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orZeku ;qx rduhdh dk ;qx gSA lapkj ,oa dEI;wVj ds {ks= esa fur u;h iz.kfy;ksa 

dk inkiZ.k gksrk jgrk gSA vijk/kh bu iz.kkfy;ksa dh lgk;rk ls u;h jhfr ls vijk/k 
dkfjr djrs gSaA nzqr xfr ds vkokxeu ds lk/ku Hkh miyC/k gSa ftudh lgk;rk ls 
vijk/kh vijk/k dkfjr dj ,d LFkku ls nwljs LFkku rd igWqp tkrs gSa ifj.kkeLo#i 
iqfyl dks vijk/kksa dk inkZQk'k djus esa dfBukbZ gksrh gSA ;g Hkh lR; gS fd orZeku 
iqfyl izfØ;k esa ikjnf'kZrk ,oa tokcnsgh dk vHkko gSA ifj.kkeLo#i ihfM+r O;fDr dh 
izFke lwpuk fjiksVZ cgq/kk u rks izkIr dh tkrh gS vkSj u gh ml ij rRdky dksbZ 
dk;Zokgh dh tkrh gSA  

vr% iqfyl dk;Zokgh dks Rofjr ,oa le;c) cukus ds fy;s m0iz0 'kklu }kjk 
vkR;k/kqfud iqfyl fu;a=.k d{kksa dh LFkkiuk djk;h tk jgh gSA orZeku esa dkuiqj uxj] 
y[kuÅ] bykgkckn ,oa xkft+;kckn esa vR;k/kqfud iqfyl fu;a=.k d{k lQyrkiwoZd dk;Z 
dj jgs gSaA  

mDr rF;ksa ls ;g Li"V gS fd tu lkekU; dks Rofjr iqfyl lgk;rk miyC/k 
djkus gsrq 'kklu ,oa iqfyl laxBu vius&vius Lrj ij iz;Ru'khy gSaA  

vR;k/kqfud iqfyl fu;a=.k d{k esa leLr iz.kkfy;ksa dk fu;a=.k dEI;wVj ds ek/;e 
ls fd;k tkrk gS blfy, bUgsa rduhdh #i ls ^^dSM dUVªksy #e** vFkkZr~ ^^dEI;wVj ,sMsM 
fMLiSp dUVªksy #e** Hkh dgk tkrk gSA   

^^dSM dUVªksy #e** ls turk dk lEidZ dkWy Vsdj ds ek/;e ls gksrk gSA blfy, 
dkWyVsdj dk dk;Z vR;ar egRoiw.kZ gSA dkWy Vsdj dks dkWy dks f'k"V rjhds ls lquuk] 
ihfM+r O;fDr ls lekuqHkwfr j[kuk] larqfyr ,oa vko';d izfrmRrj nsuk rFkk ihfM+r dks 
Rofjr vko';d lgk;rk miyC/k djkuk ije vko';d gSA 

 ihfM+r dks lgk;rk igWqpkus ds lkFk&lkFk vR;k/kqfud iqfyl fu;a=.k d{k iz.kkyh 
dh dk;Zdq'kyrk esa fujUrj of̀)] dkfeZdksa ds dr̀ dk;ksZa dh xq.koRrk ij fu;a=.k ,oa 
lq/kkj Hkh vko';d gSA vkxkeh i"̀Bksa esa ^^dSM dUVªksy #e** ls lEcfU/kr rduhdh ?kVd 
,oa dkfeZdksa ls lEcfU/kr fo"k;ksa dks Li"V djus dk iz;kl fd;k x;k gSA  

 
 
 
 
 
 
 
 

 

1- izLrkouk 
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2- dSM ¼dEI;wVj ,sMsM fMLiSp½ ,oa dSM dkWy Vsdj izf'k{k.k ds eq[; mn~ns'; 
 

dSM  

orZeku ifjos'k esa ihfM+r O;fDr iqfyl ls lgk;rk izkIr djus esa vR;ar dfBukbZ 
dk vuqHko djrk gSA orZeku izfØ;k esa ikjnf'kZrk ,oa tokcnsgh dk vHkko gSA 
ifj.kkeLo#i ihfM+r O;fDr dh izFke lwpuk fjiksVZ cgq/kk u rks izkIr dh tkrh gS vkSj u 
gh ml ij rRdky dksbZ dk;Zokgh dh tkrh gSA  

vr% ,d ,slh iz.kkyh dh vko';drk eglwl dh x;h ftlds ek/;e ls 
iqfyltu dh tokcnsgh r; dh tk lds lkFk gh ihfM+r dks Rofjr lgk;rk igWaqpk;h tk 
ldsA ;g dk;Z ^^dSM iz.kkyh** ds ek/;e ls fd;k tk ldrk gSA  

**dSM iz.kkyh** iqfyl ls lgk;rk izkIr djus lEcU/kh uohure iz.kkyh gSA bl 
iz.kkyh esa ,d b.VjusV izksVksdkWy DykmM ds ek/;e ls VsyhQksu] eksckby] MCY;w-,y-,y-] 
bZ&esy] ,l-,l-,l-] lh-lh-Vh-oh-] vykeZ] th-ih-,l- dks tksM+k x;k gSA  

**dSM iz.kkyh** vkikr iz.kkyh ds #i esa fodflr dh x;h gSA iz.kkyh 24 ?k.Vs 
dk;Z'khy jgrh gSA lkekU;tu dHkh Hkh VsyhQksu] eksckby] MCY;w-,y-,y-] bZ&esy] ,l-
,l-,l- ds ek/;e ls d.Vªksy #e dks viuh O;Fkk ls voxr djkdj iqfyl lgk;rk eWkx 
ldrk gSA d.Vªksy #e vkijsVj vius lkeus yxs dEI;wVj LØhu ij lHkh xfrfof/k;ksa dks 
lqu o ns[k ldrk gSA dkWyj dh ckr lquuk] fooj.k Vkbi@fDyd djuk] x'rh ny dks 
?kVuk LFky gsrq jokuk djuk] dk;Zokgh ds mijkUr QhMcSd fjiksVZ bR;kfn xfrfof/k;kWa 
dEI;wVj ij ns[kh@lquh@fjdkWMZ dh tkrh gSaA {k.k izfr{k.k dh lHkh dk;Zokgh th-ih-,l- 
iz.kkyh ds ek/;e ls dUVªksy #e esa cSBs lqijokbt+j }kjk ns[kdj x'rh ny dks vko';d 
funsZ'k Hkh fn;s tk ldrs gSaA ^^dSM iz.kkyh** ds ek/;e ls vkikr iqfyl Ldhe ds 
lkFk&lkFk iwoZ fu/kkZfjr iqfyl Ldhe Hkh izHkko'kkyh jhfr ls ykxw dh tk ldrh gSa rFkk 
muds vuqikyu dh fLFkfr dk vuqJo.k Hkh fd;k tk ldrk gSA 

dSM iz.kkyh esa midj.kksa dh Hkwfedk ds lkFk&lkFk dk;Z djus okys dkfeZdksa dh 
Hkh vR;ar egRoiw.kZ Hkwfedk gksrh gSA dSM iz.kkyh ds lkFk dk;Z djus okys dkfeZdksa dks 
fuEu Jsf.k;ksa esa j[kk tkrk gS& 

 
1- dkWy Vsdj % budk dk;Z dUVªksy #e esa vkus okyh dkWYl dks izkIr 

djuk] dSM iz.kkyh esa vko';d lwpukvksa dks 
ntZ@QhM djuk gSA 
 

2- fMLiSpj % budk dk;Z dkWyj }kjk ekWxh x;h lgk;rk miyC/k 
djkuk rFkk iqfyl lgk;rk dks 'kh?kzkfr'kh?kz dkWyj rd 
igWqpkus dk vuqJo.k djuk gSA 
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3- lqijokbt+j % buds dk;kZsa esa dUVªksy #e esa izkIr dkWYl] mu ij dh 
x;h dk;Zokgh] dSM iz.kkyh dh dk;Zdq'kyrk esa of̀) ds 
lkFk&lkFk dkfeZdksa ds d̀r dk;ksZa dh xq.koRrk ij 
fu;a=.k ,oa lq/kkj ds dk;Z lfEefyr gSaA 
 

4- rduhdh iz.kkyh ds 
fo'ks"kK ,oa izcU/kd 
 

% buds dk;kZsa esa dEI;wVj] VsyhQksu] dSM iz.kkyh] th-ih-
,l- iz.kkyh] fMt+hVy ekufp=]  lk¶Vos;j bR;kfn dk 
j[k&j[kko ,oa vixzsMs'ku ds dk;Z lfEefyr gSaA 
 

5- izf'k{k.k fo'ks"kK 
 

% buds dk;kZsa esa dSM iz.kkyh ds lapkyu gsrq vko';d 
izf'k{k.k dk;Z lapkfyr fd;s tkus ds dk;Z lfEefyr 
gSaA 
 

dSM dkWy Vsdj izf'k{k.k ds eq[; mn~ns'; 

iqfyl fu;a=.k d{k esa dk;Zjr dkWyVsdj dk dk;Z vR;ar egRoiw.kZ gksrk gSA 
dkWyVsdj }kjk dUVªksy #e esa izkIr gksus okyh dkWy dks f'k"V rjhds ls lquuk] dkWyj ls 
lwpuk,¡ izkIr djuk] vko';drkuqlkj izfrmRrj nsuk rFkk ihfM+r O;fDr dks lkURouk 
iznku djrs gq, x'rh ny] ,EcqysUl bR;kfn dks ihfM+r dh enn gsrq 'kh?kz jokuk djus 
gsrq dk;Zokgh djkuk gSA dSM dkWy Vsdj izf'k{k.k ds fuEu eq[; mn~ns'; gSa& 

1- dSM dkWyVsdj izf'k{k.k dk;ZØe dh #ijs[kk bl izdkj ls rS;kj dh x;h gS 
fd tuekul esa ^^iqfyl fe=** dh Nfo fodflr dh tk ldsA  

2- dkWy Vsdj ds vanj /kS;ZiwoZd ihfM+r O;fDr dh ckr dks lquus dh {kerk 
fodflr djuk rFkk mlls ?kVuk ds lEcU/k esa vko';d lwpuk,W ladfyr 
djus esa ikjaxr djukA 

3- dkWy Vsdj dks viuh Hkkoukvksa ij fu;a=.k j[kuk] fofHkUu izdkj ds O;fDr;ksa 
dh dkWYl dks izkIr djus ds xqj fl[kkuk gSA 

4- vk/kqfud iqfyl fu;a=.k d{k esa iz;ksx fd;s tkus okys midj.kksa@lk¶Vos;j 

dh dk;Ziz.kkyh dk Kku Hkh dkWyVsdj izf'k{k.kkfFkZ;ksa dks bl izf'k{k.k dk;ZØe 

ds ek/;e ls fn;k tkrk gSA  
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3- ruko (STRESS) 
 

 
 

 ;g ,d ,slh fLFkfr ;k voLFkk gS 
ftlesa ge fdlh Hkh dk;Z dks djus ds 
fy;s 'kkjhfjd ;k ekufld :Ik ls 
vlgk; ;k vleFkZ eglwl djrs gSaA 

   

ruko esa “kkjhfjd] ekufld ,oa HkkoukRed rkSj ij dk;Z djus ds fy, vleFkZrk 
eglwl dh tk ldrh gSA ruko ,d }Un gS tks eu ,oa Hkkoukvksa esa xgjh njkj iSnk 
djrk gSA ruko vU; vusd euksfodkjksa dk izos”k }kj gSA blls eu v”kkUr] Hkkouk 
vfLFkj ,oa “kjhj vLoLF;rk dk vuqHko gksrk gSA ruko dh fLFkfr esa gekjh 
dk;Z{kerk izHkkfor gksrh gS vkSj gekjh “kkjhfjd o ekufld fodkl ;k=k esa O;o/kku 
vkrk gSA 

 

 ruko fuEu rhu izdkj dk gksrk gS% 

1- 'kkjhfjd ruko ;g oks ruko gS ftlesa 'kjhj dh Fkdku ds dkj.k 
dk;Z djus dh ÅtkZ ugha jgrhA 
 

2- ekufld ruko ;g ruko euq"; dh udkjkRed lksp ds dkj.k 
mRiUu gksrk gS ftlds dkj.k O;fDr vius dke ij 
/;ku ugha ns ikrk gSA 
 

3- HkkoukRed ruko ;g fdlh ,slh HkkoukRed fLFkfr ds dkj.k mRiUu 
gksrk gS ftldh otg ls O;fDr dk;Z ij /;ku 
ugha ns ikrk gSA 

 ruko mRiUUk gksus ds dkj.k% 

1- ifjfLFkfr euq"; ds vklikl dh ifjfLFkfr;kW ruko dh eq[; 
dkjd gksrh gSaA 

2- “kkjhfjd fLFkfr euq"; dh “kkjhfjd fLFkfr Hkh ruko dk dkj.k gks 
ldrh gSaA 

3- Ekkufld fLFkfr ekufld fLFkfr vfLFkj gksus ij Hkh ruko gks 
ldrk gSA 

4- HkkoukRed fLFkfr euq"; dh vfu;af=r Hkkouk,Wa Hkh ruko dk dkj.k 
gksrh gSaA 
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5- leL;k fofHkUu izdkj dh leL;k,W fHkUu&fHkUu O;fDr;ksa esa 
fHkUu&fHkUu izdkj dk ruko iSnk dj ldrh gSaA 

ruko nwj djus ds mik;% 

1- ldkjkRed nf̀"Vdks.k& dk;Z izkjEHk djus ls iwoZ fopkj vkrs gSaA fopkjksa ij 
eaFku dj lgh fn'kk esa mRlkgiwoZd dk;Z izkjEHk djus dks gh ldkjkRed 
nf̀"Vdks.k dgk tkrk gSA vPNs fopkjksa dks lnSo xzg.k djuk rFkk cqjs fopkjksa 
dks loZFkk ifjR;kx djuk pkfg;sA lansg rFkk fujk'kk :ih fopkj y{; izkfIr 
ds fo:) gSaA blfy, lnSo mRlkgiwoZd lQyrk dh dkeuk djuk pkfg;sA 
lkgl] fo'okl rFkk vk'kk ldkjkRed nf̀’Vdks.k ds ifjpk;d gSaA 

2- fdlh izdkj dk u'kk u djsaaaaA 
3- ;FkklEHko ,d le; esa ,d dke djsa vkSj eu yxkdj djsaA 
4- foJke ij /;ku nsa vkSj vko';d uhan ysaA 
5- larqfyr ,oa ikSf’Vd Hkkstu xzg.k djsaA  
6- dVq vrhr ls dsoy lcd ysa mls vius ij gkoh u gksus nsaA  
7- nwljksa dh ckrksa dks /;ku ls lqusa o lcd ysaA  
8- dk;Z lEiknu #fpiwoZd djsa o iw.kZ dj mldk vkuUn mBk;saA 
9- cM+s dke esa NksVh&NksVh dfe;ksa vFkok gkfu;ksa ij /;ku u nsaA 
10- Øks/k dks R;kxsa vkSj {kek'khy cussaA 
11- ekuork dks pksV igqWpk dj /kuktZu u djsaA 
12- dk;Z dh izkFkfedrk,a r; djsaA 
13- de ls de m/kkj nsa] de ls de m/kkj ysaA 
14- thou lkFkh vkilh le> mRiUu djsaA 
15- ;fn gks lds rks dqN le; ekSu jg dj izkFkZuk djsaA 
16- dqN le; ;ksxklu ds fy, nsaA 
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4- izsj.kk (MOTIVATION) 
 

  
 

 
 

 
gekjs vUnj dh ,slh Hkkouk] 

tks gekjs eukscy dks c<+krh gS rFkk 
gekjs y{; dh izkfIr ds fy;s gesa 
izsfjr djrh gS] izsj.kk dgykrh gSA 

 
 

izsj.kk ds L=ksr % izsj.kk nks izdkj ls izkIr gksrh gSa%   

  1-  ckâ; izsj.kk ¼Motivation by others½       
  2-  Lo&izsj.kk ¼Self-motivation½ 
 
 

 

fdlh Hkh deZpkjh ds dke dk fu"iknu 
mldh ;ksX;rk o izsj.kk ds e/; ikjLifjd 
fdz;k }kjk fu/kkZj.k dj ifjHkkf’kr fd;k tk 
ldrk gSA 

;ksX;rk ;g fu/kkZfjr djrh gS fd og 
D;k dj ldrk gS rFkk izsj.kk ds }kjk ;g 
fu/kkZfjr gksrk gS fd og D;k djsxkA 

Performance = Ability x Motivation 
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ekSfyd vo/kkj.kk,Wa  

 izsj.kk fdlh ds O;fDrxr vkSj fLFkfr ds e/; ikjLifjd fdz;k dk ifj.kke gSA 
O;fDr tks izsfjr gksrs gSa os dk;Z lEiUu djus ds fy, vf/kd iz;kl mudh 
vis{kk djrs gS] tks izsfjr ugha gksrs gSaA 

 izsj.kk LosPNk ls dqN djus dks bafxr djrh gSA ;g O;fDrxr vko”;drk dh 
iwfrZ djus dh ;ksX;rk dh fdz;k ls vuqcfU/kr gSA 

izsj.kk ds izdkj 

 ewyHkwr izsj.kk 

 lkekU; izsj.kk 

 vizR;{k izsj.kk 

ewyHkwr izsj.kk% ewyHkwr izsj.kk fuEufyf[kr ls vfHkHkwr gS& 

 Hkw[k 

 I;kl 

 diM+k 

 lksuk 

 ekr`̀&lqyHk 

lkekU; izsj.kk% ;g izsj.kk fuEufyf[kr ls vfHkHkwr gS& 

 og izsj.kk tks ewyHkwr ;k vizR;{k dh Js.kh esa u gksA 

 ewyHkwr izsj.kk ruko ;k mRrstuk dks de djrk gS tcfd lkekU; izsj.kk 
O;fDrxr dh vko”;drk dks c<+kus ds fy, mRiszfjr djrk gSA 

 bls mRiszj.k ijd izsj.kk Hkh dgk tkrk gS tks I;kj] nqykj vkSj vkdZ’k.k dks 
bafxr djrk gSA 

vizR;{k izsj.kk% ;g izsj.kk fuEufyf[kr ls vfHkHkwr gksrh gS& 
 

 lh[kus dh dyk  

 ftKklk  

 O;ogkj&dkS”ky  
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O;fDr lekt esa vius O;fDrRo ds dkj.k igpkuk tkrk gSA O;fDrRo O;fDr fo'ks"k 

dh dsoy cká lqUnjrk dks iznf'kZr ugha djrk vfirq O;fDr ds lexz xq.kksa ;Fkk pfj=] 
O;ogkfjd 'kSyh] thou ds izfr n`f"Vdks.k dk izfrfcEc gksrk gSA 

O;fDr dh vkilh O;ogkj 'kSyh] ;Fkk fopkjksa dh vfHkO;fDr dk dkS'ky] ikjLifjd 
lEcU/k] thou ds izfr nf̀"Vdks.k rFkk uhfr 'kkL=] dks mUur djus dks O;fDrRo fodkl 
dgrs gSaA  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
lkekU;r% fuEu 09 izdkj ds O;fDrRo ik;s tkrs gSa& 

1- izoh.krkoknh O;fDrRo  
2- lgk;rkoknh O;fDrRo 
3- iz.k;oknh O;fDrRo 
4- fotsrkoknh O;fDrRo 
5- n<̀+rkoknh O;fDrRo 
6- iz'uoknh O;fDrRo 
7- lkgfld O;fDrRo 

5- O;fDrRo (Personality) 

vius O;fDrRo dks igpkusa

pkfjf=d xq.k

lR;fu"Bk

Lohdf̀r

vuq'kklu

leiZ.k

O;ogkfjd xq.k

ikjLifjd O;ogkj dkS'ky

vfHkO;fDr dkS'ky

usrR̀o xq.k

ruko  ,oa 

le; izcU/ku

nf̀"Vdks.k

ldkjkRed nf̀"Vdks.k 

lQyrk dh lksp

vUr dk ?;ku

lg;ksxkRed
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8- izs{kd O;fDrRo 
9- 'kkfUr LFkkid O;fDrRo 

 
izoh.krkoknh 
O;fDrRo 

& 
bl O;fDrRo ds Lokeh FkkFkZoknh] 
foosdiw.kZ ,oa fl)karoknh gksrs gSaA 

& 
Jh ukjk;.k ewfrZ] 
bUQksfll 

lgk;rkoknh 
O;fDrRo 

& 
bl O;fDrRo ds Lokeh xeZtks'k] 
fpafrr] ikyd] ,oa vU; dh t#jrksa 
ds izfr laosnu'khy gksrs gSaA 

& enj Vsjslk 

iz.k;oknh 
O;fDrRo 

& 
;g laosnu'khy Hkkoukvksa okys] 
xeZtks'k ,oa Kkucks/kd gksrs gSaA 
 

& Jh lfpu rsUnqydj 

fotsrkoknh 
O;fDrRo 

& ;g ÅtkZoku] vk'kkoknh] Lo;a 
vk'oLr ,oa y{;kRed gksrs gSaA 

& Jh ,e0,Q0 gqlsu 

n<̀+rkoknh 
O;fDrRo 

& ;g lh/ks] vkRecyh] Lo&fo'oLr] ,oa 
lgk;d gksrs gSaA 

& Jh veZR; lsu 

iz'uoknh 
O;fDrRo 

& ;g ftEesnkj ,oa HkjkslseUn gksrs gSaA & Jh 'kckuk vkt+eh 

lkgfld 
O;fDrRo 

& 
;g tks'khy] ftankfny ,oa vk'kkoknh 
gksrs gSaA ;g nqfu;k dks dqN nsuk 
pkgrs gSaA 

& Jh fot; ekY;k 

izs{kd O;fDrRo 
 

& 
;g Kku ds Hkw[ks] vkRedsfUnzr] 
mRlqd] fo'ys"kkRed ,oa xgunf̀"V 
okys gksrs gSaA 

& Jh Vh0,u0 ls'ku 

'kkfUr LFkkid 
O;fDrRo 

& 

;g O;fDr xzg.k'khy] vPNs LoHkko 
okys ,oa lgk;d gksrs gSaA ;g nqfu;k 
,oa vkl&ikl ds yksxksa ls 
esy&feyki djrs gSaA 

& Jh vVy fcgkjh  
cktis;h 

 

O;fDrRo fuEu gsrq lg;ksxh gks ldrk gS& 

 O;kikfjd f'k"Vkpkj tSls foftfVax dkMZ dk vknku&iznku izFke eqykdkr ij 
vfHkoknu] lEeku nsuk bR;kfn lh[kukA 

 vkokt+ dk mrkj&p<+ko] vfHkO;fDr] Qksu okrkZ esa f'k"Vkpkj] lkQ&lQkbZ] 
le; izcU/ku] ldkjkRed lksp bR;kfnA 

 vkilh nksLrkuk ,oa lEizs{kd okrkoj.k rS;kj djukA 

 Lo dh egRrk ,oa vkRefoók; tkx̀r djukA 
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O;fDrRo ijh{kk  

   O;fDrRo ijh{kk }kjk fuEu dks igpkuk tk ldrk gS& 

1- O;fDrxr vkn'kZA  
2- fdlh fo'ks"k ifjfLFkfr esa HkkoukRed izfrfdz;kA 
3- euksHkko ,oa O;ogkfjd fo'ks"krk,aA 
4- fdlh ladV ls mcjus dh ifjiDorkA 
5- nSfud ruko esa Lo;a dks lgt j[kus dh ;ksX;rkA 
6- vkRefo'okl] O;fDrxr vkadk{kk] HkkoukRed fu;a=.k] lkekftdrk bR;kfnA 

'kkjhfjd Hkk"kk& 

 'kkjhfjd Hkk"kk 'kCnksa ls vf/kd izHkko'kkyh gksrh gSA 'kkjhfjd Hkk"kk ds ladsr 
og lHkh lp O;Dr djus dh lkeF;Z j[krs gSa ftUgsa O;fDr fNikuk pkgrk gSA  

fuEu 'kkjhfjd fLFkfr;ksa ls cpuk pkfg,& 

1- gkFk ;k iSj dh Økl fLFkfrA  
2- lhus ds lkeus isij ;k iqLrd ysukA 
3- >qdh gqbZ fLFkfrA 
4- dqlhZ dh lhV ds vxzHkkx ij cSBukA 
5- gkFkksa dks ,saBuk A  
6- iSj dh FkiFkikgV A 
7- iSj dks ?kqekukA  
8- vaWxqfy;ksa dks ctkukA 
9- uk[kwu pckuk  
10- vkHkw"k.k ;k ckyksa ds lkFk [ksyukA 
11- ckr djrs le; eqWg dks <WdukA 
12- dqlhZ ij vkxs ihNs gksukA 
13- [kqjpukA 
14- [k[kkjukA 
15- VkbZ dks ckj ckj Bhd djukA 
16- ?kMh ;k dQWfyad ds lkFk [ksyukA 
17- tsc esa gkFk MkyukA 
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vkØked eqnzk,W& 

1- lhus ds lkeus gkFk Økl fLFkfr esa j[kukA 
2- ?kwjukA 
3- b'kkjk djukA 
4- eqV~~Bh HkhapukA 
5- fdlh ds Åij >qdukA 

vf'k"V O;ogkj& 

1- tc dksbZ vkils ckr dj jgk gks rks dk;Z djukA 
2- eqWg ls gok NksM+ukA 
3- vkokt djukA 
4- ew[kZrkiw.kZ gWlukA 
5- [kqliqlkukA 
6- vWxqyh pVdkukA 
7- Lo;a dks lWokjukA 
8- vf/kd lehi [kMs+ gksukA 
9- xks"Bh lekIr gksus ds iwoZ dkxt@QkbZy lesVukA 
10- tksj ls ;k ?khesa ls gkFk feykukA 
11- xks"Bh eas tegkbZ ysukA 
12- ckj&ckj ?kMh ns[kukA 
13- vkW[ksa fepfepkukA 
14- vWxwBh]?kMh]dq.My ;k pSu ls [ksyukA 
15- isu ls [ksyukA 
16- isu fDyi ls [ksyukA 
17- tsc esa flDdksa dks fgykukA 
18- uk[kwu dkVukA 
19- ckyksa esa mWxyh ?kqekukA 
20- /kwezikuA 

usrR̀o xq.k 

1- lkgl 
2- Lo&fu;a=.k 
3- U;k;fiz; ,oa fu"i{k 
4- fuf'pr ;kstuk 
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5- dk;Z djus dh {kerk 
6- feyulkj O;fDrRo 
7- lgkuqHkwfr o le>nkjh 
8- ckjhfd;ksa dk Kku 
9- ftEesnkjh Lohdkj djus dh bPNk 
10- lg;ksx Hkkouk 

O;fDrxr xq.k  

1- lVhdrk  
2- vuqdwyuh;rk 
3- fopkj'khy 
4- dk;Z dh vf/kdrk ls fuiVuk 
5- lpsr 
6- opuc) 
7- ;ksX; 
8- lg;ksxh 
9- uez 
10- fu.kZ;kRed 
11- lefiZr 
12- ÅtkZoku 
13- O;ofLFkr 
14- xEHkhj 
15- Øfed 
16- ldkjkRed 
17- cfgeZq[kh 
18- yphyk  
19- nksLrkuk 
20- O;ogkj dq'ky 
21- vPNk oDrk 
22- fouksnfiz; 
23- le; ij dk;Z djus okyk 
24- ifjJeh 
25- vuqeku djus okyk 
26- thoUr 
27- rkfdZd 
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28- LorU= dk;Z djus dh n{krk 
29- oQknkj 
30- Lo;a ij fo'okl 
31- Loizsfjr 
32- laosnu'khy 
33- xaHkhj 
34- fopkjoku 
35- lpsr 
36- vU; ds lkFk lgtrk 
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6- Lo&mRizsj.k (Self esteem) 
 
 

 
 
Lo&mRizsj.k ls rkRi;Z ;g gS fd ge Lo;a dks dSls 

ns[krs gSa vkSj vius ckjs esa fdl n`f"Vdks.k ls lksprs gSaA 

 
Lo&mRizsj.k dSls fufeZr gksrk gS \ 

fdlh O;fDr dk Lo&mRizsj.k mlds foxr thou ds vuqHko ,oa vU; O;fDr;ksa ls 
mlds ikjLifjd lEcU/kksa ls fufeZr gksrk gSA tc Hkh O;fDr fdlh vU; O;fDr ls feyrk 
gS rks Lo;a ds vUnj Lo&mRizsj.k dk Hkko fdlh u fdlh :i esa izHkkoh gksrk gSA 

mPp Lo&mRizsj.k ds izHkko 

 mPp Lo&mRizsj.k okys O;fDr;ksa dh fuEu fo'ks"krk,W gksrh gSa& 

 os u;s O;fDr;ksa ls feyuk ilUn djrs gSaA 

 os bl ckr dh fpUrk ugha djrs fd nwljs muds ckjs esa D;k lksprs gSaA 

 os Lo;a dh Hkkoukvksa dks O;Dr djus dk lkgl j[krs gSaA 

 os vius thou dks u;s&u;s vuqHkoksa ls le)̀ djrs jgrs gSaA 

 mudk lkehI; lHkh dks vPNk yxrk gSA 

 muds fopkj #fpiw.kZ gksrs gSa D;ksafd vU; yksx mUgsa ,oa muds fopkjksa dks 
lquuk pkgrs gSaA 

 ,sls O;fDr ldkjkRed voljksa dk rqjUr ykHk ysrs gSaA 

 mPp Lo&mRizsj.k okys O;fDr;ksa dk utfj;k jgrk gS fd ^^eSa tks lksprk g¡w dj 
ldrk g¡wA** 

fuEu Lo&mRizsj.k ds izHkko 

 fuEu Lo&mRizsj.k okys O;fDr;ksa dh fuEu fof'k"Vrk,Wa gksrh gSa& 

 os Lo;a ij fo'okl ugha djrsA 

 os dk;Z izkjEHk djus ls igys gh foQyrk ds ckjs esa lkspus yxrs gSaA 

 os viuh xyfr;ksa ds fy, Lo;a dks ekQ ugha dj ikrs ifj.kkeLo:i os thou 
Hkj [kkfe;ktk Hkqxrrs gSaA 
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 os fo'okl djrs gSa fd os dHkh Hkh vPNs ugha cu ldrs tSlk fd os pkgrs gSa 
;k vU; O;fDr;ksa tSlsA 

 os viuh l̀tukRedrk iznf'kZr djus ls Hk;Hkhr jgrs gSa fd dgha mUgsa migkl 
dk ik= u cuuk iM+sA 

 os vius thou ls vlUrq"V jgrs gSaA 

 os vius thou dk vf/kdk¡'k Hkkx vdsys O;rhr djrs gSaA 

 os f'kdk;r o vkykspuk djrs gSaA 

 os lHkh dk;ksaZ dh fpUrk djrs gSa ijUrq dqN ugha djrsA 

 fuEu Lo&mRizsj.k okys O;fDr;ksa dk utfj;k jgrk gS fd ^^eSa ;g ugha dj 
ldrkA** fuEu Lo&mRizsj.k dks mPp Lo&mRizsj.k esa cnyus gsrq fuEu 12 eq[; fcUnqvksa 
dks O;ogkj esa ykuk pkfg;s& 

 Lo;a dks foxr xyfr;ksa ds fy, {kek djsaA 

 vius ldkjkRed xq.kksa ij /;ku nsaA 

 lQy O;fDr;ksa dk vuqlj.k djsaA 

 vkRekoyksdu djsaA 

 lHkh ls vPNk crkZo iznf'kZr djsaA 

 i;kZIr foJke ysaA 

 viuh Lo;a dh dk;Z i)fr fodflr djsaA 

 viuh izfrHkk fu[kkjsaA 

 'kkjhfjd :i ls LoLFk cusaA 

 u;s fo"k; lh[ksaA 

 O;fDrxr lEcU/kksa dks lq/kkjsaA 

 vPNh iks'kkd igusaA 

iquZfoyksdu 

 Lo&mRizsj.k thou ds izR;sd vuqHko ls izkIr gksrk gSA  

 vkidk vius izfr utfj;k thou esa fd;s tkus okys izR;sd dk;Z dks izHkkfor 
djrk gSA 

 mPp Lo&mRizsj.k Lo;a ds ckjs esa vPNk vuqHko djkrk gSA 

 fuEu Lo&mRizsj.k Lo;a ds ckjs esa nf̀"Vdks.k dks u"V dj nsrk gSA 
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 Lo&mRizsj.k esa mUufr@vfHkof̀) dh tk ldrh gSA 
 

vfUre fopkj 

 vki ,d vuqie O;fDr gSaA vki tSlk balku bl lalkj esa vU; dksbZ ugha gSA 
;g vkidks Lor% fof'k"V cukrk gSA 

 thou cgqr NksVk gSA blfy, ,sls dk;Z djsa fd gekjk thou Hkh ,sfrgkfld 
,oa izsj.kknk;d cusA 
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7- lekuqHkwfr ,oa lgkuqHkwfr(Empathy & Sympathy) 
 

 
 

Empathy -  gekjs vanj dh ,d ,slh Hkkouk ftlesa ge ,d nwljs O;fDr dh ihM+k ;k 
ijs'kkuh dks le> ikrs gSa vkSj eglwl dj ikrs gSaA mldh txg ij [kqn dks j[kdj 
mlds fy, [ksn ;k nq[k O;Dr djrs gSa ;kfu mlds izfr lgkuqHkwfr izdV djrs gSa blesa 
ge ihfM+r dks lq>ko ;k lek/kku ns ikrs gSa rkfd og viuh ijs'kkuh ls ckgj fudy 
ldsA 
 

Sympathy -  ,d ,slh Hkkouk ftlesa ge fdlh O;fDr ds nq[k ;k ihM+k dks viuk le> 
ysrs gSa vksj mlh ds rjg O;ogkj djrs gaS blesa ge lgkuqHkwfr dk Hkko j[krs gSa vkSj ml 
ihfM+r ds lkFk mldh ihM+k eas lfEefyr gks tkrs gSaA 
 

lekuqHkwfr dkS”ky& 

  lekuqHkwfr laokn ds ÿe esa ,d egRoiw.kZ dkS”ky gS tks dLVej ;k dkWayj ds lkFk 
izHkkoh lEcU/k cukus o fo”okl fuekZ.k djrk gSA dkWyj dh f”kdk;r ds izHkkoh fuLrkj.k 
o dkWyj dk fo”okl thrus ds lkFk&lkFk lekuqHkwfr ;ksX;rk gksuk Hkh vko”;d gSA 
 

lekuqHkwfr dkS”ky ds fy, vko”;d & 

 dkWyj ds lkFk laokn Li’V] fujis{k o laf{kIr gksuk pkfg,A 

 dkWyj ds lkFk laokn ds fy, Ik;kZIr tkudkjh gksuh pkfg,A 

 dkWyj ls laokn ds nkSjku dkWay lsUVj ds dkWay Vsdj dk rkyesy dkWyj ls 
LFkkfir djus ds fy, okD;ka”kkas] iz”u vkfn ds ckjs esa irk gksuk pkfg,A 

 fof”k’V lekuqHkwfr lokyksa ds }kjk dkWyj ls vko”;d tkudkjh bdVBk djuh 
pkfg,A 
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lekuqHkwfr ,oa lgkuqHkwfr esa vUrj 
 

lekuqHkwfr  
 

lgkuqHkwfr 

 
 
1&nwljs O;fDr ds pfj= vkSj vuqHkoksa ds 
lkFk mlds vgadkj dh ekufld 
igpkuA 

 
1&nwljs O;fDr ds fopkjksa] n;k dh Hkkouk] 
gennhZ o mlds fy, vQlksl rFkk 
Hkkoukvksa dks lk>k djukA 

2&fdlh O;fDr ds ihM+k dks bl izdkj 
le>uk ftlls vki igys xqtj pqds 
gksA 

2&fdlh O;fDr ds ihM+k ds fy, vkidks 
cqjk yxukA 

3&lekuqHkwfr =le>uk + fØ;k =         
 lek/kku 

Empathy = Understanding + 
Action = Solutions 

3&lgkuqHkwfr = vuqHkwfr + le>kSrk =  
  {kek;kpuk 

Sympathy = Feeling + 
Agreement  = Apology 

4&ihfM+r dh leL;k dk lek/kku 
le>dj o ml ij mfpr dk;Zokgh 
djds djukA 

4&fdlh ihfM+r dh leL;k dk lek/kku 
mldh vuqHkwfr rFkk mldh leL;k ls 
le>kSrk djrs gq, mlls ekQh ekWxdj 
djus dk iz;kl djuk tc fd ,slk djuk 
xyr gSA 
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8- ny ,oa la;qDr dk;Z (TEAM & TEAM WORK) 
 

 

Vhe 
  

izf'kf{kr] dkfcy ,oe~~ ;ksX; yksxksa 
dk lewg tks feytqydj rkyesy ds 
lkFk dk;Z djrs gSa vkSj ,d gh mnns'; 
o y{; dh izkfIr djrs gSa ,sls lewg dks 
ge Vhe dgrs gSaA 

,d ny fdlh lk>k mn~~ns”; dh iwfrZ ds fy, tqM+s yksxks dk ,d lewg gSA fdlh 
Vhe ds xBu esa lewg dk gksuk t:jh ugha gSA dksbZ Vhe lkekU; :Ik ls iwjd dkS”ky ds 
lnL;ksa dh gksrh gS tks izR;sd lnL; dks mldh rkdr dks vf/kdre djus vkSj mldh 
detksfj;ksa dks de djus dk iz;kl djrh gS rFkk ,d lefUor iz;kl ds ek/;e ls 
rkyesy mRiUu djrh gSA 

 

Vhe odZ 

  
 Vhe odZ dk vk”; dbZ lg;ksfx;ksa] ftlds izR;sd lnL; ds }kjk iw.kZ dq”kyrk ls 

dk;Z fd;k tkrk gSA 
ykHk & 
 

 leL;kvksa dk gy& ,d ,dy efLr’d vyx&vyx fopkj izLrqr ugha dj 
ldrk gS bl fy, Vhe odZ esa fofHkUu lnL;ksa ds }kjk fdlh leL;k dk 
csgrj lek/kku lqfuf”pr fd;k tk ldrk gSA 

 LoLFk izfr;ksfxrk & Vhe ds lnL;ksa ds e/; LoLFk izfrLi/kkZ izR;sd lnL;ksa 
dks izsfjr djuk vkSj Vhe odZ dks mRd`̀’Vrk iznku djus esa lgk;d gksrh gSA 

 fj”rksa dk fodkl & Vhe ds lnL;ksa ds e/; iw.kZ:is.k rkyesy ls dke djus 
ds dkj.k etcwr fj”rksa dk fodkl] vkil esa vPNh rjg ifjfpr gksusa ds 
dkj.k gksrk gS rFkk ;g vkilh vuko”;d la?k’kZ ls cpkus esa Hkh ennxkj 
lkfcr gks ldrk gSA 
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9- dkWy lsUVj] dUVªksy #e] miHkksDrk lsok 
 

dkWy lsUVj (CALL CENTER) 
 

,d ,slh txg tgkW izf'kf{kr ,oe~~ ;ksX; 
yksxksa dk lewg tks dkWy xzg.k djus gSa rFkk dkWy 
lqurs gSa] ml LFkku dks dkWy lsUVj  dgrs gSaA 

,d ,slh txg tgkW ;ksX; izf'kf{kr yksxksa 
}kjk ,d gh le; ij dbZ dkWYl xzg.k ,oa 
vxszf"kr dh tkrh gaS mls ge dkWy lsUVj dgrs 
gSaA 

bldk mn~~ns'; miHkksDrkvksa dh la[;k 
c<+kuk ,oe~~ mudh leL;kvksa dk fujkdj.k djuk 
ftlls os viuh dEiuh ds equkQs esa viuk 
;ksxnku ns ldasA  

 

 
 

dUVªksy #e (COTROL ROOM) 
 

,d ,slh txg tgkW dkfcy] ;ksX; ,oe~~ 
izf'kf{kr yksxksa }kjk ,d gh le; ij 
vkikrdkyhu lsokvksa gsrq dbZ dkWYl xzg.k ,oa 
vxszf"kr dh tkrh gSa] bl O;oLFkk esa  dkWy djus 
okys dks dkWyj vkSj dkWy xzg.k djus okys dks 
dkWyVsdj dgk tkrk gSA 

budk mn~~ns'; ihfM+r dh leL;k dks 
le>dj mldks mfpr lek/kku ,oe~~ lq>ko nsuk 
gSA 

dkWyVsdj dk dk;Z tufgr ds fy, fd;k 
x;k dk;Z gSA 

 

 
 

miHkksDrk lsok (CUSTOMER SERVICE ) 
 

miHkksDrk lsok dEifu;ksa }kjk vius mRikn 
dks c<+kus ,oe~~ vius xzkgdksa dh leL;kvksa ds 
lek/kku] larqf"V ,oe~~ lq>ko iznku djus gsrq 
tks lsok iznku dh tkrh gS mls ge miHkksDrk 
lsok dgrs gSaA 
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 miHkksDrk lsok ls vfHkizk; miHkksDrk dks iznku dh tk jgh lsok ls mldh larqf"V 
gksuk gSA fdlh Hkh O;olkf;d xfrfof/k esa miHkksDrk dh larqqf"V loksZifj gSA 
 miHkksDrk lsok ds lEcU/k esa fuEu xfrfof/k;ksa dks tkuuk egRoiw.kZ gSa& 

1- miHkksDrk lsok dh egRrk 
2- miHkksDrk lsok ds ek/;e 
3- miHkksDrk lsok ds izdkj 

miHkksDrk lsok dh egRrk 

  miHkksDrk lsok lEcU/kh O;olk;] pkgs laxBu ykHk ls tqM+s gksa vFkok lsok ls 
lEcfU/kr gksa] laxBu ljdkjh] v)Zljdkjh vFkok izk;osV tks Hkh gksa] lHkh laxBuksa esa 
miHkksDrk dh lsok ,oa larqf"V gh loksZifj ekuh tkrh gSA vFkkZr~ miHkksDrk dh larqf"V 
loksZifj gS u fd laxBu dk ykHkA nwljs 'kCnksa esa lsok iznkrk dk /;s; lkekftd lsok dk 
gksrk gS u fd dsoy ykHk vftZr djukA mnkgj.k ds rkSj ij Ldwy] LdkmV] lkekftd 
lsok laxBu] iqfyl] cSad] ,;j ykbu] Vwj vkWijsVj] gksVy] dsVfjax lsok;sa] 'kgj ifjogu] 
jsy ifjogu bR;kfn esa lsok loksZifj gS u fd ykHkA 

miHkksDrk lsok ls lEcfU/kr eq[; fcUnq 

1- miHkksDrk dk lsok dh xq.koRrk ls vfHkizk; ek= oLrq@lkexzh ls lEcfU/kr 
lsok ls u gksdj] lsok fdl #i esa iznku dh x;h gS] ls gksrk gSA 

2- lsokjr deZpkjh dks O;fDrxr fodkl ds lkFk&lkFk O;olkf;d fodkl dks Hkh 
rjt+hg nsuk pkfg;sA 

3- ,sls O;ogkj fd;s tk;sa ftlls miHkksDrk ls nksLrkuk lEcU/k cusaA 
4- xq.koRrkijd iz;klksa esa fujUrj lq/kkj gksuk pkfg;sA 

miHkksDrk lsok ds fy;s ldkjkRed ifjos'k rS;kj djus gsrq fuEu xq.kksa dk gksuk vko';d 
gS& 

1- dk;Z iw.kZ euks;ksx ls fd;k tk;A 
2- dk;Z lEiknu ds nkSjku miHkksDrk dk vknj fd;k tk;A 
3- lsok nzqr xfr ls miyC/k djk;h tk;A 
4- lsok xq.koRrk ls ifjiw.kZ gksuh pkfg;sA 
5- lsok gsrq u;h i)fr;ksa dk fodkl ,oa mudk iz;ksx gksuk pkfg;sA 
6- lsok HkjkslseUn gksuh pkfg;sA 
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miHkksDrk lsok fuEu #i esa dh tk ldrh gS& 

1- lgk;rk lsok& mnk0 u;h f'kdk;rksa dk iathdj.k] QkWeZ Hkjus esa lgk;rk 
bR;kfn 

2- cktkj O;olk; ls lEcfU/kr lsok & mnkgj.k bZ&esy lsok bR;kfn 
3- fodz; dk;Z ls lEcfU/kr lsok 
4- rduhdh lgk;rk lsok 
5- miHkksDrk fo'ys"k.k lsok & mnk0 f'kdk;r ,oa ejEer dk;ksZa dk fo'ys"k.k 

bR;kfnA 

miHkksDrk lsok ds ek/;e& 

1- O;fDrxr lsok & mnk0 dkWy lsUVj 
2- nwjHkk"k lsok 
3- bZ&esy lsok 
4- ,l0,e0,l0 lsok & mnk0 cSad] jsyos] chek dEifu;kW bR;kfn 
5- vykeZ lsok & mnk0 nwjHkk"k foHkkx 
6- okrkZ  
7- lEidZ djus gsrq eq¶r lsok ¼VkWy Qzh uEcj½ 
8- miHkksDrk lsok ds izdkj& 

1- mPp lEidZ miHkksDrk 
lsok 

High touch customer 
service 

eWgxs LVksj] ok;q ;k=k] 
gksVy] eWgxs midj.kksa dh 
ejEer] fo'ofo|ky;] iqfyl 

2- U;wu lEidZ miHkksDrk 
lsok 

Lowtouch customer service dkj dh /kqykbZ] ykWu ds;j 

3- [kjkc lEidZ miHkksDrk 
lsok 

Bad touch customer service [kjkc vkpj.k okys dkfeZd 

4- ikjn'khZ miHkksDrk lsok Transparent customer 
service 

dSM iz.kkyh 
 

5- cks/kkRed fdUrq vuE; 
miHkksDrk lsok 

Understanding but 
inflexible customer service 

 

6- lw= jfgr miHkksDrk lsok Clueless customer service izcU/k fd;s x;s dkWy lsUVj 
mnk0 cSad] eksckby dEiuh 
bR;kfn 

7- cqjh miHkksDrk lsok Evil customer service  
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10- Lakpkj lk/ku % ,d ifjp; (Introduction to communication) 
 

lapkj 

lapkj lwpuk ds izs’k.k dk ek/;e gSA nqfu;k esa jgus okys gj tho dks vkl&ikl 
nqfu;k esa jgus okys nwljs thoksa ls yxkrkj tkudkjh izkIr djus dh vko”;drk] vuqHko 
gksrh gSA lQy lapkj ds fy;s izs’kd vkSj fjlhoj esa vke Hkk’kk] rjhdk vkSj le> gksuk 
vko”;d gSA  

 
 

                    ENCODING                 MEDIUM                                                   DECODING 
 
A  B 
SENDER                                                                                 INFORMATION              RECEIVER 
            

 
 

 tc ,d izs"kd fdlh Hkh lwpuk dks budksM djds fdlh Hkh ek/;e ds tfj;s fdlh 
xzkgh ¼fjlhoj½ dks Hkstrk gS vkSj mlh Øe esa tc xzkgh ml lwpuk dks fMdksM djrk gS 
mls dE;wfuds'ku dgrs gSA ;g fuEu nks izdkj ls gks ldrk gS& 

 Verbal communication 
 Non-verbal communication 

Lakpkj flLVe ds cqfu;knh ?kVd & 

 leLr lapkj flLVe fuEufyf[kr rhu vfuok;Z :Ik ls ?kVdksa ls feydj cuk 
gksrk gSA 

 Transmitter  
 Transmission medium/ channels 
 Receiver 

 

 
BLOCK  DIAGRAM OF COMMUNICATION  SYSTEM 

eq[;r% lapkj ds nks eksM gksrs gS&  
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IokbUV Vw IokbUV & 

 bl eksM vkWQ dE;wfuds”ku esa lapkj fyad ,d flafxy VªkUlehVj vkSj fjlhoj ds 
e/; gksrk gSA mnkgj.k& VsyhQksu usVodZ] nks ;wt+j ds e/; lapkjA 

czkWMdkLV & 
 bl eksM esa ,d flafxy VªkUlehVj ls lapkj djus ds fy;s cgqla[;d fjlhoj gksrs 
gSaA tSls& jsfM;ks] Vh0oh0 vkfn A 

 
lapkj iz.kkyh ds vU; mnkgj.k 

 bZ&esy    
 ok;l esy   
 LekVZ Qksu   
 VsyhQksuh 
 bUVjusV 
 cqysfVu gkMZ flLVe 

 ohfM;ks dkUÝsuflax 
 oso 
 Xykscy iksth”kfuax flLVe 
 QSDl 
 bUlVsUV eslsftax 

 
Transmission Direction 
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11- dkWy] izdkj ,oa mudk oxhZdj.k(Types of calls & their classification) 
 

dkWy (Call) 
 

tc dksbZ ihfM+r O;fDr viuh ihM+k ;k 
leL;k lEcfU/kr enn gsrq iqfyl foHkkx ls fdlh 
Hkh ek/;e ds tfj;s lEidZ djrk gS rks bl 
izfØ;k dks ge dkWy ;k dkWy QkWj lfoZl dgrs 
gSaA 

 
 

Lksok ds fy, dky& dkWy QkWj lfoZl 
 

 vkerkSj ij lsok ds fy, dkWy fdlh fo”ks’k fLFkfr dh lgk;rk ds fy, lkoZtfud 
lqj{kk is”ksojksa ¼iqfyl] Qk;j] vkikrdkyhu fpfdRlk lsok vkfn½ dh mifLFkfr dh 
vko”;drk dks lanfHkZr djrk gSA vkerkSj ij turk ds }kjk vkikrdkyhu VsyhQksu lsok 
ds ek/;e ls ¼tSls 9&1&1 vesfjdk esa] 999 fczVsu esa] 000 vkLVªsfy;k esa o 112 ;wjksi Hkj 
esa½ dkWy fd, tkus ij fMLiSpj ds }kjk jsfM;ks ;k vU; nwjlapkj fyad ds ek/;e ls 
lkoZtfud lqj{kk dkfeZ;ksa dks dkWyj dh lgk;rk gsrq izsf’kr dh tkrh gSA vkerkSj ij 
lsok ds fy, dkWy iqfyl] vfXu”keu foHkkx vkSj vkikrdkyhu fpfdRlk lsokvksa dks 
lanfHkZr djrk gSA 

 lkekU;r% lsok ds fy, dkWy dk ukedj.k ^^dke^^ dk ,d :i gS tks lkeU;r% 
U;w;kdZ flVh iqfyl foHkkx esas mi;ksx fd;k tkrk gSA lsok ds fy;s dky dk vk”k; ,d 
^^dke^^ dks gy djus dk dk;Z lkSis tkus ls gSA 

 

 



 
ekWMuZ dUVªksy #e ¼dSM½ dkWy Vsdj izf'k{k.k eSuqvy 

 

                               m0iz0 iqfyl jsfM;ks izf”k{k.k dsUnz] egkuxj&y[kuÅ      30 
 

PSAP- PUBLIC SAFETY ANSWERING POINT  

  ;g ,slh txg gS tgkWa vke turk ds }kjk vkikrdkyhu lsok uEcj ds ek/;e ls 
¼tSls 9&1&1 vesfjdk esa] 999 fczVsu esa] 000 vkLVsªy;k esa o 112 ;wjksi Hkj esa RkFkk Hkkjr 
esa 100 u0 ½ lkoZtfud lqj{kk is”ksojksa ¼iqfyl] Qk;j] vkikrdkyhu fpfdRlk lsok vkfn½ 
lgk;rk ds fy, dky fd, tkus ij dkWy fjlho fd;k tkrk gSA 

UksDlV tusjs”ku 9&1&1 ( Next Generation 9-1-1 or NG 911) 

 orZeku esa vke turk dks 911 ij dkWy fd, tkus dh fuEu lqfo/kk,] miyC/k gSa& 

1- vkikrdkyhu ok;l dkWy A 
2- Vsyh Vkbi dkWy ¼xwaxs o cgjks ds }kjk½ 
3- mijksDr dkWy ds lkFk mudh ANI, ALI & Subscriber name dk MkVk izkfIr dh 

lqfo/kk gSA 

 UksDlV tusjs”ku 9&1&1 esa vke turk dks 911 ij dkWy fd, tkus ij fuEu 
lqfo/kk,] izkIr gksuh lEHkkfor gSa& 

1- mijksDr dkWy ds lkFk&lkFk ok;l] VsDlV] fofM;ks bEkjtsUlh dkWy bUVjusV 
vk/kkfjr usVodZ ls fdlh Hkh dE;wfuds”ku fMokbl ls A 

2- PSAP ilZuy ls¶Vh fMokbl tSls] ,Mokal dksfy”ku uksVhfQds”ku flLVe o 
fofHkUu izdkj ds lsUlj ls ;qDr gksxkA 

3- fofHkUu PSAP vkil esa bUVj dusDV gksxsa o ,d nwljs dks dkWy o MkVk 
lh/ks VªkalQj djus esa leFkZ gksxsaA 

4- PSAP ok;jysl fMokbl ij {ks= esa bEkjtsUlh rFkk gkbos ,YkVZl ok;l vksj 
VsDlV ds tfj;s tkjh dj  

dkWy ds izdkj (TYPES OF CALL) 

 dUVªksy:e esa fuEu izdkj dh dkWYl vkrh gaS & 
1- WRONGLY ROUTED CALL 
2- DEPARTMENTAL CALL 
3- OTHER DISRICT CALL 
4- REPEATED CALL 
5- BLANK CALL 
6- CRANK CALL 
7- DROP CALL 
8- C.F.S. CALL 
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9- dkWYl dk oxhZdj.k (CALL CLASSIFICATION) 
 

 

 dUVªksy :e esa vkus okyh dkWYl dks fuEu pkj Jsf.k;ksa esa oxhZd`̀r fd;k tkrk gS& 
 

  
E/P/R/O 

 

E- Emergency 
P- Priority 
R- Routine 
O-Other 

  

Emergency Call ,d ,slh fLFkfr ftlesa tkueky dks FkksM+h {kfr igqWp 
pqdh gks vkSj uqdlku yxkrkj gks jgk gksA ,slh fLFkfr 
esa lgk;rk vkSj /;ku dh vR;kf/kd ,oa vfr'kh?kz 
vko';drk gksrh gSA bl fLFkfr dks vkikrdkyhu 
fLFkfr dgrs gSaA 

Priority Call iqfyl foHkkx ds fy, lsok 100 ij  ,d ,slh fLFkfr 
ftlesa tkueky dks {kfr igqWpus okyh gks ;k mldh 
vk'kadk gks bl fLFkfr dks ge Priority dkWy dgrs gSaA 

Routine Call iqfyl ds fy, lsok 100 ij enn gsrq ;k tkudkjh nsus 
gsrq lwpuk;sa vkrh gSa ftlesa fdlh dh tkueky dk u 
rks [krjk gS vkSj u gh vk'kadk ,slh dkWy dks Routine 
Call dgrs gSaA 

Other Call ,slh dkWYl ftlesa HkkSfrd rkSj ij iqfyl dh u rks 
enn dh t:jr gksrh gS vkSj u gh /;ku dh ;g dky 
tkudkjh nsus ,oa ysus gsrq gksrh gSA ,slh dky dks ge 
Other Call dgrs gSaA 
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12- dkWy Vsdj ,oa dkWy Vsdj ds dk;Z(Types of calls & their classification) 
 

 dkWy Vsdj ds drZO; 

 dkWy Vsdj dh 7 eq[; vknrsa  

 dkWy ds cqfu;knh f'k"Vkpkj 

 dkWy izkIr djus gsrq vfuok;Z 7 MCY;w 

 lekukUrj izs"k.k 

 dkWy izkIr djus gsrq funsZf'kdk 

 fofHkUu ifjn'̀kksa gsrq fLØIV 
ROLE OF A CALL TAKER 

 

 
 

1-  Receive a call with proper call opening  
         **ueLdkj & y[kuÅ iqfyl lsok 100** 

2- Call classification   
**dkWyj dh leL;k dks lqu dj mldh dkWy dk oxhZdj.k djuk**&(E/P/R/O) 

    C.F.S. Generation  
Active listening   - **/;ku iwoZd dkWyj dh ckr dks lqusaxs**    
Address of the incidence  - **?kVuk LFky lgh rjg ls uksV djsaxs**  
Use of call taking guide - **dkWy Vsfdax xkbM dk lgh iz;ksx djsaxsa** 
C.F.S. forwarding  - **bu lkjh lwpukvksa dks ,d= dj mls fMLiSpj 

dks QkWjoMZ djuk**  
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dkWy Vsdj dh 7 eq[; vknrsa 
(7 CARDINAL HABITS OF A CALL TAKER) 

1. Call Opening  **ueLdkj y[kuÅ iqfyl lsok 100** 
2. Acknowledge The 

Caller/Use Of Empathy 
 **dkWy ij dkWyj  dh ijs'kkuh dks lekuqHkwfr Hkko 

ls th dk bLrseky djrs gq;s le>saxsa** 
3. Active Responsive/ 

Listening Without 
Interuption 

 **dkWyj dh lwpukvksa dks dkWy ds nkSjku /;ku ls] 
fcuk jksd Vksd fd;s lqusaxs** 
 

4. Use Of Call Taking 
Guide 

 **dkWy Vsfdax xkbM dk dkWy ij mfpr iz;ksx 
djsaxsa** 
 

5. Accuracy In Text Entry  **tks lwpuk dkWyj }kjk nh x;h gS mls lgh lgh 
uksV djsaxs** 
 

6. Cross Check The 
Informantion 
Collected 

 **dkWyj }kjk nh x;h lwpuk] tks geus uksV dh 
gS] mldk ge izfr&ijh{k.k djsaxs** 
 

7. Closing The Call  dkWy dks fuEukuqlkj cksydj Dykst djsaxsA 
** y[kuÅ iqfyl lsok 100 esa dkWy djus ds 
fy, /kU;okn** 
** y[kuÅ iqfyl iqfyl vkidh lsok eas lnSo 
rRij gS** 
** y[kuÅ iqfyl eas lwpuk nsus ds fy, vkidks 
/kU;okn**      
 

 

dkWy ds cqfu;knh f'k"Vkpkj 
BASIC CALL ETIQUETTES 

1. Listen carefully with patience 
and empathy 

 

 

2. Don’t teach or preach the caller 
3. Be polite 
4. Be respectful 
5. Be friendly 
6. Be responsive and helpful 
7. Be co-operative and sound  
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dkWy izkIr djus gsrq vfuok;Z 7 MCY;w 
7 W’S OF CALL TAKING 

1. WHERE (dgkWa) 
  Where did this happen (?kVuk dgkWa gqbZ ;k gks jgh gS?) 

 Where are you now (dkWyj dgkW ls dkWy dj jgk gS?) 
 Where is the Suspect (lafnX/k dgkW gS?) 

 Where is the Patient/Victim (?kk;y ;k foifRr&xzLr dgkW gS?) 
 Where can Police contact the informer (iqfyl lwpukdrkZ ls dgkW 

laidZ dj ldrh gS?) 
2. WOUNDED (?kk;y)  

  Who is wounded (dkSu ?kk;y gS?) 
 Who all are wounded (fdrus yksx ?kk;y gS?) 

 

3. WHO (dkSu)  
  Who is calling (dkWyj dkSu gS vkSj mldk uke D;k gS?) 

 Who is the Suspect (lafnX/k dkSu gS vkSj mldk uke vkSj igpku ?) 
 Who is Fighting (dkSu yM+ jgk gS&¼yM+kbZ@>xM+k ds fy,)) 
 Who else is involved (dkSu dkSu 'kkfey gS?) 
 Who is there with you (dkWyj ds lkFk vkSj dkSu gS?) 

 

 
 

lekukUrj izs"k.k (PARALLEL DISPATCH) 
….PARALLEL DISPATCH (IN CASE OF EMERGENCY ONLY)….. 

SCRIPT FOR PARALLEL DISPATCH 
 

 **egksn; eSaus vkids }kjk nh x;h lwpuk ij mfpr iqfyl Vhe dks jokuk dj fn;k 
gSA vki /kS;Z cuk, j[ksa]?kcjk;as ugha! d`̀Ik;k eq>s bl ?kVuk ds lEcU/k esa dqN vkSj 
tkudkjh nsus dk d"V djsa!** 
4. What (D;k) 
  What is happening (D;k gks jgk gS?) 

 What happened (D;k gqvk gS?) 
 What is the problem (D;k leL;k gS?) 
 What help do you need (vkidks D;k enn pkfg,?) 
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 What was stolen (in case of robbery (D;k pksjh gqvk gS?) (pksjh dh 
lwpuk ij) 

5. When (dc) 
  ?kVuk dk le; ;k mldh vof/k 
6. Why (D;ksa) 
  ?kVuk dk dkj.k ;k dkWyj dks fdlh ij lansg gS\ 
7. Weapons (gfFk;kj) 
  vijk/kdrkZvksa ds ikl dkSu&dkSu ls gfFk;kj gS\ 

 
SCRIPT FOR VIP LOCATION/ ENQUIRY/MEDIA CALLS 

 **egksn; eSa vkidks ;g tkudkjh nsus gsrq vf/kd`̀r ugha gwWA d`̀Ik;k vki bl lEcU/k 

esa gekjs ehfM;k lsy izHkkjh ls "xxx - xxx -xxxx" uacj ij lEidZ dj  tkudkjh 

izkIr dj ldrs gSaA** 
 

 

fofHkUu izdkj ds dkWyj ,oa muls lQy okrkZ ds xqj 
 

dkWyj fofHkUu izdkj ds gks ldrs gSa ftudk oxhZdj.k fuEukuqlkj fd;k tk ldrk gS& 

1- xqLlSy dkWyjA 
2- xkyh xykSt djus okys dkWyjA 
3- vR;f/kd ckr djus okys dkWyjA 
4- rkfdZd ckr djus okys dkWyjA 
5- Hkk"kk dks dfBukbZ ls le>us okys dkWyjA 

 

1- xqLlSy dkWyj dks igpkuuk& xqLlSy dkWyj dh lkekU;r% fuEu fo'ks"krk,W gksrh gSa% 
 

1- rst Loj esa ckr djus okykA 
2- yEcs fojke ysus okykA 
3- vkg@xgjh lkWal Hkjus okykA 
4- ekWx djus okykA 
5- laf{kIr mRrj nsus okykA 
6- Loj dh rhozrk c<+k nsus okykA 

 

xqLlSy dkWyj xqLlk D;ksa gksrk gS\ 
 

1- og fdlh fof'k"V leL;k dh rjQ /;ku vkdf"kZr djuk pkgrk gSA 
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leL;k ds lek/kku ds mik;& 

1- ,EiSFkh ds lkFk lqudj izfrfØ;k nsaA 
2- f'kdk;r dks fof'k"V ,oa foLrr̀ :i ls iwNsaA 
3- leL;k ds lkj ij dkWyj ls lgefr izkIr djsaA 
4- leL;k nwj djus ds fodYi izLrqr djsaA 
5- dkWyj dks lgh fodYi pquus nsaA ftl fodYi ij lger gks ml ij dk;Z 

djsaA 
6- tc lEHko gks dqN vf/kd djsaA 

 

D;k ugha djuk pkfg;s& 
 

1- dkWyj dks Vksds ughaA mls mldh Hkkouk O;Dr djus nsaA 
2- rkfdZd cuukA ;g dkWyj dk xqLlk vkSj c<+k;sxkA 
3- fdlh vU; dks nks"kh crkukA 
4- j{kkRed jgukA 

 

2- xkyh xykSt djus okys dkWyj&xqLlk xkyh dks vkSj HkM+dkrk gSA vr% ,sls dkWyj ds 
lkFk fuEu izdkj ls O;ogkj djsa& 
 

1- 'kkUr jgsaA 
2- ;g ekusa fd vki y{; ugha gSaA 
3- dkWyj dks lpsr djsaA eSa {kek pkgrk gawW] dk iz;ksx dj ldrs gSaA 
4- dkWy lekIr gksus ij rqjUr lqijokbt+j dks lwfpr djsaA 

 

D;k ugha djuk pkfg;s& 
 

1- fu.kZ;kRed u cusaA ek= rF;ksa ij /;ku nsaA  
2- tku cw>dj bRrsQkd u le>sa ;k lqijokbt+j dh rjg dk;Z u djsaA  
3- >xM+k izkjEHk u djsaA 

 

3- ckrwuh dkWyj& ckrwuh dkWyj ds lkFk fuEu izdkj ls O;ogkj djsa& 
 

1- dkWyj ds /;ku vkd"kZ.k gsrq mldk uke ysa vkSj tc og #ds] viuh ckr 
dgsaA 

2- pqi jgsa] ;fn mDr dk;Z Øekad&1 u fd;k tk ldsA 
3- okrkZ esa iz'uksa dk gkW ;k uk esa mRrj nsaA  
4- dkWy lekIr djrs le; n<̀+ ,oa eǹq jgsaA 
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D;k ugha djuk pkfg;s& 

1- viuk Åcuk ;k fujk'kk iznf'kZr u djsaA 
2- mUgsa likV mRrj ls ;k vf'k"VrkiwoZd dHkh ugha jksdsaA 
3- izHkko fn[kk dj pqi djus dk iz;kl dHkh u djsaA 

 

4- rkfdZd dkWyj& ,sls dkWyj ds lkFk fuEu izdkj ls O;ogkj djsa& 
 

1- eǹq Loj esa okrkZA 
2- my>sa ugha] viuk i{k lgh Bgjkus dk iz;kl u djsaA 
3- dkWyj dk er iwNsaA 
4- gkW ;k uk esa mRrj nsaA 
5- rVLFk cus jgsaA 

 

5- Hkk"kk dks dfBukbZ ls le>us okys dkWyj& ,sls dkWyj ds lkFk fuEu izdkj ls O;ogkj 
djsa& 
 

1- fgUnh ;k mi;qDr Hkk"kk dk iz;ksx djsaA 
2- Loj mPp ugha djukA /khek cksyukA 
3- vklku eqgkojksa dk iz;ksxA 
4- vf/kd uezrk j[kukA 

 

Lof.kZe 'kCn 
 

uk gkW 
1- eSa ugha tkurk@tkurh 1- eq>s mRrj [kkstus nsaA 
2- ge ;g ugha dj ldrs 2- ;gkW ,slk D;k gS] tks ge dj ldrs gSaA 
3- bUrtkj djsaA 3- D;k vki dqN {k.k bUrtkj djsaxsA 
4- vki dkSu gSa\ 4- D;k eSa vkidk uke tku ldrk@ldrh gawWA 
5- rw@rqe ls izkjEHk gksus okD;A 5- eSa ls izkjEHk gksus okys okD;A 

 

 

Rofjr xqj% fofHkUu izdkj ds dkWyj ,oa muls okrkZ ds fy;s fuEu xqj iz;ksx djus 
pkfg;s& 

1- dsUnzh; fopkj ds lkFk&lkFk fof'k"V rF; dks igpkuus dk iz;kl djsaA 
2- eq[; ckrksa dks uksV djsaA  
3- efLr"d [kqyk j[ksaA izsj.kk dks lekIr u gksus nsaA 
4- dkWy izkIr djrs le; /;ku Hkax ls cpsaA 
5- tckuh ds lkFk&lkFk ok.kh ds lUns'kksa ij /;ku nsaA 
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6- dkWyj dh O;kdqyrk dks Lohdkj djsa o lEcU/k cuk;sa ¼vkilh fo'okl ,oa 
vknj dk lEcU/k½A 

7- Lohdf̀r tks vFkZiw.kZ gks iznf'kZr djsa] vks0ds0 i;kZIr ugha gSA 
8- ysfdu ,oa rks Hkh dgus cpsa] vkius tks dqN dgk gS ;g mlds foijhr gksrk 

gSA 
9- iz'u iwNrs le; lnSo dì;k dk iz;ksx djsaA 

 
dkWy izkIr djus gsrq funsZf'kdk 

CALL TAKING GUIDE FOR CONTROL ROOM CALLTAKERS  
 
 

ggeeyykk@@  >>xxMM++kk  E 
 

 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 D;k vijk/k tkjh gS  
 vkjksfi;ksa ds ikl D;k gfFk;kj gSa  
 vkjksfi;ksa dh la[;k o leqnk; 
 >xMs+ dk dkj.k 
 fgUnw&eqfLye gksus ij laosnu'khy izdj.k* dgk tk;sxk 

 
ijke'kZ% 
 vki >xM+k u djsa 
 ekSds ij 'kkfUr cuk;s j[ksa 

 

gaaxxkkeekk  E 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 D;k gqvk  
 D;k gks jgk gS   
 O;fDr;ksa dh la[;k 
 tks ?kVuk esa 'kkfey] mudk leqnk; o oxZ   
 v'kkafr dk dkj.k tSls& 'kjkc] ikVhZ] tulewg] vU;  

 

ggRR;;kk   E 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 'ko feyus dk LFkku  
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 'ko dh gkyr   
 pksVksa dk izdkj  
 gR;k dc gqbZ   
 lafnX/kksa dk lEiw.kZ fooj.k  

  

vvKKkkrr  ''kkoo  P 
 dgk¡ ¼?kVukLFky½ 
 'ko dh gkyr   
 pksVksa dk izdkj  
 'ko dk fooj.k tSls Ikq#"k] efgyk] mez] vU; igpku   
 D;k igpku laHko gks ik jgh gS   
 ekSds dh orZeku fLFkr dSlh gS  

 

vvkkRReeggRR;;kk@@iizz;;kkll  E 
  dgk¡ ¼?kVukLFky½ 
  ?kk;y 
  vkRegR;k djus okys O;fDr dk uke o irk   
  vkRegR;k djus dk rjhdk  
  vkRegR;k djus okys O;fDr dh gkyr   
  dkWyj dk uke] irk o Qksu ua rFkk ihfM+r ls lEcU/k   

 

vviiggjj..kk   E 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y  
 dc 
 D;k gqvk 
 D;k gks jgk gS 
 viâr dkSu] gqfy;k 
 vigj.kdrkZ dkSu] gqfy;k 
 okgu dk fooj.k] tkus dh fn'kk 
 dkWyj dk uke] irk o lEiØ ua 

XXkk qqee''kkqqnnxxhh  P 
 O;fDr dh igpku] fooj.k   
 dc vkSj dgk¡ ls xk;c gqvk   
 O;fDr dh ekufld fLFkfr   
 dgk¡ gksus dh laHkkouk gS 
 fdlh ij 'kd 
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 'kd dk dkj.k   
 

//kkeeddhh  P 
 /kedh dk izdkj% fQjkSrh] mRihM+u] O;kikfjd] gR;k] vigj.k] ccZjrk] vU;   
 /kedh dCk vkSj dSls nh x;h  
 /kedh nsus okys dk uke o irk   

ijke'kZ% 
 ;fn laHko gS rks dkWy] okrkZyki fjdkWMZ dj ysa 
 vkidh f'kdk;r uksV dj yh xbZ gS] fdUrq vkidks Fkkus tk dj fjiksVZ Hkh 

djkuh gksxhA 
 

NNssMM++NNkkMM++]]  vv''yyhhyyrrkk        E/P 
 dgk¡ ¼?kVukLFky½ 
 D;k vijk/k tkjh gS 
 fdruh nsj igys   
 D;k dkWyj ihfM+r gS   
 ihfM+r dgk¡ gS   
 vkjksih dk fooj.k   
 tkus dh fn'kk   
 xfrfof/k dk o.kZu   

dk;Zokgh& 
 dkWy efgyk vkWijsVj dks nsa 

vv''yyhhyy  QQkkssuu                    E 
 ihfM+r dk uke] irk] Qksu ua  
 ihfM+r dk LFkku   
 vkjksih dk uke] irk] Kkr@ vKkr  
 dkWyj vkbZMh   

ijke'kZ&  
 vki Qksu djus okys dh dkWy fjdkWMZ dj ysa 
 vkidh f'kdk;r uksV dj yh xbZ gS] fdUrq vkidks Fkkus tk dj fjiksVZ Hkh 

djkuh gksxhA 
 

??kkjjssyyww  ffggaallkk  E/P 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 fgalk dk izdkj ekjuk, ihVuk, tykuk  
 vU; ?kjsyw mRihM+u   
 'kkfey i{kksa dk fooj.k   
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CCkkyykkRRddkkjj   E 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 dkWyj] ihfM+r dh yksds'ku  
 ?kVuk dk le;   
 ihfM+rk D;k vkjksih dks tkurh gS   
 lafnX/k dk fooj.k&  

1- la[;k 
2- gqfy;k  
3- diMs+   
4- okgu  

dk;Zokgh& 
 efgyk vkWijsVj dks dkWy nsa 
 ;fn laHko gS rks  ihfM+rk ls ckr djsa o lk{; u"V u gksus nsus dh lykg nsa  

 

 
 

 dgk¡ ¼?kVukLFky½  
 D;k gqvk 
 D;k ?kVuk tkjh gS 
 Hkou esa ?kqlus dk LFkku 
 pksjh dh x;h lEifRr ¼ysfdu tksj u nsa½ 

dk;Zokgh& 

 QhYM ;wfuV 
 MkWx LDok;M 

 

 

 

 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 fdruh nsj igys 
 lafnX/k] geykojksa ds ckjs esa tkudkjh& 

1- la[;k 
2- gfFk;kj 
3- okgu 

 ijke'kZ% 
 ;fn vki lqjf{kr gSa rks ykbu ij cus jgsaA  
 dkWyj ls okrkZyki djrs jgsa] vkSj tkudkjh ysa  

 

PPkkkk ssjjhh  E/P 

yywwVV]]  HHkkoouu  eess aa  E/P 



 
ekWMuZ dUVªksy #e ¼dSM½ dkWy Vsdj izf'k{k.k eSuqvy 

 

                               m0iz0 iqfyl jsfM;ks izf”k{k.k dsUnz] egkuxj&y[kuÅ      42 
 

 
 

 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 YkqVh laifRr& uxnh] ilZ] okgu 
 fdruh nsj igys   
 LkafnX/kksa dk fooj.k& 

1-   okgu  
2-  okgu ds Hkkxus dh fn'kk  
3-  diMs+ 
4-  la[;k o gqfy;k  
5-  gfFk;kj 

 

 
 

 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 vijkf/k;ksa dh la[;k] fooj.k 
 cSad deZpkjh o xzkgd fdl fLFkfr esa gS & 

1- Qk;fjax djuk  
2- cU/kd cukuk 
3- pksVsa  

 
ijke'kZ&  
 dkWyj@ ihfM+r ;fn lwjf{kr fLFkfr esa gS] rks ykbu ij cus jgus ds fy, 

dgsaA fooj.k ysrs jgsaA 
 

nnqq??kk ZZVVuukk   E 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y  
 D;k dksbZ er̀d gS  
 nq?kZVukxzLr okgu] Hkkxs gq, okgu dk fooj.k  
 D;k ;krk;kr ckf/kr gS   
 dkuwu O;oLFkk ls lEcfU/kr vU; dksbZ ckr  

     dk;Zokgh& 
 ,Ecqysl   Qk;j fcxzsM    Dszu 
 ih,lh  efgyk iqfyl 

 
 
 

 
 

yywwVV  llMM++dd  iijj  E 

ccSS aadd  yywwVV  E 
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OOkkkkgguu  ppkkssjjhh  E/P 
 dgk¡ ¼?kVukLFky½ 
 fdruh nsj igys  
 okgu dk fooj.k 
 okgu dk izdkj ¼eks-lk-]dkj]cl½ 

1-  ekWMy] dEiuh 
2- jax 
3- uEcj 
4- okgu ds izi= xkM+h esa gSa\ 
5- isVªksy] Mhty dh ek=k 
6- okgu ij vU; igpku fpUg 

 

yykkookkffjjll  ookkgguu    P 
 okgu ds [kMs+ gksus dk LFkku  
 okgu dk fooj.k   
 dc ls okgu [kM+k gS   
 D;k okgu ds vklikl dksbZ ns[kk  
 okgu esa dksbZ lafnX/k oLrq gS 

 

''kkjjkkcc]]  MMªªXXll  ddhh  ffccØØhh  E 
 xfrfof/k dk LFkku   
 D;k xfrfof/k gSa  
 blesa dkSu 'kkfey gS   
 D;k ;g vHkh gks jgk gS   
 ;fn ugha rks idM+us ds fy, mi;qDRk le;  

xksiuh;rk dk vuqjks/k& 
 D;k iqfyl dehZ vkils lEidZ dj ldrs gS \ 

 

vkx  E 
 dgk¡ ¼?kVukLFky½ 
 ?kk;y 
 vkx yxus dk dkj.k  
 ?kVuk LFky ij ikuh dh miyC/krk  
 ?kVuk LFky ij igq¡pus dk jkLrk  
 {kfr 
 vkx cq>kus dk rjhdk  

 

    //kkkk ss[[kkkk//kkMM++ hh  P 
 dgk¡ ¼?kVukLFky½ 
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 xfrfof/k dk fooj.k   
 vkjksih dk uke& irk  
 vU; fooj.k   

ijke'kZ&  
 laHko gks rks /kks[kk/kM+h ls lEcfU/kr fØ;kdyki dks fjdkWMZ djsaA 
 vkidh f'kdk;r uksV dj yh xbZ gS] fdUrq vkidks Fkkus tk dj fjiksVZ Hkh 

djkuh gksxhA 

ffllffooyy  iizzddjj..kk  P 
 orZeku fLFkfr D;k gS   
 lEkL;k D;k gS  
 blesa dkSu&dkSu lh ikfVZ;k¡ 'kkfey gS   
 vU; fdlh foHkkx ds vf/kdkjh dh vko';drk gS 
 dkuwu O;oLFkk ls lEcfU/kr vU; dksbZ ckr 

ijke'kZ&  
 dkWyj dks ekSds ij 'kkfUr cuk;s j[kus dh lykg nsa 

 

ccee  ddhh  vvkk''kkaaddkk   E 
 LFkku tgk¡ foLQksVd gks ldrk gS   
 lafnX/k oLrq dk izdkj  

ijke'kZ&  
 dkWyj dks lykg nsa fd ;g [krjukd gks ldrk gSA mls dksbZ Nq, ughaA 
 HkhM+ dks dkQh nwj djsaA 
 vklikl ns[ks fd vkSj Hkh lafnX/k oLrq rks ugha gSaA 

 

 
fofHkUu ifjn'̀kksa gsrq fLØIV  

(FEW SCRIPTS ON DIFFERENT SCENARIOS) 

?kVuk & lM+d ij ywV 
 

dkWyVsdj ueLdkj y[kuÅ iqfyl lsok&100 
dkWyj lj eSa ?kj ls fudyk Fkk mlh le; ?kj ds ikl gh lM+d ij iSlksa ls 

Hkjk cSx cnek'kksa us ywV fy;k gSA 
dkWyVsdj lj vki dgkW ls cksy jgs gSaA 
dkWyj lj eSa fodkl uxj esa jk/ks LohV ds lkeus lsDVj&2 ls cksy jgk gwWA 
dkWyVsdj cnek'k cSx ysdj fdl fn'kk esa Hkkxs gSaA 
dkWyj cnek'k cSx ywVdj dqdjSy dh rjQ Hkkx jgs FksA 
dkWyVsdj lj cnek'k fdl okgu ij FksA 
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dkWyj dkys jax dh iYlj eksVj lkbZfdy ijA 
dkWyVsdj D;k vki xkM+h uEcj crk ldrs gSaA 
dkWyj th gkW ;w0ih0&32 ch0,l0&7773 gSa 
dkWyVsdj cnek'kksa dk gqfy;k D;k FkkA 
dkWyj cnek'k dkys jax dh iSaV 'kVZ igus Fks rFkk lj ij gsYesV yxk;s FksA 

ftudh vk;q yxHkx 25&30 lky ds yx jgs FksA 
dkWyVsdj egksn; vkidh lwpuk ij mfpr iqfyl Vhe jokuk  dj nh x;h gSA 

d`̀Ik;k dqN vkSj tkudkjh nsus dk d’V djsaA 
dkWyj th nks cnek'k Fks tks dkys jax dh iYlj eksVj lkbZfdy ls FksA 
dkWyVsdj lj d`̀Ik;k viuk uke crk;saA 
dkWyj esjk uke eksgu gSA 
dkWyVsdj eksgu th D;k muds ikl gfFk;kj Hkh FkkA 
dkWyj th gkW nksuksa cnek'k reapk fy;s FksA 
dkWyVsdj eksckbZy uEcj 9717346434 D;k vkidk gh gSA 
dkWyj th gkWA 
dkWyVsdj eksgu th vki vkSj dqN crkuk pkgsxsaA 
dkWyj UkghaA 
dkWyVsdj bl dkWy dh lekfIr ij vkids eksckbZy ij ,d ,l0,e0,l0 vk;sxk 

ftlesa ,d uEcj gksxk mlls vki ?kVuk dh izxfr dh tkudkjh ys 
ldrs gSaA 

 **y[kuÅ iqfyl vkidh lsok esa lnSo rRij gS** 
 

 

?kVuk & vKkr 'ko 
 

dkWyVsdj ueLdkj y[kuÅ iqfyl lsok&100 
dkWyj lj eSa ekfuaZx okd ij tk jgk Fkk ;gkW ckn'kkguxj iqy ds ikl ,d 

vKkr 'ko iM+k gSA rRdky iqfyl HkstsaA 
dkWyVsdj 'ko efgyk dk gS ;k iq:"k dkA 
dkWyj fdlh iq:"k dk gSA  
dkWyVsdj ml O;fDr dh mez D;k gSA 
dkWyj yxHkx 50 o"kZ gSA 
dkWyVsdj D;k 'ko ij pksV ds fu'kku gSA 
dkWyj ugha pksV ds fu'kku ugha fn[k jgs gSaA 
dkWyVsdj ekSds ij D;k fLFkfr gSA 
dkWyj ;gkW ij HkhM+ c<+rh tk jgh gSA 



 
ekWMuZ dUVªksy #e ¼dSM½ dkWy Vsdj izf'k{k.k eSuqvy 

 

                               m0iz0 iqfyl jsfM;ks izf”k{k.k dsUnz] egkuxj&y[kuÅ      46 
 

dkWyVsdj D;k ml HkhM+ esa dksbZ mls igpku jgk gSA 
dkWyj UkghaA 
dkWyVsdj d`̀Ik;k vki viuk uke crk;saxsaA 
dkWyj lqjs'k 
dkWyVsdj egksn; vki bl lEcU/k esa dqN vkSj crkuk pkgsaxsA 
dkWyj Ukgha 
dkWyVsdj lqjs'k th vkis dqN nsj vkSj ogkW ij :d tk, vkSj 'ko ds ikl T;knk 

yksxksa dks u tkus nsaA eSaus ;gkW ls iqfyl Vhe  jokuk dj nh gSA 
dkWyj TkhA 
 **y[kuÅ iqfyl lsok 100 esa lwpuk nsus ds fy, ?kU;okn* 
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13- ekud dk;Z iz.kkyh 
 

LVS.MMZ vkijsfVax izkslhtj (SOP) lsok 100 

1-  i"̀BHkwfe 

  iztkrkaf=d iqfyl O;oLFkk esa izR;sd ukxfjd dks ;g fo'okl gksuk pkfg, fd 
vko';drk iM+us ij mls rRdky iqfyl lgk;rk miyC/k gksxhA bl mnns'; dh izkfIr 
ds fy;s Fkkus ;k pkSdh ij tkdj f'kdk;r djus ds vfrfjDr lh/ks lsok&100 ij Qksu 
djds f'kdk;r nTkZ djkus dh dsUnzh; O;oLFkk y[kuÅ esa LFkkfir dh xbZ gSA tuin 
dkuiqj uxj] bykgkckn ,oa xkft;kckn ds Fkkuksa ij izkIr f'kdk;rksa ij dk;Zokgh u gksuk 
,oa] iqfyl dk;Zokgh esa ikjnf'kZrk dk vHkko gksuk] tSlh leL;kvksa dks nwj djuk bl 
O;oLFkk ds eq[; mnns'; gSA f'kdk;r ntZ djus dh O;oLFkk ds dsUnzhdj.k o Ik;Zos{k.k 
ds fodsUnzhdj.k ls iqfyl dk;Z iz.kkyh esa lq/kkj vk;sxk vkSj lekt ds lHkh oxksZ dks 
Rofjr iqfyl lgk;rk izkIr gksxhA 

2-  ,l0vks0ih0 dk mn~~ns'; 

 bl ,lvksih dk mn~~ns'; lsok 100 dh ekud izfØ;k fu/kkZfjr djuk gSA lsok 100 
dh O;oLFkk dk lapkyu fuEukuqlkj fu/kkZfjr fd;k tkrk gSA 

3-  dkWay lquuk ¼Call Taking½ 

3-1 lsok gsrq dkWy¼Call for service, CFS½% Lksok ekWaxus ds fy, lsok 100 ij 
dh xbZ fofHkUu izdkj dks dkWy blesa lekfgr gS ;g fuEu ek/;eksa ls izkIr 
gks ldrh gS%& 

1- Qksu }kjk ¼eksckby ;k ySaM ykbu½ 
2- isVªksfyax vf/kdkjh dk lh/ks 
3- Ik;Zos{k.k vf/kdkjh ds ek/;e ls 
4- fdlh izdkj ds vykeZ flLVe }kjk 
5- ,l0,e0,l0 ls 
6- bZ&esy ls 
7- Hkfo"; ds lapkj ek/;eksa ls bu lHkh dks flLVe esa ysdj fuLrkfjr fd;k 

tk;sxkA 
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3-2 dkWy lqurs le; dkWyVsdj iz;kl gksuk pkfg, fd lcls igys ;g fuf'pr 
dj ysa fd ?kVuk dgkWa gS o D;k dksbZ ?kk;y gSaA blls ;g ykHk gksxk fd 
;fn blds ckn Qksu dV Hkh tk;s rks mi;qDr izfrfØ;k laHko gks ldsxhA 

 

3-3 ,d gh ?kVuk ds lac/k esa dbZ dkWy vkus ij mUgsa vyx&vyx f'kdk;r 
la[;k iznku ugha dh tk;sxh ijUrq gj dkWyj dk uke] ua0 vkfn fooj.k 
fy[kk tk;sxkA lkekU; :Ik ls dbZ dkWyksa dk egRo u fn[ks] ysfdu laHko gS 
fd blls foospuk ds fy, egRoiw.kZ xokg ;k izek.k fey ldsaA 

 

3-4 vkikr dkWy izkIr gksus ij dkWyVsdj iwoZ fu/kkZfjr ladsr }kjk vkizs'kUl 
dekaMj rFkk lEcfU/kr fMLiSpj dks lrdZ djsaxs] tks rqjUr dkWUQzsal }kjk dkWy 
lquuk 'kq: dj nsxsaA dkWyVsdj ?kVuk dks tkudkjh izkIr djrs jgsxsa o 
fMLiSpj izfrfØ;k bdkbZ;ksa dsk fMLiSp ¼jokuk½ djrs jgsxsaA Qksu dkWy izkIr 
djrs le; dkWyVsdj ds vykok vU; lquus okys vius Qksu dks lkbZysUV 
eksM ij j[ksxsaA f'kdk;rdrkZ ls dkWyVsdj gh ckr djsxsaA ,d ls vf/kd 
iqfyl dehZ ;fn dkWyj ls dkWUQzsal ij ckr djsxsa] rks og Hkzfer Hkh gks ldrk 
gSA 

 

3-5 iqfyl lapkj dsUnz ds dkWyVsdj f'kdk;rdrkZ ls izf'k{k.k esa fl[kk;s x;s 
rjhds ls ckr djsxsaA 

 

3-6 dkyVsdj f'kdk;rdrkZ ls lh0,Q0,l0 dh lwpuk izkIr djrs le; dkWy 
xkbM dk mi;ksx djsxsaA 

 

3-7 dkWyVsdj fu/kkZfjr izksQkekZ rFkk lkQ~Vosvj esa f'kdk;r ¼CFS½ ntZ djsxsaA 
 

3-8 dkWyVsdj f'kdk;rdrkZ dks mudh f'kdk;r la[;k uksV djk;sxsa rFkk mldk 
egRo Hkh crk;sxsaA mUgsa crk;k tk;sxk fd mudh f'kdk;r ij dr̀ dk;Zokgh 
dh tkudkjh izkIr djus ds fy, blh f'kdk;r la[;k dks crkuk gksxkA 

 

3-9 dkWyVsdj] fMLiSpj dks f'kdk;r dk fooj.k izsf’kr djsxsaA 
 

3-10 lHkh dkWy okWbl ykWxj esa fjdkWMZ dh tk;sxhA ;g ,d LFkkbZ MkVkcsl gksxkA 
izfrekg bl MkVk dh ,d MhohMh rS;kj dh tk;sxh tks fjdkWMZ :e esa LFkkbZ 
:Ik ls j[kh tk;sxhA bl MkVk dks lk{; ds :Ik esa foospdksa }kjk iz;ksx 
fd;k tk ldsxkA 

 

3-11 dkWyVsdj dks Vhe yhMj {ks=kf/kdkjh ¼lapkj dsUnz½ }kjk fu;qDr fd;k 
tk;sxkA budk nkf;Ro gksxk fd vius dkWy lquus ds lkFk&lkFk vU; 
dkWyVsdj dh xq.koRrk ij fu;a=.k j[ks o viuh Vhe dk usrR̀o djsA 
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3-12 xq.koRrk fu;a=.k¼Quality Control½% Vhe yhMj viuh f'kQ~V es aizkIr 
gksus okyh lHkh dkWyksa ds izfr ftEesnkj gksxkA okWbl ykWxj esa fjdkWMZ dh 
x;h lHkh dkWyksa dks lqusaxs o xq.koRrk vkadyu djsxsA eq[; :Ik ls dkWy 
izkjEHk] dkWy lekiu] lfØ;rk ls lquuk] dkWy xkbM dk iz;ksx] 'kkyhurk] 
la;e o okrkZyki ij fu;a=.k xq.koRrk ds dkjd gksxsaA f'kdk;r izi= ds 
fu/kkZfjr dkWye esa viuh fVIi.kh fuEukuqlkj fy[ksxsa& 

 mRd"̀V% buesa os dkWy gksxh ftlesa dkWyVsdj }kjk fd;k x;k dk;Z  dkQh 
vPNk gksA bu dkWy ij vkWijsVj dks iqjLd̀r djus ij fopkj fd;k tkuk 
pkfg,A 

larks"ktud% buesa os dkWy gksxh ftuesa dkWyVsdj ds }kjk fd;k x;k dk;Z 
lUrks"ktud gSaA  

lq/kkj% buesa os dkWy gksxh ftuesa dkWyVsdj ds dk;Z esa visf{kr lq/kkj dh 
vko';drk gksA 

 

3-13 izR;sd vkizs'kUl dekaMj dk ;g nkf;Ro gksxk fd lHkh lq/kkj visf{kr o 
mRd"̀V dkWy dks lqusa rFkk mu ij viuh fVIi.kh vafdr djsaA {ks=kf/kdkjh 
¼lapkj dsUnz½ lHkh lq/kkj visf{kr dkWy dks lqusxsa rFkk viuh fVIi.kh vafdr 
djsxsaA 

3-14 gj lIrkg izR;sd f'kQ~V dh ,d dkWy dks loZJs"B dkWy ds   :Ik esa 
lEcfU/kr vkizs'kUl dekaMj }kjk ukfer fd;k tk;sxkA bl izdkj rhu dkWy 
esa ls ,d dkWy izkIrdrkZ dkWyVsdj dks iq:Ld̀r fd;k tk;sxkA 

3-15 fMLiSpj }kjk lsok 100 ij izkIr lh,Q,l dks gw&c&gw izlkfjr fd;k  
tk;sxkA blesa iqfyl lapkj dsUnz }kjk dksbZ Hkh la'kks/ku ugha fd;k tk;sxkA 
blls izfrfØ;k bdkbZ iwjh rS;kjh ls ekSds ij tk ldsxh rFkk vko';d 
lg;ksx dh ekWax Hkh ldsxhA ;g fu;e lkEiznkf;d ?kVukvksa dh lwpukvksa esa 
ykxw ugha gksxkA High Risk Situations ds le; bldk fo'ks’k egRo gS D;ksafd 
izfrfØ;k bdkbZ vko';d ekufld rS;kjh ds lkFk tk;sxhA ;|fi blls 
over reaction rks ldrk gS ijUrq uqdlku ughaA 

3-16 lsok 100 ij xSj tuinksa ls izkIr lh,Q,l ds lEcU/k esa lapkj dsUnz }kjk 
lEcfU/kr tuin ds lapkj dsUnz dks f'kdk;rdrkZ ds Qksu uacj lfgr lHkh 
lwpuk izsf"kr dh tk;sxhA bl ij vfxze dk;Zokgh lEcfU/kr tuin }kjk gh 
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dh tk;sxhA ;FkklaHko] f'kdk;rdrkZ dks vU; tuin ds lapkj dsUnz dk 
lh/kk uacj uksV djk;k tk,A 

3-17 vU; foHkkxksa ls lEcfU/kr lh0,Q0,l0 dks ;fn Rofjr dk;Zokgh dh 
vko';drk gks rks] Qksu }kjk lacaf/kr foHkkx ds ftyk Lrjh; vf/kdkjh dks 
rFkk ftykf/kdkjh vkokl dks lwfpr fd;k tk;sxkA vU;Fkk] fu/kkZfjr izksQkekZ 
esa Hkjdj {ks=kf/kdkjh ¼lapkj dsUnz½ }kjk vius gLrk{kj ls lEcfU/kr foHkkx ds 
vf/kdkfj;ksa dks Mkd ;k QSDl }kjk izsf’kr fd;k tk;sxkA dk;Zokgh lacaf/kr 
foHkkx }kjk dh tk;sxhA 

4-  lgk;rk gsrq dkWy ¼CFS½ dk izs"k.k ¼Dispatching½ 

4-1 izR;sd fxzM ij f'kQ~Vokj nks fMLiSpj dk;Z djsaxs] ,d fMLiSpj ij laokn 
djsxsa] rks nwljs ykWx fy[kuk] dEI;wVj ij izfof’V;ka djuk] uD'kk ns[kuk] 
Qksu lquuk o] tgkWa jsfM;ks lEiØ u gks rks Qksu ls fMLiSp djus ds dk;Z 
djsxsaA nksuksa fMLiSpj lqfo/kkuqlkj vnyk&cnyh dj ldrs gSaA 

4-2 dkWyVsdj ls CFS dk fooj.k izkIr gksus ij fMLiSpj ;g fu/kkZfjr djsaxs fd 
fdu izfrfØ;k bdkbZ;ksa dks Hkstuk gSA buesa iqfyl x'rh okgu] ,EcqysUl] 
Øsu] Qk;j lfoZl] vkfn 'kkfey gSaA 

4-3 lEcfU/kr bdkbZ dks izkIr lwpuk;sa ,oa funsZ'k jsfM;ks ;k Qksu }kjk crk;saxsA 

4-4 lHkh vkikr o izkFkfedrk Js.kh dh CFS dh lwpuk {ks=kf/kdkjh] vij iqfyl 
v/kh{kd o ofj’B iqfyl v/kh{kd dks nh tk;sxhA dkuwu O;oLFkk o ,l vkj 
vijk/kksa dh tkudkjh ftyk eftLVªsV] vk;qDr ,oa] iqfyl miegkfujh{kd dks 
Hkh nh tk;sxhA blds vfrfjDr tks Hkh lwpuk egRoiw.kZ yxs] lwfpr djsxsaA 
;fn lansg gks] rks ges'kk lwpuk nsus dk fu.kZ; ysxsaA 

4-5 mPpkf/kdkfj;ksa ds funsZ'kkuqlkj vU; mi;qDr lg;ksxh bdkb;ksa ,oa vU; 
lalk/kuksa dks ?kVuk LFky ij HkstsxsaA 

4-6 fMLiSpj lEizs"k.k ds nkSjku laf{kIr ,oa lkjxfHkZr Hkk"kk dk iz;ksx djsxsaA  
ges'kk lHkh ls *vki* dgdj ckr djsxsaA *rqe* 'kCn dk iz;ksx jsfM;ks ij ugha 
gksxkA 

4-7 lEizs"k.k djrs le; vaxzsth dh QksusfVd o.kZekyk dk iz;ksx djsxsaA 
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4-8 rkRdkfyd vk[;k@iw.kZ vk[;k% /kVuk LFky ij igWqpus okyh igyh bdkbZ 
ekWd dh rkRdkfyd fjiksVZ nsxh ,oa dk;Zokgh iw.kZ gks tkus ij dr̀ dk;Zokgh 
dh iw.kZ vk[;k nsxhA 

4-9 Action Taken Report (ATR) mijksDr lHkh lwpuk;sa izfrfØ;k 
izi=@lkQ~Vos;j esa HkjsxsaA izR;sd f'kQ~V dh lekfIr ij VsyhQksu vkijsVj o 
ok;jysl vkijsVj lHkh fjdkWMZ iw.kZ djds tk;xsaA ;g f'kQ~V izHkkjh dh 
ftEesnkjh gksxh fd lHkh fjdkWMZ iw.kZ djk;sA lHkh ATR 6 /k.Vs esa izkIr gks 
tkuh pkfg;sA ;fn izkIr u gks rks lEcfU/kr {ks=kf/kdkjh dks crk;k tk;sxkA 
f'kQ~V dh lekfIr ij 'ks"k ,Vhvkj dk fooj.k vxyh f'kQ~V dks fn;k 
tk;sxk vkSj os bls iwjk djk;sxsaA 

4-10 yksds'ku pkVZ% f'kQ~Vokj nks rjg ds yksds'ku pkVZ rS;kj fd;s tk;sxsaA 
igyk] isVªksy vf/kdkfj;ksa dk] ftudh yksds'ku izR;sd 1 /kaVs ij yh tk;sxh] 
o nwljk vU; eksckby dk] ftudh yksds'ku izR;sd 2 /kaVs ij yh tk;sxhA 

4-11 izfrfØ;k dkWy% dksbZ CFS izkIr gksusa ij 'kgjh {ks= esa vf/kdre 5 feuV ds 
vUnj izfrØ;k bdkbZ dks ?kVuk LFky ij igqWpuk gksxkA ;fn 5 feuV rd 
bdkbZ u igqWps rks iqfyl lapkj dsUnz Fkkuk/;{k dk lwpuk nsxkA 10 feuV 
rd Hkh bdkbZ u igWqps rks {ks=kf/kdkjh dks lwfpr fd;k tk;sxkA 15 feuV 
gksusa ij vij iqfyl v/kh{kd o ofj’B iqfyl v/kh{kd dks lwfpr fd;k 
tk;sxkA bls Follow djuk dgk tk;sxkA blh izdkj nsgkr esa 15] 30 rFkk 
45 feuV dh Øe'k% le; lhek gksxhA 

5-   izfrfØ;k ra= dh dk;Zokgh ¼Response½ 

5-1 fMLiSpj ls funsZ'k izkIr gksus ij lEcfU/kr bdkbZ ekSds ij 'kh/kzrk ls igqWpsxhA 

5-2 rRdkfyd vk[;k% ?kVuk LFky ij igWqpus okyh igyh bdkbZ f'kdk;r dk 
izkjafHkd ijh{k.k djsxh vkSj fuf'pr djsxh fd lwpuk lgh gS ;k ughaA os ;g 
vkdyu Hkh djsaxs fd fdu vU; lalk/kuksa dh vko';drk gS] D;k ;krk;kr 
ifjorZu dh vko';drk gS] vkfnA rF;ksa dh lw{e vk[;k rFkk bu fcUnqvksa 
ij ;g bdkbZ lapkj dsUnz dks rRdkfyd vk[;k nsxhA 

5-3 f'kdk;r dk fof/kd fuLrkj.k fd;k tk;sxkA 

5-4 vko';drkuqlkj iqfyl lapkj dsUnz ds ek/;e ls vfrfjDr lg;ksx ,oa 
lalk?kuksa dh ekax dh tk;sxhA 

mailto:;k@iw.kZ
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5-5 izkFkfed bdkbZ% ;fn ekSds ij ,d ls vf/kd bdkb;kWa x;h gks rks iqfyl 
lapkj dsUnz ;g fu/kkZfjr djsxk fd dkSu lh bdkbZ izkFkfed bdkbZ gS vkSj 
vk[;k nsus ds fy, ftEesnkj gksxhA 

5-6 iw.kZ vk[;k% CFS ij dk;Zokgh iwjh dj ysus ij izkFkfed bdkbZ iw.kZ vk[;k 
jsfM;ks }kjk crk;sxh o ;fn lapkj dsUnz ls lapkfyr gks] rks fu/kkZfjr QkeZ ij 
Hkjdj f'kQ~V izHkkjh dks nsxhA f'kQ~V izHkkjh iw.kZ vk[;k dks vU; izi=ksa ds 
lkFk lfEefyr djsxsaA 

5-7  f'kdk;r dh tkWp ,oa fuLrkj.k dk fooj.k Fkkus esa mi;qDr vfHkys[kksa esa Hkh 
fy[kk tk;sxkA mnkgj.k chV lwpuk jftLVj ] fookn jftLVj] gR;k cYok 
jksdFkke jftLVj] vkfnA 

6-  f'kdk;r drkZ dks izxfr crkuk ¼Caller Feedback½ 

6-1 lsok 100 dk eq[; mn~~ns'; gS& gj f'kdk;r ij mi;qDr dk;Zokgh lqfuf'pr 
djuk A f'kdk;rdrkZ dks ;g vf/kdkjh gS fd og tkus fd mldh f'kdk;r 
ij D;k dk;Zokgh gqbZ] blfy, f'kdk;rdrkZ dks f'kdk;r la[;k nh tkrh gSA 

6-2 tc f'kdk;rdrkZ lsok 100 ij Qksu dj d`r dk;Zokgh ds ckjs iwNs rks 
dkyVsdj vius dEI;wVj esa ns[k dj ATR ls  voxr dj,aA ;fn ATR 
vi;kZIr gks rks dkWyj dks iqu% dkWy djus ds fy, crk,a vkSj rc rd Fkkus 
ls iwN ysaA /;ku jgs fd lsok 100 dk nkf;Ro FIR, NCR ;k 151 tSlh 
*mi;qDr* dkuwuh dk;Zokgh 'kq: djuk gSA foospuk dh xq.koRrk ;k fxjQ~rkjh 
ds ckjs esa lsok 100 dk dksbZ jksy ugha gSA bl izdkj dh f'kdk;rksa fd fy, 
dkWyj dks Fkkuk/;{k] {ks=kf/kdkjh] vij iqfyl v/kh{kd ;k] ofj"B iqfyl 
v/kh{kd dk Qksu uacj crk,A 

6-3 vU; foHkkxksa ls lacaf/kr f'kdk;rksa dh ATR u gksus ij foHkkx ds tuin 
Lrjh; vf/kdkjh dk Qksu uacj crk,a vkSj fgnk;r nsa fd muls vfxze 
tkudkjh ysaA /;ku jgs] oknh ds vlarq"V gksus ij mldk mRrsftr gksuk 
LokHkkfod gSA mldh mRrstuk ij u rks Loa; mRrsftr gksa vkSj u gh lacaf/kr 
foHkkx ;k Fkkus ds fo"k; esa dksbZ gYdh fVIi.kh djsaA 
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7- Ik;Zos{k.k 

7-1 lsok 100 dh 'kfDr eq[;r% mldh Ik;Zos{k.k iz.kkyh ls gSA bl lsok dk 
mn~~ns'; gS mi;qDr iqfyl izfrØ;k lqfuf'pr djkukA bl mn~~ns'; dh iwfrZ 
ds fy, fuEu O;oLFkk gksxhA 

7-2 jsfM;ks vkijsVj }kjk ?kVuk LFky ij xbZ bdkbZ ls dr̀ dk;Zokgh dh vk[;k 
izkIr dh tk;sxh ftl lkQ~Vos;j esa QhM fd;k tk;sxkA 

7-3 osc vk/kkfjr lkQ~Vos;j ds ek/;e ls lHkh CFS dk fooj.k ,oa dr̀ dk;Zokgh 
vku ykbu ns[kh tk ldsxhA izR;sd CFS dks {ks=kf/kdkjh }kjk vfuok;Z :Ik ls 
ns[kk tk;sxkA jkf= 8-00 cts rd chrs fnu dh lHkh CFS dk fuLrkj.k 
{ks=kf/kdkjh dks dj ysuk gksxkA vodk'k ;k vU; dkj.k ls ckgj jgus ij 
fyad vf/kdkjh bl dk;Z dk ns[ksxsaA 

7-4 {ks=kf/kdkjh Fkkus }kjk dh x;h dk;Zokgh dh mi;qDrrk dk ijh{k.k djsaxs ,oa 
dk;Zokgh vi;kZIr gksus ij leqfpr dk;Zokgh lqfuf'pr djsxsaA 

7-5 {ks=kf/kdkjh ,oa vU; mPpkf/kdkjh VsyhQksu ds ek/;e ls f'kdk;rdrkZ ls 
lUrqf’V vk[;k izkIr djsxsaA iz;kl gks fd vf/kd ls vf/kd f'kdk;rdrkZvksa 
ls ckr dh tk;sA E Js.kh dh lHkh dkWy esa {ks=kf/kdkjh dks Qksu djuk 
vfuok;Z gSA  

7-6 vij iqfyl v/kh{kd ,oa ofj’B iqfyl v/kh{kd }kjk vfxze Ik;Zos{k.k fd;k 
tk;sxkA 
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14- vijk/k% ekSfyd ?kVd ,oa izdkj(CRIME: IT’S ELEMENTS AND TYPES)  

vijk/k ,d ,slk ÑR; gS tks u dsoy O;fDr fo'ks"k cfYd lekt ;k jkT; ds fy, 
Òh gkfudkjd gSA ,sls ÑR; fof/k }kjk fuf"k) vkSj n.Muh; gSaA gR;k] cykRdkj] vkSj 
pksjh tSls ÑR; vijk/k gSa D;ksafd ;s u dsoy n.M fof/k ds vUrZXkr n.Muh; gSa cfYd 
lekt fojks/kh ÑR; Òh gSaA okLro esa vijk/k D;k gS ;s izR;sd ns'k dh n.M fof/k }kjk 
ifjÒkf"kr fd;k Xk;k gSA  

vijk/k dkfjr djus ds fuEu pkj pj.k gSa %& 
Û vk'k; 
Û RkS;kjh  
Û Ikz;kl  
Û fu"iknu  

vk'k;%   ;g vijk/k dkfjr djus dk igyk pj.k gSA vijk/k dkfjr djus dk vk'k; 
n.Muh; ugha gS tc rd fd ;g 'kCn ä vkSj vkpj.k ls Kkr u gksA  

rS;kjh%   fdlh vijk/k dk bjknk O;fDr dks mldks fØ;kfUor djus dh rS;kjh ds fy, 
izsfjr djrk gSA dsoy rS;kjh ek= ls O;fDr dks vijk/kh ugh ekuk tk ldrk gS tc rd 
fd og ml ÑR; dks fdlh u fdlh lhek rd dkfjr djus dk iz;kl u djsA Òkjrh; 
fof/k es dsoy fuEufyf[kr vijk/kksa es vijk/k djus dh rS;kjh ek= djuk gh n.Muh; 
gS& 

Û ;q) NsM+ukA  
Û MdSrh Mkyus dh rS;kjhA  
Û tkyh flDdksa vkSj ljdkjh LVkEWi dh rS;kjhA  
Û tkyh flDds udyh otu ;k uki vkSj tkyh nLrkost j[kukA  

iz;kl%   ;g izkjfEÒd vijk/k ds uke ls Òh tkuk tkrk gSA  

 iz;kl ds fy, vko';d& 

 Û  vijk/k djus dh fn'kk es fd;k x;k dqN —R;A  
 Û  vijk/k djus ds fy, nks"kh vk'k;A  
 Û  —R; iw.kZ vijk/k ls dqN de gksA 

fu"iknu%   vijk/k dh ?kVuk dk ;g vfUre pj.k gSA nks’kh vijk/k dk nks’kh rÒh ekuk 
tk;sXkk tc mlus vijk/k iw.kZ dj fy;k gksA vU;Fkk og dsoy iz;kl dk nks"kh ekuk 
tk;sXkkA  
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vijk/k ds vko';d rRo%  vkijkf/kd nkf;Ro mRiUu gksus ds fy, fuEufyf[kr rRoksa dk 
gksuk vko';d gS& 

• ekuo rRo ¼vijk/k dk igyk eq[; rRo ;g gS fd ;g fdlh ekuo }kjk 
fd;k x;k gks] ;fn vijk/k fdlh tkuoj }kjk fd;k x;k gks] rks mlds 
ekfyd ij nhokuh@vid̀R;ksa dk nkf;Ro ykxw fd;k tk ldrk gSA½ 

•  ekufld rRo ¼vijk/k nqjk'k; ls fd;k x;k gksA½ 

•  HkkSfrd rRo ¼dR̀; ;k vdR̀; dk oká ifj.kkeA dR̀; vkSj mlds ifj.kke es 
;qfDr ;qDr lEcU/k gksuk pkfg,A½ 

•  {kfr ¼dqN {kfr gkssuk ;k dR̀; fof/k }kjk oftZr gksuk vkSj mlds fy, n.M 
dk izkfo/kku gksukA½  

vijk/k ds izdkj%  

•  O;fDr;ksa ds fo:) vijk/k% O;fDr;ksa ds fo:) vijk/k ;k O;fDrxr 
vijk/k tSls& gR;k] tkuysok iz;kl] cykRdkj vkSj MdSrhA 

• lEifRr ds fo:) vijk/k% lEifRr vijk/kksa esa 'kkjhfjd {kfr igqapk;s 
fcuk lEifRr dk pksjh gksuk tSls&pksjh ds vk'k; ls Hkou esa fu;ek:) izos'k] 
futh lEifRr dh pksjh] okgu pksjh vkSj vkxtuhA O;fDrxr vijk/kksa dh 
rjg o;Ld] 'kgjh xjhc vkSj tkrh; vYila[;d lkekU; :i ls ,sls 
vijk/kksa dks vkSjksa ls vf/kd ek=k esa vatke nsrs gSA  

• uhfr fo:) vijk/k%  uhfr fo:) vijk/k nks"kh jfgr vijk/k Hkh dgykrs gSa 
D;ksafd buesa dksbZ nks"kh ugha gksrk gS tSls% os';kof̀Rr] voS/k tqvkW vkSj xSj Mªx 
dk lsouA  

• lQsniks'k vijk/k%  ;g vijk/k lekt ds ÅWapsa rcds ds yksxksa }kjk fd;s tkrs 
gS tks bUgsa vius is'ks dh vkM+ esa djrs gSa] tSls& xcu djuk] vukf/kdr̀ 
O;kikj vkSj dj pksjh rFkk vU; vk;dj fu;eksa dk mYy?kauA  

vijk/k ds fo#) dk;Zokgh 

vijk/k ?kfVr gksus ij lekt dk dksbZ Hkh lnL; vijk/k ds nks"kh O;fDr ds fo:) 
dkuwuh dk;Zokgh 'kq: dj ldrk gSA dsoy dqN fof'k"V eqdneksa esa vijk/k ls lEcfU/kr 
O;fDr gh Lo;a dkuwuh dk;Zokgh 'kq: dj ldrk gS tSls& fookg lEcU/kh eqdnesa] ngst 
ds eqdnesa] ekugkfu ds eqdnesa vkfnA  
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fØfeuy ykW esa eq[;r% 'kkfey 

• n.M izfd;k lafgrk 1973% fu;e tks eq[;r% iqfyl vkSj vijkf/kd vnkyrksa 
dh fdlh eqdnesa esa dk;Zokgh ds rjhdksa dks n'kkZrs gSaA 

• Hkkjrh; n.M lafgrk 1860% fu;e ftuesa fofHkUu vijk/kksa vkSj n.Mksa dk 
mYys[k gSA  

• Hkkjrh; lk{; vf/kfu;e 1872% ;g fu;e vkSj lEc) izdj.k tks lk{; dh 
Lohdk;Zrk dks lapkfyr djrs gSa] j[krk gSaA  
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15- izFke lwpuk fjiksVZ ¼,Q-vkbZ-vkj-½ FIRST INFORMATION REPORT (F. I .R.) 
 

 
 

izFke lwpuk fjiksVZ¼FIR ½ 

 iz0lw0fj0 ,d fyf[kr izi= tks fdlh laKs; vijk/k ds ?kfVr gksus dh lwpuk izkIr 
gksus ij iqfyl }kjk rS;kj fd;k tkrk gSA  

laaKs; vijk/k 

 ,sls vijk/k ftUgsa iqfyl fdlh O;fDr dks cxSj okj.V fxjQrkj dj ldrh gS rks 
laKs; vijk/k dgykrs gSA by vijk/kksa dh foospuk djus ds fy, iqfyl vf/kdkjh dks 
U;k;ky; }kjk vuqefr izkIr djuk vko”;d ugha gSA ;g lHkh vijk/k xSj tekurh 
vijk/k gSA gR;k] ywV] cykRdkj] iqfyl vfHkj{kk ls Hkkxuk] yksdfuf/k dk xEHkhj xcu] 
fofHkUu oxksZa]  lEiznk;ksa vFkok jktuhfrd nyksa ds e/; “kkfUr Hkax gksus ds egRoiw.kZ 
ekeys bR;kfnA 

vlaKs; vijk/k 

 vlaKs; vijk/k ,sls vijk/k gS ftuesa fdlh O;fDr dks cxSj okj.V fxj¶rkj ugha 
fd;k tk ldrk  rFkk ekeys dh foospuk ls iwoZ U;k;ky; }kjk vuqefr izkIr djuk 
vko”;d gSa ;g lHkh tekurh vijk/k gSA ;Fkk&xkyh xykSt] ekjihV] /kedh bR;kfnA 

izFke lwpuk fjiksVZ dh vko”;drk 

 ;g ,d vR;Ur egRiw.kZ nLrkost gS D;ksafd ;g U;kf;d izfdz;k dks xfr iznku 
djrk gSA iqfyl Fkkus ij izFke lwpuk fjiksVZ ntZ gksus ds mijkUr gh iqfyl foospuk 
izkjEHk djrh gSA 
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FIR  dkSu ntZ djok ldrk gS& 

 ,slk O;fDr] ftls fdlh laKs; vijk/k ds ?kfVr gksus dh tkudkjh gS] izFke lwpuk 

fjiksVZ ntZ djok ldrk gSA fdlh vijk/k ls ihfM+r O;fDr gh FIR  ntZ djok, ;g 
vko”;d ugh gS ;fn iqfyl vf/kdkjh ds fdlh laKs; vijk/k ds ?kfVr gksus dh tkudkjh 

gS rks og Lo;a Hkh FIR ntZ dj ldrk gSA 

FIR  ntZ djus dh izfdz;k & 

 FIR ntZ djus dh izfdz;k crpc ds lsD”ku 145 esa of.kZr gS] tks fu;ekuqlkj gS& 

1- tc fdlh laKs; vijk/k ds ?kfVr gksus dh ekSf[kd lwpuk izkIr gksrh gS rks 
iqfyl vf/kdkjh mls ys[kc) djsxkA 

2- ys[kc) dh lwpuk O;fDr dks i<+dj lquk;h tk,xhA 
3- tc iqfyl }kjk ;g lwpuk ,QvkbZvkj jftLVj ¼341 laKs; vijk/k]  347 

vlaKs; vijk/k½ esa ntZ dj yh tk,xh rks lwpukdrkZ dks mlij gLrk{kj 
djus gksasxsA 

4- ;fn lwpukdrkZ vui<+ gS rks fjiksVZ ij iq:’k ds ck,a gkFk rFkk L=h ds 
nkfgus gkFk ds vaxwBs dk fu”kku fy;k tk,xkA 

FIR (First Information Report)   

 izFke lwpuk fjiksVZ  ¼FIR½ ;g iqfyl }kjk fyf[kr og nLrkost gS tks fdlh 
O;fDr ds }kjk laKs; vijk/k gksus ij iqfyl dks fyf[kr :Ik ls gLrk{kj ;k vxwWBk 
yxkdj fn;k tkrk gS ftl ds vk/kkj ij iqfyl viuh dk;Zokgh 'kq: djrh gSA og izFke 
lwpuk fjiksVZ  ¼FIR½dgykrk gSA 

 ;g rhu izfr esa fy[kh tkrh gSA bldh QkeZ la[;k 341 gSA 

1- ewy izfr 
2- f}rh; izfr 
3- r`̀rh; izfr 

 ewy izfr U;k;ky; esa Hksth tkrh gSA f}rh; izfr oknh dks nh tkrh gS vkSj r`̀rh; 
izfr Fkkus esa j[kh tkrh gSA 
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Fkkusa esa dh x;h fjiksVZ & 

  tc dHkh fdlh laKs; vijk/k dh bfRryk Fkkus ds Hkkj lk/kd vf/kdkjh dks nh 
tk;s] laKs; vijk/kksa dh fjiksVZ psd jlhn] iqLrd ¼iqfyl iz:Ik Øe&341½ esa rhu izfr;ksa 
esa rRdky ys[kc) dh tk;sxhA fdlh Hkh dkj.k ls ;g ix mBkus esa izkjfEHkd vUos"k.k ds 
}kjk lgh rF; lqfuf'pr djus ds fy, foyEc ugha fd;k tk;sxkA ;fn og vlR; izrhr 
gksrh gks] fjiksVZ  dks rRdky vfHkfyf[kr fd;k tk;sA 

 ;fn fjiksVZ ekSf[kd dh tk;s mlls iwNs x;s iz'uksa ds mRrj lfgr fjiksVZ  djus 
okys O;fDr ds gh Bhd&Bhd 'kCn fy[ks tk;sa vkSj mls i<+kdj lquk fn;k tk;sA mls 
rhuksa izfr;ksa ij gLrk{kj djuk pkfg, vkSj ;fn og fy[k ugha ldrk gS rks mlds vWxwBs 
dk fpUg ml ij ys fy;s tk;saA 

 ;fn fjiksVZ  fyf[kr esa dh tk;s rks mldh oSlh gh izfrfyfi dj yh tkuk pkfg,] 
fdUrq mls ykus okys ds gLrk{kj ;k vWxwBs ds fpUg ysus dh vko';drk ugha gSA 

 lHkh ekeyksa esa Fkkuksa ds Hkkjlk/kd vf/kdkjh dks rhuksa Hkkxksa esa ls izR;sd ij 
gLrk{kj djuk pkfg, vkSj ,d ij Fkkus dh eqgj yxk gksuk pkfg,A rhljh izfr iqLrd esa 
yxh jgsxh] nwljh izfr ekSf[kd fjiksVZ ;k fyf[kr fjiksVZ  ykus okys dks ns nh tk;s vkSj 
ewYk izfr] ewy fjiksVZ  dks ¼;fn dksbZ gks½ layXu djrs gq, vf/kdkfjrk j[kus okys 
eftLVªsV dks iqfyl v/kh{kd ds ek/;e ls Hkst nh tk;sA 

      tc rd fd os eq[;ky; dks fo'ks"k ;k tujy Mk;jh esa layXu dj u Hksth tk;s] 
izFke lwpuk esa foyEc djus dk vH;kl n.M izfØ;k lafgrk ¼vkbZ0ih0lh0½ ds fo:) gS 
vkSj bldk izfrjks/k ¼eukgh½ fd;k tkrk gSA 

 ;fn lc fMohtu dk Hkkjlk/kd dksbZ lgk;d miiqfyl v/kh{kd gks tks ftyk 
eq[;ky; ds vykok fdlh vU; LFkku ij inLFk gks rks ewy ys[k mlds }kjk eftLVªsV 
dks Hksth tk;sA 

 ;g vko';d gS fd jftLVjksa vkSj Mk;fj;ksa esa lHkh fjiksVZ  vkSj tkWpsa Li"V vkSj 
lqokP; fy[kh tkuh pkfg,A ;g nLrkost ckn esa izekf.kr djkus iM+ ldrs gSa vkSj vf/kd 
foyEc vkSj dfBukbZ mifLFkr gks ldrh gS] ;fn ewy ys[k Li"V vkSj fufoZokn u gksA 

 T;ksa gh fjiksVZ izFke lwpuk iqLrd esa fy[k yh tk;s tujy Mk;jh esa fjiksVZ  dk 
lkj la{ksi :Ik esa fy[kk tk;sxkA izFke bfRryk fjiksVZ vkSj tujy Mk;jh esa izfof"V;kW 
rRdky dh tkuh pkfg, pkgs fjiksVZ jkr dks gh izkIr gqbZ gksA xzke vijk/k uksV cqd 



 
ekWMuZ dUVªksy #e ¼dSM½ dkWy Vsdj izf'k{k.k eSuqvy 

 

                               m0iz0 iqfyl jsfM;ks izf”k{k.k dsUnz] egkuxj&y[kuÅ      60 
 

vijk/k jftLVj vkSj laifRr dk jftLVj 24 ?k.Vs ds Hkhrj fy[k fy;k tk;s] ;fn fjiksVZ 
ds ifj.kkeLo:Ik bu jftLVjksa esa izfof"V;kW dh tkuh gSaA 

 ;fn Fkkus dk Hkkjlk/kd vf/kdkjh fdlh laKs; vijk/k dh lwpuk izkIr djs tc og 
Fkkuk xg̀ ls ckgj gks vkSj rRdky vUos"k.k izkjEHk dj nsus dh bPNk djsa vkSj fjiksVZ djus 
okys dh mifLFkr eqDr u dj lds] mls fjiksVZ dks ys[kc) dj ysuk pkfg, vkSj ml ij 
mlds djus okys }kjk gLrk{kj ;k vWxwBk yxokus ds Ik'pkr~~ mls Fkkus dks fyf[kr fjiksVZ 
ds :Ik esa O;ogkj fd;s tkus ds fy, Hkst nsuk pkfg,A 

Tkc dHkh fuEufyf[kr es ls fdlh izdkj dh ?kVuk dh fjiksVZ  izkIr gks& 

   MdSrh 
   egRoghu ekeys ;Fkk dkWu dh ckyh Nhu ysuk ds flok; ywV 
   iqfyl ds }kjk ;kruk nsus 
   iqfyl dh vfHkj{kk ls cpdj fudy tkuk 
   dwV jfpr djasUlh uksV cukuk 
   dwVd̀̀r flDdksa ;k djsalh fuekZ.k 
  yksd fuf/k ds xEHkhj O;ogkj.k ¼[k;kur½] uksVksa i=ksa ls gqWfM;ksa dh pksjh 

 dks lfEefyr djrs gq,A 

o/k] cyok las/kekjh vkSj pksjh] fofHkUu oxksZa lEiznk;ksa vkSj jktuhfrd xqVksa ds chp 
v'kkfUr gksus ds egRoiw.kZ ekeys] fo'ks’k yksdfgr ds vU; ekeys] fjiksVZ  dh izfr rRdky 
iqfyl v/kh{kd ftyk eftLVªsV lc fMohtu eftLVªsV vkSj e.My fujh{kd dks yky jax 
ds fyQkQs esa Mkd ;k O;fDr }kjk Hkstus dh jhfr vf/kd rst gks] ls Hksth tk;sxhA 
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iSjk 97 es of.kZr iqfyl&izi= dk iz:i 
¼fpd nLrankth½ 

iqfyl QkeZ ua0 % 341 
     izFke lwpuk dh fjiksVZ 
       ¼n.M izfdz;k lafgrk /kkjk 154 ds vUrZxr½ 

eqdnek vijk?k la[;k -------------------------------------------------- 
1- ftyk %------------------Fkkuk %------------------ o’kZ %-------------------iz0lw0fj0l0 %------------------fnukad-------------  
2- vf/kfu;e % 
(i) 
(ii) 
(iii) 
(iv) 
3- vijk/k dh ?kVuk % 
¼d½ fnu %------------------------------------fnukad ls %-------------------------fnukad rd %-------------------------------- 
  le; % vof/k %----------------------le; ls %---------------------------le; rd %---------------------------------- 
¼[k½ iqfyl Fkkus ij izkIr lwpuk % fnukad %------------------------------le; %---------------------------------- 
¼x½ jkstukepk lanHkZ %      izfo’V la[;k %--------------------le; %--------------------------------- 
4- lwpuk dk izdkj %----------------------------------------------------------------------------------------------------------------------- 
 ?kVukLFky %---------------------------------------------------------------------------------------------------------------------- 
¼d½ iqfyl Fkkus ls fn”kk o nwjh % nf{k.k&if”pe@fd0eh0  chV uEcj %--------- 
¼[k½ irk %------------------------------------------------------------------------------------------------------------------------------------------------ 
¼x½ ;fn bl Fkkus dh lhek ls ckgj gks] ml iqfyl Fkkus dk uke %------------------------------------
 ftyk %----------------------------------------------------------------------------------------------------------------------------------------------- 
5- ifjoknh@lwpuk nsus okyk %------------------------------------------------------------------------------------------------------ 
¼d½ uke %----------------------------------------------------------------------------------------------------------------------------------------------- 
¼[k½ tUe fnukad %---------------------------------------------------------------------------jk’Vªh;rk %--------------------------------- 
¼x½ ikliksVZ uEcj %---------------------------tkjh djus dk fnukad %------------- tkjh djus dk LFkku 
¼?k½ O;olk; %---------------------------------------------------------------------------------------------------------------------------------------- 
¼M½ irk %------------------------------------------------------------------------------------------------------------------------------------------------ 
6- Kkr@lafnX/k@vKkr vfHk;qDrksa dk iw.kZ fooj.k ¼;fn vko”;d gks rks vyx i`̀’V 
 uRFkh djsa½  
7- f”kdk;r@lwpuk nsus okys }kjk] lwpuk nsus esa nsjh dk dkj.k------------------------------------------ 
8- pqjkbZ gqbZ@ls fy, lEifRr dk fooj.k ¼;fn vko”;d gks rks vyx i`̀’B uRFkh djsa% 
dz0  lEifRr dk izdkj ¼fooj.k½ vuqeekfur ewY; oLrq fLFkfr la[;k  ¼:i;s½ 
1-  …………………….      …………… ………. ……   …… 
2-   …………………….      …………… ………. ……   …… 
3-  …………………….      …………… ………. ……   …… 
10- pqjkbZ gqbZ lEifRr dk dqy eqY; %---------------------------------------------------------------------------------------------- 
11- eeZ lwpuk@vizkd`̀frd e`̀R;w  dsl uEcj] ;fn dksbZ gks rks %--------------------------------------------- 
ftyk %--------------Fkkuk %---------------o’kZ%-------------------------------------iz0lw0fj0l0 %------------fnukad %--------------- 
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12- izFke lwpuk fjiksVZ dh fo’k;oLrq ¼etewu½ ¼;fn vko”;d gks rks vyx i`̀’B uRFkh 
djsa½--------------------------------------------------------------------------------------------------------------------------------- 
uksV %----------------------------------------------------------------------------------------------------------------------------------------------------------- 
13- dh xbZ dk;Zokgh ¼pwfd mDr lwpuk }kjk] en la[;k 2 ij mfYyf[kr /kkjkvksa ds 
vUrZxr vijk/k gksus dk irk pyrk gS½-------------------------------------------------------------------------------- 
1- Ekkeyk jftLVMZ fd;k x;k o vuqla/kku vkjEHk fd;k x;k ;k 
2- Jh@Jherh@dqekjh¼vuqla?kku vf?kdkjh dk uke ½----------------------------------------in %------------

uEcj----------dks vuqla/kku vkjEHk djus ds fuZns”k fn;s x;s] ;k 
3-  ftu dkj.kksa ls vuqla/kku vkjEHk djus ls budkj fd;k x;k % 
4-  Fkkus dks dsl LFkkukUrfjr fd;k x;k ¼uke½  %------------------------------------------ftyk------------------ 
{ks=kf/kdkjh dh nf̀’V ls------------------------------------------ 
izFke lwpuk fjiksVZ] ifjoknh@lwpuk nsus okys dks i<+dj lqukbZ xbZ] ftlus lgh ys[ku 
dh iqf’V dh vkSj ifjokn@lwpuk nsus okys dks ,d izfr fu”kqYd iznku dh xbZ %------------- 
i<+dj lquk;k vkSj lgh ik;k x;k %---------------------------------------- 
14- gLrk{kj@vaxwBs dk fu”kku     Fkkuk izHkkjh ds gLrk{kj 

 ifjoknh@lwpuk nsus okys dk %  uke %------------------------------------------------------------ 

       in %------------------------------- uEcj %----------------- 

15- U;k;ky; esa Hkstus dh fnukad o le; %--------------------------------------------------------------  
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16- vfXu (FIRE) 
 
 आग एक अÍछा नौकर लेͩकन 
बुरा गुǽ है। इसͧलए आग को Ǔनयंğण 
मɅ रखना होगा और आग को गुǽ होने 
कȧ अनुमǓत नहȣं है। 
 आपदा कभी नोǑटस के साथ नहȣं 
आती हɇ। हम सब को चौकस होना 
चाǑहए। इलाज से बेहतर रोकथाम है। 

  
 

   Qk;j VSaªxy& 
 

 

 
 

 vkx lnSo rhu rRoksa ls feydj 
curh gS% 

 Å"ek ¼Toyu fcUnq rd dk  rki½ 
 Toyu'khy lkexzh ¼bZa/ku½ 
 ok;q ¼vkDlhtu½ 

     ;fn ge bu rhuksa esa ls fdlh Hkh ,d 
rRo dks gVk ysa rks vkx ugh yx ldrhA 
 

vkx yxus ds dkj.k%  

1- gkml dhfiax& ?kjksa esa ykijokgh ls :bZ] diM+s] isij bR;kfn lkekfxz;ksa dks 
ugha j[kuk pkfg;s bUgsa isVªksy] rsy bR;kfn lkekfxz;ksa ls nwj j[kuk pkfg,A 

2- /kweziku& /kweziku jfgr LFkkuksa ij ykijokgh ls /kweziku djuk Hkh vkx dk 
dkj.k gks ldrk gSA lnSo Leksfdax tksu eas gh /kweziku fd;k tkuk pkfg,A 

3- fdpu& ?kjksa esa fdpu vkx ds izfr lcls laosnu”khy LFkku gS [kkuk cukrs 
le; vfrfjDr lko/kkuh cjruh pkfg,A fdpu esa ykijokgh dh otg ls 
gh rsy lEcU/kh vFkok ,yihth lEcU/kh vkx dh ?kVuk, gksrh gSA 

4- fo|qr d{k& fo|qr d{k esa dksbZ Hkh lkeku LVksj ugha djuk pkfg, D;ksafd 
,d NksVk lk “kkVZ lkfdZV ,d cM+h vkx dh ?kVuk esa rCnhy gks ldrk gSA 
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vkx cq>kus ds rjhds% 

1- Å"ek dks B.Mk djds ¼ikuh }kjk½ 
2- gok dk vkokxeu jksd dj ¼Lewnfjax }kjk ;k <d dj½ 
3- bZa/ku dks gVk dj ¼Toyu'khy lkexzh dks gVk dj½ 

vkx yxus ls cpko ds mik;%  

1- lEcfU/kr txgksa ij Leksd vykeZ dh O;oLFkk gksuh pkfg,A 
2- ;g lqfuf'pr dj ysuk pkfg, fd Hkou ds izR;sd dejs ls lqjf{kr fudklh 

ds de ls de nks jkLrksa dh tkudkjh izR;sd O;fDr dks gksA 
3- vkx ls cpko dh ekWd fMªy izR;sd o"kZ de ls de nks ckj dh tkuh 

pkfg,A 
4- vkx lEcU/kh [krjksa ds dkj.k tkuus dk iz;kl djuk pkfg,A 

?kj esa vkx yxus ls cpko ds mik;%  

1- ?kj ls rqjUr ckgj vk tk,WaA 
2- fudkl LFkku dks QuhZpj bR;kfn ls vo:) u djsaA 
3- ?kj dh f[kM+fd;ksa dks yksgs dh NM+ bR;kfn ls vo:) u djsaA 
4- ,d ckj ?kj ls ckgj vk tkus ds ckn] fdlh Hkh dkj.k ls iqu% ?kj esa izos'k 

u djsaA 
5- fdpu es [kkuk cukus dk dk;Z lekIr gksus ij] xSl flysUMj ds jsX;wysVj 

dks cUn dj nsuk pkfg,A 
6- vR;Ur Toyu'khy o foLQksVd inkFkksZa dks izToyu'khy midj.kksa ls nwj 

fdlh B.Ms LFkku ij fd;k tkuk pkfg,A bu inkFkksZa dks fu/kkZfjr d.VsulZ 
esa ?kj ls ckgj Hk.Mkfjr djuk pkfg,A 

7- bysfDVªdy midj.kksa ,DlVsU'ku cksMZ ds <hys&<kys vFkok th.kZ&'kh.kZ rkjksa 
dks fjis;j djk nsuk pkfg, vFkok cny nsuk pkfg,A 

8- ,DlVsU'ku dsfcYl ij vksojyksM ugh nsuk pkfg,A 
9- ,DlVsU'ku dsfcYl dks Q'kZ ij] dkjisV vFkok njh ds uhps ls ;k njoktksa 

ds fdukjs ls tgka muds {kfrxzLr gksus dh lEHkkouk gS foLrkfjr ugha djuk 
pkfg,A bu dsfcYl dks oky ckbf.Max ds ek/;e ls lqjf{kr rjhds ls 
foLrkfjr djuk pkfg,A 

10- Lkeqfpr Qk;j ,DlfVafXo'kj dk iz;ksx djuk pkfg,A 
11- vkikrdkyhu nwjHkk’k uEcjksa dh ,d lwph VsyhQksu ds ikl lnSo miy/k 

jguh pkfg,A 
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vkx yx tkus dh fLFkfr esa fd;s tkus okys mik;%  

1- ;fn vki ds diMksa esa vkx yx tk;s & 

a) Hkkx&nkSM+ fcYdqy Hkh u djsaA 
b) tgkWa gSa ogha :d tk,aA 
c) tehu ij ysV tk,aA 
d) vius psgjs dks gkFkksa ls <d ysa rkfd vkidk psgjk o QsQM+s lqjf{kr jgsA 
e) tehu ij jksy djuk ¼yq<+duk½ “kq: dj nsa ftlls vkx cq> tk,A 

2- /kq,Wa vFkok xSl esa QWal tkus ij & 

a) Q'kZ ij ysVdj gkFk dh dqguh rFkk ?kqVuksa dh lgk;rk ls ØkWy djrs gq, 
¼jsaxrs gq,½ rqjUr ikl dss lqjf{+kr fudkl LFkku ij igqWpsA 

b) T;knk xgjh lkWls u ysdj gYdh lkWl ysa rFkk fdlh diMs+ tSls 'kVZ 
bR;kfn dks viuh ukd ij yisV dj fQYVj dh rjg iz;ksx djsaA ;fn gks 
lds rks diM+s dks xhyk dj ysaA 

3- ;fn vkx esa QWl tk,a & 

a) viuh lkaWl dks ;Fkk lEHko jksdus dk iz;kl djsaA 
b) vius flj rFkk ckyksa dks <ad ysaA 
c) vius flj dks ;FkklEHko uhps dh vksj j[krs gq, vkW[ksa cUn djds rsth ls 

ml txg ls fudyus dk iz;kl djsaA 
d) Qk;j vkykeZ dks ctk dj tksj&tksj ls vkx] vkx------- fpYyk,WaA 
e) ;fn dksbZ O;fDr ty x;k gS rks mlds ?kko ij yxHkx 10 ls 15 feuV 

rd B.Mk ikuh Mkyus ds ckn rRdky fdlh MkDVj ds ikl ys tk,WaA 

vkx yxus dh lwpuk ij dkWy Vsdj }kjk ,d= dh tkus okyh tkudkfj;kWa& 

1- vkx yxus dk LFkku@?kVukLFky 
2- ?kk;yksa dh la[;kA 
3- vkx yxus dk dkj.kA 
4- ikuh dh miyC/krkA 
5- ?kVukLFky rd tYnh igqpus dk ekxZA 
6- uqdlku fdruk gqvk gSA 
7- vkx ij dkcw ikus ds fy, D;k mik; fd;s tk jgsa gSaA 
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8- tgka vkx yxh gS ml Hkou dh lajpuk dSlh gS tSls fd Hkou ,d eWftyk 
gS ;k cgqeaftyk gS] ogkW xkfM+;kW bR;kfn Hkh [kM+h gS ;k ughaA 

9- dkWy djus okys dk uke] Qksu ua0] mldh orZeku yksds'ku bR;kfnA  
     
Fire Extinguisher Types- 

 
 

 
Fire Extinguisher Colours & Types- 

 Water – Red 
 Foam – Cream 
 Dry Powder – Blue 
 Co2 – Black 
 Wet Chemical – Yellow 
 Halon – Green 
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The chart below illustrates the available extinguisher types and their 
coloured bands: 

         

 Please note: Powder extinguishers will leave a residue that can damage 
electrical equipment. If available, use a Co2 extinguisher instead. 
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17- lapkj iz.kkfy;k¡% egRo] izdkj] ek/;e] iwoZorhZ] orZeku ,oa Hkfo"; ds lapkj 
lk/ku  

COMMUNICATION: ITS IMPORTANCE, TYPES, MODES, PAST, 
PRESENT AND FUTURE OF COMMUNICATION 

Evolution of cell phone , SMS, Pager, Android phones 

 lapkj foKku dh ,d vn~Hkqr nsu gS tks HkkSfrd :i ls nwj fLFkr O;fDr;ksa ds e/; 
lwpukvksa ds vknku&iznku dk dsUnz fcUnq jgk gSA vktdy eksckby dE;wfuds'ku lekt 
dk egRoiw.kZ vax cu pqdk gSA eksckby rduhd us vke vkneh ds thou esa vuisf{kr 
cnyko fd;s gSaA 
 

eksckby jsfM;ks dE;wfuds'ku dh mRifRr%  
 

1- ok;j ykbu VsyhQksu dh mRifRr o’kZ 1877 esa gqbZ FkhA  
2- eksckby VsyhQksu dh mRifRr o’kZ 1946 esa gqbZA 
3- 1970 ls ubZ ,oa vPNh rduhd ds fodkl ds dkj.k eksckby iz;ksxdrkZ 

ifCyd fLoPM VsyhQksu usVodZ ls tqM+rs pys x;sA bl izdkj lsY;wyj 
jsfM;ks vkSj ilZuy dE;wfuds'ku flLVe dk foLrkj gqvk gSA ,Mokal 
eksckby Qksu flLVe ¼,,eih,l½ lcls igyk ;w,l lsY;wyj flLVe Fkk 
rFkk bls 1983 esa LFkkfir fd;k x;kA  

 

lsY;wyj ds csfld% 
 

 lsY;wyj lapkj csfld ;wfuV dk bLrseky djrk gS] ftls lsy dgk tkrk gSA 
izR;sd lsy NksVs gsDlkxuy {ks= ls feydj cuk gksrk gS rFkk gsDlkxuy {ks= ds e?; 
csl LVs'ku LFkkfir fd;k tkrk gS tks ;wtj ls lapkj djrk gSA eYVhfiy ;wtj dks 
lekfgr djus ds fy, Vkbe fMfotu eYVhfiy ,sDlsl ¼VhMh,e,½] dksM fMfotu 
eYVhfiy ,sDlsl ¼lhMh,e,½] fQzDosUlh fMfotu eYVhfiy ,sDlsl ¼,QMh,e,½ vkSj 
mudh gkbZfczM rduhd dk bLrseky djds fd;k tkrk gSA fofHkUu LFkkuksa ij eksckby 
jsfM;ks ds vusdksa LVS.MMZ cuk;s x;s gSa tSls & ,,eih,l ¼,Mokal eksckby Qksu flLVe½] 
th,l,e ¼Xykscy eksckby flLVe½] ,uVhVh ¼fudkWu VsyhxzkQ ,.M VsyhQksu½] ih,p,l 
¼ilZuy gS.Mh Qksu flLVe½] vkbZ,l &95 ¼bfUVªe LVS.MMZ &95½] vkSj ih,lh,l ¼ilZuy 
,sDlsl dE;wfuds'ku flLVe½ izR;sd fofHkUu fQzDosUlh vkSj pSuYl fofHkUu ;wtlZ dks 
vkofUVr djds bLrseky gksrs gSaA  
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Q.MkesUVy rduhd% 
 

 eksckby ;k lClØkbcj ;wfuV] fQDl csl LVs'ku ¼ch0,l0½ ls lapkj djrk gS 
rFkk izR;sd csl LVs'ku dk lfoZl ,fj;k ,d lsy dgykrk gS] blds foijhr csl LVs'ku 
nwljs ;wtj ls lapkj LFkkfir djkrk gSA eksckby LVs'ku] VªkUlfjlhoj] d.Vªksy lfdZVjh] 
MqIysDlj vkSj ,d ,f.Vuk ls feydj cuk gksrk gS tcfd csl LVs'ku VªkUlfjlhoj pSuy 
eYVhIysDlj o Vkoj ds Åij LFkkfir ,f.Vuk ls feydj cuk gksrk gSA  
 uhps cuk fp= csfld eksckby dE;wfuds'ku dk gS] ftlesa csl LVs'ku ij yks ikoj 
VªkUlehVj@fjlhoj] eksckby LVs'ku vkSj eksckby fLofpax lsUVj ¼,e,llh½ fMLIys fd;k 
x;k gSA csl LVs'ku ls mRlftZr jsfM;ks flXuy dh ladsr 'kfDr tSls&tSls vkxs c<+rs gSa] 
{kh.k gksrh pyh tkrh gSA fQDl~M usVodZ dk cSd cksu ok;jMZ usVodZ gS tks lHkh csl 
LVs'kuksa dks fyad djrk gS] lkFk&lkFk yS.M ykbu vkSj vU; VsyhQksu usVodZ dks ok;j 
ds }kjk fyad djrk gSA  
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eksckby VsDuksykth ds rhu tujs'ku gSa% 
 

1- ,ukykWx  
2- fMftVy  
3- LekVZ Qksu 

,ukykWx tujs'ku% 

 thjks tujs'ku & eksckby jsfM;ks VsyhQksUl czhQdsl Vkbi ds gksrs FksA bl 
tujs'ku esa 1940 ds vkl&ikl flafxy ikojQqy csl LVs'ku o`̀gn ,fj;k 
doj djrs Fks rFkk izR;sd VsyhQksu ,d gh pSuy ij dk;Z djrk Fkk rFkk 
blh pSuy ij lHkh ;wtj lapkj djrs FksA 

 QLVZ tujs'ku & bl tujs'ku dk lcls igyk eksckby ,Mokal eksckby 
Qksu flLVe ¼,,eih,l½ ij v/kkfjr] ekdsZV esa vk;kA ;g lcls igyk 
;w,l lsY;wyj VsyhQksu flLVe] f'kdkxks esa 1983 esa fodflr fd;k x;kA 
QLVZ tujs'ku dh eq[; rduhd fQzDosUlh fMfotu eYVhfiy ,sDlsl 
¼,QMh,e,½@fQzDosUlh fMfotu MqIysfDlax ¼,QMhMh½ vkSj ,ukykWx ,Q,e 
¼fQzDosUlh ekWMwys'ku½A  

fMftVy%   

 lsds.M tujs'ku% bl tujs'ku esa VhMh,e,@,QMhMh vkSj 
lhMh,e,@,QMhMh eq[; rduhd o fMftVy ekWMwys'ku QkesZV yk;s x;sA 
2th flLVe esa rhu fo[;kr VhMh,e, LVS.MMZ vkSj ,d fo[;kr lhMh,e, 
LVS.MMZ ekdsZV esa yk;s x;sA 

VhMh,e,@,QMhMh LVS.MMZ% 

 Xykscy flLVe Qkj eksckby ¼th,l,e½ & ;g xzqi Lis'ky eksckby ds }kjk 
th,l,e LVS.MMZ ,dleku lEiw.kZ ;wjksfi;u eksckby flLVe dks cukus ds 
mn~ns'; ls fodflr fd;k x;kA 

 bfUVªe LVS.MMZ & 136¼vkbZ,l&136½ & ukFkZ vesfjdu fMftVy lsY;wyj 
flLVe ds uke ls fo[;kr FkkA  

 iSflfQd fMftVy lsY;wyj & tkiku esa ukFkZ vesfjdu fMftVy lsY;wyj 
flLVe dk izfrLi/khZ flLVe Msoyi fd;k x;kA  
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lhMh,e,@,QMhMh LVS.MMZ%  
  

 bfUVªe LVS.MMZ&95%  ;g LVS.MMZ lhMh,e, 1 ds uke ls tkuk tkuk fo[;kr 
gqvkA bl LVS.MMZ dh mPp eq[; lfoZlst bl izdkj gS& ,l,e,l ¼'kkVZ eSlsftax 
lfoZl½] vksoj fn ,;j ,DVhos'ku] ,ugsUl~M eksckby LVs'ku vkbMsfUVVhl bR;kfnA  
 

2-5 th eksckby usVodZ   
 

 2th LVS.MMZ dh vixzsMs'ku rduhd dks 2-5th LVS.MMZ ds uke ls tkuk 
tkrk gSA  

 osc czkmflax ds fy, gkbZ MkVk jsV dks liksVZ djrk gSA 
 bZ&esy VªSfQd dks liksVZ djrk gSA 
 yksds'ku csLM eksckby lfoZlst iznku djrk gSA  
 ok;jysl ,Iyhsds'ku izksVksdkWy }kjk lapkfyrA 
 thihvkj,l ¼tujy iSdsV jsfM;ks lfoZl½ dk lapkyuA  
 gkbZ LihM lfØV fLoPM MkVk ¼,p,llh,pMh½A 
 ,ugsUl~M MkVk jsV Qkj th,l,e boksY;w'ku ¼bZMhthbZ½ bR;kfnA  

3th eksckby usVodZ  

 2-5th LVS.MMZ dks lqijlhM djds o’kZ 2001 esa 3th LVS.MMZ vk;k] tks 
bUVjus'kuy VsyhdE;wfuds'ku & 2000 ¼vkbZ,uVh½ ds rgr bUVjus'kuy 
VsyhdE;wfuds'ku ;wfu;u ds ifjokj ds LVS.MMZ ij vk/kkfjr gSA 

 3th usVoØ ,Mokal lsokvksa dh lqfo/kk usVodZ vkWijsVj dks iznku djrk gSA  
 3th ok;jysl ok;l VsyhQksuh] ohfM;ks dkWYl vkSj czkWMcSUM ok;jysl MkVk 

eksckby buok;jesUV esa foLrr̀ {ks= esa lsok;sa iznku djrk gSA 
 blds vykok vU; QhplZ ,p,lih, ¼gkbZ LihM iSdsV ,sDlsl½ VªkUleh'ku 

vifyad 14-4 esxkfcV@lsds.M o Mkmu fyad 5-8 esxkfcV@lsds.M dh nj 
ij iznku djrh gSA  

 

;w,eVh,l ¼;wfuolZy eksckby VsyhdE;wfuds'ku flLVe½% 
 

 th,l,e dks thihvkj,l ;k bZMhthbZ ds }kjk vixzsM djds ;w,eVh,l cuk;k 
x;k gSA ;w,eVh,l ds MkVk jsV bl izdkj gSA  
 

 144 fdyksfcV@lsds.M xk¡o ds fy, 
 384 fdyksfcV@lsds.M 'kgj ds ckgjh {ks= ds fy, 
 2048 fdyksfcV@lsds.M bUMksj vkSj yks jsUt vkmVMksj 

mailto:esxkfcV@lsds.M
mailto:esxkfcV@lsds.M
mailto:fdyksfcV@lsds.M
mailto:fdyksfcV@lsds.M
mailto:fdyksfcV@lsds.M
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3-5 th gkbZ LihM iSdsV ,sDlsl ¼,p,lih,½% ;g lsok eksckby ij bUVjusV fodflr 
djus ds fy, izkjEHk fd;s x;s gSaA blds }kjk MkVk dk lapj.k fcuk fdlh =qfV o vf/kd 
LihM ls fd;k tk ldrk gSA  

4th ¼,y0Vh0bZ0 ykWx VeZ boksyw'ku½ 
 

 ,y0Vh0bZ0 dh Qqy QkeZ ykWx VeZ bcksyw'ku gS 
 usDV tujs'ku eksckby VsDuksykth gSA 
 100 ,echih,l dh MkVk  VªkUlQj jsV iznku djus dk oknk djrh gSA 
 ;w0,e0Vh0,l0 3 th rduhd ij vk/kkfjr gSA 
 lHkh vkbZ0ih0 VªsfQd ds fy, mi;qDr gSA 
 prqFkZ tujs'ku dh lsy;wtj ok;jysl lsok gSA 
 miHkksDrk dks lqjf{kr o dEizsgsfUlo vkbZ0ih0 vk/kkfjr lsok,W **fdlh Hkh 

le;] dh Hkh ** vf/kd MkVk LihM ij iznku djrh gSaA 
 

1G 2G (1990) 3G (Wide Band) 4G 
Analog Digital TDMA Digital CDMA IMT-2000 LTE 
24 kbps 64 kbps IS-95 

or 
cdma 
one 

W 
CDMA 

2 Mbps 2010 

AMPS  
Ist 

cellular 
of US 

GSM IS-
136 

P
D
C 

 GSM UMTS 100 
Mbps 

1980 2.5G   Upgrade via 
GPRS/EDGE 

3.5 G  

voice GPRS/HSC
SD/EDGE 

  UMTS CDMA backed  

 IP based   144 kbps- rural 
384 kbps- urban 

HSPA  

114 kbps    5-10 Mbps  
 

GSM VS CDMA 
 

GSM                         CDMA 
dkWUQzsflax detksjA dkWUQzsflax dh lqfo/kk 
fefDlax ¼Økl dusD'ku½ dHkh&dHkh 
jsfM,'ku uqdlku ns; gS jsfM,'ku de uqdlku ns; gS 
Okk;l xq.koRrk vPNh ugha gS vPNh gS 
fQzDosUlh fyfeVsM Ikkoj dUzksy ladsr 'kfDr dE;wysfVo gS 
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th,l,e¼Xykscy flLVe QkWj eksckby dE;qfuds'ku½  

 th,l,e ,d ,slk ekud gSa tks ETSI (EUROPEAN TELECOMMUNICATION STANDARD 

INSTITUTE) ds }kjk fodflr fd;k x;k gSa ;g th,l,e 2nd tujs”ku fMftVy lsY;wyj 
Qksu ds izksVksdkWy dk ikyu djrk gSaA  

th,l,e lfoZlst%& 

 Okk;l] 3-1 fdyks gVZt 
 “kkVZ esflt lfoZlst¼,l0,e0,l0½& 1985 dk th,l,e ekud 160 

djsDVj dk esflt gS.M lsV ds e/; o vU; LVs'kuksa ds fy;s Hkstus dh 
vuqefr nsrk gSA 
 

th0ih0vkj0,l¼tujy iSfdV jsfM;ks lfoZl½ 
 

 th0,l0,e0 dks vixszM djds vkbZ0ih0 vk/kkfjr iSdsV MkVk VªkUlfelu 
114 fdyks fcV izfr lsd.M miyC/krkA 

 ;wtj dks dkWYl ds lkFk&lkFk MsVk Hkstus dh lqfo/kkA                 
 thihvkj,l bUVjusV lqfc/kk vkSj eYVhehfM;k eSlsftax lfoZlst ges'kk 

thoUr iznku djus ds lkFk&lkFk ;wtj fjp VsDl] vkfM;ks] ohfM;ks eSlstst 
,d nwljs dks vknku iznku dj ldrs gSA 

 bldh xq.koRrk tSls & tSls ;wtj c<+rs gSa  xq.koRrk de gksrh tkrh gSA 
 thihvkj,l 2-5 tujs'ku VsyhQksuh dk mnkgj.k gSA 

 

Tkh,l,e dh lajpuk% 
 

 Ekksckby LVs'ku% ;wtj ds gS.M lsV dks eksckbYk LVs'ku dgrs gS vkSj ;g nks 
fgLls ls feydj cuk gksrk gSA 
1&  eksckby bD;wiesUV%& blesa fuEufyf[kr gksrs gS& 

v&  jsfM;ks midj.k  
c&  ;wtj bUVjQsl 
l&  blesa izksflflax {kerk ds lkFk&lkFk eseksjh fofHkUu VkLd dks 

iwjk djus ds fy;s miyC/k gksrh gSA tSls dkWy flxufyax] 
,udjsD'ku] ,e,e,e vkfnA 

n&  bD;wiesUV vkbZ,ebvkbZ ¼bUVjus'kuy eksckby bD;wiesUV 
vkbZMsfUVVh½ uEcjA 

2& fle ¼lcLdjkbcj vkbZMsfUVVh eksfM;wy½ %  
v&  ;g ,d Leky LekVZ dkMZ gSA 
c&  lcLØkbcj dks izekf.kr djus ds fy;s ,ufØI'ku dksM dh 

vko';drk gksrh gSA 
l&  lcLdjkbcj vkb,ebZvkbZ uEcj ¼bUVjus'kuy eksckbZy 

lcLØkbcj vkbZMsfUVVh½ 
    n&  lcLdjkbcj dh Lo;a dh buQkesZ'ku%  
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 csl LVs'ku dUVªksy ¼ch,llh½% fofHkUu chVh,l ¼csl VªkUlfjlhoj LVs'ku½ ds 
}kjk lapkfyr pSuy vkoaVu dks dUVªksy djrk gS rFkk csl LVs'ku lc 
LVs'ku {ks= ds nk;js esa dkWy gS.M vkscj dks eSust djrk gSA dkSu lk 
eksckby LVs'ku fdl lsy ds vUrxZr lapkfyr gks jgk gS bldh tkudkjh 
j[krk gS rFkk bl tkudkjh dks ,e,llh@ch,y vkj dks lwfpr djrk gSA 
 

 
 
 

Ekksckby vkijsfVax flLVe (Mobile Operating System) 
 

 Ekksckby vkijsfVax flLVe LekVZ QksUl] VscysV~l] ihMh, ¼ilZuy fMthVy 
vflLVsUV½ ;k vU; eksckby fMokbl ds fy;s ,d vkijsfVax flLVe gSA eksckbYk 
vkijsfVax flLVe ilZuy dEI;wVj vkijsfVax QhplZ ds lkFk&lkFk vU; mi;ksxh QhplZ 
tks eksckby ds fy;s mi;qDr gks] dks feykdj cuk;k x;k gSA fuEufyf[kr QhplZ 
eksckby vkWijsfVax flLVe esa eq[;:i ls gksus vko”;d le>s tkrs gSaA 
 VpLdzhu 
 lsY;wyj  
 CywVwFk 
 okbZ&QkbZ 
 thih,l eksckby usfoxs”ku 
 dSejk 
 ohfM;ks dSejk 
 Lihp fjdfXu”ku 
 okW;l fjdkMZj  
 E;wftd Iys;j 
 fu;j QhYM dE;wfuds”ku 
 bUQzkjsM CykLVj 
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 vkijsfVax flLVe ,d ,slk lkQ~Vos;j ;k izksxzke gS tks eksckby LekVZ QksUl 
fMokbl dks pykus ds fy;s vko';d gSA eksckby vkijsfVax flLVe fMokbl ds fjlkslsZt 
o eSeksjh dks eYVhVkfLdax mi;ksx ds fy, O;ofLFkr djrk gSA  
 eksckby vkijsfVax flLVe ,d ,slk IysVQkeZ Hkh gS ftl ij MsoyilZ fofHkUu 
,sIyhds'kul ;k ,Il dh mRifRr  dj ldrs gSa rFkk ;g LekVZ QksUl ds fy;s cuk;k x;k 
,d ,slk lkQ~Vos;j izksxzke gS tks fof”k’V Qad~~”kUl ds fy;s mi;ksx fd;k tk ldrk gSA 
mnkgj.k&  bf.M;u jsy xkbM ,Il dks Mkmu yksM djds Vªsuksa dh fLFkfr psd dh tk 
ldrh gS blh izdkj vU; ,Il tks vko”;drk ds vuq:i gks dks Hkh Mkmu yksM dj 
mi;ksx esa yk;k tk ldrk gSA  
 eksckby fMokblst+] eksckby dE;wfuds”kUl {kerkvksa ds lkFk ¼mnkgkj.kr% LekVZ 
QksUl½ nks eksckby vkijsfVax fLkLVe ls feydj cuk gksrk gSA ;wtj ds iz;ksx esa yk;k 
tkus okyk eq[; lkQ~Vos;j IysVQkeZ dk] fuEu Lrjh; jh;y Vkbe f}rh; vkijsfVax 
flLVe tks jsfM;ks o vU; gkMZos;j dks vkijsV djrk gS] lgk;d gksrk gSA  

eksckby vkijsfVax flLVe ,d lk¶Vos;j gSa tks LekVZ Qksu] VscysV o vU; 
fMokbl esa ,Iyhds”ku vkSj fof”k’V izksxzke mi;ksx djus ds fy;s bLrseky fd;k tkrk gSa 
A 

eq[;r% cktkj esa fuEufyf[kr eksckby vkijsfVax flLVe izpfyr gSA 

 ,UMªk;M (Android) 
 vkbZvks,l (iOS) 
 fo.Mkst QksUl (Windows Phone) 
 CySd csjh vkfn (Black Berry)   

,UMªk;M (Android) 
 

  

 ,UMªk;M vksiu lkslZ vk/kkfjr eksckby vkijsfVax flLVe gS rFkk bls vksiu 
gs.MlsV ,ykbUl izfrfuf/kRo xwxy ds }kjk fodflr fd;k x;k gSA ,UMªk;M vkWijsfVax 
fLkLVe esa lqUnj izLrqfrdj.k rFkk dq”kyrkiwoZd dk;Z djus ds dkj.k cktkj esa vR;f/kd 
izfLkf} izkIr dj yh gSA lselax] ,pVhlh] eksVksjksyk o vU; eksckby fMokbl esa ,UMªk;M 
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vkWijsfVax flLVe dk bLrseky fd;k tk jgk gSA ,UMªk;M ds }kjk vU; vkWijsfVax fLkLVe 
tSls vkbZ Qksu] fo.Mkst Qksu vkfn dks cktkj esa tcnZLr VDdj nh tk jgh gSA ,UMªk;M 
vkijsfVax flLVe ds fuEufyf[kr laLdj.k cktkj esa miyC/k gSA 
 Alpha 
 Beta 
 1.5 - Cupcake 
 1.6 - Donut 
 2.0.x & 2.1 - Eclair 
 2.2.x - Frozen Yogurt ("Froyo") 
 2.3.x - Ginger Bread 
 3.x.x - Honeycomb 
 4.0.x - Ice Cream Sandwich 
 4.1.x, 4.2.x & 4.3.x - Jelly Bean 
 4.4.x - KitKat 
 5.x.x – Lollipop 

 

,UMªk;M ou (Android One) 
 

 ,UMªk;M ou ,slk ekud gS tks xwxy ds }kjk fodflr fd;k x;k gSA bldk 
mn~ns”; eksckby Qksu dEiuh ds }kjk ,slk ,UMªk;M Qksu fodflr fd;k tkuk gS tks 
mPp xq.koRrk o de dher dk gks rFkk ftlesa ,UMªk;M ds os reke cqfu;knh fQpj 
mIyC/k gks tks fdlh LekVZ Qksu ds fy;s vko”;d gksrs gS rkfd vke turk de dher esa 
,UMªk;M Qhpj okyk LekVZ Qksu dz; djus es leFkZ gksA Hkkjr esa ekbdzksesDl] dkcZu o 
Likbl eksckby Qksu dEiuh dks ,UMªk;M ou cukus ds fy;s vf/kdr̀ fd;k x;k gSA 
 
vkbZ0vks0,l0 Apple iOS 
 

 

 vkbZ0vks0,l0] ,Iiy dk  eksckby 
vkijsfVax flLVe gS ;g vkbZ0Qksu] 
vkbZ0iSM Vp] vkbZ ikWM ds fy, fodflr 
gSaA vkbZ0vks0,l0 Dykst lkslZ vkSj 
izksiksjkbVjh dh vkWijsfVax flLVe gSA  

,Iiy ds }kjk izLrqfrdj.k ds ctk; xq.koRrk ij T;knk /;ku fn;k x;k gS rFkk 
;g dqy feykdj cgqr vf/kd ;wtj QzS.Myh o fo”o esa vPNk vkWijsfVax flLVe ekuk 
tkrk gSA cktkj esa ,Iiy ds fuEufyf[kr laLdj.k miyC/k gS&  

 iPhone OS 1.x 
 iPhone OS 2.x 
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 iPhone OS 3.x 
 iOS 4.x 
 iOS 5.x 
 iOS 6.x 
 iOS 7.x (Major UI revamp) 
 iOS 8.x 

 
foUMks Qksu 

 

 

   
    fo.Mkst+ Qksu ekbdzkslkQ~V ds }kjk 

fodflr  fd;k x;k gSA uksfd;k vkSj 
ekbdzkslkWQ~V ds }kjk fo.Mkst+ Qksu&7 
fjyht+ fd;k x;k FkkA  
 

          

Qksu dh eSU;wQSDpfjax uksfd;k ds }kjk dh xbZ gS rFkk vkijsfVax flLVe 
ekbdzkslkWQ~V ds }kjk fodflr fd;k x;k gSA lSelax ,oa ,pVhlh ds }kjk Hkh dqN otZ+u 
esa fo.Mkst+ vkijsfVax flLVe dk bLrseky fd;k x;k gSA uksfd;k ywfe;k lhfjt iw.kZr% 
fo.Mks vk/kkfjr gS rFkk blds orZeku laLdj.k fuEufyf[kr gSa& 
 Windows Phone 7 
 Windows Phone 7.5 
 Windows Phone 7.8 
 Windows Phone 8 (GDR1, GDR2 & GDR3) 
 Windows Phone 8.1 (GDR1 & GDR2) 

 

CySd csjh vks0,l0 
 

 

 CySd csjh vkijsfVaXk flLVEk CySd 
csjh }kjk fodflr rFkk CySd csjh Qksu ds 
bLrseky ds fy, gSA ;g Dykst+ lkslZ vkSj 
izksijkbVjh gS rFkk eq[; :i ls ljdkjh 
deZpkfj;ksa ds }kjk bldk vR;f/kd 
bLrseky fd;k tkrk gSaA 

 CySd csjh vU; vkijsfVax flLVe ls dkQh fHkUu gSA blds LekVZ Qksu dk fMtkbZu 
,oa b.VjQsl Hkh fcYdqy vyx gSA blesa ehuw dks lysDV djus ds fy;s VªSd cky dk 
bLrseky rFkk Vkbfiax dk;Z gsrq DokVhZ dh&cksMZ dk bLrseky fd;k x;k gSA ;g vR;f/kd 
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fo”oluh; vkijsfVax flLVe gS rFkk ok;jl izfrjks/kh gSA blds fuEufyf[kr laLdj.k 
cktkj esa miyC/k gS& 

 BlackBerry 10.0 
 BlackBerry 10.1 
 BlackBerry 10.2 
 BlackBerry 10.3 (Major UI revamp) 

 
LekVZ Qksu IysV QkeZ ;k eksckby vkijsfVax flLVe dh ,Iyhds”ku %& 

 3th@4th dusDVhfoVh 
 ohfM;ks dSejk 
 eYVhehfM;k 
 vkfM;ks@ohfM;ks fjdkfMZx 
 Cyw VwFk@okbZ0QkbZ0 dusDVhfoVh 
 okrkoj.k ykbV lsalj 
 th0ih0,l0 
 xk;jksa Ldksi 
 izksfDlfeVh laslj 
 bUQzkjsUM CykLVj 
 dkWaQzsaflax  
 okbZ0QkbZ gkV LikV 
 uh;j QhYM dE;wfuds”ku 
 VsFkfjax Tethering 
 okbthV widget 

 VpLdzhu 
 lsY;wyj  
 dSejk 
 ohfM;ks dSejk 
 Lihp fjdfXu”ku 
 okW;l fjdkMZj  
 E;wftd Iys;j 
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xk;jksa Ldksi 
 

 

 
 
 LekVZ QksUl esa xk;jksLdksi dk 
bLrseky fMokbl ds vksfj,.Vs”ku Kkr 
djus ds fy;s fd;k tkrk gSA bldk 
vR;f/kd bLrseky mPpLrjh; LekVZ 
QksUl ds xsfeax esa fd;k tkrk gSA 

 

izksfDlfeVh laslj 
 

 

  

 LekVZ Qksu esa tc ;wtj dk Qksu 
dku ds ikl gks rc Vp bUiqV ls cpus 
ds fy;s izksfDlfeVh laslj dk bLrseky 
fd;k tkrk gSA dku ds ikl Qksu ds 
jgus ls Ldzhu Lor% ykd gks tkrh gS 
rFkk okil dku ls nwj gksus ij Ldzhu 
Lor% vksisu gks tkrh gSA 

 

bUQzkjsUM CykLVj IR Universal Remote 
 

   

 bUQzkjsM CykLVj ,Il ds }kjk Vsyhfot+u] dsfcy ckDl] lsVsykbZV] MhohMh ,oa 
Mhohvj ds lHkh fjeksV dUVªksy dks LekVZ Qksu ds }kjk vkWijsV fd;k tk ldrk gSA 
 

uh;j QhYM dE;wfuds”ku 
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 uh;j QhYM dE;wfuds”ku ds }kjk fMokblst ds e/; tc os ,d nwljs ls Li”kZ dh 
tk;a ;k dqN lsaVhehVj dh nwjh ij gksa] ok;jysl dusfDVfoVh ds }kjk MkVk VªkUlQj 
djus ds fy;s dE;wfuds”ku LFkkfir fd;k tkrk gSA blds dqN mnkgj.k fuEufyf[kr gS& 
 lsyQksu ls QksVks ysdj bls Vsyhfotu ;k dEI;wVj ls Vp djds best 

dks ns[kus ds fy;s fd;k tk ldrk gSA 
 dEI;wVj ls Vp djds ;k ikl ys tkdj eksckby esa xse MkmuyksM fd;s 

tk ldrs gSaA 
VsFkfjax Tethering 
 

 

  
 ,d fMokbl dks nwljh fMokbl ls 
dusDV djus dks VsFkfjax dgk tkrk gSA 
mnkgj.kr% eksckbZy Qksu dks ;fn ;w,lch 
dscy ds ek/;e ls ySiVkWi ls dusDV fd;k 
tk; rks bls VsFkfjax dgrs gSaA blh izdkj 
VsFkfjax djus ds fy;s vU; ehfM;e tSls 
okbZ&QkbZ ]CywVwFk dks okbZ&QkbZ VsFkfjax ;k 
eksckby gkWV&LikWV dgk tkrk gSA  
 

 

okbthV  widget 
 

 

  
 
 
 A cellphone widget is a 
shortcut for a mobile phone 
application. It usually appears on the 
phone's home screen and connects 
the user quickly and efficiently to the 
app. 
 

 
SMS ¼,Lk-,e-,l-½ 
 

 160 djsDVj ds NksVs lans'k eksckby Qksu ls Hkstus ds ekud Qksu 
izksVksdkWy 1985 esa th0,l0,e0 lhjht ds :i esa fMQkUM fd, x, FksA 

 ilZu ls ilZu ds e/; ¼ih&2&ih½ ,l-,e-,l- nks O;fDr;ksa ds e/; Hkstus 
dks dgk tkrk gS 

 ¶yS'k ,l0,e0,l0& bejtsUlh lsokvksa esa ykHknk;d gS tSls Qk;j ,ykeZ] 
cSad MdSrh vkfnA 
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bZ0ih0,0ch0,l0 ¼bysDVªzkfud izkbosV vkVksesfVd czkUp ,DlpsUt½ 
 

 ;g ,d ,slk VsyhQksu ,DlpsUt@fLofpax flLVe gS tks izkbosV vkxsZukbts'ku esa 
lsok iznku djrk gS rFkk laLFkkuksa esa vR;f/kd la[;k esa VsyhQksu LVs'kuksa ds e/; bUVj 
dE;wfuds'ku miyC/k djkrk gS rFkk lsUVªy vkfQl ykbu dk dk;Z djrk gSA lsUVªy 
vkfQl ykbUl ifCyd fLop VsyhQksu usVodZ ds e/; dusD'ku iznku djrk gSA nks vkSj 
nks ls vf/kd LVs'kuksa ds e/; VsyhQksu dusD'ku ;k dkWUÝsUl dkWy dh lqfo/kk fcuk 
lsUVªy vkfQl bD;wiesUV ds iznku djrk gSA   
 

csfld Qksu vkijs'ku % 
 

1- E;wV dkWy  & VsyhQksu dkWy ds nkSjku E;wV dh izsl djus ij 
dkWyj dks lquk tk ldrk gS ijUrq dkWyj dkWy 
djus okys dks ugh lqu ldrkA dkWyj ls iqu% E;wV 
dh izsl djds ckr dh tk ldrh gSA 

2- QkjoMZ , dky & fdlh nwljs uEcj ij vkus okyh dkWy QkjoMZ djrs 
gSA lHkh lEcfU/kr dkWYl ftUgsa QkjoMZ djuk gS 
QkjoMZ dh izsl djds Qksu ua0 bUVj djds fd;k 
tkrk gSA dkWy QkjofMZax dks iqu% izsl djds 
fM&,DVhosV fd;k tk ldrk gSA 

3- dkWy V ªkUlQj djuk & dkWy ds nkSjku VªkUlQj dh izsl djds Qksu uEcj 
bUVj djus ij dkWy VªkUlQj dh tk ldrh gSA  

4- cktZ bu & cktZ bu ds }kjk nks ,DlVsa'ku ds e/; gks jgs 
okrkZyki dks lquk tk ldrk gSA 
 

 

 
What is a PRI line?  
;g ,d fMftVy Vaªd ykbu gSa] tks Vsfydke 
lfoZl izksokbMj ds }kjk vkikrdkyhu lsok 
uEcj ds dUVz~ksy :e esa iz;ksx garq miyC/k 
djkbZ tkrh gSaA ih0ch0,Dl0 ds ek/;e ls ,d 
ih0vkj0vkb0 rkbu ij ,d lkFk 30 VsrhQksu 
dkWy fjlho o Mk;y dj ldrs gSaA 
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eksckbZy MkVk VfeZuy% Mobile data terminal 
 

 ,d dEI;wVjkbt fMokbl gS tks ifCyd VªkfUtV jsliksfUMx ;wfuV esa bLrseky dh 
tkrh gSA dUVªksy esa fMLispj o QhYM ds ,eMhVh ;wtj ds e/; dE;wfuds”ku c<+kus ds 
fy;s bldk bLrseky gksrk gS ;g fMokbl ekufp= vkSj lqlaxr lwpuk;sa tks VkLd vkSj 
dk;Zokgh ls lEcfU/kr gks rFkk ftu lwpukvksa dh ,eMhVh ;wtj ds }kjk fn;k x;k VkLd 
iwjk djus izkIr lsok ds fy;s dkWy dk cUn djus dks n”kkZrh gSA iqfyl ,stsUlht 
vkikrdkyhu lsokvksa ds fy;s izkIr lwpukvksa ij dk;Zokgh okLrfod le; esa fd;s tkus 
ds fy;s bldh vko”;drk gksrh gS rFkk ,eMhVh mi;ksxdrkZ ?kVuk LFky ij igqWpdj 
?kVuk dk lek/kku djrk gSA fMLiSp vkfQl ls ,eMhVh ;wtj dks lwpuk;sa uksV~~l vkSj 
eSlst ds }kjk fcuk fdlh ck/kk ds lapfjr dh tkrh gSA blds fuEufyf[kr YkkHk gS%& 

1- izkIr lh,Q,l dks i<+uk] jsliksfUMx ;wfuV dh fLFkfr rFkk lh,Q,l dh 
fMVsy A 

2- dUVªksy :e ls uksVl vkSj LVS.M esflt ljyrk iwoZd o laf{kIr :i ls 
,eMhVh ;wtj ds e/; vknku iznku ekufp= dk ljyrkiwoZd bLrseky 
izkIr lsok ds fy;s dky ij ?kVuk LFky ls cgqla[;d fLFkfr dk fDyd 
fo”ys’k.k ds fy;s dUVªksy :e Hkstus dh O;oLFkkA ofj’B vf/kdkjh ,eMhVh 
;wtj dh fLFkfr fdlh Hkh le; psd dj ldrkA 

3- jkT;ksa dh vko”;d lwpukvksa dks lpZ djuk] MkVk “ks;j djuk rFkk 
LFkkuh; MkVk csl dh miyC/krk j[kukA 

4-  fdlh dk uke] irk] HkkSfrd tkudkjh] ys[k] okgu dh fMVsy dh tkudkjh 
<w<+ukA 

5-  fofHkUu lpZ ifj.kke ,d Ldzhu ij izkIr gksukA 
6-  fMftVy ekufp= dh miyC/krkA 
7-  fdlh ls ckrphr rFkk ckrphr czkMdkLV djukA 
8-  dkWy ykWx bUVªh] eksckby ij Lor% HkstukA 

 

Computer Aided Dispatch 
 

 dEI;wVj lgk;rk isz’k.k ,d ,slk flLVe gS ftlds }kjk QhYM lfoZl VsfDuf”k;u] 
tu ikjxeu okguksa] dksfj;j okguksa vkSj vkikrdkyhu lsokvksa ds okguksa tSls iqfyl 
isVªksy dkj dks dEI;wVj dh lgk;rk ls fofHkUu lsokvksa ds fy;s fMLiSp fd;k tkrk gSA 
fMLiSp djus ds fy;s lans”k ,eMhVh ds ek/;e ls Hkstk tkrk gS rFkk dqN dSM flLVe 
lans”k Vw&os&jsfM;ks ds ek/;e ls ,l,e,l ;k ok;jysl VsyhQksuh dk bLrseky djds 
dky Qkj lfoZl dh fMVsYl lEcaf/kr fMLiSp okguksa dks lsok ds fy;s Hkstrs gSaA lh,Mh 
dUVªksy :e ls fMLiSp ;wfuV dk LVsVl yxkrkj viMsV jgrk gS rFkk lh,Mh dUVªksy 
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:e fMLisp dks dky Qkj lfoZl dks dq”kyrkiwoZd gsUMy djus ds fy;s Lis”ky VwYl Hkh 
miyC/k djkrk gSA 
 dSM vkerkSj ij lkoZtfud lqj{kk lsok ds fy;s bLrseky fd;k tkrk gSA blesa 
lk¶Vos;j iSdst ds ek/;e ls QhYM esa jsliksafMx ;wfuV dh fLFkfr viMsV j[kus ds fy;s 
rFkk ifCyd lqj{kk dkWy izkIr gksus ij fMLiSp djus ds fy;s fd;k tk jgk gSA ;g 
lkekU;r;k vkikrdkyhu lapkj fMLisp djus] dky lsUVj fMLiSp ds }kjk iz;ksx fd;k 
tkrk gSA 
 CAD flLVe] vkVksesfVd osfgdy yksds”ku flLVe eksckby MkVk VfeZuYl] 

vkWfQl VsyhQksu vkfn ls lh/ks bUVj dusDVsM gksrk gSA CAD flLVe dh cqfu;knh ckrsa 

fuEuor gS%& 
 iqkfyl dkfeZdksa ds vku@vkQ Vkbe dk ykWxA ukxfjd ds }kjk Qksu 

dky izkIr gksusa ij ?kVuk dks tujsV rFkk mldh fgLVªh djukA 
 QhYM dkfeZdksa dks ?kVuk dk;Zokgh dk nkf;Ro lkSiukA 
 ?kVukvksa rFkk muds ykWx dks viMsV djukA 
 os ?kVuk;sa tks tkWp ds fy;s okWfNr gks muds dsl ua0 tujsV djukA 
 QhYM esa fMLispj ds }kjk dh x;h izR;sd dk;Zokgh ds Vkbe dks ykx 

djukA 
 ok;l ykfxax th0vkbZ0,l0 ekufp= vkSj f”kdk;r drkZ ds fjdkfMZax ds 

vuqdwy lkQ~Vos;j miyC/k gksusa ij dky Vsfdax dq”ky vkSj fouez cu 
tk;sxh rFkk ;g vk/kqfud dky lsUVj dh rjg dk;Z djsxhA 

 fMLiSp iqfyl dh bdkbZ;ksa dh lrr fuxjkuh vkSj bUVjjsD”ku VsDuksykh 
ds fl)kUr ij vk/kkfjr gksxh vkSj Lopkfyr okgu LFkku fLkLVe 
¼,0oh0,y0,l0½ }kjk lgk;rk izkIr gksxhA 

 iqfyl dkjksa ls feydj cuh jsLiksUl o iSVzksy ;wfuV] eksVj lkbfdy vkSj 
iSny iqfyl vko”;d midj.kksa ls yS”k gksxhA 

 100 ua0 dky dh fuxjkuh] lfdZy vWkQhlj ds }kjk djus ij ;g ,d 
u;k vk;ke lqfuf”pr djsxhA 

 ;g flLVe ikjnf”kZrk] tcko nsgh Rofjr izfrfdz;k iznku djrk gSaA  
 100 ua0 ij ,l0,e0,l0 ds ek/;e ls Hkh f”kdk;r Lohdkj dh tk 

ldrh gSa rFkk f”kdk;r drkZ ls QhMcSd izkIr djds dk;Z “kSyh esa lq/kkj 
fd;k tk ldrk gSA 

 izR;sd dky Qkj lfoZl dks lh0vks0 ds }kjk fuxjkuh tkus lss rkfdZd 
fu’d’kZ fudky tk ldrs gS rFkk eYVh ysoy Lrjh; Ik;Zos{k.k ofj’B 
vf/kdkfj;ksa ds }kjk fd, tkus ls vko”;d funsZ”k bUVjusV ds tfj;s tkjh 
fd;s tk ldrs gSaA 

 ludh dky ds ckjs esa mfpr dkuwuh dk;Zokgh lqfuf”pr dh tk ldrh gS 
rkfd fu;a=.k d{k ds deZpkfj;ksa ds chp Xykfu dk vHkko lekIr gksaA 
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fdlh dks Hkh Lora= :Ik ls fcuk fdlh fgpfdpkgV ds viuh f”kdk;r 
jftLVj djus ds fy;s l{kerk iznku djrk gSA  

 Okk;l ykfxax th0vkbZ0,l0 ekufp= vkSj f”kdk;rdrkZ ds fjdkfMZax ds 
vuqdwy lkQ~Vos;j miyC/k gksusa ij dky Vsfdax dq”ky vkSj fouez gksus 
dh l{kerk iznku djrk gSA  

 ;g vk/kqfud dky lsUVj dh rjg dk;Z djsxhA 
 fMLiSp iqfyl dh bdkbZ;kW lrr fuxjkuh vkSj bUVjjsD”ku VsDuksyWkth ds 

fl)kUr ij vk/kkfjr gksxh vkSj Lopkfyr okgu LFkku fLkLVe 
¼,0oh0,y0,l0½ }kjk lgk;rk izkIr gksxhA 

 iqfyl dkjksa ls feydj cuh jsliksUl o isVªksy ;wfuV] eksVj lkbfdy vkSj 
iSny iqfyl vko”;d midj.kksa ls ySl gksxhA 

 100 ua0 dkWy dh fuxjkuh djus ij lfdZy vWkQhlj ds }kjk djus ij 
;g ,d u;k vk;ke lqfuf”pr djsxhA 

 ;g flLVe ikjnf”kZrk] tcko nsgh Rofjr izfrfdz;k iznku djrk gSaA  
 100 ua0 ij ,l0,e0,l0 ds ek/;e ls Hkh f”kdk;r Lohdkj dh tk 

ldrh gSa rFkk f”kdk;r drkZ ls QhMcSd izkIr djds dk;Z “kSyh esa lq/kkj 
fd;k tk ldrk gSA 

 izR;sd dkWy QkWj lfoZl dks lh0vks0 ds }kjk fuxjkuh djds rkfdZd 
fu’d’kZ fudkys tk ldrs gS rFkk eYVh ysoy ds Ik;Zos{k.k ofj’B 
vf/kdkfj;ksa ds }kjk djds vko”;d funsZ”k bUVjusV ds tfj;s tkjh fd;s 
tk ldrs gSaA 

 dksbZ Hkh Lora= :Ik ls fcuk fdlh fgpfdpkgV ds viuh f”kdk;r 
jftLVj djus ds fy;s l{kerk iznku djrs gSA  

 

AVLS (AUTOMATIC VEHICLE LOCALIZATION SYSTEM) 
 

 ,oh,y,l ,d ,slh iz.kkyh gS ftlds }kjk okgu dh HkkSxksfyd fLFkfr dk Lor% 
irk yxk;k tkrk gS rFkk mldh fLFkfr dh tkudkjh d.Vªksy dks izsf’kr dh tkrh gSA 
 eq[;r% thih,l dk bLrseky djds okgu dh HkkSxksfyd fLFkfr dh tkudkjh 
dhtkrh gSA ,oh,y,l flLVe okgu esa thih,l fjlhoj o lapkj fyad okgu vkSj 
fMLiSpj ds e/; ls feydj cuk gSA bl flLVe dh fo”ks’krk;sa fuEuor gS%& 
 

 okgu dks <aw<uk vkSj tks okgu lcls lehi gks] mls dk;Zokgh ds fy;s 
HkstukA  

 ,oh,y,l ds bLrseky ls fjLikal Vkbe dk dkQh de gksukA  
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 dk;Zokgh ds fy;s Hksts x;s okgu dh VSªfdaax fjiksVZ MkWD;wesUVs”ku ls izHkkoh 
ekWfuVfjax dh O;oLFkkA  

 

Tkh0ih0,l0 vkSj ,0oh0,y0 dk vkil esa lEcU/k% 
 

  th0ih0,l0 fjlhoj LFkku dh fLFkfr ¼yksaxhV~;wM vkSj ySVhV~;wM½ dh 
x.kuk rFkk bls fu/kkZfjr le; vUrjky ij fjdkMZ djrk gSA 

  th0ih0,l0 VzkUlehVj fLFkfr vkSj okgu dk xfr”khy MkVk dUVªksy lsUVj 
dks iwoZ ls fu/kkZfjr le; vUrjky ij izsf’kr djrk gSA 

 lkQ~Vos;j Ldzhu ij esi ys;j ds vuqlkj fQYVMZ lwpukvksa dks iznZf”kr 
djrk gSA 

AVL System Components  Hardware  
 

  th0ih0,l0 fjlhoj VªkUlehVj] ,.Vhuk] MkVkiksVZ vkSj ikoj lIykbZ 
bR;kfnA 

  lapkj Lsky] cLV vkfn izkbosV o ifCyd psuyA 
  lk¶Vos;j fMftVy uD”kkA 

 

fMftVy eSfiax ;k fMftVy dkVkZsxzkQh%  
 

 fMftVy eSafiax ,d ,slk izkslsl gS ftlds }kjk MkVk laxzg djds mls dEikbYM 
vkSj QkeZsfVax djds dkYifud fp= esa cnyk tkrk gSA bl VsDuksykWth dk cqfu;knh dk;Z 
ekufp= rS;kj dj fcYdqy lgh ,d fuf”pr {ks= dk ftlesa eq[; lM+dsa vkSj vU; 
vkd’kZd fcUnq bafxr gksa] izLrqr djuk gSA ;g VsDuksykWth ,d LFkku ls nwljs LFkku ds 
e/; nwjh dh x.kuk Hkh miyC/k djkrh gSA  
 

 Digital mapping (also called digital cartography) is the process by which a 
collection of data is compiled and formatted into a virtual image. The primary 
function of this technology is to produce maps that give accurate 
representations of a particular area, detailing major road arteries and other 
points of interest. The technology also allows the calculation of distances from 
once place to another. 
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GPS(Global Positioning System) 
 
 Xykscy iksthflax flLVe ¼thih,l½ ,d varfj{k vk/kkfjr Xykscy usfoxs”ku 

lsVsykbV flLVe gS ¼GNSS½ gSa tks pkj ;k pkj ls vf/kd th0ih0,l0 mixzgksa dk 
bLrseky djrs gq;s lHkh ekSle esa dgha Hkh  iF̀oh ij ;k ìFoh ds fudV LFkku vkSj le; 
dh tkudkjh iznku djrs gSaA ;g la;qDr jkT; vesfjdk }kjk lapkfyr gS vkSj Lora= :Ik 
ls dqN rduhdh lhekvksa dh ck/;rk ds dsoy lSU; mi;ksx drkZvksa dks NksM+dj fdlh ds 
}kjk th0ih0,l0 fjlhoj bLrseky fd;k tk ldrk gSaA  
 Tkh0ih0,l0 vesfjdk j{kk foHkkx ds }kjk cuk;k x;k Fkk rFkk ewy:Ik ls blesa 
pkSchl mixzgksa dk laxzg ls fdz;k”khy fd;k x;k FkkA ;g 1994 esa iwjh rjg ls 
fdz;k”khy gks x;kA 
 1983 esa :lh bUVjlsIVj ,;jdzkQ~V ds }kjk flfofy;u ,;jykbuydy ds gokbZ 
tgkt dks usohxs”kuy =qfV ds dkj.k izfrcfU/kr gokbZ {ks= esa HkVdus ds dkj.k ekj 
fxjk;k Fkk ftlesa 269 yksx ekjs x;s FksA bl ?kVuk ij vefjdh jk’Vªifr jsukYM jhxu us 
?kks’k.kk dh fd th0ih0,l0 flfofy;u bLrseky ds fy;s miyC/k jgsxh rFkk fdlh Hkh 
flfofy;u ds }kjk fcuk fdlh Qhl ;k ykblsUl ds bLrseky fd;k tk ldrk gSaA  
 

What is Global Positioning System (GPS)? 
 24 Satellites 
 6 planes with 55° rotation 
 Each plane has 4 or 5 satellites 
 20,200 km (12,600 mi) orbit 
 1 revolution every 12 hours 

 

GLOBAL POSITIONING SYSTEM AND ITS DEFINITION 
 

 GLOBAL POSITIONING SYSTEM IS TO POSITION AN OBJECT IN TERMS  OF 
LATITUDES,LONGITUDES AND ALTITUDES USING RADIO SIGNALS IN REAL TIME OR 
LATER.  

 

 

GLOBAL SATELLITE NAVIGATION SYSTEM (GNSS) 
 

GPS SYSTEM IN WORLD 
  

NAVSTAR : Navigation Satellite Timing and Ranging- GPS System of USA 
launched in 1972 
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GLONASS :  Global Navigational Satellite System- A similar system of U.S.S.R. is 
in operation. 

CAMPASS    : GPS navigation by CHINA 
GALALIO   :   GPS navigation by European space agency 
GAGAN      : “GPS and Geo Augmented Navigation” Navigation system by INDIA  
 

 

 
 
GIS(Geographic Information System)  
 
 ft;ksxzkfQd bUQksjes”ku flLVe ,slh fdlh Hkh iz.kkyh ls gS tks dSIpj LVksj rFkk 
fo”ys’k.k dj LFkku dk MkVk izLrqr djrk gSA ljy “kCnksa esa th0vkbZ0,l0 ekufp= vkSj 
MkVkcsl VsDuksykth dk vkil esa foy; gSaA th0vkbZ0,l0 iz.kkyh dk iz;ksx uD”kk cukus 
esa] nwjlaosnh] Hkwfe losZ{k.k QksVksxzkeesVªh] Hkwxksy] “kgjh fu;kstu vkikrdkyhu izcU/ku] 
usohxs”ku esa vkSj LFkkuh; dr̀ [kkst batuksa esa bLrseky fd;k tkrk gSaA 
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GIS comprises of:  
  Data input 
  Storage 
  Management 
  Analysis 
  Output 

The benefits of GIS include:  
 Better information management 
 Higher quality analysis 
 Ability to carry out “what if?” scenarios 
 Improve project efficiency 

GIS Applications  
 Facilities management 
  Natural resource management 
  EO applications 
 Marketing and retailing 
 Environmental 
 Transport/vehicle routing 
 Health 
 Insurance  

and many more . . . 
GIS types 

 Desktop GIS  
 Internet GIS 
 Web GIS 
 Network GIS and  
 Wireless GIS 
 3D GIS 
 Virtual GIS 
 Telecom GIS 
 Health GIS 

Mobile GIS  
 Mobility +  Wireless connectivity + GIS = Wireless GIS 
 Provide the facility to extract particular sets of information 

where it is needed 
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 Mobile GIS-Application  
             Road information recorded using mobile GIS                                     
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18- vius 'kgj dh HkkSxksfyd fLFkfr ,oa laLÑfr dks tkuuk 
 KNOW YOUR CITY GEOGRAPHICALLY AND IT'S CULTURE 

 
 

 
 
HkkSxksfyd fLFkfr  

 HkkSxksfyd fLFkfr ls vk'k; l?ku vkcknh 
okys {ks=] Hkouksa ds ckgqY; okys {ks=] vkfFkZd 
xfrfof/k;ksa ds {ks=] cM+h bekjrksa ds {ks=] 'kgj] 
dLcs bR;kfn dh lgh&lgh fLFkfr dh tkudkjh 
ls gSA 

   dUVªksy #e ds lanHkZ esa mDr dh 
lgh&lgh fLFkfr dh tkudkjh gksuk ije 
vko';d gSA  

 
 

 
laLdf̀r 

 ewy #i ls vkRek vFkok efLr"d dk 
lao)Zu laLdf̀r dks ifjHkkf"kr djrk gSA orZeku 
ifjis{; esa fdlh LFkku dh laLdf̀r dks eq[;r% 
Hkk"kk] jgu&lgu] igukok] [kku&iku] 
iwtu&vpZu] ekU;rk,W] esyk@ioZ bR;kfn izHkkfor 
djrs gSaA  

 fons'kh i;ZVd ns'k&fons'k dh lakLdf̀rd 
/kjksgjksa dks ,d LFkku ls nwljs LFkku rd 
izpkfjr djrs gSaA   

 



 
ekWMuZ dUVªksy #e ¼dSM½ dkWy Vsdj izf'k{k.k eSuqvy 

 

                               m0iz0 iqfyl jsfM;ks izf”k{k.k dsUnz] egkuxj&y[kuÅ      91 
 

HkkSxksfyd fLFkfr tkuus dh vko';drk 
 

 dUVªksy #e vkWijsVj dks fuEu eq[; dkj.kksa ls 'kgj@nsgkr {ks= dh HkkSxksfyd 
fLFkfr dh tkudkjh gksuk vko';d gS& 
  iqfyl cy@lqj{kk cyksa dk 

 Rofjr lapj.k  
o lkekU; lapj.k  
o #V ekpZ@¶ySx ekpZ 
o vkdfLed lapj.k  

  vijk/k fu;a=.k 
  VªSfQd fu;a=.k 
  vfXu'keu O;oLFkk  
  vkink izcU/ku@vkikr lgk;rk  

 
 

HkkSxksfyd fLFkfr dh tkudkjh ds eq[; fpUg fuEu gSa& 
 'kgj ,oa nsgkr {ks= dk foLrkj  
 jkLrs  
 eq[;&eq[; LFky      
 HkhM+ okys LFky      
 ty L=ksr   
 taxy {ks=@ou {ks= 

 
'kgj ,oa nsgkr {ks=ksa esa fLFkr fuEu lEHkkfor LFkyksa dh HkkSxksfyd fLFkfr ds 

lEcU/k esa tkudkjh dUVªksy #e ds vkWijsVj dks gksuh pkfg;s&   
 

 feysVªh ,fj;k@vk;q/k fMiks   
 rsy fMiks@xSl fMiks  
 dsUnzh; LFky  
 ikWa'k ,fj;k   
 cgqeaftyh bekjrsa  
 taxy {ks=@lqulku {ks= 
 ikdZ@fpfM+;k?kj 
 dksVZ  
 eafnj@efLtn@xq:}kjs  
 eq[;&eq[; pkSjkgs  
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 vksoj fczt+@v.Mj ikl  
 Lkeqnkf;d dsUnz@fookg LFky  
 gkV@cktkj  
 lkEiznkf;d laosnu'khy LFky@{ks=@eksgYyk@pkSdh@Fkkuk  
 ,sfrgkfld LFky  
 'kkfiax ekWy  
 fLofeax iwy  
 fte  
 flVh lsUVj  
 jkf= esa [kqyus okyh % nokvksa dh nqdkusa  
 eq[; LFkyksa ij 'kjkc dh nqdkusa  
 cgqeaftyh bekjrsa  
 VsyhQksu ,Dlpast  
 ikoj IykaV  
 fey@dsehdy IykaV@dsehdy Hk.Mkj@xSl xksnke  
 vU; Hk.Mkj xg̀  
 ty L=ksr   
 [krjukd ,oa Abandoned Hkou  
 >qXxh >ksaifM+;kWa  

VªSfQd 
 VªSfQd tke okys pkSjkgs@LFky  
 Hkkjh okgu izos'k dh le; lhek  
 izos'k fu"ks/k 

 
laLdf̀r 
 Hkk"kk  
 jgu&lgu  
 [kku&iku  
 iwtu&vpZu  
 esyk@ioZ  
 fons'kh i;ZVd 

 
 

mailto:fczt+@v.Mj
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19- ok.kh dk lgh iz;ksx ,oa “kq) mPpkj.k 

Articulation and Voice modulation 
  

 ok.kh ;k vkokt bZ'oj dk fn;k gqvk vuqie ojnku gSA ok.kh euq"; ds ikjLifjd 
laokn ,oa lapkj dk izeq[k ek/;e gSA euq’; dh “kkjhfjd] ekufld ,oa HkkokRed 
vfHkO;fDr;kW] ok.kh ds }kjk gh vfHkO;Dr dh tkrh gSaA eq[; :i ls ok.kh esa fuEu rhu 
“kfDr;kW lfUufgr gSa& 

 izFke  %   HkkokRed “kfDr]  

 nwljh  %  mPpkj.k “kfDr vkSj  

 rhljh %  “kCn “kfDrA 

 ok.kh ds ek/;e ls gh ,d vk/kqfud iqfyl dUVªksy :e dk lwpuk&xzkgd 
(CALLTAKER),  lkekU; tu ds lkFk lEcU/k LFkkfir djrk gSA bl izdkj lwpuk&xzkgd 
dh ok.kh dk leqfpr iz;ksx ,oa laokn gh iqfyl dh Nfo dk okLrfod fu:i.k djrk gSA 
vr% lwpuk&xzkgd dks lnSo vius mPpkj.k dh “kq)rk ,oa vkokt ds mrkj&p<+ko ds 
izfr ltx jgrs gq,] fujUrj vH;kl }kjk blesa xq.kkRed lq/kkj djuk pkfg;sA 

 lwpuk&xzkgd@lkekU; iqfyltu dh vyx&vyx ì’BHkwfe ds gksus ds dkj.k 
“kCnksa dk v”kq} mPpkj.k lkekU; O;ogkj esa ifjyf{kr gksrk gSA ;Fkk& ue”dkj] Øik ,oa 
iqfyl bR;kfnA tcfd budk “kq} mPpkj.k& ueLdkj] dìk ,oa iqfyl gSA blh izdkj 
{ks+=h; ;k vkapkfyd izHkko ds pyrs cgqr ls iqfyltu “kCnksa dks rksM+ ejksM+dj cksyrs gS 
ftuesa cfd;k ¼”kq)&ckdh½] xfM+;k ¼”kq)&xkM+h½ bR;kfn “kCn lfEefyr gSA bu “kCnksa ds 
mPpkj.k ij fo”ks’k /;ku fn;s tkus dh vko”;drk gSA blds vykok cgqr ls iqfyltu 
vuko”;d “kCnksa ^^rfd;k dyke** ;Fkk& eus] tks gS] lks gSa] fuf”pr tku tkb;s bR;kfn 
dk iz;ksx] okD;ksa ds chp esa djrs jgrs gSa] tks Hkk’kk dh n`f’V esa =qfV iw.kZ ,oa vokaNuh; 
gSaA vPNs lwpuk&xzkgd dks lrr~ vH;kl }kjk vkapfyd Hkk’kk;h izHkko ls viuh ok.kh dks 
eqDr j[kuk pkfg;sA ok.kh ij gq, vkapfyd Hkk’kk;h izHkko dks gh Mother Tongue 
Influence Reduction (MTIR) dgrs gSaA 
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Okk.kh dk rkjRo (PITCH), okY;we (VOLUME)   ,oa xfr (TEMPO OR SPEED) 
 

 ,d vPNs lwpuk xzkgd dks viuh vkokt ds rkjRo ¼iryh ;k eksVh vkokt½] 
okY;we ¼rst ;k /kheh vFkok ÅWph ;k uhph ½ dk izHkko rFkk cksys tkus okys “kCnksa xfr 
(SPEED)  dk lgh&lgh Kku gksuk pkfg;sA 
 izR;sd euq’; dh ok.kh dk rkjRo vyx&vyx gksrk gSA iq:’kksa esa ;g 80&150 
g~VZt+  rFkk efgykvksa esa 180 ls 280 g~VZt vkof̀Rr dk gksrk gSA ;gkW ij ;s tkuuk 

vko”;d gS fd ok.kh dk rkjRo (PITCH),  dsoy vkò̀fRr ek= ugha gS] blds vUrxZr 
O;fDr fo”ks’k dk HkkokRed laosx] mPpkj.k vaxks ¼;Fkk&t+cku] rky] nkWr] QsQM+s bR;kfn½ 
dh cukoV rFkk bu vaxksa ds iz;ksx dk Hkh egRiw.kZ ;ksxnku gSA 
 rkjRo ds leqfpr fu/kkZj.k ds fy, ;g vko”;d gS fd lwpuk&xzkgd dks cksyrs 
le;] viuh vkokt dks] lkekU; cksy&pky ds Lrj ls FkksM+k Åij j[kdj] VsyhQksu ij 
cksyuk pkfg;sA vFkkZr~ lkekU; fip ls FkksM+k Åij dh fip ij VsyhQksu ij okrkZyki 
djuk pkfg;sA okrkZyki ds nkSjku Loj lkekU; ,oa xfr e/;e Lrj dh gksuk Hkh vko”;d 
gSA 
 

xfrfof/k ¼ACTIVITY½ 
 ^^ueLdkj] dkuiqj iqfyl lsok lkSA eSa vkidh D;k lgk;rk dj ldrk gWwA^^  
 mijksDr okD; dk] e/;e fip ij “kq} mPpkj.k ds lkFk] lwpuk&xzkgd dks lrr 
vH;kl djuk pkfg;sA mijksDr okD;] fdlh Hkh tuin ds lwpuk&xzkgd }kjk] cksyk tkus 
okyk] izFke okD; gksrk gS] tks lekt esa iqfyl dh Nfo dks mRd’̀V cukus gsrq TAG-LINE  
;k ewy ea= gSA 
 izFke okD; ds lwpuk&xzkgd }kjk lgh&lgh mPpkj.k ek= ls gh dkQh gn rd 
iqfyl dh Nfo dks csgrj ,oa ihfM+r dk fo”okl thrus ;ksX; cuk;k tkrk gSA 
 

okY;we (VOLUME)   
lwpuk&xzkgd dks Kkr gksuk pkfg;s fd dUVªksy :e ds VsyhQksu dk ekbd vR;Ur   

lqxzkgh (SENSITIVE) gksrk  gSA blfy, ihfM+r O;fDr ls lwpuk ysrs le;] ekbd ls eqWg 
dks mfpr nwjh ij ¼2&3 bZaap½ j[krs gq,] e/;e okY;we esa okrkZyki djuk pkfg;sA vkokt 
ds okY;we dks vlkekU; :i ls T;knk j[kus ij Hissing sound, “k] ‘k] l] t+ v{kjksa esa 
rFkk i] Q] Hk] c] v{kjksa esa /oalizHkko  (Blast effect), mPpkj.k ds nkSjku iSnk gksrk gS] tks 
okrkZyki esas ck/kk mRiUu djrk gSA 
 

xfr (TEMPO , SPEED)  
lwpuk&xzkgd ds fy,] okrkZyki esa xfr ls vfHkizk;] izfr lsds.M cksys tkus okys 

“kCnksa ls gSA VsyhQksu ij okrkZyki dh ekud xfr lwpuk&xzkgd ds fy, 3 'kCn izfr 
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lsds.M gSA lwpuk xzkgd lkekU; rkSj ij blh xfr dk iz;ksx dj cksy ldrs gSaA fdUrq 
?kVuk dh xEHkhjrk ,oa fo’k; oLrq ds vuq:i] xfr dks de vFkok rhoz Hkh fd;k tk 
ldrk gSA 
 

ok.kh ds xq.k 
 lwpuk&xzkgd ds dk;Z ,oa nkf;R;ksa ds fuoZgu ds fy, vPNh ok.kh dk egRoiw.kZ 
;ksxnku gksrk gS tks dkQh gn rd “kq) mPpkj.k esa fufgr gksrh gSA vPNh ok.kh esa 
leqfpr uSlfxZd xwWt dk Hkh lekos'k gksrk gSA vR;Ur iryh@ddZ'k ok.kh okys tu] 
lwpuk&xzkgd ds dk;Z gsrq vuqi;qDr gksrs gSa] ijUrq vkokt ds lgh iz;ksx] 'kq) mPpkj.k 
,oa fu;af=r “kCn xfr ds }kjk] vuqi;qDr lwpuk&xzkgd Hkh viuk dk;Z ldq”ky <ax ls 
lEiUu djus ds ;ksX; cu ldrs gSaA 
 

ok.kh ds nks’k 
 ok.kh dh izÑfr] O;fDr fo”ks’k dh vkokt+ dks igpkuus esa lgk;d gksrh gSA 
;nk&dnk euq’;ksa dh ok.kh esa fuEe izdkj ds nks’k ik;s tkrs gSa%& 

I. ddZ'krk  (Harshness)   
II. [kj[kjkgV (Hoarseness)   

III. lk¡l Qwyus tSlh vkokt+ (Breathiness)   
IV. ukd dh vkokt+ (Nasalisation)   
V. ne ?kksaVw vkokt+ (Being muffled)   

D;k djsa (Do’s) 

1- vk/kqfud iqfyl dUVªksy :e  esa  viuh M~;wVh ds nkSjku dqlhZ ij dej lh/kh 
j[krs gq, lgh <ax ls (Proper posture)  cSBsaA 

2- vkjke ls “okWl ysa] rFkk izkr% vuqykse&foykse izk.kk;ke dk nSfud vH;kl 
djsaA 

3- viuh M~;wVh ds nkSjku] iwoZ esa dky&xzkgd ds :i esa viuh fjdkWMsZM&dkWy 
dks lqudj muds xq.k&nks’kksa ds vk/kkj ij Lo&ewY;kadu djsaA  

4- cksyrs le; “kCn vkSj v{kj dk “kq) mPpkj.k djsaA 
5- okrkZyki ds nkSjku vkokt dks e/;e rkjRo ij j[ksaA cksyus dh xfr 

fu;af=r j[ksaA 
6- okrkZyki ds le; vYi fojke (Pause)  dk iz;ksx djsaA 
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D;k u djsa (Dont’s) 
  

1- ihfM+r O;fDr ls okrkZyki ds chp esa esa le;&le; ij vPNk] Bhd gS] 
bR;kfn 'kCnksa dk iz;ksx u djsaA 

2- vR;f/kd B.Ms ,oa xeZ is;] [kk| inkFkksa Z dk lsou u djsaA 
3- /kweziku] iku elkys] rEckdw dk lsou u djsaA 
4- yEcs le; rd ÅWph vkokt+ esa u cksysaA 

 
 
‘’CALL TAKER’S JOB IS SIMILAR TO THE DOCTOR’S JOB, DOCTOR DOES IT 

BY MEDICATION AND CALL-TAKERS BY ARTICULATION.’’  
 

                                        DDrr..  DD..SS..  CCHHAAUUHHAANN,,  AADDGG  ((TTEELLEECCOOMM))    
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