m\w

G¿s∏-Sp-Ømw.

Ipdn∏v :

1 Ine kwL-Sn-∏n® k¿´n-^n-°‰v tImgvkns‚ 2005˛06 se 4˛mw _m®v
2 tIcfm ]©m-bØv cmPv BIvSv 1994 hIp∏v 272 F.
3 Ãnb-dnwKv IΩn-‰n, sk{I-´-dn, Pq\n-b¿ kq{]≠v F∂n-h-¿ AS-ßp∂ kwbp‡ kan-Xn.
4 Ine-bn¬ Ct‚¨jn-∏ns‚ `mK-ambn 2011 sabv amkw \S-Ønb Xt±i kzbw-`-cW ÿm]-\-ß-fnse C˛-K-th-W≥kv

F∂ ]T-\-Ønepw icm-icn 5 tkm^v‰v shb-dp-Iƒ am{Xsa A\p-h¿Øn-°p-∂p-sh∂v a\- n-em-°m≥ Ign-™p.
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3.1. BapJw

3.2. tSm´¬ Izmfn‰n amt\-Pvsa‚ v ˛ XXz-ßƒ

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

3.2.2. t\XrXzw (Leadership)

3.2.3. ]¶m-fnØw (Participation)

3.2.4. {]{In-bm-[n-jvTnXw (Process Oriented)

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

3.2.6. XpS¿®-bmb sa®-s∏-Sp-Ø¬

(Continuous Improvement)
3.2.7. hkvXp-Xm-[n-jvTnX Xocp-am-\-sa-Sp-°¬

(Factual Approach to Decision
Making)

3.2.8. ]c-kv]c]qc-I-_‘w

(Mutually Beneficial Relationship)
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3.1. BapJw

KpW-ta-∑-sb-°p-dn®v hyh-km-b-h-Xv°-c-W-Øns‚ Bhn¿`mhw apX¬ N¿®-Iƒ \S-°p-∂ps≠-¶nepw Bb-

Xn-te-°p≈ D]m-[n-bmb tSm´¬ Izmfn‰n amt\-Pvsa‚ v (Total Quality Management – TQM) temI {i≤

B¿÷n-®Xv F¨]XpIfn-em-Wv. tIm¿∏-td‰v cwKsØ Dev]m-Z-\˛tkh\ {]Zm\ taJ-e-I-fn-emWv Cu amt\-

Pvsa‚ v kn≤m¥w \S-∏n-em°nhcp-∂-Xv. s]mXp-P\w {]Xo-£n-°p∂ coXn-bn¬ \nb-a-Øn-\p-≈n¬ \n∂p-sIm≠v

KpW-ta-∑-bp≈ D¬]-∂-ßfpw tkh-\-ßfpw \¬tI≠-Xp≠v.  AXv Dd-∏p-h-cp-Øp-∂-Xn-\p≈ amt\-Pvsa‚ v

D]m-[n-bm-Wv TQM.  tSm´¬ Izmfn‰n amt\-Pvsa‚ v kw_-‘n® hnhn[ Nn¥m-K-Xn-Iƒ (Schools of Thoughts)
amt\-Pvsa‚n¬ \ne-hn-ep-≠v.  F¶nepw Ch-bp-sS-sb√mw apJy Du∂¬ KpW-ta∑m kwhn-[m-\-am-Wv.   KpW-

ta∑m kwhn-[m-\-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°≠ 8 XXz-ßƒ \n¿t±-in-°p-∂p.  {]kvXpX XXz-ß-fpsS kw£n]vXw ]©m-b-Øv cm-

Pns‚ ]›m-Ø-e-Øn¬ NphsS sImSp-°p∂p.

3.2. tSm´¬ Izmfn‰n amt\-Pvsa‚ v ˛ XXz-ßƒ

3.2.1 P\-tI-{µo-IrXw (People Centered)

]©m-b-Øns‚ Hmtcm {]h¿Ø-\-ßfpw 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-\p-≈n-¬ \n∂p-sIm≠v, I¿Øhy \n¿∆-

lWw \S-Øp-tºm-gmWv ]©m-b-Øo-cm-Pns‚ ZuXyw ]q¿Æ-am-Ip-∂-Xv. tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ G‰hpw

{][m-\-amb P\-tI-{µo-IrX XXzw hnh-£n-°p-∂Xv P\XbpsS  Bh-iy-ßƒ°-\p-k-cn®v \nb-X-amb tkh-\-

ßƒ cq] Iev]\ sNøp-I-sb-∂-Xm-Wv.

3.2.2. t\XrXzw (Leadership)

KpW-ta-∑-bp≈ tkh\ {]Zm-\-Øn\v AXy-¥m-t]-£n-X-amWv t\XrXzw. Imcy-£-ahpw ̂ e-{]-Z-hp-amb {]h¿Ø-

\-Øn\v kwL t\XrXzw (Team Leadership) A\n-hm-cy-am-Wv. t\XrXz \nc-bn-ep-≈-h-cpsS A¿∏W t_m[-

tØbpw Imcy {]m]vXn-sb-bpw A-\p-k-cn-®mWv KpW-ta-∑-bp≈ tkh-\-{]-Zm\ kwhn-[m\w km[y-am-Ip-∂-Xv.

t\Xr-Xz-Øns‚ \nc-¥c am¿§-\n¿t±-i-ßfpw hne-bn-cp-Øepw ÿm-]-\-Øns‚ e£y-ß-fpsS GIo-I-c-W-

Øn\pw e£y {]m]vXn-°p-ap≈ {]b-Xv\-Øn\pw A\n-hm-cy-amWv. F√m Poh-\-°mcpw Iq´m-bv-a-tbmsS ]©m-

b-Øns‚ e£y-{]m-]vXn-bv°p-th≠n bXv\n-°p-hm\p≈ Hm^okv kml-N-cy-ap-≠m-°phm≥ Imcy-{]m-]vXn-bp≈

t\XrXzw D≠m-I-Ww.

3.2.3. ]¶m-fnØw (Participation)

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

ine. F√m Xe-ß-fn-ep-ap≈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.

3.2.4. {]{In-bm-[njvTnXw (Process Oriented)

Hcp ÿm]\w \¬Ip∂ tkh\ßƒ hnhn[ {]{In--b-I-fpsS ]cn-WnX ̂ 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-ap-f-hm-°p∂ coXn-bnep≈ hyXy-kvX-Xe {]h¿Ø-\-ß-fpsS kΩn-{i-amWv {]{In-b. hn`-h-ßsf ^e-

{]m]vXn-bn-se-Øn°phm-°p-∂-Xn-\p≈ ]cn-Wma {]h¿Ø-\-amWv {]{In-b.
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3.2.5. hyqlm-[n-jvTnXw (System Oriented)

Hcp ÿm]\w hnhn[ hy‡n-I-fp-tSbpw hn`m-K-ß-fp-tSbpw hyXykvX {]h¿Ø-\-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‡nbptStbm

hn`m-K-Øn-s‚tbm ̀ mK-Øp-\n-∂p-≠m-Ip∂ hogvNtbm ]cm-P-btam ÿm]-\-Øns‚ samØ-Øn-ep≈ {]h¿Ø-

\sØ kmc-ambn _m[n-°mw.

Hcp I∏-ense sNdnb hn≈¬ aXn I∏¬ apßm≥!

3.2.6. 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¿∆-ln-°-s∏-Sp-∂-

sX∂v \nc-¥c hne-bn-cp-Ø-en\v hn-t[-b-am-°-Ww.  hne-bn-cp-Ø-en-\p≈ tbmK-ßƒ hyXy-ÿ-X-e-ß-fn¬ \nc-

¥cw tNtc-≠-Xp-≠v.  e£y-ßƒ ssIh-cn-°p-∂-Xn-\m-h-iy-amb {]h¿Ø-\-ßƒ°v th≠ hn`h-ßƒ (a\p-

jy-hn-`-hw, ]›m-Øe kuI-cyw, kulr-Zm-¥-co-£w F∂nh) Bh-iy-Øn-\p-s≠-∂v ka-bm-k-a-b-ß-fn¬ D-d-

∏p-h-cp-ØWw. 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-\-ta∑mh¿≤-\hv

\S-°p∂psh∂v XpS¿®-bmbn D-d-∏m-t°-≠-Xp-am-Wv.

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

ÿm]-\-Øns‚ hnPbw DNn-X-amb Xocp-am-\-ßƒ°-\p-k-cn-®n-cn-°pw. Xocp-am-\-ßƒ DNnXhpw ^e-h-Øp-am-

I-W-sa-¶n¬ Ah hkvXp-XIsf ASn-ÿm-\-am°n Bbn-cn-°-Ww. DNn-X-amb Xocp-am-\-ßƒ, IrXy-k-a-bØv

FSp-°-W-sa-¶n¬ ]©mbØn\v AXn-\p≈ {]am-W-ßfpw tcJ-Ifpw thWw.  Ah-bn¬ \n∂pw e`n-°p∂

hkvXp-X-Iƒ A-\p-k-cn-®m-bn-cn-°Ww Xocp-am-\-sa-Sp-°epw \S-∏n-em-°epw.

3.2.8. ]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 ]©m-b-Øns‚

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 {ia-ß-fnepw KpW-]-c-amb am‰hpw F√m-h-cp-sSbpw KpW-]-c-amb _‘hpw e£y-{]m-]vXn°v AXy¥ym-

t]-£n-X-am-Wv.  AXp-t]m-se-Xs∂ ÿm]-\-Ønse hyXyÿ hn`m-K-ßƒ (Section or Division) XΩn-ep≈

]c-kv]-c-]q-c-I-_-‘-amWv e£y-{]m-]vXn°v \nZm-\w.

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

ta¬ hnh-cn® XXz-ßƒ°-Sn-ÿm-\-amb Hcp amt\-Pvsa‚ v XXz-im-kv{X-amWv tSm´¬ Izmfn-‰n amt\-Pvsa-‚v
(TQM).  Ch ]©m-b-Øn¬ \S-∏n-em-°n-bm¬ KpW-ta-∑-bp≈ tkh-\-{]-Zm-\hpw kZv`c-Whpw km[y-am-Ipw.
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4.1.  BapJw

tSm´¬ Izmfn‰n amt\-Pvsa‚ v (TQM) XXz-ßƒ A≤ymbw 3 ¬ {]Xn-]m-Zn®p-h-t√m. XXz-ßƒ {]mtbm-KnI

Xe-Øn¬ hcp-tºm-gmWv A¿∞-h-Øm-Ip-∂-Xv. {]kvXpX XXz-ßƒ ]©m-bØv kml-N-cy-Øn¬ Fßs\

{]tbm-K-Øn¬ hcpØmw F∂-XmWv Cu A≤ymbw hnh-cn-°p-∂-Xv.

4.2.  P-\-tI-{µo-IrXw

P\-ß-fpsS Bh-iy-ßƒ \nd-th-t‰-≠, Ah-cpsS \nXy-Po-hn-X-hp-ambn _‘-s∏´ `c-W-Iq-Ssa∂ \ne-bn¬

{]mtZ-inI k¿°m-cns‚ ̀ c-W-\n¿∆-l-Ww P\-tI-{µo-Ir-X-am-IWw. (]-©m-bØv cmPv ]oTnI 1994). P\-Io-bm-

kq-{X-W-Øn-eqsS tIc-f-Øn¬ \S-∏n-em-°n-b- A[n-Imc hntI-{µo-I-cWw P\-tI-{µo-Ir-X- ImgvN-∏m-Sn-ep≈XmWv.

{]mtZ-inI k¿°m-cp-Isf 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[n°pw.  P\-ß-fpsS Bh-iy-ßfpw \nb-X-amb tkh-\-ßfpw {]Zm\w sNøp-∂-Xn-\m-

IWw ]©m-b-Øns‚ Hmtcm {]h¿Ø-\-Øn-t‚bpw ap≥K-W-\.  P\-ß-fpsS Bh-iy-ßfpw {]Xo-£-Ifpw

Is≠-Øm-\p≈ \nb-X-amb thZn-bmWv {Kma-k`. tkh-\-ßfpw hnI-k-\-{]-h¿Ø-\-ßfpw kw_-‘n®

P\m`nemjw Adn-bp-∂-Xn-\v ]uc-k-aql k¿t∆ \S-Øm-hp-∂-Xm-Wv.  (t_mIvkv 4.1).

t_mIvkv 4.1: ]uc-k-aql k¿t∆ (Citizen Survey)

P\-ß-fpsS Bh-iy-ßfpw {]Xo-£-Ifpw Bcm-b-p∂Xn-te°v Hcp ]uc-k-aql k¿t∆ \S-Øm-hp-

∂-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\knem-°m≥ Ign-bpw. {Kma-k` \S-°p-tºm-tgm, s]mXp-P-\-ßƒ ]©m-

bØn¬ tkh-\-Øn-\mbn hcp-tºm-tgm, t\cn´v hoSp-I-fn¬ \nt∂m Hcp tNmZymhen D]-tbm-Kn®v

tkh-\-ßfpw hnI-k-\-{]-h¿Ø-\-ßfpw kw_-‘n® P\m`nemjw ]uc-k-aql k¿t∆bneqsS

Bcm-bmw. AXn-\-\p-k-cn®pw \nbX-amb hyh-ÿ-I-fn¬ \n∂p-sIm≠pw ]≤-Xn-Ifpw {]h¿Ø-\-

ßfpw ]©m-bØv cq]-I-ev]\ sNø-Ww. ]≤-Xn-Ifpw {]h¿Ø-\-ßfpw  cq]-I-ev]\ sNø-ptºmƒ

P\-ß-fpsS {]Xo-£-Iƒ°v  D]-cn-bmbn KpW-ta∑ (Delight) Dd-∏p-hcpØm≥ {]tXyIw {i≤n°Ww.

]uc-k-aql k¿t∆ ^ew {]tXyI {Kma-k` hnfn®v Ah-X-cn-∏n-°Ww. {Kma-k-`bpsS {]Xn-I-c-WIqSn

]cnKWn®v k¿t∆ dnt∏m¿´v A¥n-a-am-°-Ww. tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-∂-Xn-eqsS ]-©m-

bØn\ v ISO 9001: 2008 k¿´n-^n-t°-j≥ e`n-®mep-≠m-Ip∂ KpW-ß-sf-°p-dn®pw {Kma-k-`-bn¬ N¿®

sNø-Ww.

4.3.  t\XrXzw

tSm´¬ Izmfn‰n amt\-Pvsa‚ v Imcy-£-a-ambpw ̂ e-{]-Z-ambpw \S-∏n-em-°p-∂-Xn\v kPoh t\XrXzw A\nhmcy-

L-S-I-am-sW∂v A≤ymbw 3 ¬ kqNn-∏n-®phs√m.  tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ `mK-am-bp≈ KpW-ta∑m

\bcq-]o-I-cnWw, \b-Øn\v A\p-]q-c-I-amb KpW-ta∑m e£y-ßfpsS \n¿Æbw, XpS¿®-bmb hne-bn-cp-Ø¬,

\nc-¥c KpW-\n-e-hmc h¿≤-\-hn-\p≈ {]h¿Ø-\-ßƒ F∂n-hbv°v i‡-amb t\XrXzw hnhn[ Xe-ß-fn¬

Bh-iy-am-Wv.  ]©m-bØv cmPv kwhn-[m-\-Øn¬ t\Xr-Xzw H‰ hy‡n tI{µo-Ir-X-a√; P\Io-b- t\-Xr-\n-c-

bmWv.
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t_mIvkv 4.2 : P\-Iob t\Xr-\nc

]©m-bØv ˛ ]©m-bØv {]kn-U‚ v

Hm^okv ˛ sk{I-´dn

Ãnb-dnwKv IΩn‰n ˛ ]©m-bØv {]kn-U‚ v

Ãm‚nwKv IΩn-‰n-Iƒ ˛ Ãm‚nwKv IΩn‰n sNb¿t]-gvk¨am¿

Izmfn‰n k¿°nƒ* ˛ I¨ho-\¿am¿

LSI ÿm]-\-ßƒ ˛ ÿm]\ta[m-hn-Iƒ

*Izmfn‰n k¿°nƒ kw_-‘n®v t_mIvkv 4.6 ImWp-I.

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ hnP-bw t\Xr-Xz-Øns‚ Ign-hn-t\bpw Bflm¿∞amb CS-s]-S-en-s\bpw,

t\Xr\nc-bpsS Iq´mb {]h¿Ø\sØbpw B{i-bn-®n-cn-°p-∂p.  tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-

∂-Xn\v \b-cq-]o-I-c-WØn¬ t\Xr-Xz-]c-amb ]¶v \n¿Æm-b-I-hpamWv.

4.3.1. KpW-ta∑m \b-cq-]o-I-cWw

 tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-∂-XneqsS sF. Fkv. H. (ISO) k¿´n-^n-t°-j≥ t\Sp-∂-Xn-\p≈

BZy-]-Sn- KpW-ta∑m \bw (Quality Policy) -cq-]o-I-c-n°pI-bm-Wv. ]uc-k-aql k¿t∆-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[ Xe-ß-fneq-sS-bmWv \n¿∆-ln-°p-∂-Xv.

t_mIvkv 4.3 : KpW-ta∑ \b-w cq-]o-I-cn°¬ ˛ L -́ßƒ

ImgvN-¸mSv

(Vision)

ZuXyw

 (Mission)

KpW-ta·m \b-w

(Quality Policy)

KpW-ta·m e£y-§Ä (Quality Objectives) : hnhn[ Xe-§-fnÂ
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4.3.2. ImgvN-∏mSv (Vision)

\b-cq-]o-I-c-W-Øns‚ BZy-L-́ -amWv ÿm]-\-Øns‚ ImgvN-∏mSv cq]o-I-cWw. ÿm]-\-Øns‚ ÿmbn-bmb

\ne-\n-ev]ns\ kzm[o-\n-°p-Ibpw \ymbo-I-cn-°pIbpw sNøp∂ _rl-Ømb Hcp kz]v\-amWv ImgvN-∏mSv.

DZmlcWw :

(i) Hcp hnZym¿∞n°v tUmIvS-dm-IpIsb∂ kz]v\w.

(ii) Hcp ]©m-b-Øns\ kw_-‘n®v P\-ku-lrZ ]©m-b-Øm-°p-Isb∂ kz]v\w.

4.3.3. ZuXyw (Mission)

ImgvN-∏m-Sns‚ ASn-ÿm-\-Øn¬ ZuXyw \n¿Æ-bn-°-Ww. ka-b-_-‘n-X-ambn Gs‰-Sp-°m-hp∂ ZuXy-ßfneq-

sS-bmWv kz]v\w -km-£m-XvIcn°p∂-Xv.

DZmlcWw-:

(i) hnZym¿∞n-bpsS Imcy-Øn¬,  saUn-kn-\p≈ BZy {]th-i\ ]co-£-bn¬ Xs∂ 100 dm¶n\p≈n-¬

hnPbw Ic-ÿ-am-°p-I. AXn-eqsS tUmIvS-dm-Im\p≈ kz]v\w ssIh-cn-°pI.

(ii) ]©m-b-Øns‚ Imcy-Øn¬, Hcp h¿j-Øn-\p-≈n¬ tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em°n sF.-F-

kv.-H. k¿´n-^n-°‰v t\Sp-∂-Xn-eqsS P\-ku-lrZ ]©m-b-Øm-Ip-I-sb∂ kz]v\w km£m-XvI-cn-°p-I.

4.3.4. KpW-ta∑m \b-w (Quality Policy)

ImgvN-∏mSpw ZuXyhpw Xocp-am-\n®v Ign-™m¬ Ah-bpsS ASn-ÿm-\-Øn¬ KpW-ta∑m \bw cq]o-I-cn-°Ww.

]©m-bØns‚ ]›m-Ø-e-Øn¬ KpW-ta∑m \b-Øn\v Hcp DZm-l-cWw t\m°mw.

P\-kw-Xr]vXn Dd-∏p-h-cp-Øp-∂-X-c-Øn¬ ‘P\-ku-lrZ ]©m-bØv’ F∂ kz]v\w km£m-XvI-cn-°p-

∂-Xn\v tSm´¬ Izmfn‰n amt\-Pvsa‚ v ka-b-_-‘n-X-ambn \S-∏n-em-°p-∂-Xn-eqsS sF.-F-kv.-H. k¿´n-

^n-t°-j≥ t\Sp-∂-Xn\mbn P\m-[n-]Xy XXz-ß-fn-e[n-jvTn-X-ambpw Iq´m-bva-tbmsSbpw kulm¿±-]-

c-ambpw kpXm-cy-ambpw DØ-c-hm-Zn-XztØm-sSbpw D≈ kPoh {]h¿Ø-\-ßƒ F√m Xe-ß-fnepw

Dd-∏p-h-cp-Øp-IbmWv Cu ]©m-b-Øns‚ \bw.’

kz]v\-km-£m-XvIm-c-Øn-\p≈ ZuXy-ßƒ \nd-th-‰p-∂-Xn\v {]h¿Ø-\-ßƒ Icp-]n-Sn-∏n-°p∂Xn-\p≈ Znim-

t_m[w \¬Ipw F∂-XmWv \b-Øns‚ {]-tXy-I-X.

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

\b-Øns‚ {]mh¿ØnIXe-amWv e£y-ßƒ. e£y-\-n¿Æ-b-Øn-\mbn 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°Ww.  Xt±-i-kz-bw-̀ -cW ÿm]-

\-Ønse F√m- hn`mK-ß-fnepw F√m hy‡n-I-fnepw (LSI ÿm]-\-ß-ƒ Dƒs∏-sS) ÿm]-\-Øns‚ \bw

kw_-‘n® hy‡X hcp-Ø-Ww. \bw Dƒs°m-≠p-sIm≠v thWw e£y-ßƒ \n¿Æ-bn°phm≥.  ÿm]-\-

Øns‚ F√m Xe-Ønepw e£y-ßƒ \n¿Æ-bn°Ww.
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4.3.5.1. KpW-ta∑m e£y-ßƒ ˛ khn-ti-jX

• Hmtcm hn`mKw/Npa-X-e-s∏-´- DtZym-K-ÿ-cpsS Xe-Øn-ep≈ e£y-ßƒ hn`n-∂-ß-fm-sW-¶nepw A\p-]q-c-

I-am-bn-cn-°-Ww.  Hmtcm e£yhpw ÿm]-\-Øns‚ ka-{K-e-£y-Øn-te°v \bn-°p-∂-Xm-h-Ww.

DZmlc-Ww: {^≠v Hm^o-kn¬ Ip‰-a‰ coXn-bn¬ At]£ kzoI-cn-t°-≠Xpw sabn≥ Hm^o-kn¬ Ime-

Xm-akw IqSmsX At]£ ]cn-K-Wn-°p-∂Xpw ka-b-_-‘n-X-ambn ]uc\v tkh\w \¬Im≥ klm-bn-

°pw.

• ]©m-bØv Hm^o-knse Hmtcm hn`mKw/Npa-X-e-s∏-́ - DtZym-K-ÿ-cpsS Xe-ß-fn¬ e£y-ßƒ efn-X-ambpw

(Simple) hy‡-ambpw (Specific) \n¿Æ-bn-°Ww. DZmlc-W-Øn\v:

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-bpsS tiJ-cWw 100 iX-am-\-am-°p-I.

• e£y-ßƒ KW-]-c-am-bn-cn-°-Ww (Measurable)

DZmlcWw: _n¬UnwKv s]¿an‰v \¬Ip-∂-Xn-s\-Sp-°p∂ kabw 30 Znh-k-Øn¬ \n∂pw 15 Znh-k-ambn

Ipd-bv°pI.

• e£y-ßƒ ssIh-cn-°phm≥ Ign-bp-∂-Xm-I-Ww (Attainable)

DZmlcWw: ]©m-b-Ønse F√m bphm-°ƒ°pw ]©m-bØv Hm^o-kn¬ tPmen-sIm-Sp-°pIsb∂Xv

]©m-b-Øn\v ssIh-cn-°m≥ Ign-bp∂ e£y-a√.  F∂m¬ sXmgn¬c-ln-X-cmb bph-Xn˛bphm-°ƒ°v -h-

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

• e£y-ßƒ bmYm¿∞y-X-bn¬ Du∂n-b-Xm-I-Ww (Realistic)

DZmlcWw: ]©m-b-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¿∞y-Xbn¬ Du∂n-b-X√.

• e£y-ßƒ ka-b-_-‘n-X-am-I-Ww (Time Bound)

DZmlcWw: 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.

4.3.6. Izmfn‰n am\z¬ (Quality Manual)

tSm´¬ Izmfn‰n amt\-Pvsa‚n-eqsS sF.-F-kv.-H. 9001:2008 k¿´n-^n-°‰v t\Sp-∂-Xn-\mbn am¿§tcJ a\- n-em-

°pI F∂-Xm-Wv BZy-L´w. AXn-\mbn F√m Poh-\-°mcpw P\-{]-Xn-\n-[n-Ifpw tSm´¬ Izmfn‰n amt\-Pvsa‚ v

k¶-ev]hpw XXz-ßfpw a\- n-em-°p-I.  AXn-\p-]-cn-bmbn tSm´¬ Izmfn‰n amt\-Pvsa‚n-eqsS sF.-F-kv.-H.

k¿´n-^n-°‰v \S-∏n-em-°m-\p≈ Izmfn‰n am\z¬ cq]o-Icn-t°-≠-Xp-≠v.  KpW-ta-∑-bpsS ÿmbn-bmb \ne-

\nev]pw sF.-F-kv.-H. k¿´n-^n-°‰v t\Sp-∂-Xn\pw KpW-ta∑m \b-cq-]o-I-c-W-Øn\pw CXv AXym-h-iy-am-Wv.

Izmfn‰n am\z¬ ]©m-b-Øn-s\-°p-dn-®pw, DØ-c-hm-Zn-Ø-ß-sf-°p-dn-®pw ]©m-b-Øns‚ KpW-ta∑m \bw,

e£y-ßƒ, KpW-ta∑m kwhn-[m-\-Øns‚ hym]vXn, tkh-\-ßƒ F∂nhsb°p-dn-®p-ap≈ B[n-Im-cnI tcJ-

bm-Wv. CXv ]©m-b-Øns‚ KpW-ta∑m am¿§-tcJbmWv.
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t_mIvkv 4.4. :  Izmfn‰n am\z¬

]©m-b-Øns‚ KpW-ta∑m am¿§tcJbn¬

• ]©m-b-Øns‚ LS-\-bpw, {]h¿Ø\ taJ-ebpw

• P\-{]-Xn-\n-[n-Iƒ, Poh-\-°m¿ F∂n-h-sc-°p-dn-®p≈ hnh-c-ßƒ

• tkh\ kwhn-[m-\-Øns‚ hym]vXn

• ]©m-b-Øns‚ s]mXp DØ-c-hm-Zn-Ø-ßƒ

• P\-{]-Xn-\n-[n-Iƒ, Poh-\-°m¿ F∂n-h-cpsS DØ-c-hm-Zn-Ø-ßƒ

• LSI ÿm]-\-ßƒ, hnhn[ tkh-\-ßƒ F∂nh-sb-°p-dn-®p≈ hni-Zo-I-c-W-w

• GsX-¶nepw tkh-\-ßtfm Imcy-ßtfm Dƒs∏-Sp-Øp-∂n-s√-¶n¬ AXn-\p≈ Imc-W-ßƒ

• {]am-W-ßfpw AXns‚ {]{In-b-Ifpw (t_mIvkv 4.12 ImWp-I)

• {]{Inbm Nm¿´v (Process Map)

4.3.7. ]©mbØv kanXn hne-bn-cp-Ø¬ tbmKw

KpW-ta∑m e£y-ß-fpsS km£m-Xv°m-cw, XpS¿®-bmb hne-bn-cp-Ø-ens\ B{i-bn-®n-cn-°p-∂p.  Hmtcm

{]h¿Ønbpw ]q¿Øo-I-cn-®-ti-j-ap≈ hne-bn-cp-Ø-en-t\-°mƒ {]{In-b-bpsS/{]h¿Øn-bpsS Hmtcm L -́Ønepw

\nc-¥c ta¬t\m-´hpw hne-bn-cp-Øepw \S-Øp-∂-Xm-Wv DØ-aw. AXn-\mbn ]©m-bØv kanXn XpS¿®-bmb

hne-bn-cp-Ø-¬ tbmK-ßƒ \S-tØ-≠-Xp-≠v.

NnIn-’-tb-°mƒ {]Xn-tcm-[-amWv DØ-aw

hne-bn-cp-Ø¬ tbmK-ß-fn¬ ap≥tbm-K- \n¿t±ißƒ°pta¬ kzoI-cn® \S-]-Sn-Iƒ hne-bn-cp-Øp-∂Xn-t\m-

sSm∏w {]kvXpX \S-]-Sn-Iƒ Df-hm-°nb ^ehpw ]cn-tim-[-\m- hn-t[-b-am-°-Ww.

t_mIvkv 4.5 : XpS¿®-bmb hne-bn-cp-Ø-¬ tbmK-ßƒ  ˛ amXrIm AP-≠-

1. ap≥ hne-bn-cp-Ø¬ tbmKw ˛ kzoI-cn® \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.

* Ct‚-W¬ HmUn‰v kw_-‘n®v A≤ymbw 5 ¬ JWvUnI 5.5.2 ImWp-I.

** Izmfn‰n k¿°n¬ kw_-‘n®v t_mIvkv 4.6 ImWp-I.
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4.4. ]¶m-fnØw

]¶m-fn-Ø-sa∂m¬ F√m-h-tcbpw Dƒt®¿ØpsIm≠p≈ `c-W-{]-{In-b-bm-Wv. ]¶m-fn-Ø-]-c-amb coXn-bn¬

Bkq-{X-Ww, \n¿∆-l-Ww, hne-bn-cp-Ø¬ F∂nh \S-Øp-I-bmWv tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ A¥x-k-

Ø.  A[n-Imc hntI-{µo-I-c-W-Øns‚ `mK-ambn tIc-f-Øn¬ \S-∏n-em-°nb P\-Io-bm-kq-{XWw ]¶m-fnØ

XXz-Øn¬ A[njvTnXam-Wt√m. ]¶m-fn-Ø-th-Zn-I-fmb Ãnb-dnwKv IΩn-‰nbpw, Ãm‚nwKv IΩn-‰n-Ifpw, ÿm]\

amt\-Pvsa‚ v IΩn-‰n-Ifpw im‡o-I-cn-°p-Ibpw DtZym-K-ÿ-X-e-Øn¬ Izmfn‰n k¿°n-fp-Iƒ cq]o-I-cn-°p-Ibpw

thWw.  IqSmsX {Kma-k`bpw (k-hn-tij/{]tXyI hn`m-K-ß-fp-sS {Kma-k` Dƒs∏-sS) a‰v P\-Iob thZn-

Ifpw kwL-Sn-∏n-°Ww. ]¶m-fnØw kPo-h-am-°m≥ Hmtcm hy‡n-bpw ÿm]-\-Øns‚ \n¿Æm-bI LS-I-am-

sW∂v t_m[y-s∏-Sp-Øp-Ibpw Bh-iy-amb Imcy-tijn hnI-kn-∏n-°p-Ibpw thWw.

t_mIvkv 4.6 : Izmfn‰n k¿°nƒ (Quality Circle)
tPmen- kw-_-‘-amb {]iv\-ßƒ ]cn-l-cn-°p-∂-Xn\pw ]c-kv]c kl-I-cWtØmsS-bp≈ DØ-c-hm-ZnØ

\n¿∆-lWw Dd-∏p-h-cp-Øp-∂-Xn\pw -D≈ Poh-\-°m-cpsS Iq´m-bva-bmWv ‘Izmfn‰n k¿°nƒ’.

• DØ-c-hm-Zn-Ø-t_m[w hf¿Øp-I,

• kulr-Z A¥-co£w krjvSn-°p-I,

• \nc-¥c hni-I-e\w \S-Øp-I,

• ]cn-io-e-\-ßƒ Bkq-{XWw sNbvXv \S-∏n-em°pI,

• \qX-\m Bi-b-ß-ƒ cq]o-I-cn-°pI F∂o Xe-ß-fn¬ {]h¿Øn-°p∂ Izm-fn‰n k¿°n-fp-Iƒ

{]iv\-]-cn-lm-c-Øn-\p≈ P\m-[n-]Xy -th-Zn-bm-Wv.

Izmfn‰n k¿°nƒ ao‰nwKv AP-≠, an\n-‰vkv, AXns‚ {]h¿Ø-\-ßƒ F∂nhbpsS ta¬t\m´w [\-

ImcyÃm‚nwKv IΩn-‰nsb Npa-X-e-s∏-Sp-Ømhp∂Xm-Wv.  ]©m-bØv Hm^o-kns‚ kpK-a-amb {]h¿Ø-\-

Øn-\p≈ X-{¥-ßƒ Bhn-jvI-cn-°p-I. IpSn-»nI tPmen-Iƒ C√ F∂v Dd-∏p-h-cp-Øp-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 ]©m-bØv kan-Xn-bn¬ Ah-X-cn-∏n®v ]cn-lmcw ImWpI F∂nh-

bmWv Izmfn‰n k¿°nfns‚ DØ-c-hm-Zn-Ø-ßƒ.

Izmfn‰n k¿°nfpw Poh-\-°m-cpsS tbmKhpw XΩn¬ hyXym-k-ap-≠v.  Poh-\-°m-cpsS tbmKw (Staff Meeting)
F√m Poh-\-°mcpw amk-Øn-sem-cn-°¬ HØp-Iq-Sp-∂Xpw HutZym-Kn-I-hp-am-Wv. sk{I-́ -dn-bpsS ta¬t\m´Øn¬

Imcy-ßƒ N¿® sNøpw. Izmfn‰n k¿°nƒ KpW-ta∑ sa®-s∏-Sp-Øp-∂-Xn-\pw, Dd-∏p-h-cp-Øp-∂-Xn-\p-ap≈ Poh-

\-°m-cpsS {]Xn-\n-[n-I-fpsS kulrZ Iq´m-bva-bm-Wv. Hm^okv {]h¿Ø-\-ßƒ sa®-s∏-Sp-Øp-I, kulr-Zm-¥-

co£w krjvSn-°pI Hm^o-knse {]iv\ ]cn-lmc thZn-bm-IpI F∂n-h-bmWv DØ-c-hm-Zn-Øw. Izmfn‰n k¿°n-

ƒ cq-]o-I-cn-°p-tºmƒ {i≤n-t°≠ Imcy-ß-ƒ A\p-_‘w 4 ¬ sImSp-Øn-cn-°p-∂p.

4.5. {]{In-bm-[n-jvTnXw

Hcp ]©m-bØv \¬Ip∂ tkh\ßfpw hnI-k-\-{]-h¿Ø\-ßfpw hnhn[ {]{In-b-I-fpsS ]cn-WnX^e-am-

sW∂v A≤ymbw  3 ¬ {]Xn-]m-Zn-®ncp∂p.  ]©m-b-Øns‚ ]›m-Ø-e-Øn¬, Hmtcm tkh-\-hpw \¬Ip-∂-

Xn\v ]c-kv]-c-_-‘n-X-amb hnhn[ {]{In-b-Iƒ A\p-h¿Ønt°≠-Xp≠vv. DZm-l-c-W-Øn\v sI´nS \n¿Ωm-

Wm\phm-Z-Øn-\p≈ Hcp At]-£-bpsS {]{Inb t\m°mw.
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1. {^≠v Hm^o-kn¬ At]£ kzoI-cn-°p∂p,

2. e`n® At]£Iƒ ‘Unkv{Sn-_yq-j≥ cPn-Ã-dn¬’ tcJ-s∏-Sp-Øn, km£y-s∏-Sp-Øn- ¢m¿°n\p ssIam-

dp∂p,

3. ¢m¿°v X≥]-Xn-thSv (Personal Register) tcJ-s∏-Sp-Øn-b-ti-jw, t\m´v ^b-epw Id‚ v ^b-epw Xøm-

dm°n ka¿∏n-°p∂p,

4. s]¿an‰v Bπn-t°-j≥ cPn-Ã-dn¬ tcJ-s∏-SpØnbtijw \n_-‘-\-Iƒ ]men-°p-∂pt≠m F∂v Dd-∏p-h-

cp-Øm≥ At\z-jW DtZym-K-ÿ-\v ssIam-dp∂p,

5. At\z-jW DtZym-K-ÿ≥ ]cn-tim-[n®v dnt∏m¿´v \¬Ip∂p.

6. dnt∏m¿´ns‚ ASn-ÿm-\-Øn¬ kq{]≠v apJm-¥ncw ^b¬ sk{I-´-dn°v ka¿∏n-°p-∂p.

7. sk{I-´dn s]¿an‰v \º¿ A\p-h-Zn-°¬/\nc-kn-°¬ AwKo-I-cn-°p∂p,

8. tkh\w {^≠v Hm^o-kp hgn At]£I\v \¬Ip∂p.

]©m-bØnse Hmtcm tkh-\-hpw hnI-k-\-{]-h¿Ø-\hpw hyXyÿ {]{InbbneqsS IS-∂p-t]m-Ip-∂p.

hyXyÿ {]{Inbbpw Ah-bpsS ]c-kv]c _‘hpw kw_-‘n® cq]-tcJ Ds≠¶n¬ am{Xta ]ptcm-KXn

hne-bn-cp-Øp-hm\pw DNn-X-amb CS-s]-S-ep-Iƒ \S-Øp-hm\pw km[n-°-bp-≈q. Bb-Xn-te°v klm-b-I-amb

t{]mkkv am∏v (Process Map) Xøm-dm-°p-∂Xv DNn-X-am-bn-cn°pw.

4.6. hyqlm-[n-jvTnXw

]©m-bØv hnhn[hpw hyXykvXhp-amb {]h¿Ø\ taJ-e-I-fpsS hyql-amWv (System) F∂v A≤ymbw  3

¬ {]Xn-]m-Zn-®p-h-s√m.  DZm-l-c-W-Øn\v ]≤Xn Bkq-{X-Ww, [\-]-cn-]m-e-\w, ]≤Xn \n¿∆-l-Ww, ]cmXn

]cn-lm-cw, tkh\ {]Zm-\w, tamWn-‰-dnwKv F∂nh ]©m-b-Ønse D]hyql-ß-fm-Wv. Ch-bpsS {]h¿Ø\w

]c-kv]c ]qc-I-ß-fpam-Wv. AXm-bXv Hcp D]-hyq-l-Øns‚ {]h¿Ø\w a‰v D]hyql-ß-fpsS {]h¿Ø-\sØ

kzm[o\n-°pw.  AXp-t]mse hn`h-ßfpsS ASn-ÿm-\-Øn¬ t\m°n-bmepw hyXykvX hyql-ß-fp≠v ̨  a\p-

jy-hn-̀ -hw, ]›m-Øe kuI-cyw, {]h¿Ø-t\m-∑p-Jm-¥-co-£w.  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.

t_mIvkv 4.7 : hn -̀h-ßƒ

a\p-jy

-hn-`hw

{]¿Ø-t\m∑pJ

A¥-co£w
]›m-Øew
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t_mIvkv 4.8: a\p-jy-hn-̀ hw ˛ Imcy-tijn

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

jnsb B{i-bn-®n-cn-°pw.  Bb-Xn-\m¬ KpW-\n-e-hmc e£y-ßƒ ssIh-cn-°p-∂-Xn\v P\-{]-Xn-\n-[n-I-

fptSbpw DtZym-K-ÿ-cp-tSbpw Imcy-tijn sa®-s∏-Sp-tØ≠Xp-≠v. Imcy-tijn Dd-∏p-h-cp-Øp-∂-Xn-te-°mbn:

• hyXykvX {]h¿Ø-\-ß-fn¬ Bh-iy-amb Imcy-tijn ˛ Adn-hv, sshZKv≤yw˛ \n¿Æ-bn-°pI

• Imcy-ti-jn-bn-ep≈ hnS-hp-Iƒ \n¿Æ-bn°pI

• Bh-iy-amb ]cn-io-e\ ]cn-]m-Sn-Iƒ kwL-Sn-∏n-°pI

• ]cn-io-e\ ]cn-]m-Sn-I-fpsS ^-e-{]m]vXn hne-bn-cp-ØpI

• KpW-ta∑m e£y-ßƒ ssIh-cn-°p-∂-Xn\v Hmtcm hy‡n-bp-tSbpw {]h¿Ø-\-Øn\v {]m[m-\y-ap-s≠∂pw

Bb-Xn-te°v Ah-cpsS A-dnhpw sshZ-Kv≤yhpw {]tbm-P-\-s∏-Sp-Øp∂p F∂p-d-∏p-h-cp-Øp-I.]cn-io-

e\ ]cn-]m-Sn-Isf kw_-‘n®pw ]©m-b-Øn¬ \n∂pw ]s¶-Sp-Ø-hsc Ipdn-®p-ap≈ tcJ-Iƒ Xømdm-

°p-I.  IqSmsX DtZym-K-ÿ-cp-tSbpw P\-{]-Xn-\n-[n-I-fp-tSbpw hnZym-`ymktbm-Ky-X, Ign-hp-Iƒ, ]s¶-

SpØ ]cn-io-e-\-ßƒ, ap≥ ]cn-Nbw F∂n-h-bpsS tcJ-Ifpw Xøm-dm°n kq£n-°p-I.

t_mIvkv 4.9: ]›m-Øe kuIcyw

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

• sI´n-Sw, tPmen-ÿ-ew, A\p-_-‘ kuI-cy-ßƒ F∂nh sI´nSw, tPmen-ÿew A\p-_‘ kuI-cy-

ßƒ F∂nhbmbn ASpØ 20 h¿j-Øn-se-¶nepw kw`-hn-°m-hp∂ am‰-ßƒ ap≥Iq´n I≠v amÃ¿

πm≥ Xøm-dm-°p-∂-Xm-bn-cn°pw DNn-Xw.

• `n∂-tijnbp≈-h¿, {]tXyI ]cn-K-W\ A¿ln-°p-∂-h¿, htbm-P-\-ßƒ, Ip´n-Iƒ, kv{XoIƒ F∂n-

h-cpsS {]iv\-ßfpw Bh-iy-ßfpw, ]cn-KWn-°-Ww.  tkh-\-{]-Zm-\-tØm-sSm-∏w, _u≤n-I-hn-Im-k-

hpw, am\-kntIm√m-khpw ]cn-K-Wn®v thWw kml-N-cy-ßƒ Hcpt°≠-Xv.

• {^≠v Hm^okv amt\-Pvsa‚ v kw_-‘n® k¿°m¿ DØ-chv (123/09/Xkz-`h, XobXn 2.7.2009)

{]Imcap≈ `uXn-I-ku-I-cy-ßƒ Hcp-°p-Ibpw t_m¿Up-Ifpw ÿm]n-°pIbpw thWw. IqSmsX

AXns‚ ^e-{]m]vXn \nc-¥cw hne-bn-cp-ØpIbpw thWw.

• {]h¿Ø-\-ßƒ-°m-h-iy-amb (Hardware, Software) kuI-cy-ßƒ : {]h¿Ø-\-ßƒ°mh-iy-amb Iºyq-

´¿ kuI-cy-ßƒ IqSmsX sF.-sI.-Fw. hnI-kn-∏n-®n-´p≈ F√m AwKo-IrX tkm^v‰v shb-dp-Ifpw

(A-\p_‘w 5) ]©m-b-Øn¬ Hcp-°Ww. AXns‚ {]h¿Ø-\-£-a-X, Imem-\p-kr-X-amb am‰w hcp-

Ø¬ F∂nh Dd-∏p-h-cp-ØWw.  ]qc-I-tk-h-\-ß-fmb hm¿Øm-hn-\n-a-bw, {]am-W-ßfpw tcJ-Ifpw

Na-°¬, F∂n-hbpw ]cn-K-Wn-°-Ww.
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t_mIvkv 4.10: {]-h¿Ø-t\m-∑p-Jm-¥-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 sNtø-≠-Xm-Wv. ̂ b-ep-Iƒ Iq´n-bn-́ n-cn-°p-∂-Xpw, hrØn-lo-\-hp-amb Hm^o-kp-Iƒ°p ]Icw

hrØn-bp-≈-Xpw, \√ shfn-®-ap-≈-Xp-amb A¥-co£w Dd-∏p-h-cp-Øp-Ibpw AXym-h-iy-am-Wv. ]›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 (A-¥-co£ shfn-®w, hmbp, i_vZw F∂n-h {]h¿Ø\ kulr-Z-am-I-Ww. eLp

i_vZ-Øn-ep≈ kwKoXw F√mh¿°pw tIƒ°-Ø° coXn-bn¬ k÷o-I-cn-°p-∂Xpw \√-Xm-bn-cn°pw)

4.7.  XpS¿®-bmb sa®-s∏-Sp-Ø¬

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ ̂ e-£-aX AXns‚ XpS¿®-bmb KpW-ta∑m sa®-s∏-Sp-Ø¬ {i-a-sØ B{i-

bn-®n-cn-°p-∂p.  KpW-ta∑m \bw, KpW-ta∑m e£y-ßƒ, KpW-ta∑m HmUn‰v1 (C-t‚-W¬ HmUn-‰v) dnt∏m¿´pIƒ,

]©m-bØv hne-bn-cp-Ø¬ dnt∏m¿´p-Iƒ F∂nh \nc-¥cw hni-I-e-\- hn-t[-b-am-°-Ww.  DNn-X-amb Xncp-

Ø¬ \S-]-Sn-Iƒ kzoI-cn-°-Ww.  Bhiy-sa-¶n¬ `mhn-bn¬ D≠m-tb-°m-hp∂ tkh-\ A]-cym-]vX-Iƒ ]cn-

l-cn-°p-∂-Xn-\p≈ ap≥I-cp-X-ep-Iƒ Bkq-{XWw sNøp-Ibpw thWw.

t_mIvkv 4.11: Xncp-Ø¬ \S-]-Sn-Ifpw ap≥I-cp-X¬ \S-]-Sn-Ifpw

• Xncp-Ø-ep-Iƒ (Correction) kw`-hn-®p-t]mb Ipd-hp-Iƒ C√m-Xm-°¬.

• 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-°¬

.• ap≥I-cp-X¬ \S-]-Sn-Iƒ (Preventive Actions) ̀ mhn-bn¬ kw`-hn-°m-hp∂ Ipd-hp-Iƒ ap≥Iq-´n-I-≠v,

Ah kw`hn-°m-Xn-cn-°m-\p≈ Icp-X¬ \S-]-Sn-Iƒ.

4.8.  hkvXp-Xm[n-jvTnX Xocp-am-\sa-Sp-°¬

Hcp ]©m-b-Ønse P\-ß-fp-tSbpw hn`-h-ß-fp-tSbpw Ah-ÿ, e`y-X, Bh-iy-I-X F∂n-h-sb-°p-dn-®p≈

Adnhv e`n-®m¬ am{Xta Xocp-am-\-ßƒ FSp-°m≥ km[n-°p-I-bp-≈q.  GsXmcp ÿm]-\-Øn-t‚bpw Imcy-

£-ahpw ^e-{]-Z-hpw Bb {]h¿Ø-\-ßƒ DNn-X-amb Xocp-am-\-sa-Sp-°¬ {]{In-bsb B{i-bn-®n-cn°pw.

icn-bmb ka-bØv icn-bmb Xocp-am-\-ßƒ FSp-Øn-s√-¶n¬ {]h¿Ø-\sØ _m[n-°p-w. icn-bmb Xocp-am-

\-ßƒ FSp°p-∂-Xn\v {]am-W-ßfpw tcJ-Ifpw klm-b-I-c-amIpw.
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t_mIvkv 4.12: {]am-Wßfpw (Documents) tcJIfpw (Records)

F¥mWv {]am-W-ßƒ?

Hcp {]hrØn/tPmen sNøp-∂-Xn-\p≈ \n¿t±-i-ßƒ, t^md-ßƒ, {]{Inb hnh-c-W-ßƒ, \S-]-Sn-

{I-a-ßƒ F∂n-h-bmWv {]am-W-ßƒ.  DZm-l-cWw : ]≤Xn Bkq-{XW am¿§-tc-J, Izmfn‰n am\z¬

F¥mWv tcJ-Iƒ?

\n¿∆-ln® {]h¿Øn-I-fpsS sXfn-hm-bp≈ ^b-ep-Ifpw dnt∏m¿´p-I-fp-amWv tcJ-Iƒ F∂ ]Zw

sIm≠v A¿∞-am-°p-∂-Xv. DZm-l-c-W-Øn\v : hm¿jnI [\-Imcy ]{Xn-I, BkvXn-Iƒ cPn-Ã¿

4.8.1. {]am-W-ßƒ (Documents).

i) KpW-ta∑m \b-tcJ

ii) Izmfn‰n am\z¬

iii) tcJ-I-tfbpw \S-]-Sn-{I-a-ß-tfbpw kw_-‘n® {]amWw

iv) Imcy-£-a-amb Bkq-{X-W, \n¿∆-l-W, hne-bn-cp-Ø¬ {]h¿Ø-\-ßƒ kw_-‘-amb {]am-W-ßƒ

(k¿°m¿ Cd-°p∂ am¿§-tc-J-Iƒ, DØ-c-hp-Iƒ apX-em-b-h)

4.8.2. tcJ-Iƒ (Records).

Izmfn‰n amt\-Pvsa‚ns‚ `mK-ambn P\-ß-fpsS Bh-iy-ßfpw \nb-X-amb tkh-\-ßfpw \nd-th-‰p-∂p-s≠∂p

sXfn-bn-°p∂Xn\m-h-iy-amb tcJ-Iƒ ]cn-]m-en-°pI

i) XpS¿®-bmb hne-bn-cp-Ø-ep-Iƒ \S-Øp∂Xv kw_-‘n® tcJ-Iƒ

Izmfn‰n k¿°nƒ tbmKw an\n‰vkv

Ãm‚nwKv IΩn‰n tbmKw an\n‰vkv

Ãnb-dnwKv IΩn‰n tbmKw an\n‰vkv

]©m-bØv tbmKw an\n‰vkv

ii) hne-bn-cp-Ø-en¬ \n¿t±-i-ßƒ°p-ta¬ kzoI-cn® \S-]-Sn-Isf kw_-‘n®  (Action Taken) dnt∏m¿´v

iii) 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

iv) \evInb tkh-\-ß-fpsS hni-I-e\ dnt∏m¿´v

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

vi)  P\-ß-fpsS ]cm-Xn-Iƒ, \n¿t±-i-ßƒ°pta-ep≈ \S-]-Sn-Iƒ
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vii) \n›-b-{]-Imcw ]cn-]m-en-t°≠ F√m cPn-Ã-dp-Ifpw

viii) tkm^v‰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.

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ Imcy-£-aX sdt°m¿Uv amt\-Pvsa‚ns\  B{i-bn-®n-cn-°pw. ]e ]©m-b-

Ønepw ap≥ 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-eqsS AXp km[n-°pw.

t_mIvkv 4.13: sdt°m¿Uv amt\-Pvsa‚ v (Record Management)
{]am-W-ß-fpw tcJ-I-fp-w Xøm-dm°n Bh-iym-\p-k-cWw D]-bp-‡-am-Ip-∂-X-c-Øn¬ ]cn-]m-en-°p∂ kwhn-

[m-\sØ sdt°m¿Uv amt\-Pvsa‚ v F∂p-]-d-bmw. {]am-W-ß-fpsSbpw tcJ-I-fp-sSbpw kq£n-∏n-\mbn;

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

• sdt°m¿UpIƒ kq£n-°pI hnX-cWw sNøpI.

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

\n›-bn°pI.

• sdt°m¿Uv ]cn-]m-e\w, Nw{I-a-Ww, Hgnhm-°¬ apX-em-bh kw_-‘n® {]amWw Xøm-dm-°p-I.

• H∏w \nc-¥c \nco-£W hne-bn-cp-Ø-ep-Iƒ \S-Øp-I.

4.9.  ]c-kv]-c-]q-c-I-_‘w

{]mtZ-inI k¿°m¿ F∂m¬ Xnc-s™-Sp-°-s∏-Sp∂ P\-{]-Xn-\n-[n-Ifpw B k¿°m-cns‚ `mK-amb ÿm]-\-

ß-fpw DtZym-K-ÿcpw {Kma-k-`bpw tN¿∂XmWv. {]mtZ-inI `c-W-hy-hÿ F∂m¬ {]m-tZ-inI k¿°m-cn\v

]pdsa Ab¬°q-´-ßƒ, hm¿UvX-e-Øn-ep≈ hnhn[ IΩn-‰n-Iƒ, Xt±-i-`-cW ÿm]-\-X-e-Øn-ep≈ hnhn[

IΩn-‰n-Iƒ, hnhn-[-ß-fmb P\-Iob kan-Xn-Iƒ, k∂≤ kwL-S-\-Iƒ, k∂≤ {]h¿Ø-I¿ XpSßn {]mtZ-

inI ̀ c-W-Øn¬ Dƒt®¿°m≥ Ign-bp∂ apgp-h≥ kwhn-[m-\-ßfpw tNcp-∂-Xm-Wv.  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-Ww. hnhn[ hn`m-

K-ß-fpsS ]c-kv]c ]qc-I-amb {]h¿Ø-\-amWv e£y-{]-]vXn-bn-se-Øn-°p-∂-Xv. 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]cw A\p]qc-I-ßfmWv. ]≤Xn \S-∏n-em-I-W-sa-¶n¬ _P‰v

D≠m-I-Ww. _P‰v Xøm-dm-°p-∂Xv ]≤XnbpsS ASn-ÿm-\-Øn-ep-am-Wv. Ch-bpsS ]c-kv]c kwtbm-P\w

km[y-am-°p-∂Xv hyXykvX Ãm‚nwKv IΩn‰nIfpsS ]c-kv]c ]qc-I-amb {]h¿Ø-\-amWv

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ ta¬ hnh-cn® XXz-ßƒ ]q¿Æ-ambpw \S-∏n-em-°p-tºmƒ ]©m-b-Øns‚

Hm^okv amt\-Pvsa‚ v Imcy£aam-Ip-Ibpw KpW-ta-∑-bp≈ tkh\ {]Zm\w Dd-∏p-h-cp-Øp-I-bpw- sNømw.

Ipdn∏v :

1 KpW-ta∑m HmUn‰v kw_-‘n®v A≤ymbw 5 ¬ JWvUnI 5.5 ImWp-I.
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5.1. BapJw

hyh-kmb hnπ-h-Øns‚ `mK-ambp≠mb h≥InS D¬∏m-Z\ {]{In-b-I-fpsS Bhn¿`m-h-tØmsS KpW-\n-e-

hmcw kw_-‘n® Nn¥-Ifpw cq]w sIm≠p.  D¬∏-∂-ß-fp-sSbpw tkh-\-ß-fp-sSbpw -\n-e-hm-c- am\-Z-WvU-

ßƒ \n›-bn-°p-Ibpw, Dd-∏p-h-cp-ØpIbpw sNøpI F∂ Dt±-iy-tØmsS C‚¿\mj-W¬ Hm¿K-ss\-tk-

j≥ t^m¿ Ãm≥tU¿ssU-tkj≥ (ISO) P\o-hbn¬ (kzn‰vk¿em‚ v) 1947 ¬ ÿm]n-®p. D¬∏-∂-ß-fp-

sSbpw tkh-\-ß-fp-sSbpw \ne-hmc am\-Z-WvU-ßƒ \n›-bn-°p∂Xpw k¿´n-̂ n-t°-j≥ \¬Ip-∂Xpw AXmXv

cmPysØ Ãm≥tU¿Uv t_m¿Up-Iƒ BWv. an°-hmdpw F√m cmPy-ß-fnepw \ne-hmc am\-Z-WvU-ßƒ \n›-

bn-°\pw k¿´n-̂ n-°‰v \¬Im\pw Ãm≥tU¿Uv t_m¿Uokv D≠v.  \q‰nbº-Xn-e-[nIw cmPy-ß-fpsS A¥¿tZ-

iob GP≥kn-bmWv C‚¿\m-j-W¬ Hm¿K-ss\-tk-j≥ t^m¿ Ãm≥tU¿ssU-tk-j≥ (ISO).

5.2. sF.-F-kv.-H. (ISO) k¿´n-̂ n-°‰v

\ne-hmc kwhn-[m-\-Øn\v th≠ am¿§-tc-J-Iƒ ]pd-s∏-Sp-hn-°p-Ibpw Ah \S-∏n-em-°n-bn-́ p≈ ÿm]-\-ßƒ°v

k¿´n-^n-t°-j≥ \¬Ip-Ibpw sNøp∂ A¥-¿tZ-iob GP≥kn-bmWv ISO F∂p kqNn∏n-®p-ht√m. Hcp

ÿm]-\-Øn\v \ne-hm-c-ap≈ tkh-\-ßƒ/ D¬∏-∂-ßƒ {]Zm\w sNøm-\p≈ kwhn-[m-\-aps≠∂v P\-ßsf

t_m[y-s∏-SpØphm-\p≈ apJ-ap-{Z-bmWv ISO k¿´n-^n-°‰v.

t_mIvkv 5.1 : sF.-F-kv.-H. (ISO) k¿´n-̂ n-°‰v ˛ t\ -́ßƒ

• Hcp ÿm]-\-Øns‚ KpW-\n-e-hmc kwhn-[m\  anI-hn\p≈ A¥¿t±-iob km£y]-{X-amWv ISO
k¿´n-^n-°‰v

• P\m-̀ n-emjw A\p-k-cn-®mWv ̀ c-W-kw-hn-[m\w Hcp-°n-bn-cn-°p-∂Xv F∂p≈ Dd-∏p-h-cp-Ø-emWv ISO
• ÿm]-\-Øns‚ hn -̀h-ß-fp-sSbpw kwhn-[m-\-ß-fp-sSbpw D]-tbmKw ̂ e-{]-Z-am-bn-́ m-sW-∂-Xn-s‚ sXfn-

hmWv ISO k¿´n-^n-°‰v

• Hcp ÿm]-\-Øns‚ Zo¿L-Z¿i-\-Øn-s‚bpw ImgvN-∏m-Sn-s‚bpw DØ-c-hm-Zn-Ø-Øn-s‚bpw AS-

bmfamWv ISO
• Hcp ÿm]-\-Øns‚ Imcy-£-a-Xbpw ^e-{]m]vXnbpw Dd-∏p-h-cp-ØemWv ISO
• Hcp ÿm]-\-Øn\v \ne-hm-c-ap≈ tkh-\-ßƒ/ D¬∏-∂-ßƒ {]Zm\w sNøm-\p≈ kwhn-[m-\-

aps≠∂Xn\p≈ k¿´n-^n-°-‰mWv ISO
• kpÿnc `c-W-kw-hn-[m-\-Øns‚ ASn-ÿm-\-amWv ISO  k¿´n-^n-°‰v

• KpW-ta∑m ]cn-em-]\ kwhn-[m-\-Øns‚ tI{µ-ß-fmbn amdp∂p F∂-Xns‚ sXfn-hmWv ISO  k¿´n-

^n-°‰v
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5.3. sF.-F-kv.-H. (ISO) 9000

hnhn[ taJ-e-I-fn¬ \nc-h[n Ãm≥tU¿UpIƒ ISO {]kn-≤o-I-cn-®n-´p-≠v. F∂m¬ Hcp-Iq´w KpW-ta∑m

kwhn-[m-\-ß-sf kw_-‘n® amXrI temI-Øn\p apºn¬ Ah-X-cn-∏n-®Xv 1987 embn-cp∂p.  AXn-t\m-S-\p-_-

‘n®v KpW-ta∑m ]cn-]m-e\ kwhn-[m\-Øn\v k¿´n-^n-°‰v \¬Ip∂ k{º-Zmbhpw \ne-hn¬ h∂p. ISO
9000 F∂p ]d-bp-∂Xv “KpW-ta∑m ]cn-]m-e-\-Øn-\p≈ kwhn-[m\w” \S-∏n-em-°p-∂-Xn-\p≈ am¿§-tc-J-I-

tfbpw sImSp-°p∂ km£y-]-{X-Ønt‚bpw (Certificate) s]mXp-hmb t]cm-Wv.  ISO ]pds∏-Sp-hn-°p∂ KpW-

ta∑m kwhn-[m-\-Øn\v Bh-iyw th≠ am¿§-tc-J-IfpsS ]c-º-csb ISO 9000 KpW-ta∑m ]c-º-c-Iƒ F∂-

dn-b-s∏-Sp-∂p. sF.-F-kv.-H. 9000 ]c-º-c-Iƒ Imtem-Nn-X-ambn ]pXp-°m-dp≠v (hn-i-Zmw-i-ßƒ°v A\p-_‘w 6

ImWp-I). Hcp ÿm]-\-Øn\v KpW-\n-e-hm-c-ap≈ tkh\-ßfpw Dev]-∂-ßfpw {]Zm\w sNøp-∂Xn-\p≈

{]h¿Ø\ {]{Inb a\- n-em-°m\pw AXn\v \nZm-\-amb hnhn[ Xcw {]am-W-ßfpw cPn-Ã-dp-Ifpw Xøm-

dm°n ]cn-]m-en-°p-hm\pw klm-b-I-am-Wv {]kvXpX am¿§-tc-J-Iƒ.

t_mIvkv 5.2 :  sF.-F-kv.-H. (ISO) 9000 ˛ KpW-ta∑m ]c-º-c-Iƒ

• ISO 9000 ˛ KpW-\n-e-hmc kwhn-[m\w ˛ ASn-ÿm\ XXz-ß-fpw, ]Z-ß-fpsS A¿∞-ßfpw

• ISO 9001 ˛ KpW-\n-e-hmc kwhn-[m\w ˛ KpW-\n-e-hmcw Dd-∏m-°m-\p≈ amXrI (Un-ssk≥, Dev]m-

Z-\w, tkh-\w F∂n-h-bpsS amXrI)

• ISO 9004 ̨  KpW-\n-e-hmc kwhn-[m\w ̨  amt\-Pvsa‚ v ta∑bv°pw KpW-ta∑m kwhn-[m-\Øn\pap≈

am¿§-tcJ

hnhn[ cmPy-ßƒ Ah-cpsS cmPysØ tkh\ßfp-tSbpw hnI-k-\- {]-h¿Ø-\-ß-fp-tSbpw KpW-ta∑m h¿≤-

\-hn-\mbn ISO D]-tbm-Kn-°p-∂p.  DZm-l-c-W-ambn Cw•-≠n¬ BS/ISO 9000 ]c-ºc F∂pw, C¥ybn¬ IS/
ISO 9000 ]c-ºc F∂pw, bqtdm-]y≥ cmPy-ßƒ EN ISO 9000 F∂pw t]cp \¬InbmWv ISO Ãm≥tU¿Uv

D]-tbm-Kn-°p-∂-Xv.

5.4. eoUv HmUn-‰¿ (Lead Auditor)

Hcp ÿm]-\-Øn\v ISO Ãm≥tU¿Uv t\Sp-∂-Xn-\pth≠nbp≈ kmt¶-XnI Imcy-ß-sf-°p-dn®v ]cn-t]m-jI

]n≥XpW \evIp-∂-Xn\pw ISO am¿§-tcJ {]Imcw kwhn-[m-\-ßƒ G¿s∏-Sp-Øn-bn-´p-s≠∂v HmUn‰v \SØn

ip]m¿i sNøp-∂-Xn\pw AwKo-IrX s{]m^-j-WepIƒ D≠v. . Ch¿ eoUv HmUn-‰¿am¿ F∂mWv Adn-b-s∏-

Sp-∂Xv. ISO k¿´n-^n-°‰n\v Xøm-sd-Sp-°p-tºmƒ, kmt¶-XnI Imcy-ßfn¬ -klmbn-°p∂-Xn\v -eoUv HmUn-

‰sd ISO I¨kƒ´‚mbn \nb-an-°m-hp∂-Xm-Wv. k¿´n-^n-t°-j≥ t_m¿Un-Iƒ aq∂mw I£n HmUn‰v \n¿∆-

ln-°p-∂Xpw eoUv HmUn-‰¿am-cneq-sSbmWv. (aq∂mw I£n HmUn‰v kw_-‘n®v JWvUnI 5.5.3 ImWpI.)

F∂m¬ Htc ÿm]-\-Øn¬ I¨kƒ´≥knbpw  aq∂mw I£n HmUn‰pw Htc eoUv HmUn-‰¿ Xs∂ \n¿∆-

ln-°m-dn-√.
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t_mIvkv \º¿ 5.3 : I¨kƒ´‚ns‚ DØ-c-hm-Zn-Ø-ßƒ

ISO I¨kƒ´‚ v Xmsg ]d-bp∂ DØ-c-hm-Zn-Ø-ßƒ \n¿∆-ln°pw

• ]uc-k-aql k¿t∆ \S-Øm≥ kmt¶-XnI klmbw \¬IpI, dnt∏m¿´v Xøm-dm-°p-I

• KpW-ta∑m \b-cq-]o-I-c-W-Øn\v kmt¶-XnI klmbw \¬Ip-I

• I¿Ω-]-cn-]mSn Xøm-dm-°m≥ klm-bn-°p-I

• Izfn‰n am\z¬ Xøm-dm-°p-I

• ISO 9000 am¿§-tcJm ]cn-N-b-s∏-Sp-Øp∂ ]cn-io-e\w \S-Øp-I

• KpW-ta∑m ]cn-]m-e\ kwhn-[m-\-sØ-°p-dn®v ]cn-io-e\w \S-Øp-I

• XpS¿ ]cn-io-e-\-Øn-\p≈ I¿Ω-]-cn-]mSn Xøm-dm-°m≥ klm-bn-°p-I

• ]›m-Øe kuI-cy-sam-cp-°p-∂-Xn\v hnZKv[ D]-tZiw \¬Ip-I

• H∂mw I£n HmUn-‰pw, Ct‚-W¬ HmUn‰pw \S-Øp-∂-Xn-\p≈ ]cn-io-e\w \S-Øp-I

• {]o A -kvsa‚ v HmUn‰n\v kmt¶-XnI klmbw \¬Ip-I

• aq∂mw I£n HmUn‰n\p≈ k÷oIcW-ßƒ Hcp-°p-I

• k¿´n-^n-°-‰v ]pXp-°p-¬˛ {]{Inb°v hnZKv≤ D]-tZiw \¬Ip-I

5.5. KpW-ta∑m HmUn-‰p-Iƒ (Quality Audit)

am\-Z-WvU-ßfpw \S-]-Sn-{I-a-ßfpw ]men-°p-∂pt≠msb∂pw ISO I¨kƒ´‚ns‚ \n¿t±-i-ßƒ A\p-k-

cn®v Imcy-ßƒ \S-°p-∂pt≠msb∂pw Ah ISO ]pds∏-Sp-hn-® am¿§-tc-J-bnse KpW-ta∑m kwhn-[m-\-Øn\v

th≠ LS-I-ßƒ A\p-k-cn-®mtWmsb∂pw D≈ hnebncpØ-emWv KpW-ta∑m HmUn-‰-v (Quality Audit).
ISO 9001:2008 k¿´n-^n-°‰v e`n°phm≥ tbmKyX t\Sp-∂Xn\v \S-∏n-em-°p∂ Izmfn‰n amt\-Pvsa‚ v H∂mw

I£n HmUn-‰v, Ct‚-W¬ HmUn-‰v, aq∂mw I£n HmUn‰v F∂n-ßs\ aq∂v L´-ß-fmbn ]cn-tim[-\bv°v

hnt[-b-am-°-Ww..

5.5.1. H∂mw I£n HmUn-‰v (First Party Audit)

]©m-bØv kanXnbpsS \nc-¥cap≈ ]ptcm-KXn hne-bn-cp-Ø¬ HmUn‰v.

5.5.2 Ct‚-W¬ HmUn-‰v (Internal Audit)

]©m-bØv \n›-bn-°p∂ Ht∂m ct≠m hy‡n-I-sf-s°m≠v Ct‚-W¬ HmUn‰v IrXy-am-b CS-th-f-I-fn¬

\SØn Izmfn‰n amt\-Pvsa‚ v IrXy-am-sW∂p Dd-∏p-h-cpØp∂ HmUn‰v.

5.5.3 aq∂mw I£n HmUn-‰v (Thrid Party Audit)

H∂mw I£n HmUn-‰pw, Ct‚-W¬ HmUn‰pw Ign-™Xn-\p-tijw eoUv HmUn-‰¿  \S-Øp∂ HmUn‰mWv aq∂mw

I£n HmUn‰v.  ÿm]-\-Øns‚ {]am-W-ßƒ ISO am¿§-tcJ A\p-k-cn-®m-tWm, KpW-\n-e-hmc kwhn-[m\w

{]am-W-ßfn¬ ]d-bp-∂-Xp-t]mse \ne-\n¬°p-∂pt≠m F∂pw aq∂mw I£n HmUn‰v ]cn-tim-[-\bv°v hnt[-

b-am-°pw. aq∂mw I£n HmUn‰v Xr]vXn-I-camsW∂v eoUv HmUn-‰¿ k¿´nss^ sNbvXm¬ A{I-Un-‰Uv ÿm]-

\-Øn¬ \n∂pw ISO 9001:2008 k¿´n-^n-°‰v e`n°pw.

H∂mw I£n HmUn‰pw Ct‚-W¬ HmUn‰pw (Internal Audit) ÿm]\w Xs∂ B`y-¥-c-ambn \n¿∆-ln-t°≠

HmUn-‰p-I-fm-Wv. aq∂mw I£n HmUn‰v FIvtÃ-W¬ HmUn‰v (External Audit) BWv.  AXm-bXv k¿´n-^n-t°-
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j≥ t_m¿Un°v th≠n eoUv HmUn-‰¿ \n¿∆-ln-°p∂ HmUn-‰v.  aq∂mw I£n HmUn-‰n\p apºmbn Hcp {]o

A -kvsa‚ v HmUn‰v (Pre-Assessment Audit) \n¿∆ln-°p-∂Xv DNn-X-am-bn-cn-°pw. Bb-Xn-te°v sF.-F-kv.-H.

I¨kƒ´‚ns‚ tkh\w hn\n-tbm-Kn-°m-hp-∂-Xm-Wv.

5.6. A{I-Un-t‰-j\pw k¿´n-̂ n-t°-j\pw (Accreditation & Certification)

Hcp ÿm]-\-Øn\v ISO 9000 k¿´n-^n-°‰v In´p-∂-Xn\v Hcp aq∂mw I£n  HmUn‰v A\n-hm-cy-am-Wv.

ÿm]\Øns‚ kuI-cy-ßfpw tkh-\-{]-Zm\ tijnbpw anIhpw hne-bn-cpØn (aq∂mw I£n HmUn-‰v) k¿´n-

^n-t°-j≥ \¬Ip-∂Xv ISO A{I-Un-t‰-j≥ D≈ ÿm]-\-ß-fm-Wv. A{I-Un-t‰-j≥ D≈ ÿm]-\-ßƒ \S-

Øp∂ aq∂mw I£n HmUn-‰ns‚ ^ew Xr]vXn-I-c-sa∂v t_m[y-s∏-´m¬ {]kvXpX HmUn-‰n\v hnt[-b-amb

ÿm]-\-Øn\v ISO k¿´n-^n-t°-j≥ \¬Ipw.  aq∂mw I£n HmUn‰v \SØn k¿´n-^n-t°-j≥ \¬Im-\p≈

AwKo-Im-c-amWv A{I-Un-t‰-j≥. (sF.-F-kv.-H. k¿´n-^n-t°-j≥ \¬Ip-∂-Xn\v A{I-Un-t‰-j≥ D≈ ÿm]-

\-ß-fpsS ]´nI A\p-_‘w 7 ¬ sImSp-Øn-´p-≠v.) F∂m¬ ISO \ne-hmcw ]pe¿Øp∂ ÿm]-\-ßƒ°v

A{I-Un-‰Uv ÿm]\w \¬Ip∂ AwKo-Im-c-amWv k¿´n-^n-t°-j≥.

ISO 9001 : 2008 Izmfn‰n amt\-Pvsa‚ v knÃw (QMS) k¿´n-̂ n-

°‰v Hcp ÿm]-\-Øns‚ Ign-hns‚ AwKo-Im-c-amWv; tbmKy-X-√.

5.7. A{I-Un-t‰-j\pw, k¿´n-̂ n-t°-j\pw ˛ XpS¿ {]{Inb

k¿´n-^n-t°-j\pw KpW-\n-e-hmc h¿≤-\hpw XpS¿ {]{In-b-bm-Wv. sF.-F-kv.-H. k¿´n-^n-°‰v aq∂p h¿j-

tØ-°mWv e`n-°p-∂-Xv.  F√m h¿jhpw H∂mw I£n HmUn-‰pw, Ct‚-W¬ HmUn‰pw \S-tØ-≠Xpw aq∂p

h¿jw Ign-bp-tºmƒ aq∂mw I£n HmUn‰v \SØn sF.-F-kv.-H. k¿´n-^n-°‰v ]pXp-t°-≠-Xp-am-Wv.  AXn-

\m¬ ̀ c-W-k-an-Xn-bpsS H∂mw I£n HmUn‰v \nc-¥cw \S-tØ-≠Xpw, ]cn-lmc \S-]-Sn-Ifpw ap≥I-cp-X¬ \S-

]-Sn-Ifpw ssIs°m-t≈≠-Xp-w tcJ-Iƒ kq£n-t°-≠-Xp-am-Wv. {]kvXpX XpS¿ {]{In-b-Iƒ \S-°p-∂pt≠m

F∂p ]cn-tim-[n-°m-\mbn Bdp amk-Øn-sem-cn-°-tem, h¿j-Øn-sem-cn-°tem aq∂mw I£n ÿm]\w

kµ¿in®v Dd-∏p-h-cpØpw. Cßs\ \S-Øp∂ kµ¿i-\-Øns\ k¿sh-e≥kv HmUn‰v (Surveillance Audit)
F∂v Adn-b-s∏-Sp-∂p.

5.8. sF.-F-kv.-H. (ISO) 9001 : 2008

C‚¿\mj-W¬ Hm¿K-ss\-tk-j≥ t^m¿ Ãm≥tU¿ssU-tkj≥ (ISO) hnhn[ taJ-e-I-fn¬ \ne-hmcw Dd-

∏p-h-cpØp∂Xn\p≈ ISO ]c-ºcIsf-°p-dn®v {]Xn-]m-Zn-®p-h-t√m. CXn¬ Hcp ÿm]-\-Øns‚ amt\-Pvsa‚ v

kwhn-[m-\-Øn¬ KpW-ta∑ Dd-∏ph-cp-Øp-hm-\p≈ am¿§\n¿t±-i-ß-fmWv - ISO 9001: 2008. Cu am¿§-tcJ

hnhn[ cmPy-ß-fnse {]mtZ-inI k¿°m-cp-Iƒ Dƒs∏-sS-bp≈ ÿm]-\-ßƒ°v ISO 9001: 2008 k¿´n-̂ n-

°‰v e`n-°m-\m-h-iy-amb s]mXp \n¿t±-i-ß-ƒ hnh-cn-°p-∂p.  ]©m-b-Øp-I-fn¬ Cu k¿´n-^n-°‰v e`y-am-I-

Ø-°-co-Xn-bn¬ TQM \S-∏nem°n Hm^okv amt\-Pvsa‚ v kwhn-[m-\-Øn¬ am‰w hcp-Øn-bm¬ KpW-ta∑

kwhn-[m-\-Øns‚ apJap{Z-bmbn AXp amdpw.
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5.9. sF.-F-kv.-H. (ISO) 9001 : 2008 k¿´n-̂ n-t°-j≥ ˛ hybw

tSm´¬ Izmfn‰n amt\-Pvsa‚neqsS sF. Fkv. H. k¿´n-^n-t°-j≥ t\Sp∂Xn\p≈ hyb-Øns‚ GI-tZi

cq]w NphsS sImSp-°p-∂p.

i. ISO k¿´n-^n-°‰v t\Sp∂Xn\p≈ kmt¶-XnI klmbw \¬Ip∂-Xn\pw Izmfn‰n am\z¬ cq]o-I-cn-

°p∂Xn\pv ]©m-b-Øn\ k-lm-bn-°p∂Xn\pw ISO I¨kƒ´‚ns\ \ntbm-Kn-°-Ww. Hcp ]©m-

b-Ønse Poh-\-°m-cpsS FÆ-Øn-\-\p-k-cn®mWv I¨kƒ´‚ v ̂ okv \n›-bn-°p-I.  I¨kƒ´‚ns\

\ntbm-Kn-°p∂Xn\v sS≠¿ hnfn°Ww. (B-e-∏pg sU]yq´n Ub-d-IvS¿ Hm^okv ISO I¨kƒ´ns\

\ntbm-Kn-°m≥ sS≠¿ hnfn-®-Xns‚ am-XrI A\p-_‘w 8 sImSp-Øn-cn-°p-∂p.).

ii. k¿´n-^n-t°-j\p-th≠n aq∂mw I£n HmUn‰v \S-Ø-Ww. AXn\pth-≠n- ISO HmUn‰sd \ntbm-Kn-

°-Ww. Cßs\ \S-Øp∂ aq∂mw I£n HmUn-‰n\v s{]m^-j-W¬ ^okv \¬tI-≠-Xp-≠v.

iii. tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-∂-Xn-\m-h-iy-amb ]›m-Øe kuI-cy-ßfpw, Iºyq-´¿

kwhn-[m-\hpw ]©m-b-Øn¬ Hcp-t°≠Xn\p≈ sNe-h.v

vi. ]uc-k-aql k¿t∆ \S-Øm-\pw, dnt∏m¿´v {]kn-≤o-I-cn-°m-\p-ap≈ sNe-hv.

v. tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ apJy-L-S-I-amWv sdt°m¿Uv amt\-Pvsa‚ v. AXn-\p≈ sd°m¿Uv

dqw k÷o-I-cn°p∂Xn\p≈ sNe-hv. . Ign-bp-sa-¶n¬ {]am-W-ßfpw tcJ-Ifpw UnPn-‰-ssekv

sNøWw.

vi. tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-∂-Xpambn _‘-s∏´v \S-tØ≠ t_m[hXv°cW ]cn]m-

Sn-Ifpw XpS¿ ]cn]m-Sn-Ifpw kwL-Sn-∏n-°p-∂-Xn-\p≈ sNe-hv.

vii. k¿sh-e≥kv HmUn‰v (Surveillance Audit) ^okv

ta¬ kqNn-∏n® LS-I-ßƒ Dƒs∏-SpØn {]tXyI t{]mPIvSv Bhn-jvI-cn-t°-≠-Xm-Wv. ]≤Xn Xøm-dm-°¬

kw_-‘n-®v (k.-D. (km-[m) \w.2001/13/X.-kz.-`, Xncp-h-\-¥-]p-cw, XnbXn 31.7.2013) A\p-_‘w 9 ¬ sImSp-Øn-

cn-°p-∂p.

5.10.  sF.-F-kv.-H. (ISO)  ÿm]\ kwhn-[m\w

Dev]-∂ß-fp-tSbpw tkh-\-ß-fp-tS-bpw- \n-e-hmcw Dd-∏p-h-cp-Øp-∂-Xn\pw, t{]m’m-ln-∏n-°p-∂-Xn-\pw, _‘-

s∏´ GP≥kn-Isf \nb-an-°p-∂-Xn-\pw, ]cn-io-e\w sImSp-°p-∂-Xn-\pw, am¿§-tcJ- cq]o-I-cn°p∂-Xn-\pw, Ah

]pXp°p-∂-Xn-\pambn \nc-h[n ÿm]-\-ßƒ AXXv taJ-e-I-fn¬ {]h¿Øn-°p-∂p-≠v. Ah NphsS sImSp-

°p-∂p.

5.10.1 _yqtdm Hm^v C¥y≥ Ãm≥tU¿Uv (BIS)

_yqtdm Hm^v C¥y≥ Ãm≥tU¿Uv BIvSv (1986) eqsS \ne-hn¬ h∂ Hcp tZiob ÿm]-\-amWv _yqtdm

Hm v̂ C¥y≥ Ãm≥tU¿Uv (BIS). hnhn[ taJ-e-I-fn¬ Ãm≥tU¿Up-Iƒ (Standards) cq]o-I-cn-°p∂ tZiob

kan-Xn-bmWv BIS.
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t_mIvkv 5.4 : _yqtdm Hm v̂ C¥y≥ Ãm≥tU¿Uv (BIS) -
DØ-c-hm-Zn-Ø-ßƒ

• Ãm≥tU¿Up-Iƒ cq]o-I-cn-°p-I

• et_m-d-´dn ]cn-tim-[\ \S-Øp-I

• ]cn-io-e-\-ßƒ kwL-Sn-∏n-°p-I

• Ãm≥tU¿Up-I-fn¬ A¥¿tZ-iob kl-I-cWw Dd-∏p-h-cp-ØpI

5.10.2 Izmfn‰n Iu¨kn¬ Hm^v C¥y (QCI)

C¥y Kh-s◊‚n-s‚bpw C¥y≥ hyh-kmb temI-Øn-s‚bpw kwbp‡ kwcw-̀ -amWv QCI. C¥ybnse A{I-

Un-t‰-j≥ GP≥kn-Isf \nb-an-°epw KpW-ta-∑ \nco-£n-°epw Dd-∏p-h-cp-Ø-epw BWv Cu kan-Xn-bpsS

e£yw.  ISO cq]o-I-cn® Ãm≥tU¿Uvkv \S-∏n-em-°m-\p≈ kvIoap-Iƒ cq]o-I-cn-°pI, a‰p LS-I-ÿm-]-\-

ß-fneqsS Ah \S-∏n-em-°p-I, KpW-ta-∑°v IqSp-X¬ {]Nm-cWw tZiob˛A¥¿tZ-iob Xe-ß-fn¬ FØn-

°pI F∂nhbmWv QCI bpsS {]h¿Ø\-ßƒ. QCI bpsS Iogn¬ \mj-W¬ A{I-Un-t‰-j≥ t_m¿Uv

t^m¿ k¿´n-^n-t°-j≥ t_mUokv (NABCB), \mj-W¬ A{I-Un-t‰-j≥ t_m¿Uv t^m¿ FUyp-t°-j≥

B‚ v s{Sbn-\nwKv (NABET), \mj-W¬ t_m¿Uv t^m¿ tlmkv]n-‰¬kv sl¬Øv sIb¿ s{]mssh-tUgvkv

(NABH), \mj-W¬ t_m¿Uv t^m¿ Izmfn‰n s{]mtam-j≥ B‚ v \mj-W¬ A{I-Un-t‰-j≥ (NBPQA),

t_m¿Uv t^m¿ sSÃnwKv B‚ v Imen-t{_-j≥ et_m-d-´-dokv (NABL) F∂o ÿm]-\ßƒ D≠v.

5.10.2.1 \mj-W¬ A{I-Un-t‰-j≥ t_m¿Uv t^m¿ k¿´n-^n-t°-j≥ t_mUokv (NABCB)

C¥y-bn¬ \mj-W¬ A{I-Un-t‰-j≥ t_m¿Uv t^m¿ k¿´n-^n-t°-j≥ t_mUokv (NABCB), Fs∂mcp

hn`mKw Kh-s◊‚ v Xs∂ Izmfn‰n Iu¨kn¬ Hm^v C¥y (QCI) bn¬ cq]o-I-cn-®n-´p-≠v.  Ah-cmWv F√m

ÿm]-\-ß-fnepw aq∂mw I£n HmUn‰v \S-Øp-∂-Xn\p≈ A[n-Im-c-amb A{I-Un-‰Uv k¿´n-^n-t°-j≥

\¬Ip∂ ÿm-]-\w.  Cu A{I-Un-t‰-j≥ In´nb ÿm]-\-Øn\p am{Xta a‰p ÿm]-\-ß-fnse KpW-\n-e-hmc

kwhn-[m\w hne-bncpØn k¿´n-^n-°‰v sImSp-°m≥ A[n-Im-c-ap-≈q.

5.10.2.2 \mj-W¬ A{I-Un-t‰-j≥ t_m¿Uv t^m¿ FUyp-t°-j≥ B‚ v s{Sbv\nwKv (NABET)

 eoUv HmUn-‰¿, Ct‚-W¬ HmUn-‰¿, I¨kƒ´‚p-am¿ F∂n-h¿°p≈ ]cn-io-e\w \S-Øp-∂-Xv NABET
BWv.  HmUn-‰dpw I¨kƒ´‚pw Bbn {]h¿Øn-°p∂-Xn\v NABET bpsS ]cn-io-e-\-Øn¬ ]s¶-Sp-°p-

Ibpw hnP-bn-°p-Ibpw thWw

5.10.2.3 \mj-W¬ t_m¿Uv t^m¿ tlmkv]n-‰¬kv sl¬Øv sIb¿ s{]mssh-tUgvkv (NABH)

Bip-]-{Xn-Iƒ, \gvknwKv ÿm]-\-ßƒ, ªUv _m¶p-Iƒ, ]n.-F-®v.-kn. XpS-ßn-b-hbv°v A{I-Un-t‰-j≥ ÿm]-

\-ßsf \n›-bn-°p-I.
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5.10.2.4. \mj-W¬ t_m¿Uv t^m¿ Izmfn‰n s{]mtam-j≥ B‚ v \mj-W¬ A{I-Un-t‰-j≥ (NBPQP)

\mj-W¬ t_m¿Uv t^m¿ Izmfn‰n s{]mtam-j≥ F∂ ÿm]\w F√m Xe-ß-fnepw KpW-\n-e-hmcw Dd-∏p-

h-cp-tØ≠Xns‚ Bh-iy-IX a\- n-em°n sImSp-°p-∂-Xn\pw KpW-\n-e-hmc Bi-b-ßƒ {]N-cn-∏n-°p-∂-

Xn-\p-ambn {]h¿Øn-°p-∂p.

5.10.2.5. t_m¿Uv t^m¿ sSÃnwKv B‚ v Imen-t{_-j≥ et_m-d-´-dokv (NABL)

et_m-d-´-dn-I-fpsS sSÃnwKv Imen-_-td-j≥ \S-Øp-Ibpw AXn-\m-bp≈ GP≥kn-Iƒ°v A{I-Un-t‰-j≥

sImSp-°p-∂Xpw NABL BWv.

hniZ hnh-c-ßƒ°mbn Cu hnemkw D]-tbm-Kn-°m-hp-∂-Xm-Wv.

Izmfn‰n Iu¨kn¬ Hm^v C¥y (QCI) _yqtdm Hm^v C¥y≥ Ãm≥tU¿Uv (BIS)
C≥Ãn‰yqj≥ Hm^v F©n-\o-tbgvkv a\Iv `h≥_l-Zq¿jm k^¿ am¿Kv\yq

_n¬UnwKv U¬ln ˛ 110 002, C¥y.

2˛mw \ne, _l-Zq¿ jm k^¿ am¿Kv\yq PH: +91 11 23230131
U¬ln ˛ 110 002, C¥y web site : www.info@bis.org.in
 PH: +91 11 23379327, web site : www.qcin.org
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6.1. BapJw

tSm´¬ Izmfn‰n amt\-Pvsa‚ v (TQM) \S-∏n-em°p∂-Xn-eqsS KpW-ta∑m kwhn-[m-\-Øns‚ apJ-ap-{Z-

bmb ISO t\Sm≥ ]©m-b-ØpIƒ°v Ign-bp-w. ISO k¿´n-^n-t°-j≥ t\Sp-∂-Xn-eqsS P-\-kw-Xr]vXn

Dd∏v hcp-Øp∂ Xc-Øn¬  “P\-ku-lrZ ]©m-bØv” F∂ Xe-Øn-te°v ]©m-b-Øp-Isf FØn-°p-

I-bmWv apJy e£yw. AXn-\m¬ TQM hn`m-h\ sNøp∂ F√m XXz-ßfpw AXns‚ A¥:kØ-tbmsS

]©m-b-Øn¬ \S-∏n-em°n AXn-s‚ apJ-ap-{Z-bmb ISO 9001: 2008 k¿´n-^n-t°j≥ t\SpIbpam-IWw

]©m-b-Øp-I-fpsS ASpØ DZyaw. ]©m-b-ØpIfn¬ tSm´¬ Izmfn‰n amt\-Pvsa‚ v (TQM) \S-∏n-

em°p∂-Xn-eqsS ISO k¿´n^n-°‰v t\Sm-\p≈ {][m\ {]h¿Ø-\-ßƒ hnh-cn -°p-∂-XmWv Cu

A≤ymbw.

6.2. {][m\ {]h¿Ø-\-ßƒ

tSm´¬ Izmfn‰n amt\-Pvsa‚ v (TQM) eqsS ISO 9001: 2008 k¿´n^n-t°-j≥ t\Sp-hm≥ ]©m-bØv

\n¿∆lnt°≠ {][m\ {]h¿Ø\-ßƒ NphsS sImSp-°p-∂p.

6.2.1. `c-W-k-anXn Xocp-am-\w

tkh\ KpW-ta∑  sa®-s∏-SpØn tSm´¬ Izmfn‰n amt\-Pvsa‚neqsS ISO 9000:2008 k¿´n-^n-°‰v t\Sm-\p≈

Xocp-am\w `cW kan-Xn FSp-°Ww. -Bb-Xn-tebv°v:

i) {]tabw ]m m-°pI

ii) sF.-F-kv.-H. I¨kƒ´‚ns\ \ntbmKn°phm≥ Xocp-am-\n-°p-I (A-≤ymbw 5 ¬ JWvUnI 5.4 apX¬ 5.6

hsc ImWp-I).

iii) ÿm]\ {]Xn-\n[n1sb Xocp-am-\n-°p-I

ISO I¨kƒ´‚p-am-bpw, HmUn-‰nwKv AwK-ß-fp-ambpw ]©m-bØv `cW kan-Xn-bv°p-th≠n N¿®Iƒ

\SØp-∂Xn\pw ao‰nw-Kp-Iƒ°p-th≠n k÷o-I-c-W-ßƒ Hcp°p-∂Xn\pw sk{I-́ -dn-bm-Wv. XpS¿{]-h¿Ø-

\-ßƒ, hne-bn-cp-Ø-ep-Iƒ, \nb-{¥W {]h¿Ø-\-ßƒ F∂nh [\-Imcy Ãm‚nwKv IΩn‰nbnepw `c-W-

k-an-Xn-bnepw Ah-X-cn-∏n®v \S-∏n-em-t°≠ Npa-X-ebpw sk{I-´-dn-°mWv. AXn-\m¬ ÿm]\ {]Xn-\n[n

Bbn sk{I-´-dnsb Xocpam\n-°-Ww. sF.-F-kv.H am¿§-tcJm \n¿tZ-i-a-\p-k-cn®v amt\-Pvsa‚ v sd{]-k-

t‚-‰ohv F∂mWv ÿm]-\-{]-Xn\n[n Adn-b-s∏-Sp-∂-Xv. sk{I-´-dnsb klm-bn-°m-\mbn Akn. sk{I-´-

dnsb Akn. ÿm]\ {]Xn-\n-[n-bmbpw Xocp-am-\n-°-Ww.

6.2.2. Poh-\-°m-cpsS tbmKw

`cW kanXn Xocp-am-\-Øn\p tijw Poh-\-°m-cpsS tbmKw hnfn®v TQM \S-∏n-em-°¬ ]≤-Xn-sb-°p-dn®v

t_m[ys∏-SpØn ]q¿Æ kl-I-cWw Dd-∏p-h-cp-Ø-Ww. Bb-Xn-tebv°v:

• Izmfn‰n k¿°nƒ cq]o-I-cn-°p-I.

• {]h¿Ø-\-ßƒ Bkq-{XWw sNøp-I.
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6.2.3. I¨kƒ´‚ns\ sXc-s™-Sp-°epw \ntbmKn°epw

tSm´¬ Izmfn‰n amt\-Pvsa‚ v (TQM) eqsS ISO 9001 – 2008 k¿´n-^n-°-‰n-\m-bp≈ kmt¶-XnI klm-bw

\¬Ip∂ ISO I¨kƒ´‚ns\ \ntbmKn-°-Ww. (A-≤ymbw 5 ¬ JWvUnI 5.4. ImWpI)

6.2.4. sF.-F-kv.-H. 9001: 2008 ˛ Bib kzmwio-I-cWw

TQM sF.-F-kv.-H. 9001 : 2008 F∂nh kw_-‘n® Bibw a\- n-em-°p-I.

6.2.5. KpW-ta∑m \b-cq-]o-I-c-Ww

KpW-ta∑m \b-cq-]o-I-cWw Nph-sS-∏-d-bp∂ hyXyÿ L´-Øn-eq-sS-bmWv \n¿∆-ln-t°-≠Xv (A-≤ymbw 4 ¬

JWvUnI 4.3.4. ImWpI)

6.2.5.1 Ahÿm ]T-\hpw hni-I-e-\hpw

]©m-b-Ønse tkh\ {]Zm\ kwhn-[m-\-Øns‚ Ah-ÿbpw P\-ß-fpsS B{K-lhpw \nbaw A\p-im-

kn-°p∂ ka-b-{I-ahpw a\- n-em°n KpW-ta-∑-bp≈ tkh-\-{]-Zm\-Øn-\mbn Hm^oknt\bpw Poh-\-

°m-scbpw k÷-am-°p-IbmWv KpW-ta∑m \b-cq-]o-I-c-W-Øns‚ ASn-ÿm-\w. AXn-\mbn \ne-hnse

Ahÿ hni-I-e\w sNøp-∂-Xn\v:

1. ]uc-k-aql k¿t∆ (Citizen Survey) \S-ØpI (A-≤ymbw 4 ¬ t_mIvkv 4.1 ImWpI)

2. {^≠v Hm^okv kwhn-[m-\-Øns‚ Ahÿ hnebn-cp-ØpI. (A-\p_-‘w 3  ImWpI)

6.2.5.2 \b cq]o-I-cWw

Ahÿm ]T-\hpw hni-I-e-\hpw \S-Øn-b-tijw AXn-\-\p-k-cn®v ]©m-b-Øns‚ Zo¿L-Ime tkh\

KpW-ta∑m Imgv®-∏mSpw ZuXyhpw KpW-ta∑m \bhpw -cq-]o-I-cn°-Ww. Ah ]©m-b-Øp-ambn _‘-

s∏´v F√m-h-cn-tebv°pw FØn-°p-Ibpw thWw.

6.2.5.3. KqW-ta∑ \b-w hym]\hpw,- KqW-ta∑m e-£y-cq-]o-I-c-Whpw

KpW-ta∑ \b-w F√m ÿm]\ P-\-{]-Xn-\n-[n-I-fnepw, Poh-\-°mcnepw hy‡-ambn FØn°pI

KpW-ta∑m \b-Øn\-\p-k-cn®v KqW-ta∑ e-£y-cq-]o-I-c-Whpw Ah ]©m-b-Øns‚ KpW-ta-∑-bp≈ tkh-

\-{]-Zm\-sa∂ s]mXp e£y-Øn\p A\p-]q-c-I-am-sW∂v Dd-∏p-h-cp-Øp-I.

(KpW-ta∑m ImgvN-∏m-Sv, ZuXyw, \bw F∂nh {^≠v Hm^o-knepw, sabn≥ Hm^o-knepw, {]kn-U‚ v,

sk{I-´-dn F∂n-h-cpsS tNº-dp-I-fnepw BI¿j-Wo-b-amb coXn-bn¬ {]Z¿in-∏n-°Ww)

6.2.6. Izmfn‰n am\z¬ Xøm-dm-°pI (A-≤ymbw 4 ¬ JWvUnI 4.3.6. ImWpI)

6.2.7. I¿Ω-]-≤Xn Xøm-dm-°pI

[\-Imcy Ãm‚nwKv IΩn-‰nbpsS t\Xr-Xz-Øn¬ ISO I¨kƒ´‚ v tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n--em°n

sF.-F-kv.-H. 9001 : 2008 t\Sp-hm-\p≈ I¿Ω-]-cn-]mSn Xøm-dm-°-Ww.
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o `uXoI kml-N-cy-ßƒ,

o ]cn-lmc kwhn-[m-\-ßƒ F∂nh Xocp-am-\n-°epw

o \S-∏n-em-°p-∂-Xn-\p≈ ka-b-hn-hc∏´n-I-Iƒ Xøm-dm-°epw

o `cW kan-Xn-bpsS AwKo-Imcw hmßp-Ibpw sNøp-I.

6.2.8. \n¿∆-lWw

• KpW-ta∑ kwhn-[m\w Hcp-°pI, hne-bn-cp-ØpI

• ]›m-Øe kuIcyw Hcp-°pI.

({Kma-]-©m-b-ØpIfn¬ {^≠v Hm^okv kwhn-[m\w \S-∏n-em-°m-\p≈ am¿§-tcJ, (Pn.-H (-FwFkv) \w. 123/2009/Xkz-`h XnbXn.

02-07-2009) A\p-k-cn-®p-≈- {Iao-I-c-W-ßƒ ^e-{]-Z-am-sW-∂pw, KpW-]-c-amsW∂pw Dd-∏p-h-cpØpI; C√m-Øh k÷o-I-cn-°pI).

• sdt°m¿Uv amt\-Pvsa‚ v

sd-t°m¿Uv dqw

1. k÷o-°-cn-°epw

2. Imem-\p-kr-X-ambn ]pXp-°-epw (A-≤ymbw 4 ¬  t_mIvkv 4.12 ImWpI)

• sF.-sI.-Fw. tkm^v‰v shbdnIƒ ]q¿Æ-ambn hn\ykn-∏n-°p-I. (A-\p_-‘w 5  ImWpI)

6.2.9. Ãnb-dnwKv IΩn-‰n-˛-tam-Wn-‰-dnwKv {]h¿Ø-\-ßƒ°mbp≈ ]≤Xn Xøm-dm-°¬

k¿´n-̂ n-t°-j-\p-th≠n Xøm-dm-°nb I¿Ω ]≤Xn \nc-¥cw hne-bn-cp-Øp-I. \S-∏n-em-°p∂Xn\p≈ ta¬t\m´w

[\-Imcy Ãm‚nwKv  IΩ-‰n-°m-sW-¶nepw AXns‚ ]ptcm-KXn-bpsS hne-bn-cp-Ø-epw, IqSp-X¬ KpW-]-c-am-°-

en-\p≈ \n¿t±-i-ßƒ sImSp-°p-∂Xpw Ãnb-dnwKv IΩn-‰n-bm-Wv.

6.2.10. Izmfn‰n HmUn‰v

6.2.10.1. H∂mw I£n HmUn‰v (`c-W-k-anXn hne-bn-cp-Ø¬)

`c-W-k-an-Xn-bpsS hne-bn-cp-Ø¬ tbmK-Øn¬

\S-∏n-em-°nb {]h¿Ø-\-ßƒ Imcy-£aamtWm?

[\-Imcy Ãm‚nwKv IΩn-‰n-bpsS kPoh {i≤-bpt≠m?

KpW-\n-e-hmcw Dd-∏p-h-cp-Øm≥ Ãnb-dnwKv IΩn‰n I¿Ø-hy-ßƒ \nd-th-‰p-∂pt≠m? F∂nh dnt∏m¿´v

sNø-s∏-S-Ww,

Izmfn‰n k¿°nƒ {]h¿Ø-\-ßƒ Ah-X-cn-∏n-°-s∏-S-Ww,

Xncp-Ø-ep-Iƒ, Xncp-Ø¬ \S-]-Sn-Iƒ, ap≥I-cp-X¬ \S-]-Sn-Iƒ, F∂nh-bpsS ]ptcm-K-Xn Ah-X-cn-∏n-°-

s∏-Sp-Ibpw N¿® sNøp-Ibpw Ipd-hp-s≠-¶n¬ ]cn-lmc \n¿t±-i-ßƒ D≠m-Ip-Ibpw thWw.
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6.2.10.2. Ct‚W¬ HmUn‰v

ISO {]h¿Ø-\-ßƒ \S-∏n-em°n Ign-™m¬ Ah IrXy-amtWm F∂v hne-bn-cp-Øp-∂-XmWv Ct‚-W¬ HmUn‰v.

k¿´n-^n-t°-j-\p-apºv c≠p-X-hW Ct‚-W¬ HmUn‰v \S-Ø-Ww. CXv KpW-\n-e-hmcw Dd-∏p-h-cp-Øp-∂-Xn-

\p≈ {]{In-b-bm-Wv. ]©m-b-Øn-\p-≈n-ep≈ Poh-\-°mcpw P\-{]-Xn-\n-[nbpw Dƒs∏-Sp∂ Hcp kwLsØ (aq-

t∂m, \mtem t]¿) `cW kanXn Cu Npa-Xe Gev]n-t°≠XmWv. Fs¥ms° Imcy-ßƒ,  {]h¿Ø-\-ßƒ,

F{X ka-b-Øn-\p-≈n¬ dnt∏m¿´v ka¿∏n-°Ww F∂o Imcy-ßƒ ̀ cWkanXn Ct‚-W¬ HmUn‰v kwLsØ

Adn-bn-°Ww. Ct‚-W¬ HmUn‰v dnt∏m¿´v `c-W-k-anXn hne-bn-cp-ØWw tbmKw N¿® sNøp-Ibpw thWw.

6.2.10.3. aq∂mwI£n HmUn‰n\p-ap≥]v `c-W-k-anXnbpsS A¥na hne-bn-cp-Ø¬ ({]o Ak-kvsa‚ v HmUn‰v)

Ct‚-W¬ HmUn‰v \n¿tZ-i-ßƒ°-\p-k-cn®v am‰-ßƒ hcp-ØWw. AXn-\p-tijw k¿´n-̂ n-t°-j\p ap≥]mbn

Hcp {]o Ak-kvsa‚ v HmUn‰v ̀ cW kanXn \S-Ø-Ww. CXv Fs¥-¶nepw hogvNtbm, Ipd-hp-Itfm D≠mbn´ps≠-

¶n¬ Ah ]cn-l-cn-°p-hm\pw, k¿´n-^n-t°-j≥ HmUn-‰n-\mbn Hcp-ßm\pw km[n-°pw.

6.2.11. aq∂mwI£n HmUn‰pw k¿´n-^n-t°-j\pw

ISO k¿´n-̂ n-t°-j\pth≠n Hcp A{I-Un-‰Uvv Npa-X-e-s∏-Sp-Øp∂  GP≥kn eoUv HmUn-‰¿ HmUn-‰p- \-S-Ø-

Ww. {]kvXpX HmUn‰v Xr]vXn-I-c-ambm¬ ISO 9001:2008 F∂ Izmfn‰n amt\-Pvsa‚ v knÃw k¿´n-̂ n-°‰v e`n°qw.

• k¿´n-^n-°‰v e`n-®p-I-gn-™m¬ ]©m-bØv Hm^o-kns‚ t_m¿Un-epw, se‰¿ slÕnepw ISO 9001: 2008
k¿´n-ss^Uv F∂p tcJ-s∏-Sp-tØ-≠-Xm-Wv.

BZy-]-Sn-bmbn ]©m-b-Øv- Hm-^o-kn¬ tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S∏nem-°p-I. AXn-

\vtijw LS-I-ÿm-]-\-ß-fn-te°pw hym]n-∏n°pI. hcpw h¿j-ß-fn¬ hnI-k\ ]≤-Xn-I-

fnepw KpW-ta∑ Dd-∏p-h-cp-Øp-hm-\p-ff I¿Ω-]-≤Xn°v cq]w sImSp-°pI.

6.2.12. \nc-¥c hne-bn-cp-Øepw ISO k¿´n-^n-°-‰v]pXp-°epw

ISO k¿´n-̂ n-°-‰v aq∂p-h¿j-tØ-°mWv e`n-°p-∂-Xv. ̀ c-W-k-an-Xn-bpsS \nc-¥c hne-bn-cp-Ø¬ HmUn‰v (H∂mw

I£n HmUn‰v)  Ct‚-W¬ HmUn‰v, k¿sh-e≥kv HmUn‰v (A-≤ymbw 5 ¬ JWvUnI 5.7 ImWp-I) Ch XpS-cp-

Ibpw aq∂p-h¿j-w Ign™v aq∂mwI£n HmUn‰pw \SØn k¿´n-^n-°-‰v ]pXp-°p-Ibpw thWw.

6.3.  D]-kw-lmcw

tSm´¬ Izmfn‰n amt\-Pvsa‚ns‚ hnPbw AXnse tkm^v‰v XXz-ß-fmb \nc-¥c hne-bn-cp-Ø-en-t\bpw,

XpS¿®-bmb ]cn-io-e\tØbpw A\p-k-cn-®m-Wv.  {]am-W-ß-fp-tSbpw tcJ-I-fp-tSbpw Imtem-Nn-X-amb ]pXp-

°epw G‰hpw thK-Øn¬ Is≠-≠ØØ-°-co-Xn-bn-ep≈ k÷o-I-c-W-Øn\pw H∏w Izmfn‰n k¿°n-fn-eqsS

Sow h¿°pw, kulr-Zm-¥-co-£-Øn\pw A\p-k-cn-®mWv ^e-{]m]vXn D≠m-Ip-∂-Xpw.  AXn-\m¬ Ch Ir-Xy-

ambn \S-°p∂p F∂p-d-∏p-h-cp-Øm≥ ]©m-bØv ̀ c-W-k-an-Xn {]tXyI {i≤ sNep-tØ-≠-Xm-Wv. Cu {]h¿Ø-

\-ß-fn-eqsS “P\-ku-lrZ ]©m-bØv ” F∂ kz]v\w km£m-XvI-cn-°Ww
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t_mIvkv 6.1: TQM eqsS ISO 9001 : 2008 k¿´n^n-t°-j≥ {]{Inb

˛ H-‰-t\m-́ -Øn¬

1. `c-W-k-anXn Xocp-am\w

2. Poh-\-°m-cpsS tbmKw

3. I¨kƒ´‚ns\ \ntbmKn-°¬

4. sF.-F-kv.-H. 9001: 2008 Bib kzmwio-I-cWw

5. Kp-W-ta∑m \b- cq-]o-I-cWw

6. Izmfn‰n am\z¬ Xøm-dm-°¬

7. I¿Ω-]-cn-]mSn Xøm-dm-°¬

8. \n¿∆-lWw ̨  kwhn-[m\w k÷-am-°¬-˛-]-›m-Øew, tkm^v‰v shb-dp-Iƒ ,]-cn-io-e-\w, KpW-ta∑

Dd∏v hcp-Ø¬ {]h¿Ø-\-ßƒ, {]am-W-ßƒ Xøm-d-°¬

9. Ãnb-dnwKv IΩn-‰n-˛-tam-Wn-‰-dnwKv {]h¿Ø-\-ßƒ°mbp≈ ]≤Xn Xøm-dm-°¬

10. Izmfn‰n HmUn-‰v

• H∂mw I£n HmUn-‰v

• Ct‚-W¬ HmUn-‰v

• `c-W-k-anXnbpsS A¥na hne-bn-cp-Ø¬ ({]o Ak-kvsa‚ v HmUn‰v)

11. aq∂mwI£n HmUn‰pwk¿´n-^n-t°-j\pw

12. `c-W-k-an-Xn-bpsS \nc-¥c hne-bn-cp-Øepw k¿´n-^n-°‰v ]pXp-°epw

• Ct‚-W¬ HmUn-‰v, k¿sh-e≥kv HmUn‰v XpS-cp-∂p

•  aq∂p-h¿j-w Ign™v aq∂mwI£n HmUn‰v

• k¿´n-^n-°-‰v ]pXp-°p-¬ {]{Inb XpS-cp-∂p
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kqN\

`mcX k¿°m¿, 2012 : ]{¥≠mw ]©-h-’c ]≤Xn (2012-˛17) am¿§-tc-J-, tI{µ Bkq-{XW IΩo-j≥, \yqU¬ln.

tI-cf k¿°m¿, 2013 a :  tkh-\m-hImi \nb-aw, Kk‰v hn⁄m-]\w 2013 G{]n¬ 26 hmeyw 2 \º¿ 1116, Xt±-i-kz-bw-`-cW

hIp-∏v, Xncp-h-\-¥-]p-cw.

tI-cf k¿°m¿, 2013 b: tIcfm kwÿm\  tkh-\m-hImi \nb-aw 2012, ]©m-bØv hIp-∏nse tkh-\-ßƒ, ka-b-]-cn-[n,

\nbp‡ Dt≤ym-K-ÿ≥, A∏o¬ A[n-Im-cn-Iƒ-˛-Aw-Ko-Imcw \¬In DØ-chv k.D. (Fw-.F-kv) \w. 03/2013/ X.-kz.-`.h.,

XobXn 1/1/2013, Xncp-h-\-¥-]p-cw.

tI-cf k¿°m¿, 2012 a : ]{¥≠mw ]©-h-’c ]≤Xn (2012-˛17) kao-]-\ -tc-J-, kwÿm\ Bkq-{XW t_m¿Uv, Xncp-h-\-¥-

]pcw.

tI-cf k¿°m¿, 2012 b : Xt±-i-kz-bw-`-cW ÿm]-\-ß-fpsS ]{¥≠mw ]©-h-’c ]≤-Xn (2012-17) Bkq-{XW am¿§-tcJ

(Pn.-H. (-Fw.Fkv) \w. 225/2012/X.kz-.`.h. XnbXn. 18-08-2012), Xt±-i-kz-bw-`-cW hIp-∏v, Xncp-h-\-¥-]p-cw.

tIcf k¿°m¿, 2011 : ]{¥≠mw ]©-h-’c ]≤Xn (2012-˛2017) ˛ `c-W-]-cn-jvI-c-Whpw ]≤Xn \n¿∆-l-Whpw kw_-‘n®

h¿°nwKv {Kq∏v dnt∏m¿´v, kwÿm\ Bkq-{XW kan-Xn, Xncp-h-\-¥-]pcw.

tI-cf k¿°m¿, 2009 : {Kma-]-©m-b-ØpIfn¬ {^≠v Hm^okv kwhn-[m\w \S-∏n-em-°m-\p≈ am¿§-tcJ (Pn.-H (-FwFkv)

\w.123/2009/X.kz-.`.h. XnbXn. 02-07-2009) Xt±-i-kz-bw-`-cW hIp-∏v, Xncp-h-\-¥-]p-cw.

tI-cf k¿°m¿, 2007 : Xt±-i-kz-bw-`-cW ÿm]-\-ß-fpsS hm¿jnI ]≤-Xnbpw (2007-08) ]Xn-s\m∂mw ]©-h-’c ]≤-

Xnbpw (2007-12) Xøm-dm-°m-\p≈ am¿§-tcJ (Pn.-H (-FwFkv) \w. 128/2007/X.kz.-`.h. XnbXn 14-05-2007). Xt±-i-

kz-bw-`-cW hIp-∏v, Xncp-h\-¥-]p-cw.

tI-cf k¿°m¿, 1997a : dnt∏m¿´v Hm^v Z Unsk≥{S-sse-tk-j≥ Hm^v ]thgvkv, F-kv. _n. sk≥ IΩn-‰n dnt∏m¿´v hmeyw 1

tI-cf k¿°m¿, 1997b : Xt±-i-kz-bw-`-cW ÿm]-\-ß-fpsS H≥]Xmw ]©-h-’c ]≤-Xn (1997-2002) - {Kma-k`m im‡o-I-

cWw (k¿°p-e¿ \w. 37806/L3/98/LAD/X.kz.-`.h. XnbXn 10-09-1998), Xt±-i-kz-bw-`cW hIp-∏v, Xncp-h-\-¥-]p-cw.

tI-cf k¿°m¿, 2004 : Hcp P\-tI-{µo-IrX tkh-\-{]-Zm\ \bw (Pn.-H(-]n)\w.260/2004/Pn.F.Un. XnbXn 20/9/2004) Xncp-h-\-¥-

]p-cw.

Ic-Ipfw {Kma ]©m-bØv 2005 : I∏m-kn‰n _n¬UnwK vt^m¿ Unsk≥{S-sse-tk-j≥ C≥ tIc-fm, kznkv Uh-e-∏vsa‚ v tIm

Hm-∏-td-j≥ (SDC) kmº-ØnI klm-b-tØmsS \S-∏n-em-°nb DZy-aw, Xncp-h-\-¥-]p-cw.

Ine, 2005 : Ine hm¿jnI dnt∏m¿´v, Ine, apf-¶p-∂-Øp-Imhv, Xriq¿.

cm-P≥.sP.-_n. & _nPp.-F-kv.-sI., 2013 : {^≠v Hm^okv amt\-Pvsa‚ v : F Uosd-bn¬Uv hnj≥, Ine, apf-¶p-∂-Øp-Im-hv,

Xriq¿.

cm-P≥ sP.-_n, 2008 a : ‘C^v sZb¿ Cukv F hn¬ sZb¿ Cukv F th -˛ F tIbvkv Hm^v sNdp-h-Æq¿-˛-\-√fw {Kma-]-©m-b-

Øv,’ thmIvkv t]m∏pen amknI 2008, hmeyw I e°w 1, sk‚¿ t^m¿ KpUv Kth¿W≥kv, ssl{Z-m_m-Zv.

cmP≥ sP. _n, 2008 b : ‘Fbn-anwKv 100% Izmfn-‰n,’ tIcfm tImfnw-Kv, Pq¨ 2008, tIcf k¿°m¿, Xncp-h-\-¥-]pcw.

{IntÃmkv _n.-F^v & Chm-©-temkv F≥.-]n, 2008 : ‘Cw]mIvSv Hm^v tkm^v‰v & lm¿Uv ‰n.-Iyp.-Fw. Fen-sa‚ vkv Hm¨ Izmfn‰n

amt\-Pvsa‚ v dnk¬´v,’ C‚¿\m-j-W¬ tP¬W¬ Hm^v Izmfn‰n dne-b-_n-en‰n amt\-Pvsa‚ v : hmeyw 26 e°w 2, Fa-

cmƒUv {Kq∏v ]ªn-jnwKv enan-‰Uv.
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A\p-_-‘-ßƒ

1 Hm^okv amt\-Pvsa‚ v- DØ-chv ˛ F≥aIsP

{Kma-]-©m-bØv

2. Ipºf {Kma-]-©m-bØv ˛ ISO 900 : 2008
k¿´n-^n-t°-j≥ (]I¿∏v)

3. tSm´¬ Izmfn‰n amt\-Pvsa‚ v ˛

{^≠v Hm^okv amt\-Pvsa‚ v :

`uXnI kuI-cy-ßƒ

4. Izmfn‰n k¿°nƒ ˛ {i≤n-t°≠ Imcy-ßƒ

5. sF.-sI.-Fw. tkm^v‰v shb-dp-Iƒ

6. sF.-F-kv.-H. 9000 ]c-ºc

7. A{I-Un-‰Uv ÿm]-\-ß-fpsS ]´nI

8. sF.-F-kv.-H. I¨kƒ´n‚ns\

\ntbm-Kn-°¬ (sS≠-dns‚ amXrI)

9. sF.-F-kv.-H. ]≤Xn Xøm-dm-°¬ :

k¿°m¿ DØ-chv
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PROCEEDING OF THE SECRETARY, ENMAKAJE GRAMAPANCHAYAT
Sub : Enmakaje Gramapanchayat - Establishment enquiry outer in the enmakaje gramapanchayat - duties orders issued

REF NO. A2012/06 (2) DATED 01/06/2006

For the convenience of the General Public and for the smooth functioning of the office, it is decided to establish
enquiry counter in the enmakaje gramapanchayat office. The officer in charge of the enquiry counter shall do his
routine work in the enquiry counter only. Their duty are listed below

1. They will attend the incoming telephone calls and convey the basic information and shall divert the calls to the
respective official peoples representative if required

2. They will attend he telephone calls and attend to the enquiries in a courteous manner
3. Regulation type tappals will be accepted in the enquiry counter. They should be fully aware of the schemes and the

enclosure required to be attached with the applications.
4. He shall attend applications for ownership’s No. objection certificate, Below poverty line certificate with out

waiting for the orders of the secretary.
5. Chairs and Bunches shall be arranged outside the enquiry counter for the public. Applicants should not be Sent

along with the file to each officer. They shall be asked to wait. Their need shall be fulfilled by the official on duty.
If the applicant wants to meet any officials they shall be permitted to do so by senting a sleep of information with
them.

6. Tappals collected in each day shall be sent to the president in a file pad then to the secreatary by 3 pm each day
7. Emergency tappals shall be brought to the notice of HC/Secretary/President immediately.
8. They should be fully aware of the day to day proceeding of the panchayat like committee meetings, Grama Sabha

Disbursement of social security pension, leave availed by officials etc
9. Telephonic messages shall be attended by them in the concerned register and sent to the secretary.
10.Forms to be distributed from the office shall be distributed from the enquiry counter.
11.They shall keep ready one Citizens Charter, sufficient number of file pads and other up to date information
12.They should not leave the counter with out arranging a substitute
13.As far as possible General Publics should not be put in any difficulty in availing benefits
14.They birth certificate ownership certificates and the letters to be given by hand may be routed through the enquiry

counter. For this purpose a dispatch register may be kept in the enquiry counter.
15.The official in duties shall open the enquiry counter by 9.45
16.If any officials is own leave they shall wake and alternate arrangement in consultation with the Head Clerk in

office
Duties are divided as follows
Official, on duty Assistant
Monday Radhakrishna LDC B.P. Babu Peon
Tuesday Jnanadevarajaratna LDC Madava Pount Keeper
Wendsday Narayana LDC Salini P.T.S.
Thursday Radhakrishna LDC Salini P.T.S.
Friday Jnanadevarajaratna LDC Madava Pount Keeper
Saturday Narayan Naik LDC B.P. Babu Peon

A\p-_‘w 1
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k÷o-I-c-W-ßƒ

{I.\w.                                       kuI-cy-ßƒ
tSm´¬ Izmfn‰n {^≠v Hm^okv

amt\-Pvsa‚ v* amt\-Pvsa‚ v**

s]mXp-P-\-ßƒ°p≈ kuI-cy-ßƒ

1. {^≠v Hm^okv Iu≠¿ D≠v D≠v

2. Ccn-°p-hm-\pw, Fgp-Xp-hm-\p-ap≈ kuIcyw D≠v D≠v

3. tÃj-\dn (s]mXpP\-ßƒ°v) D≠v D≠v

4. X]m¬ t_mIvkv D≠v D≠v

5. `n∂-ti-jn-bp-≈-h¿°m-bp≈ dmw]v C√ D≠v

6. At]£m t^md-ßƒ D≠v D≠v

7. IpSn-sh≈w D≠v D≠v

8. tSmbve‰v (s]mXp-P-\-ßƒ°v) D≠v D≠v

9. ]cm-Xn-s∏´n D≠v D≠v

10. hmjvs_-bvkn≥ D≠v D≠v

11. {]Y-a-ip-{iqjm In‰v D≠v D≠v

12. sSen-t^m¨ sNøp-hm-\p≈ kuIcyw D≠v D≠v

13. hmb-\bv°v (]-{X-ßfpw amkn-I-I-fpw) D≠v D≠v

14. sSen-hn-j≥/tdUntbm kuIcyw C√ D≠v

Poh-\-°m¿°p≈ kuI-cy-ßƒ

15. Itk-c, tai, cq] kq£n-°p-hm-\p≈ kuIcyw D≠v D≠v

16. {^≠v Hm^okv Ub-dn, At]£m t^md-ßƒ D≠v D≠v

17. ssI∏‰v ckoXv D≠v D≠v

18. ]ucm-h-Im-i-tcJ D≠v D≠v

19. \nb-a-ßƒ, N´-ßƒ, DØ-c-hp-Iƒ D≠v D≠v

20. C‚¿tImw D≠v D≠v

21. Iºyq-´¿, C‚¿s\-‰v XpS-ßnb kuIcyw D≠v D≠v

22. C≥^¿ta-j≥ Ub-d-IvSdn D≠v D≠v

23. Hm^okv Hm¿U-dpw, Uyq´n hn`P\ tcJbpw D≠v D≠v

24. P\-{]-Xn-\n-[n-I-fp-tSbpw, LS-I-ÿm-]\ ta[m-hn-Iƒ,

s{]mtam-´¿am¿, IpSpw-_{io `mc-hm-ln-Iƒ XpS-ßn-b-h-cpsS

t^m¨ \ºdpw hnh-c-ßfpw D≠v D≠v

25. sN°v enÃv D≠v D≠v

26. dko]v‰v _p°v D≠v D≠v

A\p-_‘w 3
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t\m´okv t_m¿Up-Iƒ

27. t\m´okv t_m¿Up-Iƒ D≠v D≠v

28. tkh\ hnhc t_m¿Uv (]u-cm-h-Im-i-tc-J) D≠v D≠v

29. hnh-cm-h-Im-i-hp-ambn _‘-s∏´ Hm^o-k¿am-cpsS t]cp-hn-hcw

ImWn-°p∂ t_m¿Uv D≠v D≠v

30. P\-\-˛-a-cW cPn-kvt{S-j≥ t\m´okv D≠v D≠v

31. hnPn-e≥kv & B‚ v Id-]vj≥ t_m¿Uv D≠v D≠v

32. ]cm-Xn-]-cn-lmc kwhn-[m-\w, Hmw_p-Uvkvams‚ ss{S_yq-W¬ D≠v D≠v

33. lmP¿ t_m¿Uv D≠v D≠v

34. {Kma-k`m t_m¿Uv D≠v D≠v

35. ao‰nwKv t_m¿Uv D≠v D≠v

36. tkh\ Ãm‰kv t_m¿Uv D≠v D≠v

{I. \w. `c-Whpw KpW-ta∑m ]cn-tim-[-\bpw tSm´¬ Izmfn‰n amt\-Pvsa‚ v {^≠v Hm^okv amt\-Pvsa‚ v

37. Izmfn‰n k¿°nƒ (DØ-c-hm-ZnØ

Iq´m-bvabpw Hm^okv {]iv\ ]cn-lm-chpw) D≠v C√

38. tamWn-‰-dnwKv kwhn-[m\w

(t\XrXzw ˛ {]-kn-U‚ v) C√ D≠v

39. sdt°m¿Uv dqw D≠v C√

40. ao‰nwKv ˛ tamWn-‰-dnwKv IΩn‰n C√ amkw tXmdpw

41. Ãm^v ao‰nwKv amkw tXmdpw amkw tXmdpw

42. Izmfn‰n k¿°nƒ ˛ (ao‰nwKv 15 Znh-kw C√

43. sshkv {]kn-U‚ns‚ Npa-Xe Hm^o-kns‚ ]q¿Æ Npa-Xe saº¿ (tamWn-‰-dnwKv IΩn‰n)

44. [\-Imcy Ãm‚nwKv IΩn‰n Hm^o-kns‚ ]q¿Æ Npa-Xe {]Xn-]m-Zn-°p-∂n√

45. P\-]-¶m-fnØw hm¿jnI ]ucm-h-Im-i-tcJ ]pXp-°¬

tbmKw hm¿jnI ]uc-tbm-K-ßƒ

46. s]‚nwKv ^b-ep-Iƒ Xo¿∏m-°¬ Izmfn‰n k¿°nƒ {]iv\-]-cn-lmcw {]tXyI Znh-k-ßƒ {]Jym

Is≠-ØpI ]n-°pI

*2007 ¬ sNdp-h-Æq¿-˛-\-√fw {Kma-]-©m-b-Øn¬ \S-∏n-em-°n-b-Xv.

**2009 ¬ tIc-f-Øse F√m ]©m-b-Øp-I-fnepw \S-∏n-em-°n-bXv
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Izmfn‰n k¿°n-ƒ am¿§-tcJ cq-]o-I-cn-°p-tºmƒ {i≤n-t°≠ Imcy-ß-ƒ

Izmfn‰n k¿°n-ƒ Poh-\-°m-cpsS Hcp kulrZ°q´mbva Bb-Xn-\m¬ Poh-\-°m-cpsS tbmK-Øn¬

Ah-cmWv Izmfn‰n k¿°n-ƒ AwK-ßsf Xocp-am-\n-°p-∂-Xv. km[mcW Hcp {]tXyI tPmen sNøp∂

Poh-\-°m-cpsS kwL-amWv Hcp Izmfn‰n k¿°n-ƒ. Aßs\ tPmen-ssh-hn-[y-a-\p-k-cn®v Poh-\-°m-

cpsS Izmfn‰n k¿°n-fpw D≠m-Ipw. ]©mb-Øns‚ kml-N-cy-Øn¬ Hm^o-knse F√m Pnh\°m-

cpsSbpambn Hcp Izmfn‰n k¿°n-ƒ aXn-bm-Ipw. Izmfn‰n k¿°n-ƒ˛ LS\

1. AwK-ßƒ (5/6 t]¿)

2. Hcp I¨ho-\¿ (Im-em-h-[n ˛ 2 amkw)

3. ÿm\-a√ hy‡n-Iƒ°mWv {]m[m\yw

4. aq∂pamk-Øn-sem-cn-°¬ ]IpXn AwK-ßƒ amdn a‰p-≈-h¿°v Ah-k-c-ap-≠m-°-Ww.

5. 15 Znh-k-Øn-sem-cn-°¬ HØp tNc¬

DØ-c-hm-ZnØw

1. N¿®m hnjbw ˛ Hm^okv {]h¿Ø-\-ßƒ, Poh-\-°m-cpsS {]iv\-ßƒ, {]iv\-Im-c-W-ßƒ, ]co-

lm-c-am¿§ßƒ, ]cn-io-e\ßƒ

2. \√ {]h¿Ø\w Imgv®-sh® DtZym-K-ÿ¿°v AwKo-Im-c-Øn-\mbn [\-Imcy Ãm‚nwKv IΩn‰n hgn

]©m-bØn\v ip]m¿i

3. ]cn-l-cn-°m≥ Ign-bmØ {]iv\-ßƒ [\-Imcy Ãm‚nwKv IΩn-‰nsb Adn-bn®v ]cn-lmcw ImWm≥

4. \nc-¥cw KpW-ta≥am h¿≤-\-hn\v \qX-\m-i-b-ßƒ cq]o-I-cn®v \S-∏n-em-°¬

5. ]cn-io-e\ hnj-b-ßƒ Xocp-am-\n-°¬, hn`hkam-l-c-Ww, a‰p ]©m-b-Øp-Isf Adn-bn-°¬ ]cn-

io-eIs\ Is≠-Ø¬ ]cn-]mSn `wKn-bmbn \S-Ø¬, hne-bn-cp-Ø¬, {]iv\ ]cnlmcw

6. DtZym-Kÿ P\-{]Xn\n[n _‘w kulr-Z-am-°¬

7. tSm´¬ Izmfn‰n amt\-Pvsa‚ v \S-∏n-em-°p-∂Xp hsc-bp≈ IpSn-»nI tPmen-Iƒ Xo¿°m-\p≈ {ia-

Øn-\mbn F√m-h-tcbpw ]¶m-fn-I-fm-°pI

8. sdt°m¿Uv dqw tamWn-‰-dnw-Kpw ]pXp-°epw

9. KpW-\n-e-hmc h¿≤-\-hn-\mbn XpS¿®bmb {]h¿Ø\w \S-Øn-sIm-≠n-cn-°p-I.

A\p-_‘w 4
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C≥^¿ta-j≥ tIcfm anj≥ tkm v̂‰v shb-dp-Iƒ

Xt±-i-`-cW ÿm]-\-ß-fpsS hnhn[ {]h¿Ø-\-ßƒ kpK-a-am-°m≥ C≥^¿ta-j≥ tIcfm anj≥ hnI-kn-∏n-®n-´p-≈

tkm^v‰v shb-dp-Iƒ

# tkm^v‰v shb-dp-Iƒ D]-tbmKw

1. kpteJ ]≤Xn cq]o-I-c-Ww, AwKo-Imcw, \n¿∆-l-Ww, ]ptcm-KXn hne-bn-cp-Ø¬.

2. tkh\ (kn-h¬ cPn-kvt{S-j≥) P\\/acW/hnhml cPn-kvt{S-j-\p-Iƒ \S-Øp-∂-Xn\pw k¿´n-^n-°-‰p-Iƒ

\¬Ip-∂-Xn-\pw.

3. tkh\ (s]≥j≥) kmaqly kpc£m s]≥j-\p-Iƒ, hnhn[ kmaqly kpc£m ]≤-Xn-Iƒ

F∂nh hgn Ahi hn`m-K-Øn\p klmbw FØn-°p∂Xn\v.

4. k©nX ]©m-bØv cmPv ˛ ap\n-kn-∏¬ \nb-a-ßƒ, k¿°m¿ DØ-c-hp-Iƒ F∂n-h-b-

S-ßnb Ce-Ivt{Sm-WnIv hn⁄m\ tImi-w.

5. k©b hkvXp \nIp-Xn, sXmgn¬ \nIp-Xn, Un & H, ]n.-F-̂ v.-F. ssek≥kv, sd‚ v Hm¨

em‚ v & _n¬UnwKv XpS-ßnb dh\yq kwhn-[m\w ssIImcyw sNøp∂Xn\v.

6. kNn{X Xt±-i-`-cW ÿm]-\-ß-fpsS IU-kv{S¬ `q]-Sw, hm¿Uv `q]Sw F∂n-h-b-S-

ßnb `q]S hyqlw Xøm-dm-°p-∂-Xn-\v.

7. kmaqly kmaq-lnI kmº-ØnI hnh-c-ßƒ Dƒs°m≈p∂ hnh-c-hyqlw ssIImcyw

sNøp-∂-Xn-\v.

8. kmwJy Bπn-t°-j≥ A{Iq-h¬ ASn-ÿm\Ønep≈ U∫nƒ F≥{Sn A°u-≠nw-Kv.

9. ÿm]\ sI.-Fw.-F.-Fw. FÃm-ªn-jvsa‚ v Imcy-ßƒ \n¿∆-ln-°p-∂Xn\v.

10. kp`{Z _P-‰v, kmº-ØnI amt\-Pvsa‚ v F∂nh ssIImcyw sNøp∂Xn\v.

11. kqNnI Xt±i ÿm]-\-ß-fnse {^≠v Hm^okv kwhn-[m\w e`y-am-Ip-∂Xpw Hm^o-

kn-\-IØv Xo¿∏p-I¬∏n-°p-∂-Xp-amb ̂ b-ep-IfpsS \o°-ßƒ tcJ-s∏-Sp-Øp-

∂-Xn\pw tamWn-‰¿ sNøp-∂-Xn\pw S®v kv{Io≥ kwhn-[m-\-Ø-eqsS ^b-ep-

IfpsS \nP-ÿnXn s]mXp-P-\-ßƒ°v Adn-bp-∂-Xn\pw.

12. kpKa s]mXpa-cm-aØv {]hr-Øn-I-fpsS FÃn-ta‰v Xøm-dm-°p-∂-Xn-\v.

13. kt¶Xw sI´n-S-\n¿ΩmW s]¿an‰v A\p-h-Zn-°p-∂-Xn-\v.

14. kI¿Ω ]©m-bØv/\K-c-k` IΩn-‰n, Ãm‚nwKv IΩn-‰n, Ãnb-dnwKv IΩn‰n XpS-ßnb

HutZym-KnI IΩn‰n Xocp-am-\-ßƒ°p≈ hnhc hn\n-ab ]mt°Pv.

15. kwth-ZnX Xt±i kzbw `cW ÿm]-\-ß-fpsS sh_vssk‰v e`y-am-Ip-∂-Xn-\v.

16. km^ey* {]mtZ-inI am\h hn`-h-tijn amt\-Pvsa‚ v \S-∏n-em-°p-∂-Xn-\v.

17. kpPe IpSn-sh≈ hnX-c-W-Øn\v

  * Xøm-dm-°n-sIm-≠n-cn-°p-∂p, ]q¿Øn-bm-bn-´n√.
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  ISO 9000 KpW-ta∑m ]c-ºc ˛ ]pXp-°¬

ÿm]-\-ß-fpsS {]h¿Ø-\ -an-I-hns‚ Af-hp-tIm-emWv ISO 9001:2008 k¿´n-̂ n-°‰v F∂pw ISO 9000
F∂p ]d-bp-∂Xv XpS¿®-bmb KpW-ta∑m ]cn-]m-e-\-Øn-\p≈ kwhn-[m\w \S-∏n-em-°p-∂-Xn-\p≈ am¿§-

tc-J-I-fmsW∂pw hnhcn®ph-t√m. ÿm]-\-ßƒ°v XpS¿®-bmb KpW-ta∑m ]ptcm-KXn D≠m-IWsa∂Xp-

t]mse AXn-\p-th≠nbp≈ Ãmt‚¿Up-Ifpw \ho-I-cn-°mdp≠v. 1987 se H∂mw ]Xn∏v 1994 epw 2000

epw hn]p-e-ambn ]pXp-°n-bn-´p-≠v.  2000 ¬ hf-sc-b-[nIw am‰-ßƒ hcpØn ]pXp-°nb Ãm≥tU¿Uv

BWv ISO 9001 : 2000.  CXn-eqsS Nph-sS-∏-d-bp∂ Imcy-ßƒ \njvI¿jn-°-s∏-´p

• {]{In-bm-[n-jvTnXØnem-IWw KpW-ta∑ Dd-∏p-h-cp-tØ-≠-Xv

• amt\-Pvsa‚ v kwhn-[m-\-ßƒ°v A\p-]q-c-I-ambn thWw KpW-ta∑m ]cn-]m-e\ kwhn-[m\w \S-∏n-

emt°≠Xv

• XpS¿®-bm-bXpw ÿmbn-bm-bXpamb hnI-k\Øn\p Du∂¬ sImSp-°-W-w

• ÿm]\-hp-ambn _‘-s∏-´- F√mh-cp-tSbpw Bh-iy-ßƒ ]cn-K-Wn-°Ww

• {]h¿Ø\w P\-ku-lr-Z-am°p-∂-Xns‚ Bh-iy-IXbpw am¿§-tc-J-bpsS `mK-am-°n-.

2000 ¬ ]pXp-°en¬ ISO 9002 Dw ISO 9003 Dw  {]Xn-]m-Zn-®n-cp∂ Imcy-ßsf ISO 9004 : 2000 ¬

Dƒs∏-Sp-Øp-Ibpw sNbvXp. 2008 \hw-_-dn¬, ISO 9001 \v IqSp-X¬ t`Z-K-Xn-Iƒ hcpØn ISO 9001
: 2008 F∂ t]cn¬ \memw ]Xn∏v cq]Iev]\ sNbvXp.  ISO:9001 Ãm≥tU¿Uns‚ IqsS ImWp∂

h¿jw AXv t`Z-KXn hcp-Ønb h¿jsØ kqNn-∏n-°p-∂p.
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Name and Address of NABCB Accredited Certification /
Inspection Bodies
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