
 

 

 

 

 

 

 

BDwbU: 11 Ôga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieivnÕ G Avcbv‡`i ¯̂vMZg| mvaviYZ e Í̄yMZ c‡Y¨i eÈb Drcv`‡Ki 

wbKU †_‡K ïiæ nq Ges P‚ovšÍ †fv³vi wbKU †cŠuQv‡bvi gva¨‡g †kl nq| wKš‘ †mev A „̀k¨gvb Ges wKQy ¯̂Zš¿ 

ˆewk‡ó¨i Kvi‡Y Gi e›Ub cÖYvjx e Í̄yMZ cY¨ †_‡K c„_K| †mev`vbKvix cÖwZôvb AwaKvsk †¶‡Î cÖZ¨¶fv‡e 

†µZv‡K †mev cÖ`vb K‡i| eZ©gvb cÖhyw³wbf©i cÖwZ‡hvwMZvg~jK cwi‡e‡k †mevi Pvwn`v cÖwZwbqZ e„w× cv‡”Q| 

eZ©gv‡b †mev cÖwZôvbmg~n ga¨ ’̄e¨emvqxi gva¨‡g †mev cÖ`vb Ki‡Z AvMÖnx n‡q DV‡Q| wKš‘ ga¨ ’̄e¨emvqx‡`i 

gva¨‡g †mev mieiv‡ni †¶‡Î †mevi gvb I avivevwnKZv eRvq ivLv AZ¨šÍ P¨v‡jwÄs| †mev wecY‡bi GB BDwbUwU 

cvuPwU cv‡V wef³| GB BDwb‡Ui cvV mg~‡n †h welq¸‡jv Av‡jvPbv Kiv n‡q‡Q Zvi g‡a¨ D‡jøL‡hvM¨ n‡jv: †mevi 

eÈb, cÖZ¨¶ †mev mieivn, ga¨ ’̄e¨emvqxi gva¨‡g †mev mieivn, cÖZ¨¶ cÖYvjx ev †Kv¤úvwbi gvwjKvbvwfwËK 

cÖYvjx, dª¨vbPvBwRs, d¨vbPvBRvi, dª¨vbPvBwR, cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieivn, B‡jKUÖwbK ev ˆe`¨ywZK 

cÖYvjx, †mev mieiv‡n ga¨ ’̄e¨emvqx e¨env‡ii mgm¨v Ges ga¨ ’̄e¨emvqx‡`i gva¨‡g Kvh©Ki †mev mieiv‡ni 

†KŠkjmg~n|   

wcÖq wk¶v_©xiv Pjyb Avgiv †mev wecY‡bi GKv`k BDwbU Ôga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieivnÕ wb‡q Av‡jvPbv 

ïiæ Kwi|  

 

 

BDwbU mgvwßi mgq  BDwbU mgvwßi m‡e©v”P mgq ỳB mßvn 

G BDwb‡Ui cvVmg~n 

cvV-11.1: †mevi eÈb c×wZmg~n   

cvV-11.2: dª¨vbPvBwRs; dª¨vbPvBRvi; Ges dª¨vbPvBwR   

cvV-11.3: cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieivn   

cvV-11.4:  B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjx   

cvV-11.5: †mev mieiv‡n ga¨ ’̄e¨emvqx e¨env‡ii mgm¨v; Ges Kvh©Ki †mev mieiv‡ni †KŠkjmg~n   

 

  

ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieivn    

Delivering Service through Intermediaries 
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evsjv‡`k Dš§y³ wek^we`¨vjq  weweG (evsjv gva¨g) †cÖvMÖvg  

BDwbU GMvi  c„ôv-179 

 
 

 †mevi eÈb c×wZmg~n  

 Service Distribution Systems 
 

 

D‡Ïk¨ 

 

G cvV †k‡l AvcwbÑ 

 cÖZ¨¶ †mev mieiv‡ni aviYv eyS‡Z cvi‡eb;   

 ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieiv‡ni c×wZ¸‡jv wPwýZ Ki‡Z cvi‡eb;   

 dª¨vbPvBwR, cÖwZwbwa, Ges `vjv‡ji g‡a¨ cv_©K¨ eY©bv cvi‡eb; 

 cÖZ¨¶ cÖYvjx ev †Kv¤úvwbi gvwjKvbvwfwËK cÖYvjxi myweavmg~n D‡jøL Ki‡Z cvi‡eb; Ges  

 cÖZ¨¶ cÖYvjxi Amyweavmg~n wPwýZ Ki‡Z cvi‡eb|   

 

†mevi eÈb c×wZmg~n  

Service Distribution Systems   

†mev wecYb wgkÖ‡Yi Dcv`vb ¸‡jvi g‡a¨ GKwU n‡jv †mevi e›Ub| †mev wecYb I eÈb cÖwµqv †mevi A`„k¨gvb 

Ges AwfÁZvg~jK cÖK…wZi Rb¨ Abb¨| †mev eÈb c×wZ `yB cÖavb avivq cwiPvwjZ nq: cÖZ¨¶ †mev mieivn Ges 

ga¨ ’̄e¨emvqxi gva¨‡g †mev mieivn|   

1) cÖZ¨¶ †mev mieivn (Direct Delivery of Services): cÖZ¨¶ †mev cÖ`v‡bi cÖwµqvq †¶‡Î, †mev cÖavb ev 

cÖ`vbKvix mivmwi MÖvn‡Ki mv‡_ RwoZ nq| Gi A_© n‡jv †Kv‡bv ga¨ ’̄e¨emvqx Qvov †mev cÖ`vb Kiv| 

D`vniY¯^iƒc, hLb Avcwb GKRb wPwKrm‡Ki Kv‡Q hvb, Avcwb mivmwi Zvui †ckvMZ †mev MÖnY K‡ib| 

GB c×wZi myweav n‡jv †µZv I †mev`vZv Df‡qi g‡a¨ mivmwi †hvMv‡hvM Ges †evSvcov m¤¢e nq, GB 

mivmwi †hvMv‡hvM hv †mevi gvb I †µZv mš‘wó‡Z Ae`vb iv‡L| wb‡gœi wP‡Îi mvnv‡h¨ †mev mieiv‡ni 

cÖZ¨¶ cÖYvjxmg~n †`Lv‡bv n‡jv:   

 

 

 

 

 

2) ga¨ ’̄e¨emvqxi gva¨‡g †mev mieivn (Delivery of Service through Intermediaries): †mev wecY‡bi 

†¶‡Î ga¨e¨emvqx‡`i gva¨‡g †mev mieiv‡ni †KŠkj †µZvi Kv‡Q †cŠuQv‡bvi GK AZ¨šÍ Kvh©Kix Dcvq 

n‡q D‡V‡Q| GB c×wZ †mev wecY‡bi `yB c×wZ wb‡q MwVZ| A_©vr †mev cÖavb (Service Principal or 

Originator) Ges †mev mieivnKvix ev ga¨ ’̄e¨emvqx (Service Deliverer or Intermediary) wb‡q MwVZ|   

i.  †mev cÖavb ev cÖeZ©bKvix (Service Principal or Originator): †mev cÖavb n‡”Qb †mB e¨w³ ev 

cÖwZôvb hviv †mevi †gŠwjK aviYv, wWRvBb Ges ÷¨vÛvW© wba©viY K‡i| GB mË¡v †mevwUi g~j Drm 

Ges Gi gvb wbqš¿‡Y P‚ovšÍ `vwqZ¡kxj| D`vniY¯^iƒc, GKwU nvmcvZvj hv ¯̂v ’̄¨‡mev cÖ`vb K‡i, 

A_ev GKwU wk¶vcÖwZôvb hv wk¶v †mev cÖ`vb K‡i, †m¸‡jv †mev cÖavb wn‡m‡e MY¨ nq|   

ii.  †mev mieivnKvix ev ga¨ ’̄e¨emvqx (Service Deliverer or Intermediary): †mev mieivnKvix ev 

ga¨ ’̄e¨emvqx n‡”Q †mB e¨w³ ev cÖwZôvb hviv mivmwi MÖvn‡Ki mv‡_ wg_w¯Œqv K‡i Ges †mev cÖ`vb 

K‡i| G‡`i f‚wgKv n‡”Q, †mev cÖav‡bi wbwg©Z †mev ev cb¨wU MÖvn‡Ki Kv‡Q †cŠu‡Q †`Iqv| 

cvV 11.1 

cÖYvwj-1 
(Channel- 1) 

†mev cÖavb/ Drcv`bKvix  

(Service Provider) 

†mev †fv³v/ MÖvnK 
(Service Customer) 

wPÎ 11.1: †mev mieiv‡ni cÖZ¨¶ cÖYvjx 

 



evsjv‡`k Dš§y³ wek^we`¨vjq  †mev wecYb  

BDwbU GMvi  c„ôv-180 

D`vniY¯^iæc, dª¨vÂvBwR gvwjKiv, hviv GKwU eo †iu‡ Í̄viv †PB‡bi jvB‡mÝ †c‡q wbw`©ó GjvKvq 

†mev cÖ`vb K‡i| A_ev ågY G‡RwÝ hviv ågY c¨v‡KR I wUwKwUs †mev cÖ`vb K‡i| GQvovI, 

wWwRUvj cø¨vUdg© †hgb AbjvBb eywKs mvBUm ev B-Kgvm© I‡qemvBU¸‡jv wWwRUvj gva¨‡g †mev 

mieivn K‡i _v‡K|   

GB `yB ai‡bi c×wZ †mev wecYb I eÈ‡bi AZ¨šÍ RwUj cÖwµqv‡K mij K‡i †Zv‡j Ges †µZv †cŠuQv‡bvi 

†¶‡Î wewfbœ †KŠkj m„wó K‡i| GB c×wZ¸‡jvi gva¨‡g †mev cÖ`vbKvixiv evRv‡ii wewfbœ wefv‡M Zv‡`i 

†cŠuQv‡bvi ¶gZv evov‡Z cv‡i, hv †µZv mš‘wó Ges e¨emv‡qi mvd‡j¨ Ae`vb ivL‡Z cv‡i| wb‡gœi wP‡Îi 

mvnv‡h¨ ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieiv‡ni cÖYvjxmg~n †`Lv‡bv n‡jv:   

 

 

 

 

 

 

 

 

 

 

 

 

†mev wecYb I eÈb †KŠk‡j ga¨ ’̄e¨emvqx‡`i e¨envi we‡klZ ¸iæZ¡c~Y© Kvib Zviv †mev cÖ`vbKvix Ges 

P‚ovšÍ MÖvn‡Ki g‡a¨ GKwU mgš^q mvab K‡i| eZ©gv‡b wewfbœ ai‡bi ga¨ ’̄e¨emvqx e¨env‡ii gva¨‡g †mev 

mieivn Kiv nq| †hgb- dª¨vbPvBwR, cÖwZwbwa, `vjvj, B‡j±ªwbK ev ˆe`¨ywZK cÖYvjx BZ¨vw`| wb‡gœ †mev 

mieiv‡n e¨eüZ ga¨ ’̄e¨emvqx‡`i m¤ú‡K© ms‡¶‡c Av‡jvPbv Kiv n‡jv|   

K. dª¨vbPvBwR (Franchisee): eZ©gvb we‡k¦i †mev mieiv‡ni Ab¨Zg ga¨ ’̄e¨emvqx n‡jv dª¨vbPvBwR| 

dª¨vbPvBwR n‡jv GK ai‡Yi e¨emvwqK g‡Wj †hLv‡b †mev cÖavb ev g~j cÖwZôvb Zvi eª¨v‡Ûi bvg, 

Acv‡ik‡bi g‡Wj Ges cÖYvjx¸‡jv e¨env‡ii AbygwZ †`q GKwU Z…Zxq c¶‡K, wewbg‡q Z„Zxq 

cÿ GKwU wd ev iq¨vjwU cÖ`vb K‡i| D`vniY¯^iƒc, KFC ev Pizza Hut †hgb evsjv‡`‡k 

Transcom Group Gi gva¨‡g Zv‡`i †mev evsjv‡`‡k mieivn K‡i | GB g‡W‡j, dª¨vbPvBwR 

g~jZ †mev cÖav‡bi gvb`Ð I ¸YMZ gvb Abyhvqx †mev mieivn K‡i| G‡Z K‡i MÖvn‡Kiv †h‡Kv‡bv 

’̄v‡b GKB gv‡bi †mev †c‡Z cv‡ib|   

L. cÖwZwbwa (Agent): cÖwZwbwaiv †mev cÖ`vbKvix I MÖvn‡Ki g‡a¨ `xN©‡gqvw` m¤úK© ’̄vc‡b AZ¨šÍ 

mnvqK| Giv evRvi m¤ú‡K© Mfxi Ávb Ges AšÍ`„©wó wb‡q KvR K‡i| hvi d‡j Zviv †mev 

cÖYvwj-1 

(Channel- 1) 

cÖYvwj-2 

(Channel- 2) 

 †mev cÖavb/ 

Drcv`bKvix  

(Service Provider) 

 

cÖwZwbwa/ `vjvj 

(Agent/Broker) 

†mev †fv³v/ MÖvnK 

(Service Customer) 

 

†mev cÖavb/ 

Drcv`bKvix  

(Service Provider) 

 

cÖwZwbwa/ `vjvj 

(Agent/Broker) 

 

†mev d«vbPvBwR 

(Service 

Franchisee) 

†mev †fv³v/ MÖvnK 

(Service 

Customer) 

 
 

cÖYvwj-3 

(Channel- 3) 

†mev cÖavb/ 

Drcv`bKvix 

(Service Provider) 

 

cÖwZwbwa/ 

`vjvj 

(Agent/Broker) 

 

†mev d«vbPvBwR 

(Service 

Franchisee) 

 

B‡jKUªwbK 

cÖYvwj 

(Electronic 

Channels) 

†mev †fv³v/ 

MÖvnK 

(Service 

Customer) 

 

wPÎ 11.2: ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieiv‡ni cÖYvjxmg~n 



evsjv‡`k Dš§y³ wek^we`¨vjq  weweG (evsjv gva¨g) †cÖvMÖvg  

BDwbU GMvi  c„ôv-181 

cÖ`vbKvixi n‡q mwVK MÖvn‡Ki mÜvb Ges Pzw³ m¤úv`‡b m¶g nq| D`vniY¯^iƒc, wegv 

†Kv¤úvwb¸‡jv cÖvqB wegv cwjwm weµ‡qi Rb¨ cÖwZwbwa wb‡qvM K‡i _v‡K, hviv †µZv‡`i mv‡_ 

mivmwi wg_w¯Œqv K‡i Ges Zv‡`i Pvwn`v Abyhvqx †mev cÖ`vb K‡i|   

M. `vjvj (Broker): `vjvjiv mvgwqK wfwË‡Z KvR K‡i, Ges Zv‡`i g~j KvR n‡jv †µZv Ges 

we‡µZv‡K GKwÎZ Kiv| Giv Pzw³ m¤úv`‡b mnvqZv K‡i _v‡K wKš‘ gvwjKvbv ¯̂Z¡ MÖnY K‡i bv| 

GB cÖwµqvq `vjvjiv Zv‡`i Kwgkb DcvR©b K‡i| D`vniY¯^iƒc, wi‡qj G‡÷U `vjvjiv evwo 

wKb‡Z B”QyK †µZv Ges we‡µZvi g‡a¨ ms‡hvM ’̄vc‡bi KvR K‡i _v‡K, hv‡Z Dfq c¶ mš‘ó 

nq| †mev wecY‡bi †¶‡Î, cÖwZwbwa I `vjv‡ji f‚wgKv MÖvn‡Ki mv‡_ †mev cÖ`vbKvixi m¤úK© 

Mfxi Ges my „̀p K‡i| Giv †µZv Pvwn`v ey‡S †mev gvwb‡q wb‡Z m¶g nq, hv †mev cÖ`v‡bi gvb 

DbœZ K‡i Ges †µZv mš‘wó e„w× K‡i| †mev wecY‡bi GB †KŠkj MÖvn‡Ki mv‡_ `xN©‡gqvw` m¤úK© 

’̄vcb Ges e¨emv‡qi mvd‡j¨ Ae`vb iv‡L|   

N.  ˆe`¨ywZK ev B‡jKUÖwbK cÖYvjx (Electronic Channel):  AvaywbK †mev wecY‡bi `„wó‡KvY †_‡K, 

ˆe`¨ywZK cÖYvjx n‡jv GKwU D”PZi Ges `¶ †mev cÖ`v‡bi c×wZ, †hLv‡b †mev`vbKvix Ges 

MÖvn‡Ki g‡a¨ mivmwi ev cÖZ¨¶ †Kv‡bv wg_w¯Œqv cÖ‡qvRb nq bv| GB cÖYvjx Abymv‡i, wewfbœ 

B‡jKUÖwbK gva¨g, †hgb- B›Uvi‡bU, †Uwj‡dvb, †Uwjwfkb BZ¨vw`i gva¨‡g †mev cÖ`vb Kiv nq|   

GB c×wZi RbwcÖqZv eZ©gvb cÖhyw³ wbf©i we‡k¦ AZ¨šÍ †e‡o P‡j‡Q KviY GwU mgq Ges A‡_©i 

mvkÖq K‡i| †hgb, AbjvBb e¨vswKs †mev¸‡jv †µZv‡`i N‡i e‡mB Zv‡`i Avw_©K †jb‡`b 

m¤úv`‡bi my‡hvM cÖ`vb K‡i, hv mgq I kÖ‡gi e¨vcK mvkÖq wbwðZ K‡i| Avevi, B-Kgvm© 

I‡qemvBU¸‡jv †µZv‡`i wewfbœ cY¨ Ab&jvB‡b µ‡qi myweav cÖ`vb K‡i, hv †`vKv‡b wM‡q 

†KbvKvUvi cÖ‡qvRb‡K Kwg‡q †`q| GQvovI, wWwRUvj wk¶v cø¨vUdg©¸‡jv wk¶v_©x‡`i †h †Kv‡bv 

’̄vb †_‡K wk¶v MÖn‡Yi my‡hvM cÖ`vb K‡i, hv wk¶v cÖvwßi cÖwµqv‡K AviI mnR Ges myMg K‡i 

Zz‡j‡Q|    

AZGe, ˆe`¨ywZK cÖYvjx †mev wecY‡b GKwU Acwinvh© I Kvh©Kix Dcvq n‡q D‡V‡Q, hv †µZv mš‘wó e„w×i 

cvkvcvwk †mev cÖ`vbKvix‡`i Rb¨I jvfRbK n‡q D‡V‡Q| Gi d‡j, AviI †ewk cÖwZôvb GB cÖYvjx‡K 

Avcb K‡i wb‡”Q Ges wbZ¨ bZzb D™¢vebx †mevmg~n †µZv‡`i Kv‡Q †cŠu‡Q w`‡”Q|   

   

cÖZ¨¶ cÖYvjx ev †Kv¤úvwbi gvwjKvbvwfwËK cÖYvjx  

Direct Channel or Company Owned Channel   

†mev wecY‡bi †¶‡Î, cÖZ¨¶ ev †Kv¤úvwb gvwjKvbvwfwËK cÖYvjx n‡jv Ggb GKwU eÈb cÖbvjx hv Drcv`bKvix‡K 

mivmwi MÖvn‡Ki mv‡_ hy³ K‡i| GB c×wZ‡Z, †mev cÖ`v‡bi †¶‡Î †Kvb ga¨ ’̄Kvix ev Z…Zxq c‡¶i cÖ‡qvRb nq 

bv| Gi d‡j, †mevi gvb DbœZ ivLv Ges †µZv mš‘wó wbwðZ Kiv mnR nq| cÖZ¨¶ ev †Kv¤úvwb gvwjKvbvwfwËK 

cÖYvjxi GKwU cÖavb D`vniY n‡jv A¨vcj †÷vi| A¨vcj (Apple) Zvi cY¨ Ges †mev, †hgb AvB‡dvb (Iphone), 

AvBc¨vW (Ipad), g¨vKeyK (Macbook) BZ¨vw` weµq Kivi Rb¨ wb‡Ri wi‡UBj †÷vi (Retail store) Ges AbjvBb 

cø¨vUdg©‡K (Online platatform) e¨envi K‡i| Gi d‡j, A¨vcj Zvi †µZv‡`i mv‡_ mivmwi †hvMv‡hvM ivL‡Z 

cv‡i, Zv‡`i wdWe¨vK MÖnY Ki‡Z cv‡i, Ges cÖ‡qvRbxq †mev `ªæZ cÖ`vb Ki‡Z cv‡i| Abyiƒcfv‡e, †nv‡Uj †PBb 

†hgb g¨vwiqU (Marriot) ev wnëb (Hilton), Zv‡`i I‡qemvB‡Ui gva¨‡g mivmwi iæg eywKs myweav cÖ`vb K‡i, hv 

†µZv‡`i Rb¨ AviI myweavRbK Ges AwZwi³ e¨q evuPvq|   

GB cÖYvjxi gva¨‡g, †mevi gvb A¶zbœ ivLvi cvkvcvwk, †µZv mš‘wó e„w× cvIqv m¤¢e nq KviY Drcv`bKvix mivmwi 

MÖvn‡Ki cÖwZwµqv Ges AwfÁZv Rvb‡Z cv‡i Ges †mB Abyhvqx wb‡Ri †mev DbœZ Ki‡Z cv‡i| GQvov, cÖZ¨¶ 

weµq Ges wecYb †KŠkj cÖhyw³i mvnv‡h¨ AviI DbœZ I Kvh©Ki n‡q D‡V‡Q, †hgb- †WUv A¨vbvwjwU· (Data 

analytics)  I wWwRUvj gv‡K©wUs (Digital Marketing) Gi gva¨‡g mwVK †µZv‡`i wba©viY Kiv|   



evsjv‡`k Dš§y³ wek^we`¨vjq  †mev wecYb  

BDwbU GMvi  c„ôv-182 

AZGe, cÖZ¨¶ ev †Kv¤úvwb gvwjKvbvwfwËK cÖYvjx †mev wecY‡bi GKwU AZ¨šÍ Kvh©Ki c×wZ, hv †mev 

Drcv`bKvix Ges MÖvn‡Ki g‡a¨ mivmwi GKwU ms‡hvM ˆZwi K‡i| GB cÖYvjxi gva¨‡g, †mevi gvb Ges †µZv 

mš‘wói gvÎv e„w× cvq, hv `xN©‡gqvw` e¨emvwqK mdjZv wbwðZ K‡i|   

   

cÖZ¨¶ cÖYvjxi ev †Kv¤úvwbi gvwjKvbvwfwËK cÖYvjxi myweavmg~n  

Advantages of Direct Channel or Company Owned Channel 

†mev wecY‡bi †¶‡Î, cÖZ¨¶ ev †Kv¤úvwbi gvwjKvbvaxb cÖYvjx GKwU Kvh©Kix Dcvq wnmv‡e MY¨ nq, hv 

Drcv`bKvix Ges MÖvn‡Ki g‡a¨ mivmwi ms‡hvM ’̄vcb K‡i| Gi gva¨‡g wbgœwjwLZ myweavmg~n cvIqv hvq|   

1. wbqš¿Y I gvb msi¶Y (Establishing Control and Standard): cÖZ¨¶ cÖYvjxi gva¨‡g †Kv¤úvwb †mev 

cÖ`v‡bi cÖwµqv, gvb Ges †µZv cÖwZwµqvi Dci me©vwaK wbqš¿Y ivL‡Z cv‡i| Gi d‡j, †mevi gvb wba©viY 

I DbœwZ mnR nq| †hgb, A¨vcj (Apple) wb‡R‡`i †÷vi¸‡jv‡Z †µZv †mevi gvb wbqš¿Y K‡i _v‡K|   

2. †µZv m¤úK© DbœwZ (Improving Customer Relationship): G cÖbvjxi gva¨‡g †Kv¤úvwbi mv‡_ MÖvn‡Ki 

mivmwi †hvMv‡hvM Mfxi I ’̄vqx m¤úK© M‡o †Zv‡j| †hgb, AvgvRb (Amazon) wb‡R‡`i cø¨vUd‡g©i gva¨‡g 

MÖvn‡Ki mv‡_ mivmwi ms‡hvM iv‡L Ges Kv÷gvBRW †cÖvWv± ev †mev mg~n cÖ`vb K‡i |   

3. Kg©x cÖwk¶Y I e¨e ’̄vcbv (Employee Training and Management): wbR¯̂ cÖYvjxi gva¨‡g †Kv¤úvwb 

Zv‡`i Kg©x‡`i Dci mivmwi bRi`vwi I cÖwk¶Y w`‡Z cv‡i, hv †mev gvb e„w×i j‡¶¨ ¸iæZ¡c~Y©| †hgb, 

g¨vwiqU †nv‡Uj (Marriott hotel) †PBb Zv‡`i ÷vd‡`i AwZw_ cwiPh©vi D”PZi cÖwk¶Y †`q| hv‡Z K‡i 

Kg©xiv wba©vwiZ gvb`‡Ð †mev cÖ`vb Ki‡Z cv‡i|   

4. Kv÷gvB‡Rkb Ges D™¢veb (Customization and Innovation): cÖZ¨¶ P¨v‡b‡ji gva¨‡g †Kv¤úvwb 

MÖvn‡Ki cÖwZwµqv †_‡K wk‡L cY¨ ev †mev †µZv Dc‡hvMx Ki‡Z I D™¢vebx mgvavb cÖ`vb Ki‡Z cv‡i| 

†hgb, bvBwK (Nike) AbjvBb cø¨vUd‡g© †µZv‡`i Zv‡`i Dc‡hvMx RyZv bKkv Kivi my‡hvM cÖ`vb K‡i|   

5. e¨q nÖvm (Cost Reduction): ga¨ ’̄ZvKvix‡`i ev` †`Iqv n‡j, †jb‡`‡bi e¨q K‡g hvq Ges †Kv¤úvwb 

†mB mvkÖq †µZv‡K fv‡jv gv‡bi †mev cÖ`v‡b e¨envi Ki‡Z cv‡i| †hgb, †Wj (Dell) Zv‡`i Kw¤úDUvi 

cb¨ mivmwi †µZv‡`i Kv‡Q wewµ K‡i ga¨ ’̄Zvi e¨q Gwo‡q P‡j|   

AZGe cÖZ¨¶ ev †Kv¤úvwbi gvwjKvbvaxb cÖYvjx GKwU AvaywbK wecYb †KŠkj hv †mevi gvb DbœwZ, †µZv mš‘wó 

e„w×, Ges e¨emvwqK mdjZvi c‡_ AMÖmi nIqvi Rb¨ Kvh©Kix nq e‡j cÖgvwbZ|   

   

cÖZ¨¶ cÖYvjx ev †Kv¤úvwbi gvwjKvbvwfwËK cÖYvjxi Amyweavmg~n  

Disadvantages of Direct Channel or Company Owned Channel 

†mev wecY‡bi †¶‡Î hw`I cÖZ¨¶ ev †Kv¤úvwb gvwjKvbvwfwËK cÖYvjx †µZv m¤úK© I †mev gvb wbqš¿‡Yi †¶‡Î 

e¨vcK myweav cÖ`vb K‡i, Z_vwc wKQy mgm¨vI cwijw¶Z nq| mgm¨v¸‡jv wb‡gœ Av‡jvPbv Kiv n‡jv:   

1. Avw_©K SzuwK (Financial Risk): cÖZ¨¶ cÖbvjx ˆZwi I e¨e ’̄vcbv Kiv Avw_©Kfv‡e †ek e¨q eûj| 

†Kv¤úvwb‡K wb‡R‡`i wi‡UBj †¯úm (Retail space), ÷vd (Staff), Ges cÖwk¶‡Yi e¨q enb Ki‡Z nq, 

G‡¶‡Î e„nr wewb‡qv‡Mi cÖ‡qvRb nq hv D”P SzuwK wb‡q Av‡m| †hgb- bZzb cb¨ ev †mevi evRv‡i GKwU 

d¬¨vMwkc (Flagship) †÷vi Pvjy Kiv wecyj cÖviw¤¢K wewb‡qv‡Mi cÖ‡qvRb nq|   

2. we‡klÁZv ev `¶Zvi Afve (Lack of Expertise): wewfbœ †fŠMwjK Ges mvs¯‹…wZK †cÖ¶vc‡U GKB `¶Zv 

I we‡klÁZv eRvq ivLv KwVb| GwU †Kv¤úvwbi ’̄vbxq evRv‡ii Pvwn`v Ges cÖeYZv Abyhvqx wb‡R‡K Lvc 

LvIqv‡Z evav †`q| †hgb- GKwU wek¦e¨vcx cwiwPZ †i‡ Í̄viuvi †PBb k‡c ’̄vbxq Lv`¨vfvm I ¯̂v‡`i mv‡_ 

gvwb‡q Pjvi †¶‡Î P¨v‡j‡Äi m¤§y¶xb nq|   

3. evRv‡ii cwiwa (Market Coverage): cÖZ¨¶ P¨v‡bj¸‡jv Øviv mxwgZ evRv‡i †mev cÖ`vb Kiv hvq| we‡kl 

K‡i †hme GjvKvq †Kv¤úvwbi mivmwi Dcw ’̄wZ †bB †mLv‡b †mev mieivn Kiv hvq bv| G‡Z evRv‡ii m¤¢ve¨ 
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cÖmv‡ii †¶‡Î mgm¨v m„wó nq| †hgb- GKwU ’̄vbxq n Í̄wkí cÖwZôvb hw` ïay Zvi wb‡Ri †`vKvb †_‡K cY¨ 

ev †mev weµq K‡i, Zvn‡j Zvi †cŠuQ‡bvi ¶gZv mxwgZ _vK‡e|   

cwi‡k‡l, GB mxgve×Zv¸‡jv DËi‡Yi Rb¨ †KŠkjMZ cwiKíbv Ges weKí cÖbvjx e¨env‡ii gva¨‡g †Kv¤úvwb 

Zv‡`i †mev wecY‡bi Kvh©KvwiZv DbœZ Ki‡Z cv‡i|    

   

 

mvims‡ÿc  

†mev wecYb wgkÖ‡Yi Dcv`vb¸‡jvi g‡a¨ Ab¨Zg n‡jv †mevi e›Ub| †mev e›U‡bi †¶‡Î cÖZ¨¶ †mev mieivn 

Ges ga¨ ’̄e¨emvqxi gva¨‡g †mev mieiv‡ni `ywU cÖavb c×wZ AZ¨šÍ ¸iæZ¡c~Y©| cÖZ¨¶ †mev mieiv‡n †mev 

cÖ`vbKvix mivmwi MÖvn‡Ki mv‡_ †hvMv‡hvM K‡i _v‡K, hv Df‡qi g‡a¨ mivmwi †evSvcov Ges wg_w¯Œqvi gva¨‡g 

gvbm¤úbœ †mev wbwðZ K‡i| Ab¨w`‡K, ga¨ ’̄e¨emvqxi gva¨‡g †mev mieivn c×wZ †µZv †cŠuQv‡bvi GKwU 

Kvh©Ki Dcvq wn‡m‡e KvR K‡i, hv evRv‡ii we Í̄…wZ I †µZv mš‘wó e„w× K‡i| †mevi †¶‡Î cÖavb ga¨ ’̄e¨emvqx 

n‡jv dª¨vbPvBwR, cÖwZwbwa, `vjvj, Ges B‡jKUÖwbK e›Ub cÖYvjx | GB e›Ub cÖYvjx¸‡jv †mev cÖ`v‡bi cÖwµqv‡K 

mnR K‡i Ges MÖvn‡Ki mv‡_ `xN©‡gqvw` m¤úK© ’̄vc‡b mnvqK nq| AvaywbK cÖhyw³ wbf©i mgv‡R, ˆe`¨ywZK 

cÖYvjxi e¨envi we‡kl ¸iæZ¡ †c‡q‡Q, hv mgq I A‡_©i mvkÖq K‡i _v‡K| †mev wecY‡bi GB †KŠkj¸‡jv †µZv 

mš‘wó e„w× Ges e¨emvwqK mvd‡j¨ Ae`vb iv‡L| †mev wecY‡bi cÖZ¨¶ cÖYvjx ev †Kv¤úvwb gvwjKvbvwfwËK cÖYvjx 

Drcv`bKvix I MÖvn‡Ki g‡a¨ mivmwi ms‡hvM ’̄vcb K‡i| GB c×wZ‡Z, †Kvb ga¨ ’̄ZvKvixi cÖ‡qvRb nq bv, hv 

†mevi gvb wbqš¿Y I †µZv mš‘wó wbwðZ Kiv mnR K‡i †Zv‡j| A¨vcj †÷vi Ges g¨vwiqU ev wnë‡bi g‡Zv 

eª¨vÛ¸‡jv GB cÖYvjxi mdj D`vniY| cÖZ¨¶ cÖYvjxi myweav wnmv‡e wbqš¿Y I gvb msi¶Y, †µZv m¤úK© DbœwZ, 

Kg©x cÖwk¶Y I e¨e ’̄vcbv, Kv÷gvB‡Rkb, D™¢veb, Ges e¨q nÖvm AšÍf©y³ _v‡K| Z‡e, GB cÖYvjxi wKQy 

mxgve×Zv I Av‡Q †hgb  Avw_©K SzuwK, we‡klÁZv ev `¶Zvi Afve, Ges evRvi cwiwai mxgve×Zv| Gic‡iI, 

mywbw`©ó †KŠkjMZ cwiKíbv I weKí cÖYvjx e¨env‡ii gva¨‡g GB mxgve×Zv¸‡jv DËiY Kiv m¤¢e|cwi‡k‡l, 

cÖZ¨¶ cÖYvjx †mev wecY‡bi GKwU Kvh©Ki Dcvq wn‡m‡e MY¨ nq, hv †mevi gvb DbœwZ Ges †µZv mš‘wó‡Z 

Ae`vb iv‡L| 

 

   

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



evsjv‡`k Dš§y³ wek^we`¨vjq  †mev wecYb  

BDwbU GMvi  c„ôv-184 

 
 

dª¨vbPvBwRs; dª¨vbPvBRvi; Ges dª¨vbPvBwR        

Franchising; Franchisor; and Franchisee 
 

 

D‡Ïk¨ 

 

G cvV †k‡l AvcwbÑ 

 dª¨vbPvBwRs wK Ges GB cÖwµqvi wewfbœ w`K eyS‡Z cvi‡eb;   

 dª¨vbPvBRvi Gi myweav I Amyweavmg~n eY©bv Ki‡Z cvi‡eb; Ges   

 dª¨vbPvBwRi myweav I Amyweavmg~n eY©bv Ki‡Z cvi‡eb|   

   

dª¨vbPvBwRs  

Franchising   

dª¨vbPvBwRs GKwU D™¢vebx I mw¤§wjZ e¨emv g‡Wj, hv †mev Drcv`bKvix cÖwZôvb (dª¨vbPvBRvi) Ges ¯̂vaxb 

e¨emvq gvwjK (dª¨vbPvBwR) Gi g‡a¨ GKwU Pzw³wfwËK m¤úK© M‡o D‡V| GB g‡W‡j, dª¨vbPvBwR wbw ©̀ó wd ev 

iq¨vwëi wewbg‡q dª¨vbPvBRv‡ii eª¨vÛ bvg, †UÖWgvK©, cÖwµqv, Ges we‡kl Ávb e¨envi K‡i wbR¯̂ ’̄v‡b cY¨ ev †mev 

mieivn K‡i| evsjv‡`‡k UÖvÝKg Mªæc †hfv‡e KFC Ges Pizza Hut Gi dª¨vbPvBwR wn‡m‡e KvR K‡i, Zv GB 

g‡W‡ji GKwU PgrKvi D`vniY| GLv‡b, UÖvÝKg Mªæc wbw`©ó wd'i wewbg‡q GB eª¨vÛ¸‡jvi cÖwZwôZ †iwmwc, †mevi 

gvb, Ges †µZv †mevi gvb`Ð e¨envi K‡i evsjv‡`‡ki evRv‡i DbœZ gv‡bi Lvev‡ii mieivn wbwðZ K‡i|  

dª¨vbPvBwRs Gi mvd‡j¨i wcQ‡b K‡qKwU g~j Dcv`vb i‡q‡Q| Drcv`b¸‡jv wb‡¤œ Av‡jvPbv Kiv n‡jv|     

i. Pzw³wfwËK e¨emv (Contractual Business): dª¨vbPvBwRs GKwU Pzw³wfwËK e¨emv g‡Wj hv Dfq c‡¶i 

g‡a¨ ¯úó kZ©vejx Ges `vwq‡Z¡i wfwË‡Z cwiPvwjZ nq|   

ii. eª¨vÛ cwiwPwZ (Established Brand Name): dª¨vbPvBwR cÖ`Ë wd'i wewbg‡q GKwU cÖwZwôZ Ges mgv`„Z 

eª¨v‡Ûi bvg I mybvg e¨envi Ki‡Z cv‡i, hv Zv‡`i e¨emvq `ªæZ †µZv AvKl©Y Ges wek¦vm AR©‡b mvnvh¨ 

K‡i|   

iii. cÖwk¶Y I mg_©b (Training and Support): dª¨vbPvBRvi mvaviYZ dª¨vbPvBwR‡K cÖwk¶Y, wecYb, cY¨ 

mieivn, Ges e¨emvwqK cwiPvjbvq wbišÍi mg_©b cÖ`vb K‡i, hv dª¨vbPvBwRi mvd‡j¨ Ae`vb iv‡L|   

iv. evRvi cÖ‡ek I we Í̄vi (Entry and Expansion of Market): dª¨vbPvBwRs bZzb evRv‡i cÖ‡ek Ges 

we Í̄v‡ii GKwU Kvh©Ki Dcvq wn‡m‡e KvR K‡i, †hLv‡b dª¨vbPvBRvi wb‡Ri e¨emvwqK SzuwK Kwg‡q Ges 

’̄vbxq evRv‡ii Ávb Ges AwfÁZv e¨envi K‡i e¨emv evov‡Z cv‡i|   

dª¨vbPvBwRs Gi gva¨‡g †mev wecY‡bi GB myweav¸‡jv e¨emv‡qi mvdj¨, cÖe„w×, Ges †UKmB DbœwZ wbwðZ K‡i 

_v‡K|   

   

dª¨vbPvBRvi  

Franchiser   

dª¨vbPvBwRs g‡W‡ji †¶‡Î, dª¨vbPvBRvi ej‡Z †mB cÖwZôvb ev e¨w³‡K †evSv‡bv nq, hviv Zv‡`i eª¨vÛ, cY¨, 

†mev, Ges e¨emvwqK g‡W‡ji e¨env‡ii AwaKvi Ab¨ GK c¶‡K GKwU wbw`©ó wdÕi wewbg‡q †`q GB c¶‡K 

dª¨vbPvBwR ejv nq, GB cÖwµqv Øviv dª¨vbPvBwR H eª¨v‡Ûi Aax‡b wb‡R‡`i e¨emv cwiPvjbv Ki‡Z cv‡i| GB 

cÖwµqvq, dª¨vbPvBRvi Zvi eª¨v‡Ûi g~j¨ I cwiwPwZ evov‡bvi cvkvcvwk evRv‡i wb‡Ri Dcw ’̄wZ evov‡Z cv‡i|   

D`vniY¯^iƒc, KFC, hv GKwU AvšÍR©vwZK Lv`¨ †PBb, Zvi e¨emvq g‡Wj I eª¨v‡Ûi bvg evsjv‡`‡k UÖvÝKg dzW 

wjwg‡UW‡K e¨env‡ii AwaKvi †`q| Gi gva¨‡g, KFC Zvi †Møvevj cwiwPwZ evov‡Z m¶g nq Ges UÖvÝKg Mªæc 

GKwU cÖwZwôZ eª¨v‡Ûi Aax‡b e¨emv K‡i jvfevb nq| dª¨vbPvBRvi wn‡m‡e GKwU cÖwZôvb Zvi eª¨vÛ, †UÖWgvK©, 

cvV 11.2 
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cÖhyw³, †mev cÖ`v‡bi †KŠkj Ges †µZv †mev gvb`Ð e¨env‡ii jvB‡mÝ dª¨vbPvBwR‡K †`q, hv‡Z K‡i dª¨vbPvBwR 

evRv‡i GKB gv‡bi †mev cÖ`vb Ki‡Z cv‡i| GB jvB‡mwÝs cÖwµqvwU wbw`©ó kZ©vejx I wd-Gi AvIZvq AbywôZ nq, 

hv Dfq c‡¶i Rb¨ jvfRbK| GQvov, d«¨vbPvBRviiv cÖvqkB cÖwk¶Y, evRvi M‡elYv, wecYb †KŠkj Ges 

Acv‡ikbvj mnvqZv cÖ`vb K‡i _v‡K hv‡Z d«¨vbPvBwR mdjfv‡e e¨emv cwiPvjbv Ki‡Z cv‡i| Gi gva¨‡g, 

dª¨vbPvBRvi wbwðZ K‡i †h Zvi eª¨v‡Ûi gvb I m¤§vb evRv‡i A¶zbœ _v‡K|  evsjv‡`‡ki †cÖ¶vc‡U, Av‡iv wKQy 

dª¨vbPvBRv‡ii D`vniY n‡jv Pizza Hut, Domino's Pizza, Ges Burger King hviv Zv‡`i eª¨vÛ bvg I Lvev‡ii 

gvb ’̄vbxq evRv‡i we Í̄v‡ii Rb¨ d«¨vbPvBwRi gva¨‡g e¨envi K‡i _v‡K|   

ms‡¶‡c, dª¨vbPvBwRs e¨emv‡q dª¨vbPvBRviiv GKwU †gŠwjK f‚wgKv cvjb K‡i, hviv Zv‡`i eª¨vÛ Ges †mevi cÖmvi 

NUv‡Z dª¨vbPvBwR¸‡jv‡K mnvqZv K‡i| Gi d‡j GKwU mymsMwVZ I gvbm¤úbœ e¨emvwqK †bUIqvK© ˆZwi nq, hv 

eª¨v‡Ûi mvd‡j¨ Ae`vb iv‡L|   

   

dª¨vbPvBRvi Gi myweavmg~n  

Benefits of Franchiser   

dª¨vbPvBwRs g‡Wj e¨emvi GK Abb¨ ms¯‹iY hv dª¨vbPvBRvi‡`i GKvwaK myweav cÖ`vb K‡i| †mev wecYb `„wó‡KvY 

†_‡K dª¨vbPvBwRs e¨emv‡qi †cÖw¶‡Z dª¨vbPvBRv‡ii myweavmg~n wb‡gœ we Í̄vwiZfv‡e Av‡jvPbv Kiv n‡jv| GB c×wZi 

myweavmg~n n‡jv:   

1. wek¦Ry‡o e¨emv‡qi cÖmvi Ges Avq cÖe„w× (Expansion of Business and Revenue Growth): 

dª¨vbPvBwRs g‡Wj e¨emvwqK cÖmv‡i Amvgvb¨ my‡hvM cÖ`vb K‡i| dª¨vbPvBwRs g‡Wj dª¨vbPvBRvi‡K Zv‡`i 

e¨emvq‡K AviI †ewk we Í̄…Z K‡i Zzj‡Z Ges †mB mv‡_ ivR¯̂ e„w×i my‡hvM †`q| †hgb- McDonald's ev 

Starbucks Gi g‡Zv AvšÍR©vwZK †PBb¸‡jv dª¨vbPvBwRs Gi gva¨‡g wek¦Ry‡o e¨vcK we Í̄vi jvf K‡i‡Q, hv 

Zv‡`i eª¨vÛ cwiwPwZ e„w× Ges evRv‡i cÖwZ‡hvwMZvg~jK Ae ’̄vb AR©‡b mnvqZv K‡i|   

2. weµq †K›`Ö¸‡jvi mvgÄm¨Zv (Consistency in Outlets): GKwU kw³kvjx dª¨vbPvBwRs Pzw³i gva¨‡g, 

dª¨vbPvBRviiv mviv we‡k¦ Zv‡`i cÖwZwU AvDU‡j‡U D”Pgv‡bi Ges mvgÄm¨c~Y© †mev wbwðZ Ki‡Z cv‡i| 

G‡Z †µZv mš‘wó e„w× cvq Ges eª¨v‡Ûi cÖwZ wek¦vm ’̄vcb nq|   

3. ’̄vbxq evRv‡ii AšÍ`©…wó (Insights of Local Market): dª¨vbPvBwRiv Zv‡`i ’̄vbxq evRvi m¤ú‡K© Mfxi 

Ávb wb‡q Av‡m, hv dª¨vbPvBRvi‡K †mB evRv‡ii Pvwn`v Ges mvs¯‹…wZK cÖeYZv Abyhvqx Zv‡`i †mev ev 

cY¨‡K Kv÷gvBR Ki‡Z mnvqZv K‡i| †hgb, KFC Px‡b Zv‡`i †gby‡Z ’̄vbxq ¯̂v‡`i gmjvhy³ wP‡Kb 

AvB‡Ug AšÍf©y³ K‡i ’̄vbxq †µZv‡`i AvKl©Y K‡i‡Q|  

4. Avw_©K SzuwKi fvMvfvwM (Sharing Financial Risk): dª¨vbPvBwRiv e¨emv‡q Zv‡`i wbR¯̂ g~jab wewb‡qvM 

K‡i, hv dª¨vbPvBRv‡ii Avw_©K SzuwK nÖvm K‡i Ges Zv‡`i e¨emvq we Í̄v‡ii Rb¨ AwaK m¤ú` m„wó K‡i| 

GB g‡W‡j, e¨emv‡qi mvdj¨ Dfq c‡¶i g‡a¨ mgvbfv‡e fvM Kiv nq, hv GKwU my ’̄ I †UKmB e¨emvwqK 

m¤úK© ˆZwi K‡i|   

AZGe dª¨vbPvBRviiv dª¨vbPvBwRs g‡W‡j e¨emv cwiPvjbvi gva¨‡g evRv‡i e¨vcK cÖmvi, eª¨v‡Ûi gvb eRvq ivLv, 

’̄vbxq evRv‡i Mfxi AšÍ`„©wó jvf, Ges Avw_©K SzuwK nÖv‡mi myweav cvb, hv Zv‡`i mvwe©K e¨emvwqK mvd‡j¨ Ae`vb 

iv‡L|   

   

dª¨vbPvBRv‡ii Amyweavmg~n  

Disadvantages of Franchiser  

dª¨vbPvBwRs g‡W‡j e¨emvq cwiPvjbvi Acvi myweavi cvkvcvwk dª¨vbPvBRv‡ii Rb¨ †ek wKQy Amyweav i‡q‡Q, hv 

†mev wecY‡bi w`K †_‡K we‡ePbv‡hvM¨| dª¨vbPvBRv‡ii GB Amyweav ¸‡jv wb‡gœ Av‡jvPbv Kiv n‡jv|   

1. dª¨vbPvBwR‡`i †cÖlYv Ges gvb eRvq ivLv KwVb (Difficulty in Motivation and Maintaining 

Standards): dª¨vbPvBwR‡`i cÖwZ wba©vwiZ gvb †g‡b Pjvi Rb¨ †cÖiYv `vb Ges Zv‡`i mwVKfv‡e 
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cwiPvjbv Kiv GKwU eo P¨v‡jÄ| D`vniY¯^iƒc, GKwU Lv`¨ †PB‡bi dª¨vbPvBwR nqZ ’̄vbxq evRv‡ii 

Pvwn`v Abyhvqx Lvev‡ii gvb wbqš¿Y Ki‡Z Pvq, hv †K›`Öxq bxwZ †g‡b Pjvi mv‡_ mvsNwl©K n‡Z cv‡i|   

2. dª¨vbPvBwR I dª¨vbPvBRv‡ii g‡a¨ we‡iva (Conflict between Franchiser and Franchisee): 

d«¨vbPvBwR I d«¨vbPvBRv‡ii g‡a¨ cÖvqkB A_©‰bwZK we‡iva, wecYb †KŠkj Ges Acv‡ikbvj c×wZ wb‡q 

gZwe‡iva †`Lv †`q| D`vniY¯̂iƒc, weL¨vZ dv÷-dzW †PBb I Zv‡`i dª¨vbPvBwR‡`i g‡a¨ ivR¯̂ fvMvfvwM 

wb‡q we‡iv‡ai Lei cÖvqB MYgva¨‡g cÖPvwiZ nq|   

3. †mevi ¸YMZ gv‡bAmvgÄm¨Zv (Inconsistency in Service Quality): me dª¨vbPvBwR mgvbfv‡e †K›`Öxq 

wb‡`©kbv †g‡b Pj‡Z cv‡i bv| G‡Z K‡i, †µZv †mevi gvb Ges c‡Y¨i ¸YMZgv‡b ˆewPÎ¨ †`Lv †`q, hv 

eª¨v‡Ûi mvwe©K gvb I Ae ’̄vb ¶wZMÖ ’̄ Ki‡Z cv‡i|   

4. †µZv m¤ú‡K©i wbqš¿Y nviv‡bv (Loss of Control on Customer Relationship): dª¨vbPvBwRiv ’̄vbxq 

evRv‡ii mv‡_ mivmwi hy³ n‡q _v‡K, d‡j Zviv MÖvn‡Ki mv‡_ Mfxi m¤úK© M‡o †Zv‡j| GB cÖwµqvq, 

dª¨vbPvBRvi †µZv m¤ú‡K©i Dci wbqš¿Y nviv‡Z cv‡i, hv eª¨v‡Ûi †KŠkjMZ w`Kwb‡`©kbv Ges `xN©‡gqv`x 

†µZv AvbyMZ¨ weKvk evavMÖ Í̄ Ki‡Z cv‡i|   

GB Amyweav¸‡jv †gvKvwejv Ki‡Z dª¨vbPvBRvi‡`i wbijm cÖ‡Póv, wbqwgZ cÖwk¶Y, Ges DbœZ †hvMv‡hvM cÖbvjx 

ev Í̄evqb Kiv cÖ‡qvRb| Gi d‡j, dª¨vbPvBwR I dª¨vbPvBRv‡ii g‡a¨ mn‡hvwMZv e„w× cv‡e Ges e¨emvwqK 

w ’̄wZkxjZv I e„w×‡K mnvqZv Ki‡e|   

   

dª¨vbPvBwR  

Franchisee   

dª¨vbPvBwRs c×wZ‡Z, dª¨vbPvBwR n‡jv †mB e¨w³ ev cÖwZôvb hviv GKwU cÖwZwôZ eª¨v‡Ûi bvg, e¨emvwqK g‡Wj, 

cY¨ Ges †mevi e¨env‡ii AwaKvi GKwU wbw`©ó wd Gi wewbg‡q µq K‡i _v‡K| GB cÖwµqvq, dª¨vbPvBwRiv GKwU 

cÖwm× eª¨v‡Ûi Aax‡b wb‡R‡`i e¨emv cwiPvjbv Kivi my‡hvM cvq Ges †mev cÖ`vb K‡i _v‡K| e¨emvwqK cÖmv‡ii 

GB g‡W‡j D‡jøL‡hvM¨ GK D`vniY n‡jv wcrRv nvU, †hLv‡b wcrRv nvU K‡c©v‡ikb dª¨vbPvBRvi wn‡m‡e wek¦Ry‡o 

bvbv dª¨vbPvBwR‡`i Zv‡`i eª¨vÛ bvg, wcrRvi †iwmwc, I e¨emvwqK g‡Wj e¨env‡ii AbygwZ †`q| GB cÖwµqvq, 

cÖwZwU dª¨vbPvBwR GKB gv‡bi I †µZv †mevi AwfÁZv eRvq ivL‡Z m¶g nq, hv eª¨v‡Ûi mybvg I †µZv Av ’̄v e„w× 

K‡i| D`vniY¯^iƒc- hw` Avgiv evsjv‡`‡ki Lv`¨ wk‡íi †cÖw¶‡Z †`wL, Zvn‡j Pizza Hut ev Domino's Pizza 

dª¨vbPvBwR wn‡m‡e Zv‡`i AvšÍR©vwZK gv‡bi wcrRv I Ab¨vb¨ Lv`¨cY¨ ’̄vbxq evRv‡i mieivn K‡i| Gi gva¨‡g, 

dª¨vbPvBwRiv eª¨v‡Ûi cÖwZwôZ bvg I ¸YMZgvb e¨envi K‡i `ªæZ †µZv AvKl©Y Ges weµq evov‡Z m¶g nq|   

evsjv‡`‡k dª¨vbPvBwR wn‡m‡e mdj e¨emvwqK D`vni‡Yi g‡a¨ Av‡iv i‡q‡Q K¨v‡d †PBb Coffee World, hv 

AvšÍR©vwZK gv‡bi Kwd Ges Lvevi ’̄vbxq evRv‡i mieivn K‡i|   

dª¨vbPvBwR wn‡m‡e mdj nIqvi GKwU g~j Dcv`vb n‡jv dª¨vbPvBRv‡ii †`Iqv MvBWjvBb, eª¨vÛ gvb`Ð, Ges 

Acv‡ikbvj wbqgvejx AbymiY Kiv| GwU eª¨v‡Ûi GKB gvb I AwfÁZv eRvq ivL‡Z mvnvh¨ K‡i, hv †µZv 

mš‘wó‡Z Ae`vb iv‡L| †mev wecY‡bi `„wó‡KvY †_‡K, dª¨vbPvBwR e¨emvwqK g‡Wj GKwU mymsMwVZ c×wZ cÖ`vb 

K‡i, hv bZzb D‡`¨v³v‡`i cÖwm× eª¨v‡Ûi mv‡_ hy³ n‡q mdj e¨emv M‡o Zzj‡Z mnvqZv K‡i| Gi d‡j, e¨emvwqK 

cÖmvi, eª¨vÛ mybvg, Ges †µZv mš‘wó e„w× cvq, hv Ae‡k‡l †mev wecY‡bi g~j j¶¨|   

   

dª¨vbPvBwRi myweavmg~n  

Benefits of Franchisee  

dª¨vbPvBwRs Gi gva¨‡g e¨emvi m¤úÖmviY eZ©gvb we‡k¦ AZ¨šÍ RbwcÖq I mdj g‡Wj| GB c×wZ‡Z, dª¨vbPvBwRiv 

wewfbœ myweavmg~n †fvM K‡i _v‡Kb, hv Zv‡`i e¨emv mdj Kivi c‡_ A‡bKvs‡k mnvqK nq| GB myweav¸‡jv wb‡gœ 

we Í̄vwiZfv‡e eY©bv Kiv n‡jv|   
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1. cÖwZwôZ e¨emvq g‡Wj (Established Business Model): dª¨vbPvBwRs e¨emvq g‡Wj dª¨vbPvBwR‡`i 

GKwU cÖwZwôZ I mdj e¨emvq c×wZi mv‡_ hy³ K‡i| D`vniY¯^iƒc, g¨vK‡Wvbvìm ev ÷vievKm Gi gZ 

wek¦e¨vcx mycwiwPZ eª¨vÛ¸‡jv Zv‡`i dª¨vbPvBwR‡`i mwVK e¨emvq cÖwµqv, †µZv †mev gvb`Ð Ges wecbb 

†KŠkj cÖ`vb K‡i, hv bZzb e¨emvqx‡`i Rb¨ mvd‡j¨i c_ cÖk Í̄ K‡i|   

2. eª¨vÛ m‡PZbZv (Awareness of Brand): dª¨vbPvBwR‡`i wekvj eª¨vÛ m‡PZbZv Ges RvZxq ev AvÂwjK 

Í̄‡i wecYb mg_©‡bi myweav cÖvwß N‡U| †hgb, †KGdwm ev wc¾v nvU-Gi gZ eª¨vÛ¸‡jv Zv‡`i 

dª¨vbPvBwR‡`i Rb¨ RvZxq ch©v‡qi weÁvcb cÖPviYv Pvjvq, hv ’̄vbxq wecY‡bi Gi †P‡q A‡bK †ewk 

Kvh©Ki|   

3. SzuwK nÖvm (Reduction of Risk): dª¨vbPvBwRs g‡Wj bZzb e¨emv‡qi SzuwK A‡bKvs‡k nÖvm K‡i| KviY, 

e¨emvwqK g‡WjwU BwZg‡a¨ cÖgvwYZ Ges mdj| cwimsL¨vb Abyhvqx, dª¨vbPvBwR cÖvß e¨emvq¸‡jvi 

mvd‡j¨i nvi ¯̂vaxb D‡`¨v³v‡`i Zzjbvq A‡bK †ewk|    

GQvovI, dª¨vbPvBwRiv cÖwk¶Y Ges Acv‡ikbvj mnvqZv cvq, hv bZzb e¨emvq Avi¤¢ Kivi mgq Ag~j¨| we‡k¦i 

bvgKiv dª¨vbPvBR eª¨vÛ¸‡jv mdj e¨emv‡qi Rb¨ wb‡`©wkKv Ges mg_©b cÖ`vb K‡i _v‡K, hv ¯̂vaxb e¨emv‡qi 

Zzjbvq wecyj myweav m„wó K‡i| m‡e©vcwi, dª¨vbPvBwRs g‡W‡j e¨emv Kiv gv‡b GKwU cÖwZwôZ e¨emv‡qi Ask n‡q 

IVv, †hLv‡b e¨_©Zvi SzuwK Kg Ges mdjZvi m¤¢vebv †ewk _v‡K|    

   

dª¨vbPvBwRi Amyweavmg~n  

Disadvantages of Franchisee   

dª¨vbPvBwRs e¨emvq g‡W‡j †hvM †`Iqvi wm×všÍ dª¨vbPvBwR‡`i Rb¨ A‡bK myweav G‡b †`q, Z‡e Gi mv‡_ mv‡_ 

wewfbœ AmyweaviI m¤§yLxb n‡Z nq, hv †mev wecY‡bi `„wó‡KvY †_‡K we‡klfv‡e ¸iæZ¡c~Y©| dª¨vbPvBwRi 

Amyweav¸‡jv wb‡gœ we Í̄vwiZfv‡e Av‡jvPbv Kiv n‡jv:   

1. evRv‡i Ae ’̄v‡bi P¨v‡jÄ (Challenge in the Market): dª¨vbPvBRvi KZ©…K we`¨gvb dª¨vbPvBwR‡`i 

AÂ‡j bZzb kvLv †Lvjvi d‡j evRv‡i Ae ’̄v‡bi P¨v‡jÄ †`Lv †`q| †hgb- †Kvb kn‡i GKvwaK Wwg‡bvR 

wc¾v kvLv †Lvjvi d‡j cÖwZwU kvLvi weµq Ges gybvdv nÖvm †c‡Z cv‡i|   

2. Avw_©K cÖZ¨vkv Ges ev Í̄eZv (Financial Expectation and Reality): dª¨vbPvBwRs e¨emv‡qi cÖviw¤¢K wd, 

iq¨vjwU wd Ges Ab¨vb¨ e¨q¸‡jv dª¨vbPvBwRM‡Yi Avq Ges gybvdv‡K cÖfvweZ K‡i| D`vniY¯^iƒc, GKwU 

wRg (Gym) dª¨vbPvBwRi cwiPvjb e¨q Ges dª¨vbPvBRv‡ii `vweK…Z iq¨vjwU wd e¨emv‡qi gybvdv‡K 

Kwg‡q w`‡Z cv‡i|   

3. cwiPvjbvMZ ¯̂vaxbZv (Operational Freedom): dª¨vbPvBRv‡ii K‡Vvi wbqgvejx I MvBWjvBbm 

dª¨vbPvBwR‡`i cwiPvjbvMZ ¯̂vaxbZv mxwgZ K‡i †`q| †hgb- GKwU Kwd kc dª¨vbPvBwRi †¶‡Î, †gby, 

B‡›Uwiqi wWRvBb, Ges wecYb cÖmvi †KŠkj¸‡jv dª¨vbPvBRvi Øviv wba©vwiZ nq, hv ’̄vbxq evRv‡ii 

Pvwn`v‡K c~i‡Yi †¶‡Î mxgve×Zv m„wó K‡i|   

4. D”P cwiPvjb e¨q (High Operating Costs): dª¨vbPvBwRMY A‡bK mgq D”P cwiPvjb e¨q enb K‡i 

_v‡K, hv Zv‡`i gybvdvi Dci Pvc m„wó K‡i| D`vniY¯^iƒc- GKwU †i‡ Í̄vivu dª¨vbPvBwRi †¶‡Î, D”P gv‡bi 

Lvevi cÖ Í̄yZ Kivi Rb¨ cÖ‡qvRbxq DcKi‡Yi e¨q, Kg©xi †eZb, Ges fvovi Kvi‡Y e¨emv‡qi jvf K‡g 

†h‡Z cv‡i|   

GB P¨v‡jÄ¸‡jv †gvKvwejv Ki‡Z dª¨vbPvBwRM‡Yi mywbw`©ó †KŠkj Ges m‡PZb cwiKíbv cÖ‡qvRb| GKwU mdj 

dª¨vbPvBwR n‡Z †M‡j, evRvi AbymÜvb, A_©‰bwZK we‡ePbv, Ges ’̄vbxq Pvwn`vi mv‡_ mvgÄm¨ weav‡bi ¶gZv 

Acwinvh©|   
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mvims‡ÿc  

†mev wecY‡b dª¨vbPvBwRs GKwU e¨emvwqK g‡Wj hv dª¨vbPvBRvi (‡mev Drcv`bKvix cÖwZôvb) Ges dª¨vbPvBwR 

(¯̂vaxb e¨emvq gvwjK) Gi g‡a¨ GKwU Pzw³wfwËK m¤úK© ˆZwi K‡i| dª¨vbPvBwR, wbw`©ó wd ev iq¨vwëi wewbg‡q 

dª¨vbPvBRv‡ii eª¨vÛ bvg, †UÖWgvK©, cÖwµqv, Ges we‡kl Ávb e¨envi K‡i GKwU wbw`©ó GjvKvq cY¨ ev †mev 

mieivn K‡i| GB g‡W‡ji gva¨‡g, dª¨vbPvBRvi wek¦Ry‡o Zv‡`i e¨emv‡qi cÖmvi I Avq e„w×, ’̄vbxq evRv‡ii 

AšÍ`©…wó, Ges Avw_©K SzuwKi fvMvfvwMi g‡Zv wewfbœ myweav cvq| Z‡e, GB e¨emvwqK g‡W‡ji wKQy Amyweav Av‡Q 

†hgb dª¨vbPvBwR‡`i gvb eRvq ivLv, dª¨vbPvBwR I dª¨vbPvBRv‡ii g‡a¨ we‡iva, †mevi ¸YMZ gv‡b 

AmvgÄm¨Zv, Ges †µZv m¤ú‡K©i wbqš¿Y nviv‡bv BZ¨vw`| dª¨vbPvBwRs g‡W‡ji GB Amyweav¸‡jv `~i Kivi Rb¨ 

wbqwgZ cÖwk¶Y, DbœZ †hvMv‡hvM cÖYvjx, Ges mn‡hvwMZvi Dci †Rvi †`Iqv cÖ‡qvRb, hv e¨emvwqK w ’̄wZkxjZv 

I cÖe„w×‡K mnvqZv K‡i| dª¨vbPvBwRs e¨emvwqK g‡W‡j dª¨vbPvBwRiv wbw ©̀ó wdi wewbg‡q GKwU cÖwZwôZ eª¨v‡Ûi 

bvg, e¨emvwqK g‡Wj, cY¨, Ges †mev e¨env‡ii AwaKvi µq K‡i| GwU Zv‡`i‡K GKwU cÖwm× eª¨v‡Ûi Aax‡b 

wb‡R‡`i e¨emv cwiPvjbv Kivi my‡hvM cÖ`vb K‡i, hv eª¨v‡Ûi mybvg I †µZv Av ’̄v e„w× K‡i| GB g‡W‡j 

dª¨vbPvBwRiv cÖwZwôZ e¨emvq g‡Wj, eª¨vÛ m‡PZbZv, SzuwK nÖvm Ges Kvh©µg mnvqZvi g‡Zv wewfbœ myweav cvq| 

Gi gva¨‡g, Zviv mdj e¨emv M‡o Zzj‡Z m¶g nb|   

Z‡e, dª¨vbPvBwRMY myweavi cvkvcvwk wKQy Amyweavi I m¤§yLxb nq †hgb evRv‡i Ae ’̄v‡bi P¨v‡jÄ, Avw_©K 

cÖZ¨vkv Ges ev Í̄eZvi g‡a¨ we‡iva, cwiPvjbvMZ ¯̂vaxbZvq mxgve×Zv Ges D”P Kvh©µg e¨q BZ¨vw`|GB mKj 

Amyweavmg~n `~i Kivi Rb¨ dª¨vbPvBwRMY‡K mywbw`©ó †KŠkj MÖnY Ges m‡PZb cwiKíbv Ki‡Z nq| dª¨vbPvBwRs 

g‡W‡j mdj nIqvi Rb¨, evRvi AbymÜvb, A_©‰bwZK we‡ePbv, Ges ’̄vbxq Pvwn`vi mv‡_ mvgÄm¨c~Y© nIqv 

Acwinvh©| 
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cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieivn       

Delivery of Services through Agents and Brokers 
 

 

D‡Ïk¨ 

G cvV †k‡l AvcwbÑ 

 †mev mieiv‡n cÖwZwbwai `vwqZ¡ Ges ˆewkó¨mg~n e¨vL¨v Ki‡Z cvi‡eb;    

 cÖwZwbwai cÖKvi‡f` A_©vr weµq I µq cÖwZwbwai aib wefvRb Ki‡Z cvi‡eb;   

 †mev mieiv‡ni †¶‡Î `vjv‡ji ˆewkó¨mg~n D‡jøL Ki‡Z cvi‡eb; 

 cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieiv‡ni myweavmg~n Abyaveb Ki‡Z cvi‡eb; Ges   

 cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieiv‡ni P¨v‡jÄmg~n e¨vL¨v Ki‡Z cvi‡eb|   

   

cÖwZwbwa  

Agent  

†mev evRv‡i cÖwZwbwai f‚wgKv Acwinvh© Ges ¸iZ¡c~Y©| cÖwZwbwa, g~jZ GKRb ga¨ ’̄e¨emvqx, †mev Drcv`bKvix I 

†µZvi gv‡S GKwU ms‡hvM ’̄vc‡bi f‚wgKv cvjb K‡i _v‡K| Zv‡`i `vwq‡Z¡i g~j KvR n‡jv Dfq c‡¶i g‡a¨ Pzw³ 

m¤úv`bv, hv GKwU mdj †jb‡`‡bi wfwË ˆZwi K‡i| cÖwZwbwai †gŠwjK ˆewkó¨mg~n Ges `vwqZ¡¸‡jv wbgœiƒc:    

1. ga¨ ’̄Zvi f‚wgKv (Role of Intermediary): cÖwZwbwa †mev cÖ`vbKvix Ges MÖvn‡Ki g‡a¨ ga¨ ’̄Zvi †¶‡Î 

†K›`Öxq f‚wgKv cvjb K‡i| D`vniY¯^iƒc, wegv †m±‡i, GKRb wegv cÖwZwbwa †µZv‡K wegv cwjwmi wewfbœ 

weKí eywS‡q †`q Ges †mB Abyhvqx Pzw³ m¤úv`‡b mnvqZv K‡i|   

2. `xN©‡gqv`x m¤úK© M‡o †Zvjv (Building Long-term Relationship): GKRb cÖwZwbwa †µZv ev we‡µZvi 

mv‡_ `xN©‡gqv`x m¤úK© ˆZwii w`‡K g‡bvwb‡ek K‡i, hv `vjvj‡`i Zzjbvq Zv‡`i ’̄vwqZ¡ †ewk K‡i †Zv‡j| 

D`vniY¯^iƒc, GKRb wi‡qj G‡÷U G‡R›U MÖvn‡Ki evwo †Kbv ev weµ‡qi cÖwµqv‡Z `xN©‡gqv`x mnvqZv 

cÖ`vb K‡i|   

3. evRvi m¤úwK©Z Ávb (Knowledge of Market): cÖwZwbwa‡`i evRvi m¤úwK©Z Mfxi Ávb Ges AwfÁZv 

_v‡K, hv Zv‡`i MÖvn‡Ki m¤¢ve¨ †miv djvdj AR©‡b mnvqK nq| D`vniY¯^iƒc, Avw_©K cÖwZwbwa Zvi 

†µZv‡K †miv wewb‡qvM cwiKíbv mycvwik K‡i|   

4. `vwqZ¡ e›Ub (Distribution of Responsibilities): cÖwZwbwa‡`i g‡a¨ `vwqZ¡ e›Ub Zv‡`i we‡klÁZv Ges 

mvg‡_¨©i Dci wbf©i K‡i| GB we‡klÁZv MÖvnK‡`i mwVK †mev cÖ`v‡b Acwinvh©|   

cÖwZwbwaiv †mev evRv‡i GK Acwinvh© f‚wgKv cvjb K‡i, †hLv‡b Zviv †mev Drcv`bKvix I †µZvi gv‡S GKwU 

†mZz eÜb ˆZwi K‡i Ges Pzw³ m¤úv`‡b mnvqZv cÖ`vb K‡i| Zv‡`i evRvi m¤úwK©Z Ávb, `xN©‡gqv`x m¤úK© M‡o 

†Zvjv, Ges we‡klÁZv Zv‡`i GB f‚wgKv‡K Abb¨ K‡i †Zv‡j|   

   

cÖwZwbwai cÖKvi‡f`  

Types of Agents   

†mev wecY‡bi †¶‡Î, cÖwZwbwaiv GK Abb¨ Ges Acwinvh© f‚wgKv cvjb K‡i| Zviv †mev Drcv`bKvix Ges †µZvi 

g‡a¨ ms‡hvM ’̄vc‡bi KvR K‡i, hv Dfq c‡¶i Rb¨ m‡šÍvlRbK djvdj wbwðZ K‡i| GB †cÖ¶vc‡U, g~jZ `yB 

ai‡bi cÖwZwbwai K_v ejv nq: weµq cÖwZwbwa Ges µq cÖwZwbwa|   

1. weµq cÖwZwbwa (Selling Agent): weµq cÖwZwbwa †mev cÖ`vbKvixi c‡¶ KvR K‡i Ges †mev¸‡jv 

mdjfv‡e wecYb Ges weµ‡q Ae`vb iv‡L| Zviv †mevi ¸YMZ gvb, ˆewkó¨ Ges myweavw` †µZv‡`i wbKU 

Zz‡j a‡i Ges †mev cÖ`vbKvixi Avq e„w×‡Z mvnvh¨ K‡i| D`vniY¯^iƒc, GKwU wegv †Kv¤úvwbi weµq 

cvV 11.3 
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cÖwZwbwa wewfbœ wegv cwjwmi we‡kl w`K Ges myweavw` †µZv‡`i eySv‡bvi gva¨‡g wegv cwjwm weµq K‡i| 

Zviv MÖvn‡Ki Pvwn`v Ges AMÖvwaKvi Abyhvqx mwVK cwjwm wbe©vP‡b mvnvh¨ K‡i|   

2. µq cÖwZwbwa (Purchasing Agent): µq cÖwZwbwa g~jZ †µZvi c¶ †_‡K KvR K‡i Ges †µZv‡K †mev 

µ‡qi cÖwµqvq mnvqZv K‡i| Zviv †µZvi m‡½ `xN©‡gqvw` m¤úK© M‡o Zz‡j Ges †mevi gvb, g~j¨vqb Ges 

wbe©vPb cÖwµqvq civgk© †`q| D`vniY¯̂iƒc, GKRb †µZv hLb GKwU wejvmeûj Nwo µq Ki‡Z Pvq, 

ZLb GKRb µq cÖwZwbwa wewfbœ eª¨vÛ, g‡Wj, Ges Nwoi ˆewkó¨ m¤ú‡K© Zv‡K we Í̄vwiZ Z_¨ cÖ`vb K‡i 

Ges †miv g~‡j¨ Nwo µ‡q mnvqZv K‡i|  

GB `yB ai‡bi cÖwZwbwai gva¨‡g †mev wecY‡bi evRvi AviI mwµq Ges †µZvgyLx n‡q D‡V| weµq cÖwZwbwa †mev 

cÖ`vbKvixi e¨emvwqK j¶¨ AR©‡b Ae`vb iv‡L, Ab¨w`‡K µq cÖwZwbwa †µZvi mš‘wó Ges †mev AR©‡bi mwVKZv 

wbwðZ K‡i|   

   

`vjvj  

Broker   

†mev wecY‡bi GK Acwinvh© Dcv`vb n‡jv `vjvj| `vjvj g~jZ GKRb †ckv`vi ga¨ ’̄e¨emvqx whwb †µZv Ges 

we‡µZvi g‡a¨ mgš̂q mvab K‡i mg‡SvZv Pzw³i wfwË‡Z †jb‡`b mnRxKiY K‡ib| `vjv‡ji cÖavb Kvh©µg n‡jv 

Dfq c‡¶i g‡a¨ †hvMv‡hvM ’̄vcb Kiv Ges Zv‡`i Pvwn`v I cÖ Í̄vebvi mv‡_ mvgÄm¨ wbwðZ Kiv| GB cÖwµqvwU 

wewfbœ †m±‡i wewfbœ iƒc †bq, †hgb- wegv, wi‡qj G‡÷U, wbivcËv evRvi, BZ¨vw`| GKRb `vjv‡ji †mevi g~j 

ˆewkó¨¸‡jv wb‡gœ D‡jø¨L Kiv n‡jv:    

i. ms‡hvM cvjbKvwi (Connecting Bridge): `vjvj †µZv I we‡µZvi g‡a¨ GKwU ms‡hvM †mZzi f‚wgKv 

cvjb K‡ib, hv Dfq c‡¶i Rb¨ myweavRbK mgvavb Lyu‡R †ei Kivi cÖwµqv‡K MwZkxj K‡i|   

ii. Avw_©K SzuwK nÖvm (Reduction of Financial Risk): `vjvjiv mvgvb¨ Avw_©K SzuwK MÖnY K‡i, KviY Zviv 

gvwjKvbv ¯̂Ë¡ †bq bv, eis †jb‡`‡b mnvqZv K‡i Kwgkb DcvR©b K‡i|   

iii. Kwgkb wfwËK DcvR©b (Commission Based Earnings): `vjv‡ji Av‡qi cÖavb Drm n‡jv Kwgkb, hv 

mvaviYZ mdj †jb‡`‡bi wfwË‡Z cÖ`vb Kiv nq|   

evsjv‡`‡ki evRv‡i `vjv‡ji f‚wgKv wbgœwjwLZ D`vniY¸‡jvi gva¨‡g AviI ¯úó nq| wi‡qj G‡÷U `vjvj (Real 

Estate Brokers): hviv evmv ev Rwg †Kbv-‡ePvi cÖwµqv‡Z †µZv I we‡µZv‡K GKwÎZ K‡i m¤úwËi g~j¨, Ae ’̄vb, 

Ges Ab¨vb¨ kZ©vejx wb‡q Av‡jvPbvq mvnvh¨ K‡i| wegv `vjvj (Insurance Brokers): hviv wegv cwjwm †µZv Ges 

wegv cÖ`vbKvix cÖwZôv‡bi g‡a¨ wgjb ’̄vcb K‡i, cwjwmi kZ©vejx, wcÖwgqvg, Ges Kfv‡i‡Ri wel‡q Dc‡`k †`q| 

GB we‡kølY †_‡K †evSv hvq, `vjv‡ji f‚wgKv ïay gvwjKvbv cwieZ©‡bi GKwU gva¨g bq, eis Zviv evRvi m¤úwK©Z 

Ávb, AvBwb cÖwµqv, Ges †ckv`vix Dc‡`k cÖ`v‡bi gva¨‡g Dfq c‡¶i Rb¨ g~j¨evb †mev mieivn K‡i _v‡K|   

    

cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieiv‡ni myweavmg~n  

Advantages of Distributing Services through Agents and Brokers   

†mev wecY‡bi †¶‡Î cÖwZwbwa I `vjvj GKwU †mZz eÜ‡bi g‡Zv KvR K‡i, †hLv‡b Zviv †mev Drcv`bKvix I 

MÖvn‡Ki g‡a¨ m¤úK© ’̄vcb Kivi gva¨‡g, †mevi wecY‡b mnvqZv K‡i| GB cÖwµqvq, Zviv wb‡gœv³ we‡kl myweavmg~n 

cÖ`vb K‡i:   

1. weµq I eÈb e¨‡qi nÖvm (Reduction in Selling and Distribution Cost): wKQy †mevi †¶‡Î e¨cK 

†µZv ms‡hvM cÖ‡qvRb nq| D`vniY¯^iƒc, GqvijvBb †mev I wi‡mvU© †nv‡U‡ji g‡Zv †mev mvaviYZ 

mgqmv‡c¶ I e¨vcK †µZv ms‡hv‡Mi cÖ‡qvRb nq| cÖwZwbwa I `vjv‡ji gva¨‡g GB †mev¸‡jv wecYb 

K‡i, †mev `vbKvix cÖwZôvb mivmwi wecY‡bi Rb¨ †h e¨vcK e¨q Ki‡Z nq, Zv A‡bKvs‡k Kwg‡q Avb‡Z 



evsjv‡`k Dš§y³ wek^we`¨vjq  weweG (evsjv gva¨g) †cÖvMÖvg  

BDwbU GMvi  c„ôv-191 

cv‡i| †hgb- wegv †Kv¤úvwb hLb Zv‡`i wegv cwjwm wecY‡b Rb¨ `vjvj wb‡qvM K‡i, Zviv mivmwi 

weµqKg©xi `j wb‡qvM Ges cÖwk¶‡Yi e¨q †_‡K gyw³ cvq|   

2. we‡kl `¶Zv I Áv‡bi AwaKvix (Specialized skill and knowledge): wKQy †mev weµ‡qi †¶‡Î 

weµqKg©xi we‡kl `¶Zv ev H wel‡q ch©vß Áv‡bi cÖ‡qvRb nq| D`vniY¯^iƒc, ågY G‡RwÝ¸‡jv bvbvb 

ågY c¨v‡KR I MšÍ‡e¨i we‡klÁ wn‡m‡e KvR K‡i _v‡K| Zviv †µZv‡`i we‡kl Pvwn`v †gUv‡Z mvnvh¨ 

K‡i Ges ågY cwiKíbvq Mfxi Ávb I `¶Zv cÖ`vb K‡i| †hgb, ch©Ub †mev wecY‡b wbhy³ cÖwZwbwaiv 

MšÍe¨ ’̄‡ji myweav, AvKl©Y Ges mvs¯‹…wZK welqvewj m¤ú‡K© Mfxi Ávb iv‡L|   

3. we Í̄…Z cÖwZwbwaZ¡ (Wide Representation): Kwgk‡bi wfwË‡Z KvR Kivi Kvi‡Y `vjvj I cÖwZwbwaiv 

wewfbœ †fŠ‡MvwjK AÂ‡j †mev cÖ`v‡bi e¨vwß evov‡Z m¶g nq, hv mivmwi †eZbwfwËK Kg©x wb‡qvM K‡i 

cÖmvwiZ Kivi Zzjbvq A‡c¶vK…Z Kg e¨q mv‡c¶| †hgb, GKwU AbjvBb wk¶v cø¨vUdg© wewfbœ †`‡ki 

wk¶v`vbKvix‡`i gva¨‡g Zv‡`i †Kvm©¸‡jv wek¦e¨vcx QvÎ‡`i Kv‡Q †cŠuQv‡Z cv‡i|   

4. ’̄vbxq evRvi msµvšÍ Ávb (Knowledge of Local Market): cÖwZwbwa I `vjvj ’̄vbxq evRvi m¤ú‡K© Mfxi 

aviYv iv‡L, hv AvšÍR©vwZK I wewfbœ AvÂwjK evRv‡i †mev cÖ`v‡b mnvqK nq| Zviv †µZv‡`i cÖ‡qvRb I 

cQ›` eyS‡Z cv‡i Ges †mev`vZv‡`i mv‡_ †mB mvgÄm¨Zv mvab Ki‡Z m¶g nq| D`vniY¯^iƒc, wi‡qj 

G‡÷U G‡R›Uiv ’̄vbxq evRv‡ii Pvwn`v, g~j¨ cwimi Ges MÖvn‡Ki cÖZ¨vkv m¤ú‡K© we‡klÁ n‡q _v‡K|   

5. †µZvi cQ›` (Customer Choice): wegv I ågY cÖwZwbwaiv wewfbœ cÖwZôv‡bi †mevi Z_¨ msMÖn K‡i Ges 

†µZv‡`i Kv‡Q Zv †ck K‡i, hv †µZv‡`i Rb¨ mn‡R cQ›` Kiv I Zzjbv Kivi my‡hvM m„wó K‡i| 

D`vniY¯^iƒc, GKwU †µZv hLb wegv cwjwm evQvB K‡i, `vjvj wewfbœ cÖwZôv‡bi cwjwmi Zzjbvg~jK 

we‡kølY cÖ`vb K‡i, hv‡Z †µZv m‡e©vËg wm×všÍ wb‡Z cv‡i|   

GB myweav¸‡jv †`‡L †evSv hvq †h, †mev wecY‡b cÖwZwbwa I `vjv‡ji f‚wgKv †Kej e¨q nÖvm I weµq e„w×‡ZB 

mxgve× bq, eis MÖvn‡Ki mš‘wó I †mevi gvb DbœwZ‡ZI ¸iæZ¡c~Y© Ae`vb iv‡L|   

   

cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieiv‡ni Amyweavmg~n  

Disadvantages or Challenges in Delivering Service through Agents and Brokers   

†mev wecY‡b cÖwZwbwa I `vjvj‡`i e¨envi A‡bK myweav e‡q Avb‡jI, †ek wKQy Amyweavi m¤§yLxb n‡Z nq| GB 

Amyweav¸‡jv wKfv‡e †mev cÖ`vb I wecY‡b cÖfve †d‡j Zv wb‡gœ we Í̄vwiZfv‡e Av‡jvPbv Kiv n‡jv:   

1. g~j¨ wbqš¿‡Yi P¨v‡jÄ (The Challenge of Price Control): cÖwZwbwa I `vjv‡ji gva¨‡g †mev wecY‡bi 

GKwU eo Amyweav n‡jv g~j¨ wba©vi‡Yi Dci wbqš¿Y nviv‡bv| cÖwZwbwa I `vjvjiv cÖvqB Zv‡`i Kwgkb 

evov‡bvi j‡¶¨ †mevi g~j¨ e„w× Ki‡Z cv‡i, hv MÖvn‡Ki Kv‡Q †mevwUi AvKl©Y nÖvm Ki‡Z cv‡i| †hgb- 

GKwU ågY G‡RwÝ hw` we‡kl †Kv‡bv wi‡mv‡U©i c¨v‡K‡Ri Dci AwZwi³ g~j¨ hy³ K‡i, Zvn‡j †µZv 

åg‡Yi Ab¨vb¨ weKí LyuR‡Z cv‡i|   

2. GKvwaK †mev cÖ`vbKvixi cÖwZwbwaZ¡ (Representation of Multiple Service Providers): †mev wecY‡b 

Av‡iKwU P¨v‡jÄ n‡jv cÖwZwbwa I `vjvjiv eûwea †mev cÖ`vbKvixi cÖwZwbwaZ¡ K‡i| G‡Z K‡i, Zviv 

†Kv‡bv GKwU †mev‡K A‡c¶vK…Z †ewk ¸iæZ¡ w`‡Z cv‡i Ges Ab¨vb¨ †mev¸‡jv‡K D‡c¶v Ki‡Z cv‡i| 

GB AmgZv †Kv¤úvwbi eª¨vÛ, gvb I mybv‡gi Dci weiƒc cÖfve †dj‡Z cv‡i| D`vniY¯^iƒc, GKRb wegv 

`vjvj hw` wbw`©ó †Kv¤úvwbi cwjwm‡K AwaK ¸iæZ¡ cÖ`vb K‡i Ges Ab¨ †Kv¤úvwbi mgvb fv‡jv cwjwm¸‡jv 

D‡c¶v K‡i, Zvn‡j †µZv †miv m¤¢ve¨ wegv cwjwm †_‡K ewÂZ n‡Z cv‡i|   

3. ¸YMZgvb wbqš¿‡Yi P¨v‡jÄ (The Challenge of Quality Control): cÖwZwbwa I `vjvjiv mivmwi †mevi 

gvb wba©vi‡Y Ask bv †bIqvq, †mev cÖ`v‡bi ¸YMZgvb eRvq ivLv KwVb nq| hw` GKRb cÖwZwbwa MÖvn‡Ki 

cÖZ¨vkv Abyhvqx †mev cÖ`vb bv K‡i, Zvn‡j GwU cy‡iv eª¨v‡Ûi B‡g‡Ri Dci weiƒc cÖfve †dj‡Z cv‡i| 
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D`vniY¯^iƒc, GKwU †nv‡Uj eywKs mvwf©m hw` AwZw_‡`i Kv‡Q fzj Z_¨ cÖ`vb K‡i ev AcÖZ¨vwkZ e¨q hy³ 

K‡i, Zvn‡j MÖvn‡Ki Amš‘wó †mB †mev cÖwZôv‡bi mybv‡g e¨vNvZ NUv‡e|   

4. †mevi GKxf‚ZZv m¤úwK©Z P¨v‡jÄ (Challenges Related to Integration of Services): cÖwZwbwa I 

`vjv‡ji gva¨‡g †mev cÖ`vb Ki‡j †mevi GKxf‚ZZv eRvq ivLv KwVb nq| wewfbœ cÖwZwbwa ev `vjvj wfbœ 

wfbœ fv‡e †mev cÖ`vb Ki‡Z cv‡i, hv eª¨v‡Ûi ¸bMZgvb I †µZv AwfÁZvq ˆewPÎ¨ Avb‡Z cv‡i| GwU 

we‡klZ †mev wk‡í ¸iæZ¡c~Y© †hLv‡b †µZv AwfÁZv GKwU ¸iæZ¡c~b© welq|   

5. †µZv mš‘wó I AvbyM‡Z¨i Amyweav (Challenges of Customer Satisfaction and Loyalty): cÖwZwbwa I 

`vjvj‡`i gva¨‡g †mev weµq Kivi mgq, †µZv mš‘wó Ges AvbyMZ¨ wbwðZ Kiv KwVb | †hgb, GKRb 

Avw_©K civgk©`vZv hw` †µZv‡`i wb‡Ri jv‡fi Rb¨ fzj civgk© †`q, Zvn‡j Zv †Kv¤úvwbi cÖwZ MÖvn‡Ki 

Av ’̄v I AvbyMZ¨ ¶zbœ Ki‡Z cv‡i|   

Gme P¨v‡j‡Äi cwi‡cÖw¶‡Z, †mev cÖwZôvb‡K Zv‡`i cÖwZwbwa I `vjvj‡`i mv‡_ KvR Kivi †KŠkj Ges bxwZ 

wba©vi‡Y mZK© _vK‡Z n‡e, hv‡Z Zviv GB P¨v‡jÄ¸‡jv Kvh©Kifv‡e †gvKv‡ejv Ki‡Z cv‡i| GB P¨v‡jÄ¸‡jvi 

mgvav‡bi gva¨‡g †mev wecY‡b cÖwZwbwa I `vjvj‡`i Kvh©KvwiZv AviI e„w× cv‡e Ges †mev mieiv‡ni gvb DbœZ 

n‡e|   

 

  

 

mvims‡ÿc  

†mev wecY‡b cÖwZwbwaiv ¸iæZ¡c~Y© f‚wgKv cvjb K‡i| cÖwZwbwaiv †mev cÖ`vbKvix I †µZvi g‡a¨ ms‡hvM ’̄vcb 

K‡i| cÖwZwbwaMY ga¨ ’̄Zvi f‚wgKv cvjb K‡i, `xN©‡gqv`x m¤úK© ˆZwi K‡i, evRvi m¤ú‡K© Mfxi Ávb iv‡L Ges 

`vwqZ¡ eÈ‡bi gva¨‡g †mev cÖ`v‡b mnvqZv K‡i| cÖavbZ `yB ai‡bi cÖwZwbwa i‡q‡Q: weµq cÖwZwbwa Ges µq 

cÖwZwbwa| weµq cÖwZwbwa †mev cÖ`vbKvixi c‡¶ KvR K‡i Ges wecYb Ges weµ‡q Ae`vb iv‡L, †hgb wegv 

cwjwm weµq Kiv| Ab¨w`‡K, µq cÖwZwbwa †µZvi c¶ †_‡K KvR K‡i Ges †µZv‡K †mev µ‡qi cÖwµqvq 

mnvqZv K‡i, †hgb wejvmeûj Nwo µq| GB cÖwZwbwaiv †mev wecY‡b †µZvgyLx Ges mwµq evRvi ˆZwi‡Z 

Ae`vb iv‡L, hv‡Z Dfq c‡¶i mš‘wó wbwðZ nq|   

†mev wecY‡bi Aci GK Acwinvh© Dcv`vb n‡jv `vjvj| `vjvj g~jZ GKRb †ckv`vi ga¨ ’̄e¨emvqx whwb †µZv 

Ges we‡µZvi g‡a¨ mgš̂q mvab K‡i mg‡SvZv Pzw³i wfwË‡Z †jb‡`b mnRxKiY K‡ib| `vjv‡ji cÖavb Kvh©µg 

nB‡jv Dfq c‡¶i g‡a¨ †hvMv‡hvM ’̄vcb Kiv Ges Zv‡`i Pvwn`v I cÖ Í̄vebvi mv‡_ wgj †LvuRv| GB 

ga¨ ’̄e¨emvqxiv ms‡hvM ’̄vcb, Avw_©K SzuwK nÖvm, Ges Kwgkb wfwËK DcvR©b K‡i _v‡Kb| Zviv weµq I eÈb 

e¨q nÖvm, we‡kl `¶Zv I Ávb cÖ`vb, we Í̄…Z cÖwZwbwaZ¡, ’̄vbxq evRvi m¤úwK©Z Ávb mieivn K‡i Ges †µZv‡`i 

cQ‡›`i my‡hvM m„wó K‡i| Z‡e, GB cÖwµqvq wKQy Amyweav i‡q‡Q †hgb g~j¨ wbqš¿‡Yi P¨v‡jÄ, GKvwaK †mev 

cÖ`vbKvixi cÖwZwbwaZ¡, ¸YMZ gvb wbqš¿‡Yi P¨v‡jÄ, †mevi GKxf‚ZZv m¤úwK©Z P¨v‡jÄ, Ges †µZv mš‘wó I 

AvbyM‡Z¨i Amyweav| GB Amyweavmg~n `~i Kivi Rb¨ †mev wecYbKvix cÖwZôvb‡K †KŠkjMZ I bxwZMZ cÖ Í̄ywZ 

wb‡Z n‡e, hv‡Z Zviv GB P¨v‡jÄ¸‡jv Kvh©Kifv‡e †gvKv‡ejv Ki‡Z cv‡i| 
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B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjx   

Electronic Channel   
 

 

D‡Ïk¨ 

G cvV †k‡l AvcwbÑ 

 †mev mieiv‡n ˆe`y¨wZK cÖYvjx e¨vL¨v Ki‡Z cvi‡eb;   

 †mev mieiv‡n ˆe`y¨wZK cÖYvjxi myweavmg~n eY©bv Ki‡Z cvi‡eb; Ges   

 †mev mieiv‡n ˆe`y¨wZK cÖYvjxi Amyweavmg~n eY©bv Ki‡Z cvi‡eb|   

   

B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjx  

Electronic Channel  

eZ©gvb wWwRUvj hy‡M, B‡jKUÖwbK ev ˆe`y¨wZK cÖYvjxi gva¨‡g †mev cÖ`vb wecY‡bi GKwU Acwinvh© As‡k cwiYZ 

n‡q‡Q| GB cÖYvjxi gva¨‡g, cÖvK-wba©vwiZ †mev¸‡jv B‡jKUÖwbK hš¿cvwZ ev cøvUd‡g©i mvnv‡h¨ MÖvn‡Ki Kv‡Q 

mieivn Kiv nq, hv mvaviYZ `yB c‡¶i g‡a¨ cÖZ¨¶ AvšÍtwµqv QvovB m¤úbœ nq| †hgb- AbjvBb e¨vswKs 

(Online banking), B-jvwb©s (E-Learning), wWwRUvj wgwWqv w÷Öwgs (Digital media streaming) BZ¨vw`|   

B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjxi wewfbœ ˆewkó¨ Ges D`vniY¸‡jv wbgœiƒc:   

1. B‡jKUÖwbK wWfvBm e¨envi (Use of Electronic Devices): B‡jKUÖwbK cÖYvjx †gvevBj †dvb, 

Kw¤úDUvi, U¨ve‡jU Ges Ab¨vb¨ ¯§vU© wWfvB‡mi gva¨‡g †mev cÖ`vb K‡i| GLv‡b †mev cÖvwßi Rb¨ 

B›Uvi‡b‡Ui cÖ‡qvRb nq| D`vniY¯^iƒc, A¨vgvRb cÖvBg (Amazon prime) ev †bUwd¬‡·i (Netflix) 

gva¨‡g wm‡bgv ev wmwiR w÷Öwgs|   

2. mivmwi AvšÍtwµqv AcÖ‡qvRbxq (Direct Interaction is Unnecessary): GB cÖYvjx‡Z †mev `vbKvix Ges 

MÖvn‡Ki g‡a¨ mivmwi †hvMv‡hv‡Mi cÖ‡qvRb c‡o bv| D`vniY¯^iƒc, AbjvBb †Kv‡m© (Online course) 

wbeÜb Ges Aa¨qb Kiv hvq †hLv‡b wk¶‡Ki mv‡_ mivmwi ev gy‡LvgywL †hvMv‡hv‡Mi `iKvi nq bv|   

3. `ªæZ Ges we Í̄…Z cÖmvi (Rapid and Widespread Expansion): B‡jKUÖwbK cÖYvjx Øviv `ªæZ I we Í̄…Z 

fv‡e A‡bK MÖvn‡Ki Kv‡Q †mev †cŠuQv‡bv m¤¢e| †hgb, B-Kgvm© cø¨vUd‡g©i gva¨‡g wek¦e¨vcx cY¨ wewµ|   

AZGe c~e© wba©vwiZ †mevmg~n wewfbœ ˆe`¨ywZK DcKi‡Yi mvnv‡h¨ †µZv‡`i cÖ`vb Kiv nq, †hLv‡b †mev`vbKvix I 

MÖvn‡Ki g‡a¨ cÖZ¨¶ gy‡LvgywL †hvMv‡hv‡Mi cÖ‡qvRb c‡o bv| B‡jKUÖwbK cÖYvjxi cÖavb gva¨g¸‡jv n‡jv †Uwj‡dvb, 

†gvevBj, †Uwjwfkb, I we‡kl K‡i B›Uvi‡bU, hv wek¦e¨vcx †mev cÖ`v‡bi GK Acvi m¤¢vebv ˆZwi K‡i‡Q|   

 

B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjxi myweav  

Benefits of Electronic Channels   

eZ©gvb cÖhyw³-wbf©i hy‡M, ˆe`¨ywZK cÖYvjxi gva¨‡g †mev cÖ`v‡bi ¸iæZ¡ Acwimxg| †mev wecY‡b ˆe`¨ywZK cÖYvjx 

e¨env‡ii bvbvwea myweav cwijw¶Z nq| wb‡gœ myweavmg~n we Í̄vwiZ fv‡e D‡jøL Kiv n‡jv|   

1. gvbm¤úbœ †mevi wbiew”Qbœ mieivn (Uninterrupted Quality of Services): ˆe`¨ywZK cÖbvjxi gva¨‡g 

†mev cÖ`v‡bi GKwU cÖavb myweav n‡jv Gi wbi‡c¶ I wbiew”Qbœ †mev mieivn| †hgb, GKwU e¨vsK Zvi 

AbjvBb e¨vswKs †mevi gva¨‡g †µZv‡`i mv‡_ †Kv‡bv cÖKvi e¨w³MZ ms¯úk© QvovB †jb‡`‡bi myweav 

w`‡”Q| AbjvBb wk¶vcÖ`vb cø¨vUdg© wk¶v_©x‡`i wb‡R‡`i MwZ‡Z wkL‡Z Ges wek¦Ry‡o wk¶K‡`i KvQ 

†_‡K GKB gv‡bi wk¶v MÖn‡Yi my‡hvM †`q| GB gva¨‡g †mev mg~n †µZviv 24/7 †c‡q _v‡K A_©vr †h 

†Kvb w`b †h †Kvb mgq †µZv †mev MÖnb Ki‡Z cv‡i|    

cvV 11.4 
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2. wbgœe¨‡q †mev mieivn (Low-Cost Service Delivery): ˆe`¨ywZK cÖbvjxi gva¨‡g †mev cÖ`vb AvšÍte¨w³K 

eÈ‡bi †P‡q A‡bK Kg Li‡P m¤¢e| D`vniY¯^iƒc, wWwRUvj gv‡K©wUs cÖPviYv¸‡jv mvaviYZ wcÖ›U ev wUwf 

weÁvc‡bi †P‡q A‡bK Kg Li‡P e¨vcK cwim‡i †µZv‡`i mv‡_ †hvMv‡hvM Ki‡Z cv‡i| B-e¨vswKs †mev, 

†hLv‡b †µZviv N‡i e‡mB †jb‡`b Ki‡Z cv‡i, hvi d‡j e¨vs‡K hvIqvi cÖ‡qvRb c‡o bv Ges mgq I 

e¨q DfqB mvkÖq nq|   

3. MÖvn‡Ki myweav (Customer Benefits): ˆe`¨ywZK cÖbvjx †µZv‡`i †h‡Kv‡bv mg‡q, †h †Kv‡bv ’̄vb †_‡K 

†mev MÖn‡Yi myweav †`q| D`vniY wnmv‡e, A¨vgvRb (Amazon) ev `viv‡Ri (Daraz)  g‡Zv B-Kgvm© 

cø¨vUdg© †µZv‡`i AbjvB‡b †KbvKvUv Ges evmvq cY¨ †Wwjfvwii myweav †`q| A¨vgvRb ev `viv‡Ri g‡Zv 

B-Kgvm© cø¨vUd‡g© †µZviv †h †Kv‡bv mg‡q cY¨ AW©vi w`‡Z cv‡i Ges Zv‡`i wb‡Ri evmvq cY¨ †Wwjfvwi 

†c‡q _v‡K|   

4. we Í̄…Z eÈb (Wide Distribution): ˆe` ÿwZK cÖbvjxi gva¨‡g †mev mieivnKvix wek¦Ry‡o †µZv‡`i mv‡_ 

†hvMv‡hvM Ki‡Z cv‡i| D`vniY¯^iƒc, †bUwd¬· (Netflix) ev ¯úwUdvB (Spotify) Zv‡`i wWwRUvj 

cø¨vUd‡g©i gva¨‡g wek¦e¨vcx we‡bv`‡bi †mev cÖ`vb K‡i|   

5. †µZv cQ›` I Kv÷gvB‡Rkb (Customer Choice and Customization): ˆe`¨ywZK cÖbvjxi gva¨‡g 

†µZviv Zv‡`i cÖ‡qvRb Abyhvqx †mev AbymÜvb Ges Kv÷gvBR ev †µZv Dc‡hvMx Ki‡Z cv‡i| 

D`vniY¯^iƒc, †µZviv wb‡Riv AbjvBb Uª¨v‡fj G‡RwÝ †hgb eywKs. Kg (Booking.com) ev GqviweGbwe 

(Airbnb) †_‡K Zv‡`i åg‡Yi cø¨vb wb‡Riv Kv÷gvBR Ki‡Z cv‡i| dzWcvÛvi (Foodpanda) g‡Zv A¨v‡c 

†µZviv Zv‡`i Lvev‡ii cQ›` Abyhvqx †i‡ Í̄uviv wbe©vPb Ges Lvev‡ii †gby Kv÷gvBR Ki‡Z cv‡i|   

6. `ªæZ †µZv cÖwZwµqv (Quick Buyer Response): B-Kgvm© cø¨vUdg©¸‡jv `ªæZ †µZv cÖwZwµqv †c‡Z 

mvnvh¨ K‡i, hv †mevi DbœwZ Ges †µZv mš‘wó wbwðZ K‡i| †hgb, wUÖc A¨vWfvBRi (Trip advisor) ev 

¸Mj wiwfDR (Google Reviews) Gi g‡Zv cø¨vUdg©¸‡jv †µZv‡`i †mev m¤úwK©Z Zv‡`i gZvgZ mivmwi 

cÖKvk Kivi my‡hvM †`q|   

GB myweav¸‡jvi d‡j, A‡bK †mev cÖwZôvb ˆe`¨ywZK cÖbvjxi gva¨‡g †mev mieiv‡n DrmvwnZ n‡”Q, hv Zv‡`i 

e¨emvq cÖe„w× I †µZv mš‘wó‡Z Ae`vb ivL‡Q|   

   

ˆe`¨ywZK cÖYvjxi gva¨‡g †mev eÈ‡bi P¨v‡jÄmg~n  

Challenges in Distributing Services through Electronic Channels   

eZ©gvb wWwRUvj hy‡M, cÖwZôvb¸‡jv Zv‡`i †mev mieiv‡ni Rb¨ ˆe`¨ywZK cÖbvjxmg~n µgvMZ MÖnY Ki‡Q| GB 

cÖwµqvi A‡bK myweav Av‡Q, Z‡e wewfbœ P¨v‡jÄI we`¨gvb i‡q‡Q| wb‡gœ- ˆe`¨ywZK cÖYvjxi gva¨‡g †mev eÈ‡bi 

†¶‡Î P¨v‡jÄ¸‡jvi we Í̄vwiZ weeiY †`Iqv n‡jv|    

1. g~j¨ wba©vi‡Yi cÖwZ‡hvwMZv Ges ¯̂”QZv (Competition and Transparency in Pricing): wWwRUvj 

cø¨vUdg©¸‡jv‡Z g~j¨ cÖwZ‡hvwMZv GKwU cÖavb P¨v‡jÄ| AbjvB‡b †mevi gvb I g~‡j¨i Zzjbv mnR n‡jI, 

G‡Z cÖwZôvb¸‡jv‡K AviI ¯̂”Q I cÖwZ‡hvMx g~j¨ wba©vi‡Y Pvc †`q | †hgb, AbjvBb wk¶v cø¨vUdg©¸‡jv 

Zv‡`i †Kv‡m©i gvb I g~j¨vq‡bi mwVK Z_¨ cÖ`v‡b eva¨ nq, hv‡Z wk¶v_©xiv mn‡RB Zv‡`i cQ‡›`i †Kvm© 

†e‡Q wb‡Z cv‡i|  

2. Kv÷gvB‡Rk‡bi P¨v‡jÄ (Challenges of Customization): †mev wecY‡bi w`K †_‡K, Kv÷gvB‡Rkb 

AZ¨šÍ Riæwi| Z‡e ˆe`¨ywZK cÖbvjxi gva¨‡g GwU memgq mnR bq| D`vniY¯^iƒc, †Uwj‡gwWwmb 

†mev¸‡jv‡Z cÖwZwU †ivMxi we‡kl wPwKrmv cÖ‡qvRb‡K ey‡S Kv÷gvBRW wPwKrmv cwiKíbv ˆZwi Kiv GKwU 

P¨v‡jÄ n‡Z cv‡i|  

3. †µZv m¤ú„³Zv Ges mvgÄm¨Zv (Customer Engagement and Consistency): ˆe ỳ¨wZK cÖbvjxi gva¨‡g 

†mev cÖ`v‡b †µZvi m¤ú…³Zv e„w× †c‡jI, GwU †mevi gv‡bi avivevwnKZv Ges mvgÄ‡m¨ P¨v‡jÄ ˆZwi 



evsjv‡`k Dš§y³ wek^we`¨vjq  weweG (evsjv gva¨g) †cÖvMÖvg  

BDwbU GMvi  c„ôv-195 

K‡i| †hgb, AbjvBb dzW †Wwjfvwi †mev¸‡jv‡Z †µZvi cÖZ¨vkv Ges ev Í̄e †Wwjfvwii g‡a¨ mvgÄm¨ i¶v 

GKwU eo P¨v‡jÄ|   

4. †fv³v AvPi‡Yi cwieZ©b (Changes in Consumer Behavior): ˆe`¨ywZK cÖbvjxi gva¨‡g †mev cÖ`v‡b, 

†fv³v AvPi‡Yi cwieZ©b Acwinvh©| †hgb, B-Kgvm© I‡qemvBU¸‡jv‡Z †µZviv cÖvqB wiwfD Ges †iwUs 

†PK K‡i, hv Zv‡`i µq wm×v‡šÍ cÖfve †d‡j| GB bZzb AvPiY¸‡jv AbymiY K‡i cÖwZôvb¸‡jv‡K Zv‡`i 

wecYb †KŠkj Awf‡hvRb Ki‡Z nq|   

5. wbivcËv I †MvcbxqZvi D‡ØM (Concerns on Security and Privacy): wWwRUvj cwi‡e‡k Z‡_¨i 

wbivcËv Ges †MvcbxqZv GKwU eo P¨v‡jÄ| †hgb, AbjvBb e¨vswKs †mev¸‡jv‡Z MÖvn‡Ki Z_¨ wbivc` 

ivLvi cÖwZ ¸iæZ¡ †`Iqv nq, Z‡e n¨vwKs Ges wdwks (Hacking & phishing) nvgjvi SzuwK memgq 

we`¨gvb|   

6. †fŠ‡MvwjK we Í̄vi Ges cÖwZ‡hvwMZv (Geographical Spread and Competition): B›Uvi‡b‡Ui gva¨‡g, 

†mev cÖ`v‡bi †fŠ‡MvwjK mxgve×Zv `~i n‡q‡Q, hv wek¦e¨vcx cÖwZ‡hvwMZv ˆZwi K‡i‡Q| D`vniY¯^iƒc, 

AbjvBb wd«j¨vwÝs (Freelancing) cø¨vUdg©¸‡j‡Z wek¦Ry‡o wdÖj¨vÝviiv GKB cÖK‡íi Rb¨ cÖwZ‡hvwMZv 

K‡i|   

7. †µZv mwµqZv (Buyer Proactivity): wWwRUvj cwi‡e‡k †µZviv AwaK mwµq| Zviv mn‡RB Z_¨ msMÖn 

Ges ch©v‡jvPbv K‡i _v‡K, hv Zv‡`i µq wm×v‡šÍ cÖfve †d‡j|   

8. ˆe`¨ywZK cwi‡e‡ki Dci wbqš¿‡Yi Afve (Lack of Control over Electrical Environment): wWwRUvj 

cwi‡e‡ki Dci c~Y© wbqš¿Y ivLv KwVb| †UKwbK¨vj mgm¨v, mvf©vi WvDb (Server Down), ev mvBevi 

(Cyber) nvgjvi g‡Zv welq¸‡jv †mev cÖ̀ v‡b evav m„wó Ki‡Z cv‡i|   

GB P¨v‡jÄ¸‡jv †gvKvwejv Kivi gva¨‡g, cÖwZôvb¸‡jv Zv‡`i †mev wecY‡bi †KŠkj AviI Kvh©Kix I †µZv-

‡Kw› Ö̀K K‡i Zzj‡Z cv‡i|   

   

 

mvims‡ÿc  

eZ©gvb wWwRUvj hy‡M, B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjx †mev wecY‡b GK Ab¨Zg cÖavb gva¨g wn‡m‡e D‡V 

G‡m‡Q| GB cÖYvjx gva¨‡g, wba©vwiZ †mev¸‡jv B›Uvi‡bU Ges wWwRUvj hš¿cvwZi mvnv‡h¨ mivmwi MÖvn‡Ki Kv‡Q 

†cŠuQv‡bv nq| G‡¶‡Î cÖZ¨¶ AvšÍtwµqvi cÖ‡qvRb nq bv| AbjvBb e¨vswKs, B-jvwb©s Ges wWwRUvj wgwWqv 

w÷Öwgs BZ¨vw` B‡jKUÖwbK cÖYvjxi Ab¨Zg D`vniY| †mev wecY‡bi ˆe`¨ywZK cÖYvjxi g~j ˆewkó¨¸‡jv n‡jv 

†gvevBj †dvb, Kw¤úDUvi, U¨ve‡j‡Ui gva¨‡g †mev cÖ`vb, mivmwi AvšÍtwµqvi AcÖ‡qvRbxqZv, Ges `ªæZ I we Í̄…Z 

cÖmvi| GB cÖYvjx mvwe©Kfv‡e †mev cÖ`v‡bi †¶‡Î A‡bK¸‡jv myweav G‡b †`q, †hgb †mevi wbiew”Qbœ mieivn, 

wbgœe¨‡q †mev mieivn, MÖvn‡Ki myweav, we Í̄…Z eÈb, †µZvi cQ›` Ges Kv÷gvB‡Rkb, Ges `ªæZ †µZv cÖwZwµqv 

cÖvwß| G‡Z K‡i, wek¦e¨vcx †µZv mš‘wó‡Z Ae`vb ivLv m¤¢e n‡q D‡V‡Q| ˆe`¨ywZK cÖYvjx e¨env‡ii †¶‡Î 

myweavi cvkvcvwk †ek wKQy P¨v‡jÄ I Av‡Q †hgb g~j¨ wba©vi‡Yi cÖwZ‡hvwMZv, Kv÷gvB‡Rkb, †µZv m¤ú…³Zv I 

mvgÄm¨Zv, †fv³v AvPi‡Yi cwieZ©b, wbivcËv I †MvcbxqZvi D‡ØM, †fŠ‡MvwjK we Í̄vi Ges cÖwZ‡hvwMZv, †µZv 

mwµqZv, Ges wWwRUvj cwi‡e‡ki Dci wbqš¿‡Yi Afve| Gme P¨v‡jÄ †gvKvwejv Kiv cÖwZôv‡bi Rb¨ Acwinvh© 

hv Zv‡`i †mev wecYb †KŠkj‡K AviI Kvh©Ki I †µZv-‡Kw›`ÖK K‡i †Zv‡j| 
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†mev mieiv‡n ga¨¯’e¨emvqx e¨env‡ii mgm¨v Ges Kvh©Ki †mev 

mieiv‡ni †KŠkjmg~n   

Problems in Using Intermediaries in Rendering Service 
and Strategies for Effective Service Delivery  

 

 

D‡Ïk¨ 

 

G cvV †k‡l AvcwbÑ 

 ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieiv‡ni mgm¨v Abyaveb Ki‡Z cvi‡eb; Ges 

 ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieiv‡ni †KŠkjmg~n e¨vL¨v Ki‡Z cvi‡eb|  

 

†mev mieiv‡n ga¨ ’̄e¨emvqx e¨env‡ii mgm¨v  

Problems in Using Intermediaries in Rendering Service   

†mev wecY‡b ga¨ ’̄ZvKvix‡`i e¨envi Kiv AZ¨šÍ RwUj GK cÖwµqv, hv wewfbœ mgm¨v I P¨v‡jÄ wb‡q Av‡m| Gi g~j 

KviY n‡jv, †mevi Awe‡”Q`¨ PwiÎ| G †¶‡Î mivmwi †µZv I cÖ`vbKvixi g‡a¨ †mev wewbgq n‡q _v‡K| †mev 

mieiv‡n ga¨ ’̄e¨evmvqx‡`i e¨env‡ii Amyweavmg~n wb‡gœ Av‡jvPbv Kiv n‡jv:    

1. cÖYvjxi D‡Ï‡k¨ wfbœZv ev Ø›Ø (Conflict over Objectives): †mev cÖ`v‡bi †¶‡Î ga¨ ’̄ZvKvix‡`i e¨envi 

Ki‡j cÖvqB j¶¨ I Kvh©µ‡g Awgj †`Lv †`q| D`vniY¯^iƒc, GKwU †nv‡Uj †PBb hw` Z…Zxq c‡¶i eywKs 

mvB‡Ui gva¨‡g iæg eywKs †mev cÖ`vb K‡i, Zvn‡j †nv‡U‡ji gvb Ges eywKs mvB‡Ui j‡¶¨i g‡a¨ Awgj 

_vK‡Z cv‡i|   

2. ¸YMZgvb I msMwZi mgm¨v (Inconsistency with Quality): wewfbœ ga¨ ’̄ZvKvix w`‡q †mev wewµ Ki‡j 

mKj AvDU‡j‡U GKB gvb I msMwZ eRvq ivLv KwVb| GB mgm¨vi D`vniY n‡jv, dª¨vÂvBwR 

†i‡ Í̄uviv¸‡jv‡Z cÖwZwU kvLvq Lvev‡ii ¸YMZ gvb wewfbœ n‡Z cv‡i|   

3. ¶gZvqb ebvg wbqš¿‡Yi Uvbv‡cv‡ob (Tension of Empowerment versus Control): ga¨ ’̄ZvKvix‡`i 

Kv‡R jvMv‡bv †mev cÖ`vbKvix cÖwZôvb¸‡jv A‡bK mgq ¯̂vaxbZv I wbqš¿‡Yi g‡a¨ Uvbv‡cvob †`Lv hvq| 

†hgb, GKwU ch©Ub †Kv¤úvbx Zv‡`i Askx`vi †nv‡Uj¸‡jv‡K wbw`©ó gv‡bi †mev cÖ`v‡b DrmvwnZ Ki‡jI, 

c~Y© wbqš¿Y ivLv KwVb|   

4. cÖYvjxi A¯úóZv (Ambiguity of the Channel): ga¨ ’̄ZvKvix‡`i f‚wgKv ¯úó bv n‡j, ØvwqZ¡ e›U‡b 

A¯úóZv m„wó nq| †hgb- GKwU AbjvBb gv‡K©U‡cø‡m weµqK…Z c‡Y¨i gvb wbqš¿Y †K Ki‡e Zv wb‡q 

A¯úóZv _vK‡Z cv‡i|    

5. e¨q I cyi¯‹vi wb‡q Ø›Ø (Conflict over Costs and Rewards): †mev Drcv`b I mieiv‡ni e¨q Ges 

jv‡fi fvMvfvwM wb‡q ga¨ ’̄ZvKvix I cÖavb cÖwZôv‡bi g‡a¨ Ø›Ø m„wó n‡Z cv‡i| D`vniY¯^iƒc, GKwU B-

Kgvm© cø¨vUd‡g© weµq Kiv cÖwZwU c‡Y¨i Dci Kwgk‡bi nvi wb‡q we‡µZv I cø¨vUd‡g©i g‡a¨ Ø›Ø|   

†mev wecY‡b ga¨ ’̄ZvKvix‡`i e¨env‡ii d‡j Dc‡i D‡jøwLZ Ø›Ø¸‡jv wbim‡bi Rb¨, my¯úó †hvMv‡hvM, mg‡SvZv, 

Ges GKwU mywbw`©ó Kv‡Ri cwiKíbv Riæwi| GKwU m¤úK© wfwËK cwi‡ek ˆZwi Kivi gva¨‡g hw` Dfq c‡¶i g‡a¨ 

¯̂”QZv, wek¦vm Ges m¤§v‡bi wfwË _v‡K, Zvn‡j †mev wecY‡b GB P¨v‡jÄ¸‡jv mn‡R †gvKv‡ejv Kiv hvq|   

  

cvV 11.5 
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ga¨ ’̄e¨emvqx‡`i gva¨‡g Kvh©Ki †mev mieiv‡ni †KŠkjmg~n  

Strategies for Effective Service Delivery through Intermediaries 

mdj †mev wecY‡bi GKwU Acwinvh© Ask n‡jv Kvh©Kix ga¨ ’̄e¨emvqx‡`i gva¨‡g †mev mieivn| †mev Drcv`bKvix 

cÖwZôvb¸‡jvi Rb¨ GwU Acwinvh© †h Zviv Zv‡`i ga¨ ’̄e¨emvqx‡`i mwVKfv‡e e¨e ’̄vcbv I wbqš¿Y K‡i, hv‡Z K‡i 

†mev Kvh©Kifv‡e mieivn Kiv m¤¢e nq Ges mv‡_ mv‡_ cÖwZôv‡bi fveg~wZ© I gybvdvI e„w× cvq| wb‡gœ we Í̄vwiZfv‡e 

wKQy †KŠk‡ji Av‡jvPbv Kiv n‡jv hv ga¨ ’̄e¨emvqx‡`i gva¨‡g Kvh©Ki †mev mieiv‡ni Rb¨ MÖnY Kiv †h‡Z cv‡i|   

1. wbqš¿Y †KŠkjmg~n (Control Strategies): †mev wecY‡bi †cÖw¶‡Z, wbqš¿Y †KŠkj¸‡jv AZ¨šÍ ¸iæZ¡c~Y© 

†hLv‡b cÖwZwU cÖwZôvb Zv‡`i Avq I †mevi gvb wba©viY, cwigvc Ges Kvh©m¤úv`‡bi Dci wfwË K‡i 

cyi¯‹vi I kvw Í̄i e¨e ’̄v MÖnY K‡i| †hgb, GKwU †nv‡Uj †PBb hw` Zv‡`i †mevi gvb eRvq ivLvi Rb¨ 

K‡Vvi gvb`Û cÖ‡qvM K‡i, Zvn‡j Zv‡`i †mevi gvb I †µZv mš‘wó evo‡e, hv Aek¨B Avq e„w×‡Z mvnvh¨ 

Ki‡e| Gi d‡j, cÖwZwU kvLvi e¨e ’̄vcK‡`i Zv‡`i Kg©x‡`i DËg †mev cÖ`v‡b DrmvwnZ Kiv DwPZ, hvi 

Rb¨ Zviv †evbvm ev Ab¨vb¨ cyi¯‹vi †c‡Z cv‡i| G‡¶‡Î we‡eP¨ welqmg~n wbgœiƒc:   

K. cwigvc (Measurement): GB c×wZi d‡j Drcv`bKvix cÖwZôvb mivmwi ¸YMZgvb wbqš¿Y K‡i 

_v‡K, Ges †h‡Kv‡bv †bwZevPK Kvh©µ‡gi Rb¨ wWjviwkc¸‡jv‡K kvw Í̄g~jK e¨e ’̄v wb‡Z cv‡i| 

L. ch©v‡jvPbv (Review): ch©v‡jvPbvi gva¨‡g, dª¨vbPvBRviiv Pzw³ evwZj, bevqb, †KvUv mxgve×Zv 

Ges mieivn mxgve×Zvi gva¨‡g wbqš¿Y ’̄vcb K‡i| GB c×wZ m¤úÖmviY Ges AMÖmiZvi †KŠk‡ji 

m‡½ m¤úwK©Z, hv dª¨vbPvBwR‡`i wbw`©ó weµq j¶¨gvÎv AR©‡bi Rb¨ DrmvwnZ K‡i| †hgb, GKwU 

†i‡ Í̄vivu †PBb Zv‡`i dª¨vbPvBwR‡`i Dci weµq j¶¨gvÎv wba©viY Ki‡Z cv‡i, Ges j¶¨gvÎv c~i‡Y 

mdj dª¨vbPvBwR‡`i Rb¨ g~j¨ Qvo ev Ab¨vb¨ cyi¯‹vi cÖ`vb Ki‡Z cv‡i| GB c×wZi gva¨‡g †mev 

wecY‡bi gvb DbœwZ mvab Kiv m¤¢e|   

2. ¶gZvqb †KŠkjmg~n (Empowerment Strategies): †mev wecY‡b ¶gZvq‡bi †KŠkj¸‡jv Acwinvh© 

Dcv`vb wnmv‡e KvR K‡i, hv ga¨ ’̄e¨emvqx‡`i evRv‡i AwaK mwµq I bgbxqfv‡e Kvh©µg Pvjv‡Z mvnvh¨ 

K‡i| GB cÖm‡½, we Í̄vwiZ fv‡e ¶gZvq‡bi †KŠkj Ges Zvi cÖ‡qvM wewfbœ D`vni‡Yi gva¨‡g wb‡gœ 

Av‡jvPbv Kiv n‡jv:   

K. †µZvgyLx †mev cÖwµqv Dbœq‡b ga¨ ’̄e¨emvqx‡K mnvqZv `vb (Assisting intermediaries in 

developing customer-centric service processes): AwaKvsk †¶‡Î ga¨ ’̄e¨emvqxiv ¯̂vaxbfv‡e 

†µZv M‡elYv ev cÖwk¶Y m¤úv`‡b Amg_© nq| Zv‡`i mnvqZv Ki‡Z, †Kv¤úvwb M‡elYv Kvh©µg, 

†mev gvb wba©viY, Ges Kvh© m¤úv`b we‡køl‡Y Ae`vb ivL‡Z cv‡i|  

L. cÖ‡qvRbxq mg_©b c×wZ cÖeZ©b (Introduction of necessary support mechanisms): gv‡S gv‡S 

gvb`Û w ’̄i Kivi c‡iI wWjvi Ges †mev †K›`Ö¸‡jv wKfv‡e GB gvb Abyhvqx †mev cÖ`vb Ki‡e Zv 

eyS‡Z cv‡i bv| G Rb¨ †Kv¤úvwb¸‡jv M‡elYv I cÖwµqv DbœwZi gva¨‡g wWjvi‡`i mnvqZv K‡i|   

M. gvbm¤úbœ †mev mieiv‡n ga¨ ’̄e¨emvqx‡`i Dbœqb (Development of intermediaries in quality 

service delivery): †mev Kg©x‡`i `¶Zv I Ávb DbœwZi Rb¨ cÖwk¶Y I Ab¨vb¨ c×wZ‡Z wewb‡qvM 

Acwinvh©| Gi Rb¨ †dvKvm Mªæc mv¶vrKvi, cÖwk¶Y, Ges Kvh©µg ch©v‡jvPbv AZ¨šÍ ¸iæZ¡c~Y©|   

N. mn‡hvwMZvg~jK e¨e ’̄vcbv KvVv‡gvi cwieZ©b (Change in collaborative management 

structure): GKwU mn‡hvwMZvg~jK e¨e ’̄vcbv KvVv‡gv cÖeZ©b K‡i ga¨ ’̄e¨emvqx‡`i g‡a¨ `jMZ 

Ávb Dbœqb Ges ˆbwZKZvi †eva RvMÖZ Kiv hvq, hv Zv‡`i `jMZ Kv‡R DØy× K‡i Ges k„•Ljv 

i¶v Ki‡Z mvnvh¨ K‡i|   

GB †KŠkj¸‡jv ga¨ ’̄e¨emvqx‡`i †µZv‡`i cÖwZ AviI ms‡e`bkxj I `¶ K‡i †Zv‡j, hv †kl ch©šÍ †mev 

cÖ`v‡bi gvb DbœwZ Ges †µZv mš‘wó wbwðZ K‡i|   

3. Askx`vixZ¡g~jK †KŠkjmg~n (Partnering Strategies): AvR‡Ki cÖwZ‡hvwMZvg~jK evRv‡i, †mev 

cÖwZôvb¸‡jv DbœwZi j‡¶¨ ga¨ ’̄e¨emvqx‡`i mv‡_ Mfxi I djcÖm~ Askx`vixZ¡ M‡o Zz‡j| †mev wecY‡b 
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Askx`vixZ¡g~jK †KŠkj GKwU Acwinvh© Dcv`vb, hv †mev cÖwZôvb¸‡jvi mdjZvi Rb¨ Acwinvh©| Gi 

gva¨‡g cÖwZôvb¸‡jv ga¨ ’̄e¨emvqx‡`i mv‡_ Ggb GK Mfxi Ges A_©en m¤úK© ˆZwi Ki‡Z m¶g nq, hv 

Dfq c‡¶i Rb¨ jvfRbK| GB ai‡bi m¤úK© cvi¯úwiK myweav e‡q Avbvi cvkvcvwk †mevi ¸YMZgvb I 

†µZv mš‘wó‡ZI Ae`vb iv‡L| wb‡gœ Askx`vwiZ¡g~jK †KŠkj mg~n we Í̄vwiZfv‡e Av‡jvPbv Kiv n‡jv|    

K. j¶¨ mvwie×KiY (Alignment of Goals): †mev cÖwZôvb Ges ga¨ ’̄e¨emvqx‡`i g‡a¨ j¶¨ 

mvwie×KiY GKwU AZ¨šÍ djcÖm~ Askx`vixZ¡g~jK †KŠkj| cÖ_g c`‡¶c wn‡m‡e, GKwU mdj 

Askx`vix‡Z¡i Rb¨ Dfq c‡¶i j¶¨¸‡jvi g‡a¨ mvgÄm¨Zv ’̄vcb Kiv ¸iæZ¡c~Y©| GB HK¨gZ¨ 

wbwðZ K‡i †h me c¶ GKB w`‡K AMÖmi n‡”Q, hv `xN©‡gqv`x mdjZvi Rb¨ Acwinvh©| 

D`vniY¯^iƒc, GKwU wegv †Kv¤úvwb Ges Gi G‡R›U‡`i g‡a¨ HK¨gZ weavb K‡i, `yB c¶B 

†µZv‡`i Av‡iv fv‡jv †mev cÖ`v‡bi j‡¶¨ KvR Ki‡Z cv‡i| Gi d‡j, †µZv mš‘wó ev‡o Ges 

cÖwZôv‡bi Avq I gvb Dbœq‡b Ae`vb iv‡L| GKwU AvBwU (IT) †mev cÖ`vbKvix cÖwZôvb Ges Zvi 

cÖbvjx Askx`vi  hw` bZzb evRv‡i cÖ‡e‡ki j‡¶¨ wgwjZfv‡e KvR K‡i, Zvn‡j Df‡qi Rb¨ GB 

j¶¨ AR©b mnR n‡q I‡V| 

L. civgk© I mn‡hvwMZv (Consultation and Cooperation): civgk© I mn‡hvwMZv Ggb GKwU 

†KŠkj †hLv‡b ga¨ ’̄e¨emvqxiv †mev cÖav‡bi bvbvwea Kg©Kv‡Ð mivmwi AskMÖnY K‡i| mdj 

Askx`vixZ¡ civgk© Ges mn‡hvwMZvi Dci wbf©i K‡i, †hLv‡b Dfq c¶B wbqwgZ †hvMv‡hvM Ges 

gZvgZ wewbgq K‡i| GB cÖwµqvq, m¤¢ve¨ Dbœqb Ges DbœwZi Rb¨ †KŠkjMZ cwiKíbv Ges 

c`‡¶c M„nxZ nq|   

D`vniY¯^iƒc, †Kv‡bv †i‡ Í̄uviv cÖwZwU dª¨vbPvBwRi mv‡_ wbqwgZ civgk© K‡i, hv‡Z Zviv †µZv †mevi gvb 

DbœwZ Ges bZzb †mev D™¢ve‡b mnvqZv Ki‡Z cv‡i| GB cÖwµqv Dfq c‡¶i Rb¨ gybvdv evovq Ges 

evRv‡i Zv‡`i Ae ’̄vb kw³kvjx K‡i| GKwU e¨vsK I Zvi wegv Askx`vi‡ii g‡a¨ mn‡hvwMZv †µZv‡`i 

Rb¨ GKxf‚Z †mev mgvavb ˆZwi Ki‡Z cv‡i, hv †µZv mš‘wó evovq Ges evRvi Askx`vwiZ¡ e„w× K‡i|  

Gigva¨‡g Rvbv hvq †h, Askx`vixZ¡g~jK †KŠkj †mev cÖwZôvb¸‡jvi Rb¨ KZUv ¸iæZ¡c~Y©| Gi gva¨‡g 

Zviv †µZv‡`i Av‡iv fv‡jv †mev cÖ`vb Ki‡Z cv‡i, Ges evRv‡i Zv‡`i Ae ’̄vb‡KI `„p Ki‡Z cv‡i| 

mdj Askx`vixZ¡ M‡o Zzj‡Z †M‡j, Dfq c‡¶i g‡a¨ cwi®‹vi j¶¨ wba©viY, wbqwgZ †hvMv‡hvM, Ges 

cvi¯úwiK m¤§vb I wek¦vm Acwinvh©|  

   

 

mvims‡ÿc  

†mev wecY‡b ga¨ ’̄e¨emvqx‡`i e¨env‡ii †¶‡Î †Kv¤úvwbi mg~n wKQy mgm¨vi m¤§yLxb nq, hvi g‡a¨ cÖavb 

mgm¨v¸‡jv n‡jv cÖYvjx Ø›Ø, ¸YMZgvb I msMwZi mgm¨v, ¶gZvqb ebvg wbqš¿‡Yi Uvbv‡cv‡ob, cÖYvjxi 

A¯úóZv, Ges e¨q I cyi¯‹vi wb‡q Ø›Ø| GB mgm¨v¸‡jv †gvKv‡ejv Kivi Rb¨ my¯úó †hvMv‡hvM, mg‡SvZv, Ges 

m¤úK© wfwËK cwi‡e‡ki cÖ‡qvRb| GQvov, †µZv Ges †mev cÖ`vbKvixi g‡a¨ mivmwi m¤úK© M‡o †Zvjv, GKwU 

mywbw`©ó Kv‡Ri cwiKíbv Ges †mevi gvb wba©vi‡Y ¯̂”QZv eRvq ivLv AZ¨šÍ Riæwi| GB †KŠkj¸‡jv †mev wecY‡b  

ga¨ ’̄e¨emvqx‡`i Kvh©Ki e¨env‡i mvnvh¨ K‡i Ges Dfq c‡¶i g‡a¨ GKwU †UKmB m¤úK© ’̄vc‡b Ae`vb iv‡L| 

†mev wecY‡b ga¨ ’̄e¨emvqx‡`i gva¨‡g Kvh©Ki †mev mieiv‡ni Rb¨ wbqš¿Y †KŠkj, ¶gZvqb †KŠkj, Ges 

Askx`vixZ¡g~jK †KŠkj AZ¨šÍ ¸iæZ¡c~Y©|  

 

  



evsjv‡`k Dš§y³ wek^we`¨vjq  weweG (evsjv gva¨g) †cÖvMÖvg  

BDwbU GMvi  c„ôv-199 

 

BDwbU DËi g~j¨vqb  

 

1.  cÖZ¨¶ ev †Kv¤úvwbi gvwjKvbvwfwËK cÖYvjx wK? cÖZ¨¶ ev †Kv¤úvwbi gvwjKvbvwfwËK cÖYvjxi myweav¸‡jv I 

Amyweav¸‡jv Av‡jvPbv Kiæb|   

2.  dª¨vbPvBwRs wK? dª¨vbPvBwRs Gi †¶‡Î mdjZvi Dcv`vb¸‡jv e¨vL¨v Kiæb|    

3. dª¨vbPvBwR †K? dª¨vbPvBwRs e¨emv‡q dª¨vbPvBwRi myweav I Amyweavmg~n e¨vL¨v Kiæb|   

4.  dª¨vbPvBRvi ej‡Z Kx ey‡Sb I dª¨vbPvBwRs e¨emv‡q d¨vbPvBRv‡ii myweav I Amyweav mg~n Av‡jvPbv Kiæb|   

5.  cÖwZwbwa Kv‡K e‡j?  cÖwZwbwa‡`i cÖKvi‡f` eY©bv Kiæb|    

6.  cÖwZwbwa I `vjvj Kv‡K e‡j? cÖwZwbwa I `vjv‡ji gva¨‡g †mev mieiv‡n myweav I Amyweavmg~n Av‡jvPbv 

Kiæb|   

7.  B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjx wK?  B‡jKUÖwbK ev ˆe`¨ywZK cÖYvjxi myweav I Amyweavmg~n Av‡jvPbv Kiƒb|    

8.  †mev mieiv‡ni †¶‡Î cÖavb ga¨ ’̄e¨emvqx‡`i eY©bv Kiæb| †mev mieiv‡n ga¨ ’̄e¨emvqx e¨env‡ii mgm¨v¸‡jv 

eY©bv Kiæb|   

9.  ga¨ ’̄e¨emvqx‡`i gva¨‡g Kvh©µg †mev mieiv‡ni †KŠkjmg~n we Í̄vwiZfv‡e e¨vL¨v Kiæb|    
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