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O =T FIV, HARTATH [AHATH] HITH J=& T FHT el HANTATH oo
JUITAT T ATATSAE GREAT FRFHHB! [qUIHT AqAHT FHIT T TRUHT 1427 |
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Q  FH <k TTawal 9l T LT AT 400 ST T& AL Gooll / THTA LM IrTaTTaTcHe®
TETATE TR T GOhaT ATqH FROHT el S | THATE FIUH] AT G oahdr
qfel gATHT AT, FLATHT TIT THAAR g [a9ard el 3 |

O FHUMATAH! FH FALITIAATE TATFHRT TATIH, TALATTHT TEAT Teehl HHARIEEH
TIAFAT T U 7T [ TR IJAMIRRT AT (Succession Planning) A=A T+
TAT FHANEEAS THETT HTIAIITAT (Team Work) HTAATRI [qebTa T I w1

NN

JRaATed [afqe 9= &adrs dHed T ed avss FAHT 759 (Senior Executive

<

Forum) & X RUAT TFI FAhAT FRAFHHATS HITH AT [FAHOTHT TSI GTeq
~ §|

AT qAqT G qfafaaw -

O FsIAFATH TATT T A¥RTAesells TAFFRI FqAT Fa=qrad T fazefrr qEmEn
XTI YUl (Electronic Grievance Handling System) el [aeT® TRUeRT 7 |

Q  HIYHI Intranet Portal ATg TATAHNT TS Software Requirement Specification (SRS) T
FT T TRUH T |

O Documents Archieving System T FTI F¥I TR HTAAATH] =RHT Taehl G, |

Q IR AT Gfafdr JOMATAT Hied SAREH faeeiaur q91 FaRE AT AfdeE a9 2090 /%9
AT FFI TR faeaw Afgaare yre eRTdesdl ATIRAT BT JANT TRTaH! HFIET
JUITATHT ATAeTF AR T AT Tled THAT AT TeTeUh 3, |

QO FNA AEANIF rmawar dqrsr/faus =" AT Faraad qRdddE el
AT FA AT TETHT 3 |

Q  HUA Foadhdesdl Aeard, AT TAT AT JATeHT AXAThd TP AN ATATHICH STeT
TFAT HA T TRUH G |
ICELICIECICIE R

O @RI Afhg SHT ATHI THAGTH TET bl Ioof aXeldl, Helhahl = ATMIF q1gar TaH
[t AT fEURT A=A, ATCARAT TAT AR FIATh ATATATITRT AHTAHT BRI
FITE] G AR 9T A0 &S T |

O aiforsr SehEedl avedr SUART 9 fageft qarar @ feuifae, aféfrede aw fediftae an
IETATAT THT 3GT 9 TUH G |

Q I HECRIqH FRU FITA FoaIFATATS T&TT T e HRERIAER ATET HIH T
FET &2 TTH G | AT, BT AT GAATS Bl ATFRTAIR] Gra FTqeraepl Franfar
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FTIH T FLINTT Ffqagarars HR=aedr fad qHa FisArs quesl F |

QO IHISTF FIETH ARINET FIAT T ARATAAATT STHbAd AlqeAls STAH ITHIUIH]
ATEAHGRT AR AMGF TAT TATIR [IRTAB &THT ITANT T Teblehd ARl AR
PO BT SUHTA FTAd ARATATH] THA TAET TR TH G |

O Sl & TIT TRISHIRHAT TEhT FTHER qIT FHARIEEATS TooTbT YUTATHT ATTG T
FITHT TRT faedqR T AfqTd e fauerr 3 |

Q WTHITAE FIET HIT FAT [l ST AT ATHTIT PIUEEH! TATIATHT ATHINAE FRETHT

ETAT FITHT ATHEBTATS IT THTARTT TATSS AW T AETLTHE &THAT [qebTe THI TS
T | WA, FoARATHl ATAIARAT T ATLT AATT Tl TUEARHT HRedR A T

ATTIIHAT Teehl T |

Q  FITH T@TFT JUTATATE &R o IFET TATSS AT HIUe HATHT FEANTT &THAT ATTaTg
T AT G faeraar TR fadt e faqe sfauer 3 |

O Hvel el faredr a1 qATsd ¥ fqeHe Far g qiadrere 99 seds adqrs|
HATIF AT TIT AR Jrataehl ATHFT Heaqul g TUH 36T SAALchals HITHT
TEST TRTE LT FHATNEEH! JaTepl (Tl Faw T IR @l 3 | ard, fqatad
TTHT B FHAT AAFIEAE & RehdTars qid TH IUAH AT FHEA Al q4T FrorT
TAR T HTATEAT THIT TR G |

SATITHT T

q=agedl qar AT AV fqEar®

Q “AMZA FTHIAE T TaTTFHT AU AfHFFRT FITATE AR ALALHT ATHINAD
T P! FYH] TN T FRGNL (% PITHT FRABTATS (AOTET T T, FTATHe!
¥ qrRaefT JTE FATH URARAT (HR=IR AT, FTARETAT, TAEAHIAT, TRUTHAE! SqaedraT
IERAT TAH FEATRTAT ¥ T &l AaRATIehd Hed AIIATdre ATCHArd T8 HIoars
el ¥ |ge FLATHN FAAT T T BT AT TEH G |

Q TSI &9\ FERA HRT 90 AE@ AN ASHIRES T ENNReedAls THd Toady
FITATS HAFH THY ATHINAEF GREAT T T GeTH GLATHT T b T b arfy
TR |

O difaa qar Mivea ET SEqaT TRed! Goaudmdiesdl @AWl AwaRAaed
Sifgware fast a1 faster snfaaerg oF e e s@rers =HeEee T, el e
SHIRETAT qAT [T FHER FHAREEATS HITH! IRRTH] ATy oadbdiesd] @
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TE] ATTYTFATATS AT FTAT SHAXATIT T FETETAHT AT Toadehedl T@Te
e AT 9T TFRET eANTH FoATAT T FTAFHHA EH G |

TSl &7 FTIRT HTHER FHAR T WRIIRESH] ATBITTIHATTRT G ATHT
ATATTST ARETH ATIRUM AAFT ANTETTHT ATATRT (AT AT =T T AT
EH G |

Toaqbalgsdl JATLT TIT ATITRATATS TFITGT T BITHT JdEedTs THIALAETE
THTAHR TIH AT TIHT JATE T GEATIAT ATATHRT ATIRAT AT TR EHT
FIUA MET BATAT qAT FaATebrg FoATAT T AT [ATbl T | AMET H1ATAT qAT Far
H5ee HIhd Ioadbdesdls sy Uy A, ufeg Jor fagrer faqar semaeas Jar
gaT T e fHergae |

FITHT AMET FATAT LT YaT g GoATAT T TA(h CAESHT A(ebF TooTTetehl TANT
Thd MER{Ed FaT a1 9 AT EH G |

HIHT FAT raeT TATE TUTATATs THATEENT TATSH UaH qoadhdiesh] Txiitadly gresTd
TR &R Fiede! JaT (Treat with Smile) T HTIROMATE ATARTNE FTAT AR TR |

gid qqeqTad

ARITHT 3 AT BTN B T BT 300 e FYAT I3 IMGUebTS TXAT ATEHIGAT =t
THHAATS 9ThT ATTIF TTRTEAT TR T IR F=d d9T HITTHT JTATHEBTHRT AT
Q=TT T ATa9F ATSTAT TAT T qF MRS, |

AT AT qRATRT ey fad @rd afemram a9 "R efaadd e
oI HATH FAMTH fod, AT T FTARAdR! Arqed FEAH g1 T 39T AR faehreen
EFHT GTITHeRdTe AT M T9 99 T8l TR 3 |

FIIR TSlAd THAATS FoATEAETH] ATAITEHAT JAT f&qa T TEr I=a1 el ITANT TH
AT I&T Foaasmdiesdl AN 747 fIHesd AT JaTe T d [qguH 3 |

FHIIRT TSAT THHHR! TATARN] GRATAA ATRT AodTFAEedh] qioad THHAT I=A
IfTHe Y& T LT oo gba@sedl AT ATH{Ed AT AT Foared T4
TEH G |

FITAT Y @gs TUHT foaxiiar &7d, IR e HT IEURl Siaw T gEer qar
gfaladT wEted qRaddare Ael g9 o SAaHesd] JAdeRl SFaerad T4 SaH
FAATITIH JUTEATeTS HITeH Hecaqu FTHEH FTHT dfF ey 3 |

e dared fawE aur sgedaw
Q  FHIYHT A=A ATALTF T 36T ST Iheb! ATY(cl ¥ (AT TTHT FATF1T 5 Kk g Taars
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qfet T IUATH AT FEEF AT JAT AT JTAR TR FAEaT T qed [ qGgua § |

QO FUH WA FAEA [GFE T FAIMAAT FUR T, AH 96 [Fepraars 71
ATEITIAH] HIAHATE TATARRT TATST TAT Aqcd STHAT (b T HIUH I=o AlTFqas
TEART TEh alves FEFE Aoaars AT TS AATF FAHT GodqTeT T G |

Q  HITHT FTIRT FHATNETH! TqcAbdT TAT U &1 fepr T AT P IR
FISHT (Succession Planning) FATEAT T FHANEEATE ITIH AqcA [FHEF FIAFHAAT
FEAT RIS At fas & |

Q  HIYH FHAEEH] FATAITHT ATTFIg TH, FI THIET HeATsH FUTelrers Gar=iid, afd
forepTq 9T YTAEAET A1ag g T IR T, FEHAE AT JOTeATR! Hra=ae T
PR [qFHA FAT T aaEeHT A [adiid GEqesdl Hd qadTcHes  SaaTeH
ATIRHT ATAITHAT ATET [ARTAATHA T AN 3 |

Q FAH =q AT MATEIFN FATAATS ¥ TS PITHT GHY [TTIAT IRATAT AT TN
ATATTSTF TReq, faia Ird afv=med qa7 J9el I, g53q qd9add adr {\a
AT T FAAT qAT AR TRl &FH ARMHT L FURN 0I(qh JeTAT JIR I
FRATEI T, |

A1 qAT AR qfafaa

O FsaAFATEEH BIUFS THH A3 F1IATs TAAHN Il THIAT 7 q@Ig T o1
FAT FTaferel START T ool FATATLESE Internet AT HiZARI TAT b Hr=
qTeT I ST faered 3 |

Q  FEAIHATH! AT TAT HRTIETATS THTAHN TTHT FALATIT T4 (qebTe TR g
TATET SEEATIH YUl (Electronic Grievance Handling System) sTaT=ad T & JOITeAT
AT YT TESUTIUTETE FITeh JaT JaTE q97 AL IR ATHT ATa9aF R TR 3 |

O  HITAT A1 AT YRl TATTRRT ITINTHT AT =1 Jiaigd A{d  Information
Technology (IT) Policy & &A=IT TR B |

FIH gideagar

T ATATI TET I, BTG T FTIFRHABT TATARRT FTAT FTATIAT ITH F9TA
AIFRATE AIIF GEdNT, GEHTa T qHead Fa1 sh Ui qEeed e’ 9o fq9ame wa 3 |
ToATAF FATTR! T T A dcd, T¥g (MBTadl FedNT a7 FITHT FFIU HHATIH!
fTsaTqul T\ TaH FHANT Fgod 9T GFI0 FRIFRATAEHH ITAATCHE TeaRTaTe HIuH
M TAT SrEHIAT A& TAR! TTTAT T HY Jqag Ehl S |

q0
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1 IBHH T afse &30

AT TS TR GFeH 9 eaes deed | SEadr & e ¢ A7 9reg @ A
e ¢ AT fee =fedr 7 SEEAr ¥ drhdeAarT wedl g § ¢ A7 eHlae 9gid e ar
T a7 ¢ A1 (TR FFea a1 A= q&7dre 19+ Tkl Sarh T&dl o |

THIAT AT i Teewdi= 9 ¥ AfaeRee! quiad arghigH! ASTHIaE qERIT &,
STIT GTehT TITATTHT F BTN g7 | AT I FoaTerd qeewal T JOeAT | &7 | A7 Jree
T, AT B8 T AThd=Abl TITT 9T 8rg | AT T AAdTeATg Alehdl=Ah ATIPR T ATALH]
AT F ITANT TRTST Fed N TATSH U3l Ugd &l, FI &l | Aha-adT Tqb THRIHE
T ATIEINE T 3 |

faedehT T3 ToHRT J6T Il TR FATH TReH S | F<h 5T AHHT, AR, T,
&, qefean, FIieTe ATl ¥ AT GHd AT AATS SAT 97 & | I-677 TAT TTH
TITHT WEHIATH! IfHePT 9T T TcHeE TTAT & g5 | a¥ AT S9THT 9 FEraare! (a9 3
ATAITHATATS AT S9ThT FTHITSTH FLAATHT ST (A qadTel TEl FH Teg, AT TTRIqEH Il
T G q9T AEEidF qedgsdd (HUTaed AIHF dog |

TR aHT ARFER AT bl T &1, TA@HT FUIAT FA AlSdH g8 qT | I
IS, AT HISAPT ETE, | T TF AT AR TGS AT T ATHT 8157 | AHCHTH
Giqar afq fafecter qum Beviagsar=e] TrhIare! T&arasT &l | T UkhlcHeE T T
TUHT 9T &7 | d¥ AT T Graehl IR=TT qA7 IUANT G-I A T deAT Afder fad 59
faa sumr @ g | Aferaw ¥ gfaafrare SdadaEr grEeaEr feauinme ugfa (|ee)
HIATTHT B |

TOATETHT AT TITgHT FIRT GRET AT I (9T T AR A [AaRorers qHreq
T BT | T I qfeeiaig § 8¢ T qUSHT T AT T TG 7 q TR I erEAd | Y
I9T b SISHT ATUHT UM E139 | AT T Ugd ATFHTH T AU ITSATHART TATATESEH] AT
SHEALATIHT T &7 | Tl TITHT FEIAT o [h HAY FHdel WIEAT A 9hUe RS Fadhl T3
IR AT, | AFHEAT, (a9, & qg=qa" ¥ IS TH T q97 AT JooATeTHT T
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7, THE TAT THETIH! FeTnTar ¥ gfattae qef=ra 19 e TJqH ATaahdT Tedd
U 1 1 AT FT FE AR G ¢ AGR (ET a1 AR s e 9 afq At s
ASS, | T GIAAATHT TXHR AT AAATES A 7 gad, T AT FIA=T ATAeb GRHR
T | AT ST (HehedH ARPRare STHarars =ied 4ar d¢l I&dT, HAAT T (Haeataardd®

TATIA Fichvg, TAAICHE TTHT FH ARTAHT FaT JadT TATIA Ficbeag, | AT STAAT ATHA
qTSH HAT, AT AT FRATIad FHIGIT Fel (99 s |
R. ABT T FAMAET

fereaeT FHIare Afted AT AaTATs 8eTUR LR TATEH! (T T3 qdT AR T3
e [UHT gy A7 | TR BleAdlal Bl AAET T USR] =0 FRI AHT TUGER A=
AFHHERT d¢Y Ieal UM g4 Iag | TUIATH TAd qHhIsd bg XFR I Tedl dg al
STERFRETATT §7g U &75 | AT grgried JUTell A &g | 99 I Jq1vs, TUTadreT A
qfe B 7 AT SAAARIET @ 7 AREd! &7 TEHT AT I STUHT ATAT g, | &l I T
AMEAAT FHSR g EATEATATS [ 91 TRTH B | G TTATs @Rl qg T Fearage T
qt |iches; | STATIAT ¥ AT A TFade a7 Taeeweh! ATRR, A1, (AT T Fearen
THMET SFALATEE TN AATS AT T Aicheg, A [qaRes 9 TEIT TUH G |

TS9TRT AEATHT [ITTHT TEar 399 B | di¥ AT TaTse A a7 THATEl 9¥ J39T aers |
AT afedl AT TG ARqd THIIT TURT G | AT APl A 8T, I97 FET & ah
AT H9 FH g9, TFAT I Aqcad Teresdl FaeR d v Fhrd T e &1
TS, | Ueh STeRIehT ATIRIRepT FHATA TR gfeardrert faeprar fem ueg | arfeer coremr w1 Sfauan
B | AfTERePT IE-UTE fe@rd T T FAeq qAT [TFEIERIe] I=aR § 79 g M@ g |
AT AT FATAT &7 | FEIATHT FIE%ehT [GHTAT, ATHIH, AT TIT FEIT T ATTHRHT ATSHIS
ST ST qTEr & | RS APl Hecdqul [q9F Tepfqer 9ra qar sfde T Iered Afaeeent
faoorert awafad afe®ie T & | AMYF TaH 0T il Tar< GeIadl THUH Taeeedls
FrEdTe YL qAT FEANT T [qUqHT T qGeqT TATHT AITAT &3 I | &g Tl
2T Mot 9 | T9d T&AT HIH] AT AETF B | JF(AX R FLaAAreme 9t
TEATHT SET F&T AAHAT ATATST Tl q 7 GRIAT ALAATEE AT FLAAATHT TG AT el
BT G, | OY 9T T AT T T ATATTHT FAGad, XA TR TR AriTeh] AFEATIA
qf TR WEw e | Witge favoraTe & Ff@ar S AT SThHEr TH SwE JOe” & |
R AT AT T SEHRied 99 S | 79 JSIAAT TGHT AR AT T e J&¢7 1
i |

‘i, i | (R0%9)
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9 IR TR

TERAT ATHAT Tk Siael (9T 87 | TFehl FATNTHT ATNT FTATdeh TAT AGETIbTT FTAATRT
AFIHAT T, | FHAATR! TANT FAT T FTGaGh a7 & | (a7 sifaw 7 F=rdrer &R
@IS HIAIT AT (=1 9 TS | Tad TEaared! bl ¥ SR TANTRT ATNT TEehT
TAT TAH SGHET qE=T ¥ FeArsd T4 I9Ih g5 | T&T SaHAT Gt e
I THEIH] Brgebl (A FH g FPATaAT T8, Iod THaedl gk TeAlag sl
TFRETATS (AU &l O qeehl IAoTed qR=ared Geel &Hal 956 THSadH el
TR ST SHATHT Jiakd AR G0 AYETERT HH FTa TATAT g GPATaAT T Teddl qaehl
YRFRET ATH AT TEl Geohedl I Tad TRIAAT g A T qEATaA] B | ard
AT gftael g T F1d T AT FH & s A9 ASqHT g FHAGR ar@e FATEAT g1
T YT WO AT ERES T ATH AT ARG T A9Eead a1 SHIArHT TR
YRETHT TTEEHT TTehR(deh ATd GHAHT [TUTHT g3 g ARIEAT Y& MG RITfad FarcTert
IETERT & |

R} G HFedd T AT FaioTnt v

qfeel ST THATRT TSTRT THACAATET GIRT T A A TAHLAAT T SRRl
FISHIS, THIAF AT AT ANIF ATHR T Ao ATSHIS, TSAB] qMHHBI e (AR
THAH! ATATTEEA AT-ATHT AfTaaes ATaTTadT FHET G T2 G AT iTaaaehl =gl
TITIEE THAT A & Fobohl [qUAT | b A5 TAHLAAT TIT ATTHRFT ATSHiS qeareal
fafaer 9% Fa1 IST FATST T GHAR! Giqaad U9 THl G | dArH ATadar IsAh
TR AT ATATAT TEATT TURT B | STebIebl ATHIRIOT &l ffera ¥ Aiilfeer srafeafaer
HTERAT TRTHT G | AT AT T AT 1A ASHIG 9T STANTHT T a7, T,
STt, &7, iy, dfq deadersd J97 Msfeus avsl qurael dfedd! qHarae e
JEATEAT TRUHT JTaaTHT ATHAH (0T T Hecddls FH Aldhdd THl Ia=g | AH HT
FRNTTeh &7 ¥ T9TRT ATUTHRNT G ST ATl Tgo TaH TATaReE! fauaer qf qare
SN TR Tehehl SMEae | IETERTH AN ATHATF Tl ITSTETHT FIART J&dTd TRTH B
T glfegers G araaiagar THECTER! @ | TI deS Shb ST HEHTEArg R T
AT I T FART T FIqehT ATIETNE BTl 7 Ul T IHeeed | AGqehT [aRTe AT
A AlPUAT T 7 T TR SIS, THATT T FHUICAl FHTHT ASTATATH D] TgaTehl AT [HeAH]
B A TSI ¥ 9T GHAHT ISP TRBeAAT TGl TATIRET FFLAT TAT ARIEAT T GIaeh!
ATAIAFAT T FTFATAATH ATFeAT g ebebl MGG | TXAT AT HACATIAHT FHIFIHT qTT
Iod T qdb g9 AT G |
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fageTel I FATIET ATSTT FIH T AHIHIRT TTCAF &TAT T 9959 TFF qi gferefy
ATIEEH] TAGQITHAT ShUS FTed Fqerd AN ST@geedl PR | 9 qUok TwT s ary
HHANHTEEATT TATIAT ATHTSTA NI T T TATIAh! GHGHT AU PIEERT Gt e |
T TOAAAT FHRST Aodeed AT ATedcd SIEmSd 43 el Iy fAer “anfdsa o
FEREAT UUE WU A" ATHE TRRIAGRT TSl TREE (Frhged) I L&A1 T |
T TG Fh ST ArAIAH! Brgells (qiaa At faguewr o | crewr qf i suer e
1Y ATIPR G TepT AT | Feaeasq THEERT 9l BTH T b | ThRT ATcdells (U
IS ATfagaer aiRER B AT TREd! AfqeAtw &U | e s faw, A1 At A A (No
Money, No Meaning) | WWW@WW kT | fEaae aer a;—fr H_I
AR T 9T ARSI | FRATETH! AR AHTHT e Fraals FT fdaqd, fadr e
qf faek %8 | SIS TSl 9 T T 9f faRe | g9 aehiar svad B How T Ay
TS FIEHAT gAI (94T, S faRel g9 qaAt | AfF AT IEed FEh gl A
T I 9959 AT BT JOITCAT &bl AIFeTT AT X | T Hegells GAa1eh T4 A1 FTAT
Fferay ST | Al AFAT ARTET T GG (Q9R9) S AGAT AR W (g THTIEd
TR AT ATIRR TAATHT ATHAT ASTSTHT (& TN e a3+ JAqTE AT | FeAwayq
THRFT ATTdF IR ATaT ITT GIedT | AeTehl qF R ATRAR! FLaAT (A0 T
T 9T AUNETR] TChTA FAATCDT TFETGT FAT | BT LT AATFAE (G FIH I
TH AT SAMGHBT HEET & |

AHH I AT @ G, T AMGF qraaeaed T G, TR [qhrd, qawdr ¥
AlersraT fawepl qEATaAT, JUMAE FIAHAT AT TR BT JIA Tg= AHAHT (oo
ST AT I g | AT A1 T ATHLH] FRT &1 ASH] AR 3T AT I8 T F@Ted
T GTa qAT TRl ATTIHRAT [FLROT T, | AT a7 TIUEweh] G 5T AT,
AT T T TAT ASTFT FIARRN AFESH TH &v5 | AT AFEoH qoaTedehl TN
AT geRTell ATaeAF T | AFHT UM AT AFHhT TRNIRRIEEH] F&IT T AT AFEEH! TR
TIEATH ATHRA ATAYTF AT T YAl ATHR IR TG | AG ATk qTHRE T FLEATH
T, TEITHT ITSTEATAIRT AT ATfee i qareeess smaegedr, feafq v fq=mr g o
foeam anfaer oq ovRTefT AT TG | BT &THT AT el Hue dora Gierd o7 Jaire
TEARTATE g TRURT B | TPl STAH] (qbTd T AN Sfedhebl @ AATAF Freaed 2al
TR IH G | B @b 33 [qeTs H9T AT 9T AT ST ST T G | TEHT T&TH
fraRurRT A7 g9 @ies @A TTHT TehTel TG S | AT FCIT ¥ (vl AFeeh! ATHR
ST ST 7S ET ATITTHT T2 G TATHI A 7 | AR ETHIA ET ATATTHT TbTel AT
TTTHT TG T GG T 7 AAYT el | T9T TAT TATHTT LB ATRTHT A 2T aged
AT TEGA | TEHT AT AALITIeF, FIAAT, T TAT SHAALATIHIT TaATA (AT T TaH
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T TN Tl Teh] TFRETH HHAT TS U1 &g | a9 FEFarel (a0 &l a9
faorars et A 98 |

TE TSB! [AHTTAT TN THIAR 9 Ie¥qA FUT e GITSTUeh! al, I1 [quaes qerea
E3T AT O Wl AT B U WA AT FITAT U WETEhl ¥ ATTOAT B T qeTied
T T FTEIA qAT FTIAT AT F=Arems ar" ¥ W0 SO T AR AT Axhd A HBT a9
forder faeae | A7 g3 fqwems Jarerar wHer qfe= ¥ ArHeAR! THAT B9 TRUST qUdT 9fq
qfe=me fam Sifewr emuser @it fade qar Srifas saeqa" Sar FRTer qwErET g at
T ATAAF G | TG ASAANAF TA6E, G ATAIT T Fraamaarer A7 fawgers awrga
TIHT HATX AT (AR FHATS ATH 3 faaw |

R.3 WAL T FAWHT FAAT

TEIATHT Feed, HE T 99 b Geafad Siad qar sHresd afg=m 78 fqqsr taa
THEIA Aqled Tq TFETATS TITAST AT ATHETAE ST TUITeATeh! FIHT TR T Alebeg, |
TG FAHT FHT THAAT ATHAT AT 22 | THIAT ATRAT AThA=AHT fahed 9f arge | aT
AT AT YUTCAT &1, STebl HIA FoaATAT IUTHT IgehT AT deh, ATHISAE, ITASTAIAE, &AT
JAT AEEHIAH [AHTH AT T FedRT (AT, | FAERT Alhd ZIH0 T Hed T, |
TEIIATHT T ST AALATHT STAATH THTITTE TEHTNTAT TETIT ¥ SAATA AT T
AAAT T AlSTHH GIRRATE AEYTF Yol Fiadl Iqeed RIS @ehlel A FIHTH]
fdfeeh TATHT ARPRATS i afeTdl, STHATATH ¥ Ae i T8I RIS qeb THYT dqATAP
ARTTHT FHA FHT AT ASTANTR AT ATMGF ABAAD] ATH TAATA T ARATEAT g, | AT
A FoATATR] GRS IUHIU HUB! UL JURI AU FTHT ATHEAD g a1 Aged A
FXT AGHT FANTHT 4R g7 | BTHIT TEIATeh TN FMdTehl A1 T, ATHFI FFeR T
a1 TN (93 g7, 9T Jq oAl MFarey a@g | dad Tl a9 T e
TGHT AT T THAAHT ATIRET qfeard T el ATURAT FEaAr o 99 9% G490
JUITATETE hISaT (a7 Hichwe |

FUIATH! [HIOT T&T T¥1g T AMIF T&THl Irad HaeqTaT HUA T 97 TARIT ATIH
TATCAT q fdehe I97a T | ST ATfdd Tnfaeasr deepl a6 g S
IATEA, ASR, A T ATGHAS! [qUIHT Yk FEX T AHRICHF A3dee deT oI
IEH TEw5 | ST TR Hraehl AT vl ATHR T EXATR0l Tgdeheb] X TSIET
T ATFR TART T TAT AT GREATAT T AETH AZAT DR GHHIBAT  ATITHT
TR FHY ISTET IR U SEH Ewg | Ald |1 8ed Hia9d Iaees Afdsd agr
qigH e qATCHS FAW TEI BfGATH @Y I THIGR TG T AR TR
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THTAT TG qAT g T LT qHE TG U THA T GIUS 9% g GEATIAT cafeep 2
TG | THH ATTeh FEAATR! ART AT FHGR F47, |G dg=qfad a7 IAar ¥ Siares
afq F agd Ao |

3. frewe

TXAT AITGH IATRLUH AT FEATIHA: AP TAEAT &I 7 ZMHT AW aemae T
IqAe TAT FFATSH A1 TaH I1d, TAG@TH AGH TaH ATHd &2 T IqATeh |1,
STTEEATET il T JaTe arredl =i, A Aifae q97 a7 =0, Toeil dehl AXhRE T
AT qIT AT IRATAT T G FaeATIeb g &HAT ST&dl [auaarg deaiaar @l
fFTepT ATHEPT T HEcadh! ATIRHT TTATHHIRIOT TN FFATIAT ANTETAH ATIRAT AT T HT= AT
T, ASTRT MR Y (LR Tl AMET T Greadl qaT3+, ATl Tl &-5 97 fargd
T, SRl faATET faior et wiasaay qrefde araeer ded, TORT, garad qar SR
(eI TS THATH qo AT Tl JR(THT T AT ¥ Ao GEIHATRT ITHRT T
qSH AT (AT 9g | a9Y ISuesard AldE Hd, IS qAT ITRdE dia qeeedl
ATTPRFT T T FAfd ATSHIS AT A T AMGHETATS AT T Afehe; | TAHT
TA9E | AFEWAT, ST T ABRICHE AAEN gaa | ool HF SAasiiae d= Srasiiaarg
f=nfa= =T, /a8 9Tl BT W |rEere 9fd el Heh s | SEdihl 98T T 3T
TEF1d, TE AT T TEWIATH! WIEAHATE AlhAAF! IR TIHT TATE THATHAE THTA

o QA o c

¥ qHIg A TATS &1 A~ FRTATS BRI v HT TER FIH T Tb G FATATATS TFATE T+ Aleheg |

dIUA FAAADAIATS U IRI3a E-Service Jdr

3fcdold foroor Jar JYfdem el
# SMS Service # Notice board Service
# Telekosh Service # Kosh Bulletin Service

@ System Generated e-mail Ledger Service
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G A JOTTedl (Corporate Governance System) HI TREAH! ITeTT BraRIn I ‘1'{1_rﬁ HT
AT FAT-STATHT AT JOITATRT Heed (e =AY ATS T | ATEAAT FEAT AT JUTeATeATS
anifedes AT JHATRT T TLAT FAT FoaTaAT IS, T JUTATET FraAfeare (qua 9oy qeh
g7 | (AT=ra 99T |1, STeTs I&qd A=Al T3l HUa Tl (Corporate Body) R AMh+a,
T T ATA G980, STl FoaTeld & TTIATH 3¢90 W 575, AT a1 W@Hed Jeul
Teed! fed Jagd g5, ATATH FoATaqd] ATl AN AFRATAT qool  ITITh
HIAHATE IS Aebebl Gl TG | TET T FEAWTA AT U &7 | I &N 9Ma Joreers
ST T TAIFRT TATST A(pAT Afd F FEafedd T Jegs del aArsiead g7 Wad | a9
TLITT 9T JUITCATeRT AT 3T TR JART( (9% U A= Al | TIawH GRS
AT JOTCATATE FRIRTA AT IUTEATHT TG F(eha | [hAsTe QA JOITCATehT ATaHT o
F T AT FSATAT g AT | O ATAIIRAT ST ITH ToATAT g &1 T GIETHT
HRT T, | A8 FIAT A= GITAUHT &7 foF TRIWTT AMAH T /1T GFae | GRAWT FEME FOIredy
(Good Corporate Governance) @?’E |

TN QA YUITCATeh] GRATIT @lod &l 99 I [GugHr AN TheTaes S, AT-ATHFl
fepferaer = Yuat e | X (HETeAT IIIal AT5.Uh AL A I T Sh GRINTT 9Ted
JUTCAT Il GEATEsehl (69T ¥ [ae=Aurehl ot fAeifed dw=mr T 9fFar (Structure and
Process for the Direction and Control of Companies) T aﬁw | OECD o WehTTaTe TTXehl Principles
of Corporate Governance T Joi@ HT AR WG AqTEA JUITEAT Aeehl FEITHl oo ¥
=0T T AT ATET &1, TEHT HEIHTh] TGN, GoaTdd AT, HEITHT TATECSIES
T A WFRATARTAA R THIrddle ST Th g7 | TqA FFIATRT el deaT famg,
ST HITHEATE HEIATHT I3, AN T UTed 7T+ ATAITE AT, J¢9T UTIeAehT ATHT T
PRAThRATIE S HIATAIA, AATHA T qA(CHT (TR TR W | OECD &l AIAR F=ITTT
oI gurTedlT fadrad: fAmfafgd =Eer aar TEIET Sl g | A STaREdR 9eE
IR A YUITeATehl ATIRAT e (Core Values) &

99
* s, AT AT fRriRTer A
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&Todl -

AT AR TWIAE IS T8d T SAREeeewhl ATIHRP] FREAT T T JeAH ATEIeaard
TH FEER T & |

SAEUA :

LTI FARFR ICT ATk a1 (AT Aol AFH TS(HIT A el ATk a1 Hebrd |1
ETEF | FRATHT DRATHATTHT =TT TCT Tl 7 TP GRIFRATAT g TFGH | o Fcdh AR
ATATH A AT F@HR T T JAF THRATAT T FLATH S=HT FedNT qaT IATaHh!
ATATART TIE, | THATS JTXETIcT T GITTTHT 2T |

qIE T ¢

Fearsl PRaThar e qReell @5 doArad UR g9 | THHET ATNT F=ATRl Tiarata=
TRIER AT qo fepfawar Garmn, Ty, Fare afe swq- faxir srawn, &1 == feafq
ATTE FATTHIAT TATH TIHT AFHNAT AT I AT gATe |

Wﬁﬁ?ﬂ:

HETH] FoaAE AAIT FAH FHU A Goided AREeees I Aaeddd  ar=enl
HEe@ U AF B | WEAls IJ0HIASE fEaree ANEd RIS ¥ aedraqare T qeqof

PRAThRATIESd! FATEIT FTHA T Jrafae e I=aras Qrafaar @ g=g | 399
AT T AGFH THIO THE TSATeH AR eeewdd doared ATl STaThaedl gIds |

AT Soei@ AUHT AT AIRAT TcAewh] JUTETT FLATH THY HTH FSATATHT H{q THATAT HUT
TET qHH B, AT 7 HISTHIET TTHT GLITHT GEIRTA SR TATE AATSEHT E75 | TG
A3 31 YRIATTT 9T (Good Corporate Governance) © TATHl ATATIAATS AT
(Mismanaged) gaTE TaTSE, 3AATId® ToaTdd g AaedT A= e, T Bf9 (Image)
QATS, TG (Risk) TS, THUHT TITATE FRYET TATSS, | AT el TaT fqeiar Teer A1h
TN 98X (Corporate Behavior) DES] @?)&, STET I WeaAT T qharet (Structure and
Process) @=g, TFHER, YRS ¥ TaThale dazdTere Fa9<r qAR=rd TRITH gwg | Tad T
e FRARTT HFRATIA (Corporate Management) FHSIY &5 9173, dd AT GUTEAAH! (Good
Corporate Governance) FE dgq v, | ThAH" FEITTT SHATATIAE TXATS FEITTT MR
T TG T g7 | & i faeads Twan & &1 9 a9 & e ety a5
dril:—‘;‘{é,, RERECIRCIC IR IR RMET (Corporate Governance) gia =TT @l q?ﬁ; e
T 9339 BT TRTAT faxirT T3aet &1 MR a1 99 005 B AURET AT T3 B MY
TATAHT TS AT TrasTHT FRATTT AT BT T&T %l T BT TAT T
i s %Ff | fFae TRITTa SaaT e (Corporate Management) BT AT F FEIWT

bk
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MEAET ATEATATS Ui AATIS, | ABNAY FLIWT AGLITIAHT (Corporate Management)
feafqars awa #1 goaTed ITATCIR! TR AT | AT AraaFard el AT TeIal
TITART ATASAE FEATAHR! AT (Fafd T T AANT AGEATIAHT FRIH FeAaTE G,
P! HAETT FLANT T FAAR G A= A9 F &1 T ABAhare Teaal LT
9T FHSY AURT BRI AN FaeITqq T FHAR g TTH 3 |

Hd HEATATSTE THITT AasIh LD At (eafq FHET (R09) B TTaTTq Iooid
U AAR GHY AEAF FEATEwH F1d FoaTad &Rels qediaoide ATa rga |
ATRT AT ATIIUSATT 83T 39 qaT TRATTHET 4%, FeT ARIAT AT qrqr ar«rer fa= afaad
¥ & HAHT AU Fal Fioad ARl AR Al & | G& ARTHT T3l AT GEITebl Sol
ATEEIAT Tl T AT TR ATERHT GRATTeTH T Yo a5 °eae 9 5 e aal &1
F=ATATHAT f799 (Sustainable Performance) e | SITcR'i‘fQ}I SSTIRHT ﬁ'cﬁ'ﬂ’l’q'q TRTIHT Hg
B[S TUHT PRI T AT AT AT AT A FAATA T AT FeqeAa? S19 qiaqerd
3fg THT BRI T [a=d TIROTRT ARl =R AU T2 Tl AALATH] THIHAT TAR
W FYAT ATRT FWS75 I ARATTETH! ATH ATANF TATH GRIEAT T 313 I | a9
TR AHATH ITATE AT AR IMGUA | THIAR ATARE FoaATdd ol qia
Tqeheh] AALATAT (Y HIUR(Ed ST (Unfunded Liability) AEaTsT(e TAT agq TTHI
Faear g | faa i\ A qeargers g1 e od warEre 9fg g2 HH TEREd o9 T
AT A FIIT T G | AT T HeAd: FHAREEHT GaT AT A9 Tehl £75 | IS
WL g7 F qEEA T F4T Q’Fﬂﬂﬁﬁ?{ Qﬁ [T AT FPRIHE FFI (Positive Correlation)
G | IR fEdrEe A7 HaeT AN fed dh 2re |

AT Iool@ AU AR A GEATEHH FHAR B ToATATH HRIB] TIHT AT D
TRATT AT TSN THLT & T ST B I fearaare S &g | FEAWId A (Corporate
Governance) AT SRGUT FHT FHARIH! TRUTHEET AT AT GLITHETA ATHT FSATATHT
IR TS AqhHT g | ATeciehl FTANTT S AI=AT T IR ATHT IR TR TTATE A
LEDIRIR HATHT (Good Corporate Governance) HI gfeurd T gfqagdr @Ff a9 ®ad W&ﬁﬁ
U ATIAF FEITTEEH] FAAAA & aTed el gad | ATeciehl AACATHT JT TR ITE
T TR AEASAE GEATH] THY qoaTATHT AUTRT JqAred ATST &l T HITAT
TETIH TETHT MERATIE® Il ATa9TF S, -

Q @i ¥ FFRITIHe=H (Ownership and Management) TATIIRF [EATTA Fieh BT TS ?

O  HENTF HEATAETHT Teh! GRPRENG ATGHeH! WA Toi[dTed SUTECEIeadH AIFRATS
FIL FATIRF fedrae] R T 7

QO dEME FHH THT HU Foaradars giaEarad TReH fedrad qeaded =T,
qaars, faa=ur anfe aarawar F97 aifey TS ?

9%
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Q ATEATF FEATAER TATAE ATATTATS aEqTS fedTad Hael IAEHAT AT 7

Q eSS FEATTHT AHIHATH (6 AEUIHT AN ATTAER HIAAT ATAR HEL (ST T 7

THIAT A=II&1 STaqF ATASlh FLAAATs FUE AFH FTAT IRUT (Corporatization) T
Al TITFT TR HALATITHT ATEHI IR TS T(had | FUIE AFHT TTAT IO
T TPl HAd: AATGAT WA BAA Aded o 2l FIAIhd Faq FqAr3= A"
ToeATAE ATATT 3 [emah IH@ HE AU Tl qqedTers H=d T &l ATadqNIH
FRANFTHT FoaTAT & A=A (& &1 | st GEATTHINS GRIFR TCT Tef T&AaTT Jqag
EANT 9T g7 T Haedrar A T FRTee el TUR A TG | AT ATfachebl Sawares
=T faq A9 g7 993 | TqHT A ATASh ALATAeoh] TATIATH I¢9T ATeT Jahel
qTS AATFURT HALATATS AFTGR 7 o &7 | Afee TEL 7 Araiiier LATEEeATE & &l 9
A HHATET FXHRHT AT TATHHT T (AT AR AT AT g TFg | T&AT ATATH]
Ui [EaTasl THIIFR (Natural Monopoly) STedhehl ATESIHE HEATHes d=ATT AT o1
A FAR AT 5 Irad T g |

oy, oy, oy,
St St T

SMS Service

ETAdTS AUt SfAehHel GSM HIaTse FATTehdl
F=ATFATA ATHT AT HT ThH, 9T Jradl, == ol
T feTer ATILT ATEepl foawor o A1 Far gART T
FFe | b 3 __
A7 Far a9 AET Toaghdid Huare (A o[ [+ u[ 1ol o

N ~ i 4 -‘
#TaeT ®RIA 9 Username, Password ¥ Pin code faq - Pﬁﬂﬂﬂﬂﬂﬂﬂ_
qH® | &I ATIaT BIRTH FIUHET Website aTe ST3Awg . " EWWU"
T A, |

Fare Username, Password ¥ Pin code Ut I==rarepdidl ATHT HIaTSAR
Message Box AT TUX &Y AHATs 39 TR1GH PINCODE 2139 TRufe Space
fTuy BAL g9 T 4940 |1 SMS 9213+ I |

oAbl TSTh! SMS & FTaTRAT Hd SMS TS F=ATBATRl ATHT
T=IIRT TEH, 9T qrady, oY qrady qor fee A anfeer faeao SMS "R A
HIEATSAHT I3, |

FITHT G TS AT a7 Yl g Fael g | a7 Far JTANT T arga &t

YA AT SfAFH [ X AT ARG, PIIATS FH T (q 6T |

0
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ATh FHATIRRT ASTR] ATIROT ATAR AIAHT AASAH FETAR TITIAT TRUHT &l |
AP GIBRRT TST T AHT FBTATATD] TATIAT AT AT AT TRA ATERT ferepfaa
&4 U G | T HALATIAER GRIAHT FRI bl F AFEHT T G T TN FT9T G |
TN AT ETHN ATH B | T&AT IREATH] FHART oo H¥ STl (g9 T aHifsd Tmd
qEfod FEEed ATFI Thadl I JHIUT TRHE S | T qrasiAe qeaTesdh] IqaR-
TETAATE TEq TG fafeae ofrdemaT faeeraor 1 et e 3 |

q. ISR TEATHRT TICHATHT:

TSR AEATEE IS heATad g g | AR FIATATS TFITGH T STvaT {9+ T FAlfepuepr
qTewg | A9 AeATAgel R0 ATAHT YT TXehl ATASAh ALATTeEHl AT feafdq e
QETHH] FEITH TATIATHR] I¢9d ¥ [I9eiuol g&qd TRUH B | 9 ATAR ATIRET a& a4
AT ATH SAAATATS FIGAT T AT T ot fadwor w9, farerer srard geeen fAwtr
TH, g% T a1 IATRA qAT fawr amaantad fag=q dadd T Ol AT e Tan
JATIHINAT TGS ATHT THT AT T AMIF T ATAHAR T8+, qarar fqafor waq i
AT ARTEE QAT ¥ AHISE AT YagGT T Iead ATasi e ALATHEs TTIAT T
21 | AT T7olT &kl A9 oeh ATATHT STALTACT foebre A abeh!, WIfad S, ATTATIAH
T ST @ M AHAT 7 3T TATdTR [AehTEHT A qHT AU HEETHT AXHRERT 97
8, IATGAHAF ATG &FHT ATasiier GEATHEs TATIAT TRUHT g | af feoofier 5 Faredr
TRATE T TS, fob HeA: FATAH] AT b GEITAET HedTUIRIR ATaATe TATIAT TITHT & |

R, RN FAMT T Gedw T g oA

Tfegectl SIRUTHT FTAST(eh RATTEwh] ATTATITAT A=ABTAT o ATAT TG ATl | ATATITA6T
FET FEATF O TG TRREHT fa0 | Fardy fafaer qreie AeATeides o1-aTm ggel Arasiie

B4
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TRATAHT TATAT T TZT TIAT FIAT FIAT AHT LI % Ueh [ebTa [ATRT =TI T
e AT | TET bl IAEALEET TUTd AR 0%5 ATl ATHAT e 1 (HeeT
aTe TS T=AT |

S ToAH H&d Ie¥T YUd ALATTHT GoaTad AR AT, T T FEARRI THEH
fafhars SAT@Ea® ggel T¥Ied T 9= 99 97 | av ReR A THaEE qroEl
gfqagare T fed dba | aRuTHERT qee T 9 MARRAT RPN EXqaT MYy ST 2T |
IS GeaAl ATAAE GITLAUTaTE 4R TN FEATAHT AR THEH! (Fqfch T TR | e
a1 BRamefier g9 Tty THTERT Wi EEed U2 e AT | IRUTHERT A9 die § @R
e ST At feafq fastr g9 W @ | A8 AISH (AR FHERT geud Bk
JIHF TEHT BT AR Afehel AMBUHR ded TR T REHd THA IR ATT G | I
AHATHT ITHT FRT AAT AT T Tedel ATSANT N T dMSaT I Arasiiied T asad]
HATTIAATE T I TH&d TS FAAR FATT @E(hae arieafd fasr ausr 3 |

3. WEAM GLETATRT EET: A, Aqed T Aeddl geqely:
TS AGHATH T ATAAE GEATAEEH! ATATHT AT AfheT | FAYT TIHT 3 Tl HRTAT

TXFR EEAETT =T, STHHI HRU AT LTS GRIATAT 9T | JqATg ASAMAb Aqcd T
TTHT I=F YTAFEE TIHR T Ie |

ATITF FEATAEEH] GooATATHT Il JaTd TR AT qf F afq ATt Ferd

TAR T gerEiae ¥ At fafqomes aree a=aas aqafd ovR |n] 9 fegud | &

FROT TSl GEATA {1 @ faeqal T 9 g4 T | IETEITH AN UThTeAH
GO g ATelehl MR@TTAATS 8 Afeheg | AT [AReaR YehTeT®T @, a% A1 Sval (b sy
YRTITHES AT STwaT ATHAdT T fashiaT 8% /i Tgdeher g | Mebe afasad SRR s
afereraeTs st T yfaeael 9 q&rd g+ T W@roar 9t 81 9 aiRemd qoearad g
IS | g | AT FIRN TG (ST ST ool GIal THIAT TERT IATT ¥ TR AT e
aiforsy S, HT faw S T T dSbd AR ghqae Iog &7 |

TN FI, TSI GLITTH] ATIANIF AT T AT AUH ATk A=T I PR T IASAANTH
T AT TUHT ATh (MR g2 T | THIAR (o &3er 90T geqar gmaer TRepl ¥ ga
qUHT AfhHeTs T § Tad 91 T Apuv fgux faafe e S, S amer A averd
AT ST BT U AHeT &, ATAAE TEATH HUTHES THT FABNT THE g TS
AT eI & 7 9T |

TN T, TSR FEATEe ATF] R HAGH dld b | 9T AT 0 T 791
faed ITfgerRuTel ARAETE HegdT dd 3 (a2 @RE T4 T T8T IATHT [ohl T T S | Af
STHAEIHT aMAR dTeal M e HeHE T A ‘GR=R’ &l | el JUH TLERAS

R




DA J>TT DY

TETITIOT T 79 GRhepeehl & A Erad | Y @RE ¥ fomnl Jead fge 0 we gar ufd
A QEIEATSH TH TG GRFR T A TS FEaRT Tl [ahed @A | TATdHT
FITHESATS AYTETT TROMH AT T F=ATeA= 9 fa7 87 99 Ieearg Aty farr T,

o

AT Acd qie=e T ¥ ATHT a%q T Jarhl Hed qre aqeral faqde |

¥. qEASIHF €A qar gl quid:
Hifa T TER g ASTANTHFHAT T GLRNT YTEFesAd o GEAeATs Idl T a7 g8+ e

T TIHAT TASHAT &1 | AThel I<h TLATHHT aIed I, BT T AGUL SIEHT TS & T
TTET TR [SI &Tehl SATIRHT AT g 8IS e T HEATH SeAbAT o q@rae Heehl
faTep? @TUHfe TET & & 21 | AE 9o TaT FRATATE Il el TedT AT AT
It faTar ¥ F=ared 7 g1 | USaT fasrdTdl eafq 5, Jfq w9 Teifdaw qared faeht =,
aae R @fq § AR S | T A 9e diediey RIS d, Fare fawa
yifreRRureRT Afd ¥ aRTER U FH g | AT fRafqer qomeHr O dea faeer a9
AT q8 7 & eHaR g 9 99 fgar 19 ga+ |

y. fasfrerornt aBram: 7 e F T

R0%% FAH ASTANAE AR TEATT HADA oAl AAANT FFqqrd TAT | STHbl BRI
0% % FIAHT FIAH el &% T AL He 30 FaT LA (SR 9T | IS BT 3% AT
T A A9 At iUl S [T AT qAT (AR FEIAT TR 39 T RPN AT ATl B |

T AR HT HEaqul 3T, S RS A¥aTHes Tarad Garad g b | areans

BIATIAT FREHT S&qTehT feqea « @faar | effafg ggr-amae SR@T 9 337 IaTaH

ST TSI I=_T ATHT & qIAT g ATl | AT T&AT TRIFT &9 STAel (A0 A ARhReATs
D =

TS Fard faar |

TR G (ST SFAae g=aiiad A, a7 {qwehr IATET AT JIAardT Hesl Tarsd Hieh
T | AhYT S21 21T hRE@THT FIHRT THCAAT TEATAF SAT-TETehl dleh dRId ATS WA
TF ESRASl ST @iXE T Al | [ASIaol HUhl Hiiddeasid ST RIATRIA 94T a8 Tl
T 9fd e AGETT YA Y HA TR HBRT TARIHT B | T&I TUHT & 9 {1 &t
AT TS ST Fa T THHFl Heqd T9 T |

TTIRT TRATAEE [AIOThl T WIGUE T T (SIT0rHT ST Febee] | BRI R
feFe BIo T=AT 7 HIGX STET YEIeblel GUHEAT 3 @At TS Uad | Gooll SATehTaT HIfar
AIFRT EaTE S FFIAT o =EdT 7 A=Y FeT (asesel (ATl i Toaaurd AT 30
T ARATHATS (S T FATHT FHAL TH 0 | Faaa: fqaar TRards &4, 91
T AT, AT ATq&aT (A8 aad I | d% @l IeRar e Afwar | b Afewar a= afq
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FIYTT TATH U | F AT AT ATTeraT Fofieszor g 9w ST afe T g | afd
) DY N S Q o ~C
gaTac 90 THT THIHAT E2rST HUST IJART, HY AR HRE@ET, AR (91 (He oA T
THHT ATIRET TPl B | TATIHT Aqar feemar wo fegeorar a9 fefawenr fgfaear gamad
T T G |

% ATRT-AFAHFR JAATET® fFae framE:

BT TATeTAT 38 FaT FTASIih G F=ATATHT Gl | A HATAAH! Tlgead] qTTF ATAR 9%
AT FEAH GF AR B T 9 T2 GF AFHET B | ATRI-ARET g9 BT T 9i

0%R /\90 HT ATASE ALATHH G& ATH ¥.99 A& ¥O FUS ¥ AT@ THl @ | HIq AT A9
AT iR ATAT AT T ATRIET AFHT A (AT FIT AT T A AT TG, |

T3l HAAG H, 79T AT [ATH T AT (I3 IIehRuTel ARAAE @R Tl HAHT 9i
AT a%q T AT [l T TR ATRTHHET TUHT B | TATIHT T TR(ThT FEATAATS STaTHT
T A THR B, | Al AAAT H2T, TIHAT @TAT GaATAT T AT GHAATE GATAT AR
IO UMTR AU G G FaTel HSREhl @ | TAT ATl FMb & /9 o ST AT h
AAHT AR QR |1 AR qAAe ol fashl fgaeer a9 T & amedr deam=
T=oATAT TEREhT B | T Th(TehT AATT HTETHT Felehl S (b ATRIH] 9~ fg@rd T 7 TH
YRl AHeRT Tl g7 | T4 ATHT JHAN I g5 Teehl 9T 3t fdafids, qure
AIUE FANAATEE, T Fgadd HFIATH] ATR TSR] FHT T @IAHAT S8 B | 799
FR0, T FA G ATRIAT S 94 T ATAANAF GFA FoaTdAd TUHT &l T AT 7eJ hlfqaar
ATRTAT T ¥ Hfqael AFEHME] TC AT A@ISET T GEicepl grel 79 Jard H31 AT
e |

9. RN THIHRT @S

TTFR QTS GATAHT AT LT FT ATl &g, q¥ AT (AHTIHET FER FHARI a0
ST I YT B T 2T qeATS H&hel O ST &1 | Samay Fal Teae ATaaarg
TIHT AT 6 | AT UehebR A HATATHT HURA Teal Ugal GeAH Uk g HI\d
AT FEl AT | IHeee I<h GATTHT T FE THIF T T AATE (991 qréy T3er
YD AAE [T I | B a9 B JF T 9T | FXb FHEH AIHE AT JchTAT
TS STh WEATHT I THTSTETE] JHIE FHA TUHMET (4999 9% T J\9 @ e
[ TRIST T | T @bl aUHT oAbl HeAl AU | APl TT-TFHT AT AT | I HAT
A AU, ITh FLATTHT G THT GHIF AT B I b, IRTT | I I S99 @1 e
frorr wifdfew | FeTe A7 qfheR WA AT URT T (6 GATTHINT TASABT AT AT
FATART ST HIIRT ATANT bl G, | TEAT [CAfTAT AT E TFA ATAST b G FoaTeA
T FceAT FXTHT BTHT AAAIAgE®! 3o ARGl (eafd eTHr 9 e 3 |
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. fAamEd s afR o

ARHTT DRATHATTRT ST ATATEAT T AT GRPRT (BTG F AT A TATATRT FEAT
T TIHT G | TGS TIHRT STACAF AEATEEH] e qi ATEARET SawarH 3 | T faere
AEITAH] ICARGAA JAATCHE TIHT THT TR [AUHN T | AHNT S@MHAR [FHIE IHNTH
ferie aTOEFR ITART AT T T FAhg | AT FLATA (LR T Fed ¥ [OA<HT
et favara W g | 39, [qeR ¥ 95 TEHT ARERT GRAT T qUT GAH T LI T
T Bl T STAIRTT TS aUHT aga TTHT Shgvs; | Tk e ATHT TRl SAfqer afeAmT
¥ TURARAT YIGARAd HEUl T, AT 77 HEol T di-a7 gfezgerl qand faae faee= | @
qrT, forere 7 AR FATHT ARET FEATHRT T hUS T TF B, | AR ATl g
feram Team ¥ wiftqa anfored Seber fAoft 8k et favara foaer o | faore T aifaw
FET ¥ ANTE A HTATe ¥YUE AT PN Aol ArHTRRl [a2a AT ST=HET e qrr
TRTH B |

Q. TS ATELHT qfg:

AT e I TIIATHI T3 I¢¥ ISNIRIBT AqAT hg T 90 94T | T FoATqaren
AR BT 39 T2 TN FITTHT 30§23 TS Tl AW IIUHT G | ART aeedh o
TG HAFHT T ASTRAT ST JATh! T&IT Y AT Teehl FAAITHT AT ALATTTR BT
TSR T [ |1 AThRE! i | JaTdr Ha qriaiees &=THT JASNIere! dAaqe faqsiar
T ATEAF GEFES Thel S | &7l [Tl S0 Golhl qF Bel-HR@TTHT AT JEATTH
farsTar gTieet e ST TN G AT favel JRTierd STaeTh IcdTad ITH Jedel T qiel SO
HHT TATTH T |

0. TR HEATAHT THE WA HeATIA:

AR FITAT ST ARV HEqd EH SAARATTH FHAN T ITeTdTcHeE &THaTH 2Td
ATUHT RO ARTHIIT GEATHE TSR] JcATe, IcdTgehed, JaT gaTe T a9y faxirg feafa aarastes
TV QETEl a9 TATEHT WA 920 T IMHAT AP IIRIHVH] A Aderea g el
TUAGHH TS GRATA FURET &TTHT T(qell Hgehl AT (4T | TeTiieres Afeaaras
TR FoATATIFIAT HATHT G HAHT g7 Add q9T qIETHT FIAHHAA (Ml g
T ATAE GEATART FTTATHE &THAT 2T ATITHT AT AR ITAEANA ITIRT &7
b ! TATIHT ATHATS T 9 AGLITIHT FHSARIE FRU TP GLITTES G §L
TURT g |

I FEATATHT ATAR AT T, 0%% /00 HT AT FRFRBT U AT ATIH(eT SAMHAHT F=aATeAd
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3 T ATEAAAE FEATTETH F FoaTdd AT &R @I 3 A9 % FRAE 3% oM@ Tl 3 | A
TSI FEITTHT TITA TXRRPT HA A AT €9 @ @ 7 &% FUS 36 A@ [ G |
FE AT AEATTAT | H TN €9 @A & AT L0 FRE 1O AT T G | AT AT FEATTeh
F YAIAT FIY .29 T 5% FS Y AT el G | T Aldh A1 e @3 (&% qerd
%9 @9 95 A9 4% FE o% A Tehl B | 7 ARl o419, R0%%, /90 AT Il GHevdre
T& A &R FS R AT AT I TUHT B | AT T JeATFH [ATATOT TN ARHTE AT
TATHT IfTH HUTCHE AETH g | TPl STe GAAT AaLATqbT HATHT 210 T AATaLH
ATHTT EEqGT F =R &7 |

JrTHT, FHART a0 HITH! 765

JEI 30 FaT FTas(e FLATAHl FACNTT [0 Gadqq MRREaT T HRITATHT TIXR! FHRT
T BIUH] A=A el [T Aled d@Hhl dd TH Fewg | FHAN oo H¥ UA, 2092
STHITSTH T AT T 092, AT T&T 39 T TATIAT AU &7 | T GLITAT 8T TATehdl aRa]
AT YW, AT FHART FTIT B | T T G JIRFT AP YaAThT FHATRIEE A
TElod FTAT TaH (S &%l FHIR AT FHANID] Toodd BT HALATIA T STHHATT
qMCH B | T HEAT ANRAHE! (HarqaRe, AREAHE! @ qiaen, SAE™qided qa+ (=,
AITR] TAATCHE FTH G TG ATCHT G | AT AT A FT TTGFHAT TG FRATHN FA 40T
q3AT $RUS U R G F9AT I FTAT TRUST B | GIET AafaH a9 Gl bl JAqure
T ARTH G |

FATIAT FHAT Foa HITE AAT [T FTTATIAH TIT W@ 9 T | 084 FTeAT 4
AATAT A GEATHEeHT HTUFRT THERE Jiaeadrare 9idq T Aq Areqdr Ter | |
q@d | T grae {90 ¥ Y FASTRcad T Teh ST WhEY ¥ Ueh ST Free @bl diF deed
BHTE HEA TS T | TG TG STIHIERAR T FHART T== BTl TR FAlE
g W7 | SETET ARFRET qAHATS Hel & HEAFFIET FR-TAHT F&q@d TeHl {90 | efer 50
FIH T FAT | I J0%%, AT TeMHF TEH Gooll FTATNTAT Gl | Al JaT ATANTHT AETTR
AJEHT FATC HIATC TST 94T ¥ | a5 ge=7 (gfh 90 | J920 Tiod S adad Temas
TS THISAUE AT FUYAE ATATIATS FrATE AT | Fetel afd T TRET AUl g | qrasitaes
T (S AT TP T AT W T THA g TUHA Ieledls REhd T [t
T=IT | et RS I g 9T | TEE AR THI o TIheh! HeAT3H S SISHT TLhIHT T4
ARTEN G | FHAT Food HUH IAUTL Y &9, Tl TFHHAT B |
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TDPIRIHD AR

srs{AfoT o dfera *

q. TBHMW :

TS FSATATIN G T AaId AUMEAATE AT FAATSHT vl | 9T FoaTaaehl qed
ATIR TARTHT TTHT TEHT TAT ToATATR] BT T HAGD! AALATIAH] HTIHT AR THE
AT @7 | AT TSt FEAaT geatad faua ¥ i ey wddr agiae
THAAT STEAT @IS A Tl fI0 | = Goarerd ¥ Temaias GO Goare=ei qeaivad
LTI STHT IT afet FaeatT FIue | TEeFTRuret &Te, e Arasiiae FH=T TIMaTaer
AT I JMHF A5 FoaraaasT qeaiead Haad qieer, 9ol ¥ fafs Iar asara=T
THATTAHT TMATH TS | T AT FHART AT TraAfvad faqaers 1gd wSra!
TIHT fed WH G | ARAAHT FAEA R AT oA T FTLATIAB FodAT qq T
AP | TR ATASIeh FHAT TR GoaTerd Gf FAMET foAT FHedqr MRET |
TeId T AT g FBAETHT AT TeaTe TUILEHT 0, JTe (9T, o AT9T ATiaehs
T8 FATAIT &cls AaTd Tl TTAT T TESl Tgel [AerAl | TF Aok ANabard Faaad
THATE 9T Heed TSI e ATTHT far | A el e T AR Hadd JhRTRd
AALTETD] qTAAT AU Tl FIHAT | AHHT ATRT FIAANTT TIHATT (Organizational Hierarchy)
AT JUF TEHT HURT HHAKI AT-ATHT FARAGFATE I AT (aTehl AT
PRI gEE T, qEAIfEd BIHE Gfqasd Aiidedl TeHT 997 I (Reporting and Control)
YU FHRT T8 AFSATCHE A ad T FHAAT AfF Taeamae T Aol TeTaias
LTI GEfId qoaTe TAATCHE 5ol TS T [T AFSATCHE TR T AT
YE9T AT TTIAT THIYE ATTHT F |

TEART AARTAHT JeATehT AT T ATAAE FHATT AIMETHT Ff A== @1 Il g | I
Th AR ITFETH TARTHT AR SIS [age Tl FRUA YA STl HAFSHH] [=rel
TG U] B | TATE FATE AT Ao, TAAIAh, AT, ATHINAE TAT A{qeh TXehl
A T fHedt &1 A1 faue uhad AtAedl FUET I@r 99 O | a9 gAT O ad HedhE
FHAR AT JUTAT AURIT FTHT Fh AeAATs (SFHAR TS TH G |

9
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ATESIeh FHAT TMATHT ATEAEN HTETRA ATHHATIIHTE TSI TITIATHT HFLTeT IaT
TS, | TEAT HAFAT ATHINAE, AT, ASAAITE TAT Afdfeh TIRAT gIATHE T&T g qE THRIHE
HEY T GATE ATTHRT STHT o8 oI5, | T&T RAfadT THas qraeaehTd qEmedT dT eart
T T ST FATTH T AT &5 (e HIEH [GFHT STATET TEre A9 7 T TH
FIAT FATIAAAT A g, H U ST FEAWTT T {7 TEa T AT A=A <aT o
AP GTHAT T FEAT I &M ES S TEE B | AAHT FAAITAT HeAFH! ATAAAE HHATT
TIMIAGT FHIead AR T FAeRATs AT TATST HAAT T =l Ao
qARH LTS STTAT AT FHA AR [FTAT T Igedol T&qd d@e JaAR
qRTERT & |

R, e faafem qeaew -

A o A emaTee g7 T=Ih Taife TE § PR &1 9T S TR 9 Afbad | yead
farr mnfaesdT=rer ATIRT SraERET qEafd g AR AT AT Satthe H&TET i
E9 | BB ATAT A HIA AURT B, o187 e FE0 @ ATCH B, WHEH! (GHEHT B
& HIT AR TP B, AT BIEEH! (=TS AThebl HAMTATAR! AT g TR FHF T
HAIITUES FelaTs HITT T ARFIT | FHHT TeAqh ATAAT g7, T FAHN FHAAR gvg | Hol
farooraeders AFERTCHSE FAT fdaT dTeprd qfathan Sfeted 97 TRRIHS F0HT famars awaTed
AT, WHME, FFER TAH JAfhd IO T TSRO 9 GUREE TRT OF dedr dagerl
FHATHAT (Interpersonal Behaviour) AT-ATH fopTaAeT GPRICHE a7 THRTHE TATT ?ﬁ@ﬁ | a9
ATEF T HATT FRUS & FAMEATENT FAER IeATH qcd [ g 9T fehare T Ffepa |
T ATASHTF FHATT T SAAERATS G e AT faradifery qeaept FqaT Teeh
FATEEATE ITENTE TeATg fqeeroor e Araeas sfawg |

.9 FTIMHEAATRT HIIIUS :

FATATAT & HH TAT A7 _AAAEAC, g S5 W &3 [afad TqAT T 9O 94
FITTATE  FTHERITATE AR TeThdl ARG equrar gifefaq o feafq evg | Fwafeaa
FAAA T AT AT fawa e qrenr o ddferg 9 T IR 99 | SemaEad
FAERATE IR TRCA T AN fawgehl FRATET TAIIRF I gad T TEeHT
oAt T i Ao | 79 FUHT FHARI IR TU-THN FRATET T HHARMGIT T TER
afhi=g ®eh O T S qGIT IaT g T d T |

R U fuwsT w@vauE

FHAR] FAERATS HAA ddls FAIT AqATIT 8l 9 AR AfgwRel g faig
TOHT T feafq g | a9aTe e 9iH AT JUITel a&er |rer dgders (Adhocism) o
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THT TS | FOTAT TR TR TERTAR A0 T Afasbréy smher T g atedars
TGS | faFEaE AAFeedl Muaddidrs a5l #31 Faae gad | heleasd @iaaed
ATTHRET TANT alg FIAT &9 TG | T &l FHARIIAH] FFETHAT TeheadT 3T Aeaerar
sfgee | g feafaar ARSI TR Hedd A A9 FUET giatRAT SHrgers
STATfaE FIAT fqgd 95 | A T TAICHT IatRaTaTs AALTATE HUHT THT FRATE
AR g fagvamrqur feafeaer afe s gae | 79 sraean ¥ feafaars sarar TR seemaeeT
g HTAAD] TLATHT SIS (o @ITTUHT & |

.3, FHUAFIEA ITLHT FeATIA

FHARIF! FI THIET TATSAR AR T AUA 99 JF A0 TURE FHERATEEE
FHATIRT i (ebTadT TR qAR T8 | 19 AGaTe AN YIcdTed Ja7 Seumar afq
Yiqee 9% O ST T G | T FHARNS IdTed TS T AT FHATS THIH =arar
IS a7 FHHIH AT FTAR A1 ITR (9N FRATET AT Taered &l 99 HHAT TAMEA
g faatferrs | Afadl, afeerer afeEemar qredtes T TSR AT B FHEANT faeaers
af A9 TISeT | TUHT T TUSHIA HIH el GHIAH TTUH] SUSe] hHET FUTUMHR AT
qHRTCHSE ATATARIT [FoiAT 9 HEd TATGREH AATAT G | T THAT HATT TFSTAT FHIRATer
TRA O FHART IR THAH FRATEIH IS AT qARTF U Aol deare faarira
FTATET T TRTHT T e, |

R.¥. IO T LEREHAHT Fqed

T T, AT 30 T REPRAMEH (e FHANT TET AT g, A TXUBIHT
ATGMF THIAT IUSICHE FALATHRT FHARIATE GIcdTied Teallx HE-YROT STSH Aihes,
T ATIATH! [T AUH FRUETE FHART TIERATS AHhRICAE FTAT [AZTHI 5, |
forerfad TereheedT ferg T TRad dRUMTeRT ATIATY eTHIer A, fad qefedr 9f qrasitae
TS &FHT HIH T FHARHANT FART 9 T AT FIH TATSIT AT HHATA
IR A FRATE! Aied [N FRATel (Disciplinary Action) T ATNT ATAYAHTT FTAETT Tl
TRUHN Eg, | TTATE AqAMEARTT FHANT I [qANIT FRATEHT AN Flehd FI T3]
ETTATERT TAHT TE@T ULl UTewg; | HSISHT T 99 F7s TRET feafq Jar g 99 a9 o
SISHT F9T I T Bl hRIcHE Yiawd afq famg v~ T@ra afq @ifsus o | T9adrs
AepT STEEHT A-IIET AFSTHT THTAERRI TFHT AT FIAH THFT AT TgSAH! fod (965 HTH
T a7 TSR HI ATATaR0T (Work Envoronment) fadret wHE=mRr wty faania srarere
Siferer Fieet i T Fe 9T U T A< T TATEATS GAed T EH 3 |
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Y FY TR FAHTF T a4V ¢

FHATID] HATH! AIEAT FHARD] & ATTFR ATAR] 99 &7 | T FHART dgal Faeqra=
ATITRT FRT BT | AFSATCHSE ATAYAFAT T A feafd, Friarh T eRamEr=s I,
FFSAR! NG AT ArR-FS AT (Inter-Organizational Practices) FHTIE FATche
ETHAT qAT T&TT TIH IAIER ATSTAT (Succession Plan) 3 fafi=T smemear wgaaer wH=m
qgATATs (A=l [aqae A=Al Teehl & | &1, AGATHN ATNT 1 F¥TE HATFAH ATIR Flel
TIH HTH FAT TAT ATHRAT Gis T FFad TeATs ATTHT FeATTH] TT TUH G9S, |
T, T AT FA GEET HeATsH GoAHTS (Performance Indicators) T8 fETRa 9T
T YU I gS | AT T FTHERTHT AATTHT AT ITHT (MU T TEATHAS Tl AATIHT
T HEdd THFH FTeR ATATATET AT TehT =i 3 |

R.% VAT aaT B afEaT :

AFSTHT HITeAT TEhl TRNIHAT AT IS Tecdl TeHl IR HHATAT™ A BIAH
AT TH 9T g | TAATS TH] TTH] HIqaT ATAed HHATIF! HH Heed T Trams
T G, FHA B B T A Prafald T g | FHAR] TATETAT Gealiega Al (aH T
£aTES Ui I TN B T T TRISH 9 FHSAR Fcdebl FRUTETE AEA ferefifet=s; |
TERT FHATT T HIfTecd] TeT (GET =ga AT TRl &THAT (qehTerl FRT TocAl Teale aTeard
TRA 99 3T FATANT 3G | Ah YT [9adars G $9 qEre T 87 99 9O
TEhT FAT TATHT 7 ATFITH U T IETAT TTHT TURATT AR (A3 Afepar a1 @
I (TR HIAHATE TFSAH A& BTA T TUTS 7, | TART ATNT TIAT: FSAH FAT
T FATE YOERAT 7 AT AT ATFITF T3 |

.9 FHAY T :

[TpTEHE HAFETH AMGF TAT AHISE &afq T FFA7 afq (999 T qrAmsTE aaraed!
FRUA T AEA D TFSAh! [AAchells Aecdel AL [dgwg | T&T ISHT (fch Tt
frafeafs omwT afoer dfcaer faRvsm, aThRdTe Ja1 T ST BEH FATSH AHT AT
TATSSA | Aol Teehl HHARIB! T THE Al TgSTAT 9 glqtaread 9 dear
TEHT FHATIA AT ATER T TR TG T | TeTTF Tehl FHATIETEH TER
A AATH! BRI Ta] HFSTHT ATATATE AR THT TS b G | ATIfTb THIAT
TET ATF TET g AT WA EACHT GARS T Tedehl [a0d I qI( SAAeTHT T HATIATE
fepfareer TRt & (HepTet feRfawer TTeIe WAt URTReT 9TEa | I WATSTanTeH! FHRUEE
qf AFSATCHE A [FATAT HTHAT T=T IR S, |
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.5 FHATSRT fawrfaa wafeafa :

ATSAFT AL BT TPl AT HTASAE FSTAT BT T FHARIES TIHT AFET Tl BTH
T ¥ FEeHTNTATHAF (Participative Behaviour) STa8R ATATSH e TR faehTd TRAT A=
WwWH G | AGH [k fqufed agsAtaT fata=r smamer wHE=mr faaiaa @ ¥ a9 faartea
g aaTs SHEeATIAe § 95 faw T [aev@mrqu SHaeRe deEAEAATATS e R
B | FHARIH! [qATTId AATEATTeTs SETI [quaesd T qveag qears [eeqo T afq JrEfTes
=g

O

O

[aat

qESI I goT TG qetedd ATTANIbdTATs (ATl (g5 ISTAIAH ATEITER
HATITRHT FHAT [TAITd g T B |

TIAETAT ATHFTHT TEH TRTIRRIA AFSATCHE Acd IaT AMET HHA D AR
SUAH TFAT B T T |

FSATCHE AT gl T FHHHT FHATT GRTETUTRT AT GreUerl AT G T AT LRI
TATH TATADN] HATFAR] AATTHT ATHTEH TEhl 3 |

FFSAH HTF ATATARIT (Work Environment) FAERA TATSA Accd decd Tgd ARl A=
FHAR FAHT AT G |

ATABAHR] FHAWIH! ST Hacd I T, 3 a1 &¥ar ISR T Fbrg (AT TATs
FuivaeTehehl AATAATR] TIRTH & &l A STl ARG I Jcfcd TeHT AT bl TaTehal
AT T T | AFSATCHS FIHFRATETH IRTTAT * TATS ITegrg o6 1* AT QAT
(Inferiority Complex Syndrome) o &l Al dEdl TRIIhee ATaedel hHATIE S|
AT gig § TAH SHIEeh! afd [aebTadT ToT3 T GIeThl FTHEEH 31 AT faaav
T G FHATEEHT TATET S |

A0 FEaeR g Wbl AT St 9T FiA TH B | T qTedh AThITd ST
FHATNATE JaTA e A1fes a1 X anfqer qiaar (o7 FH=reT S Fearaaar e
T A TFATE g Tl FBRUC FHAR] A9 HIHE T GHAAIY FaER HEdd

TRUET 75 | I AMed FHANATS QraeT Y&T T&T “IHT F=aT eTH1dATE BAle Tal I
g GalhaTe (SqaeaTadel HedTg ) ATATHACA TagRe deral Ul Hedd TS |

FRATATAT ATAMATEE FH TH FHAN II FRATEN TRET FHE AIGTE T FIER
HIATIT I &7, | TIATeA bl FETAT ST AT T G FELHT AF[ATg ATHT FH aT
ST FA TRAT 9 THATE AAMHACAATATS Fhel FeTal (Ao, | T&Id [auaars ‘8 @\
A HIFHATE AT & a6 L g afgwg | I ‘T’ A= gl AAEA
FTIH T FIAATE T fa7 LTI TAAT TRUHT G | LI H afeies 97 Aqema=erHar
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R

AT T FIAA BTH TRIEH] B, T o1 TANEd ASTeeh] &, L., ATATS [AIFATEehT
T | AATT AT T 7Y FTAT TR TRIATUHRT G | Lol SIid TETAT Jrara=T (Heat)
TqT TS 3T T FELHT ATATHT ASATAHRT AT g FIHT AT favg | LITRT ATl
T F9T g7, Al eTd a9 A9 Uleg | A97d FRATE TR FHART I
IS &, JATE TUIH TT Gl | A7 FAA FAol IATAT TRIET Tad, & ITes,
AT oIS WA TTAT e, | ¢ WA ¥l 9T HIATs H@l A HITg qrEm T
A AT T GTS FTHT U1 TEae | YU FIH AT STSHT T&T AT(T
g FEarAIas g |

FHARIPT ATehl ITATAT grgr] | ATHINTF AT TR AT g Tl h¥RITeT, HAHIS,
qAE ATfe FROEIE G AFSATCHE AAERAT Fidshd A9 I w@rsifas & | 7
FTHEATS THT FHEIIT 9 JATEAT HAqa (7511 gfqese®A T Guidance and Counselling
P AT XU g5, | AT ARPTRIEATHT FHATIHT AT ASAT AR TEvaH, AT
AT IO T YU TR G, T ATHT AT GRT TRICY SIS B, AFGF FHA
e 9% B T8HT TG | FIA FIATS AT T ATATERT TR gvg, | Aol
qE Todil qEehT FHATIER! JULT T AT ARG TFad (et TaTar fafey v

>

>
o

Tt & | A feafdq wur &1 o ¢ IATEr gaargar ai st At dfafasE
NESSIRSECIES J-II&H-IC'HSr el Tﬁ PENE! GJG\G\I g |

AT THIHT TSI T STAHNE gTI AT Tl AT BRI STAATITTeRT
JALENI TS, AT 5l RATHT T TRTHT T | ISTERVRT AT Afer fAeraelr FH=meies
FUTHHT F@T FI qRaTdreTe 9e fTEard s aie ggare 3@r 9 97 JUH g |
A FHAN Tad qIHHTHAT B TH HAAATH] (G AURHT Afeel AR qed T8
THAF T ATARTNE Ag HUHT THMI (Professionally Committed) T&Ta+ A HUH B | 3T
MERIGEAIEE RS L] (Politically Neutral) ¥ ASTTHl YTl SATEATIHhdT (Professionalism)
gfq FHNT (Committed) T8+ T HHAT AT o LT (Behaviour) @Tg TA=Afeld davel Afe
TS ATHRT FHARA GARGedAT TSTAcTh ATEAT Mol ARATE FdHbl G | aieatda
1 9 SR SFITE B | A9ATE FHARI IUR HIWF ¥ TEITAIY HFeR HUR! AT
T TRl TEHI T | AGHATT ATEGNTR ﬂfﬂ'ﬂ'@lw (Professional Orientation) HURT
FHARIGIR ASTHITF AqcadT FRIETT FHATT BTAT & FIHBTH] TARATIAS o FT
fauerT AT Afeedl B | AAXATIT T&0H AH T FM@l T @y FFeRare [Faisa
FHAT FAreAfqers aerar el B | AdAHH A1 qréfare THd T&T HTHETHT
U5 (Al B, HA@e YA JaHT SrHEee STAT 8T 99 T Aqemaer=arger
FAERA ARHL ST A ATeAHT T |
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Q JuEaTdTE TR Tearsw FHHAT fafqe St vaw anfis, ararises ¥ onfedrs qawe
QETH THUHTATE ThRIHE [THGHN AT AR g T GHIATSI e AT qRATT faebrar
BT ATH B | AT [ATIArs IR @ ZgrHl IS SRl Irddd T At ders
STHeRT YU TATE FHATT AT I AGT I TAhAT TS FTHT THCTHT S |
EESEa R R HHE (Inter Inclusive Groups) ¥ REICH] IHe EEl (Intra Group) afT |
AR WeATedl UAH FHTELN AIdeHhl HATEIT (RAiqel TAaHn] AATgd HeAeeH!
gl feafaar FHar e @ 9% SEa9 qHH IEaeR 9 A9Eteh] Weqd TRUH g |
FAEE] TFATE ST, ATHTATET, TAT FaAT=Tehd av TaH AGAETEre FHATIH STHT
giafafaea T S¥ AR ST FATANAT HAER AT IH Weqd TH G | gl
gfqairarare saruer T TRl GradT AR ATUHT ArEehl IR qATT ARAAT TAH
FTTTHATAT AT TOTTeAT (Merit System) T goraefrarer  fagrd (Representative
Bureaucracy) ATs A=Aield qavel ATM AR (RITqHT Ioq= IATET G0 FrATterd
FATRT FRUATE G AAMATEAAHT Td TeHT G |

3. ATUTETHT TEAT TS : TRHF A

TFSTHT FHANATE ATIMHACT HAER AT FooTd HT Bled | FHAN FaT FT Tl
[T FHERI FRERA A, Ml quivasts 97 FATAdH TehHd AdeR TaH TAATH
HREH G | PRICHS ATEA A AT THAB ARAHT TERIHE FAeR @I,
STEhT AT T@T Ta | AL THRIHE ATMET (Positive Discipline) % ATTERRT qreal
TS 9= TTRTEHT ) |

THAAT FTATATHT ATIT TS, ATMFTH] THIGH FTATAAH T TG T ATA SR BTATATSE
AT e & | A0 AGTT THITH a7 ATHATS ATBTHT FTH FAed T TEHARIATS ATHT
AT gH FhT faadqul aivere F¥1ed T | G570 d6d T I¢9aals RIRIIR TR0 qITRTH!
FH Faed ¥ FTFHEnT arefiadret a1 ged e | "l dedrars JAIad ATey TFT,
FEHHT THAAT T TABTATS THEIThH AR IS, | AT TeedT TeaTe TUHT AT FASITRT =TT
T Rrentafire @ wEaTes g ffaHer e Te | FHET aEtead [auaAr S8 qerter
AT FEHT TATTHT I &a | ATHT GARTTFATS ATTATF TR T | FTATAAHT FAATHT TEeh]
FTAAT TAITAHT ALR: T M9, Jafeher Sa=ar aff ae=ifae 98 are T afwma
ST ST SR ¥ AfqEdTE W e e 99 |

wityr Sfeafad ¥ 7% o= FITTT HTERTT FTHERT FE (qpra I (a9 ETgA | Far gaer

TRTHT AT AT F (HIHET ool ATHATT THT grad, T I Wehd ST TRTH &7 |
AT BT AT-ATH AATAATE ThIFA HAA T &1 q qoed1s T g7 | ffeara awa-dramaes

[ 2

V
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AT FTHFRET FIATEITHT ATST Fel ATGIh ITFLTT FATT AT HTH AIHT T AT FIH
AT “TET g7 AT (el (9T X! BT TRRTST ATa9de § T | HATT ITHI FIHET
foreT B FRae qoel TG AT -AMEATG TS AT FTHART I I T | T FareT
Tt AT Ff e aaa a=T 30eT anad A9, g1 T STHATH [T T AT 4X
o TIYEHT v | YATHT JAT TXehT AT AT AT TET HTAQUS 8T | AT AATHT APl FHIAGT
XA, TAT AT A, ATHERERT I{eTaqebebl gav | FANL AT G FHART § T Jae
THT STEF HAT ALATATTE T HTFE Gl gae |

H'a?l'l"ar’ JERTHS T F-AqAredd ATMTI (Positive/Self Imposed Discipline) af s | g9
ATHRTIF AFMEA (Co-operative Discipline) aT [HdR® ATIMEA (Determinative Discipline) I
qiTT T |

¥, qARTcHR ATAE:

FRTCHE AAATH] AARIT GY FIAGFH FTIH TEQT | FATAIHAT AT Fool@ T FHITTH
AATEAR AT eafq @r e arerafs; s HTdH] TaaHl FEad g arara?o davds
TG | Telafg FHANIEEATS (MaH FIAA (GAT Ihl HHT FoRT IS, AT qraqr T
fger fvws, I=AT AT FHARIATS IUSHN AN TATSS, | AATT AHRIHE Tl -SR]
faafea ATIMMET (Negative Discipline or Negatively Enforced Discipline) TIH TIRTgw | FAITHT
AT A FHATEEATS 308 4 SAa=ATIAEl THE Iacd a1 9= Fer 999 g faq
ATfevg; | TS THNAR TUSATT HIH T FHAT ATH AT F=Id g T ABIMAR AT FHATIGEHT
I FUSHI BT AT FHAISHR (9 FRATET g7 qw<9T Jaifed 9% gl ardrazo
THRT TATSH TS T3 I AT TFSAeTs SIATI JATd TiKeg | A<, T8 FIH
IV TR THT FHAID ARV ¥ HFER AT 9T avg, | HATT JaTaTe garsd ao
HARATITvRT ATIT TRVETHT o WA IUSTcHSE HFRAT AIATGS, AT o AR GIARAH AT
TR grgr | R, ATERET A qfved FHART qfg T Fhawest faer ages; |

Y. THRHF SAAEAR] THAT :

FEl AV AT AT dfchebRel HIThH 5T AHKBIR] FUT FHART TTEA JOTATR] AT T
qIUeT AAETHT TR T FqHSTTHT Positive Discipline &1 SAd=I IaTEXU I&Td FHISTH &
Tl T |

F TIAT HeATAAEIHT FIATAT FeThl TIET FHATHT Tl TAETHT AT HAITHT Teh AT [
FHATT HoHAT (e THREH T | FrETerd M T AT 9i FHHT AT STSHT TATATHT T
39T 3@ A AT ABAATA [9dT | Fchel el sl h ATYA, USAThl IRged THAT
TERIET T FRHT Fdtasddl A 79 arar | [qS9redl @Fr @F JaddT adqis, a9
AfTRaET T FHART 21 {6 2red 7 ! A= g qgite 9 farrHr dv e fF 0 e
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i SIS | STATE AT, ST F TETRT Ueh AT FUART TeSH, I USdd | 97 H el TaH=GHT
T | T T HHAT, TAGANT HIH AT T4, ART 0T 97 T 819 Ja9 TH, IETars
TS g T HEITE AT ATETHT ETTHT qael T&T AleheT STSHT adehT ATE FIT THT TEAT
& A & aled 7 fa=me T Aipd, 8 99 AN g | GEIF ATdhaed AT AP FT THSA
T T, T AIATS AT IAATS T AT AT, AATS TEATIT ATl | I T THITH Hel
bl FRT TAD ThLUTH] ool bl T

FHIPTHT AT TTUT AT WHAEE T B | FHed F{qaa s Tq0 FE
TIHHT 9T B | AR STHT A gehl Hed HROT AT AThITd T qIamiee Sraaa
qEEtedd FET 7 Fel [oohal, dEAAd T AUl RISl 7 & | J9 T BTATaush
ATATERIT AT FEFHTET AR FIoT TEheb! FROETE HTAT IfeaTUepl =797 9fT PR qcd 27 |
AT el FTRRBT AT FTATAAATE (AT -TaT Il TR ATAT Ui 8 | a9 feplaaet
TATaTe AT T8 AT-ATHT fa=rat (atad ¥ afad qeamgsl &1 9fd Jed &g | A1d
Sfeafaa Tormer TaTdl adedr FHANT aHerRl us AU | gear FHErare e e
qEREHT T 7 BRI GEol YHH! IALAT IAA AHHIHT (979 T TET JGTHT FHATATS
AT 23T AT Tesl AgH FHN AHFRI TRT | FGRITITA HIATS EaTST GTTh!
HAITHT FHATIT FRATATR] FHAT FATRAT FEaAfedd Tgiod Thrg (AMIA) AT favaraHr
fe T O €@ | SHARATIA ¥ ATIAHT aUTT RN AT (ASBTAT AT FOITeATehT farerar
7, 9T % [a9mg ¥ 7 A= "Il Hie Hie FaHT AUHI Sfagal | ¢ BTHl & [ 7 77
THe AgRdP! AT TR IIX A HeAT | AGATS 20 &30 | (b HTH T 7 J =AMel AN qareehl
TFTHT feAT S HT 99 af R SR1ER ddd 9r, 7 Aife fbT # T q 7 A9 R I,
yiatRar TS, (e @ro Fw=mT et S T 7 T FHARIP! B0 THY T ATATER &3
B S T ? TEATHD @GRS ARRE AIfGT AL ATSIAT HETHT BTEAA FHAATS & AT
RIS ? AT FFATS & TR Al T 7 FLAT AFERA Team Spirit T=aAT T 7 AT T Gr@<iq"
TSl TRl HIGTA diehl [Sgal ATgleedls [auch qeaTlal &l 90T T 7 At FATST TR
HT Ueha YT AT TSR TeAeAT ST WATg FETHT I IAH g -

TIH T AHRBTHT ATIGTTER TIAT g TITeTel ) | ATHT &THAT, Fe7aT, A, Hiered af
TE | Tt ST FIET i FET T BT AN F0 (G, ATRAT FATIAATERT SFAAT TET AT Biewd
T, qAT FAT AR @ISl AT & F el THA fqarsd TEA, Ao Ble TH W AT
PIHTIR T {7 9 THT @ Bledqd | T T Hedd TS, STl i qadR i Jored
HIATHT U B, | AT A g &1 9 TP 1 &7 9f IAiq aeqe 3, fastefierar
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g TE AR TIRT AN @ T TAAI FTHAT &9, IoATE T AT SEISHATS Tl
TRIEAT TS | TeT Fael Ui TN JaTd Fad T FHARIP] ATERATE AR T ATHHAT
HTheT HARIT ¥ IO FooATS bTH TS TG, FEA TRIETAHT IHT HIRT A= B | T2t
U3l FeTad I g - a6l AARAT FreAdl AT @il S gsRaedl gR @al @, a¥ 7%F
Y 3R T3l 9T GAT &, TS I2 T | X I WA W@ A9 gR Ah g T gad
T ¥ X S 75 AT AT TR TR SaTg URY ATh (9 @I ¥ d6elTg Ui eebedl
ghell TBRTSTA | AR AATEHHT LT T TITS T Toebl qieg AR bl FIR A
Graer AT e |

% FHAR =90 HITH! eIHAT

HITHT THERTEEAT Sleaiad AT fordifas qoage [rdieia Adwd TavdT TuEH
B | A1 [IUadrg el TR AR T4 GRIcHE AR featar aweea a9
XA TG FHA ABTHT @I (LT T AT HITHT BTAHT AaE0eh! FrAAIT [Ldicers e
fe SIeh 7 e |

() fawrtm s fRafa © =R geaea fafa

PITHT HHETT TATETIT G FHERT Aol 9 [aiTaHTedl, 0¥ AT JUHT 9T Tehehl
FAGTHT FHA FITHT FHART YU TR [GUEIT FRATEIH =l a9 FRATE TR aAfg
TS I Al FFea AT faeqd aren TRUH B | TIT4l HITAT TEH1 a1 a9 Jadr T&qd
AGTHR FRATEIT AUHI AHHN TE0A | [Fhiad AAFesHT FHANT IJUH! [aamiT
FRATEHRT JTaTH FaAfAd HATHT Fooid galed I FTATEATHAT FATST TR HIT AT
YIFA Jooid AUHT T | TI Al FHART G=oIg Il I daT i ardT quaafa faarir
FRATEIH IS AGAATE AT FIAH T FHHAT AFRICHE FOHT [aqa IMawg, |
[T~ E AAFesHT HHEAT AICATETH AT U T [REFRP! e AURE TEhl H1 AT
Il S Tobebl G | T&IA [a0FATS FHAR =T BITHT T TUSTCHSE AaLd] HTATAITH]
AHATTRT TE AR ST UICATEART T IUTTES ATHOH FIHT AqAqrad T TRUH! [qqaeArs
AT=HF TS ITITH aM@wg | TS FIUH FI FHEAAG ATTATHAR TS TS
Q! HIT HAAANT T |

(@) SR Frgarred feafq -

P TR BB ATTTHT TET AP a0 053/ 0%¥ HAG AT ATSTAT BrATEATH]
g HT FHTET T8 ATTHT B | TTATE TIBTHT A& ETAeA THT PITHT THIU FHATIEEHT
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Team Spirit @ AT TOTS TATIH FIH FEUH TUH B | HUF THE FAHBNT ATTHRTR
frafd SO IRERT e THT AENE FEAE I Aeh famiEEr g9 T ared
FreRTIHT U FTF TFITEHATS TR AT AT FRREATE T STH AT &l ToaR
HTLHAT ATTHRT (0T BITRT BT oo AATT BITHT FHATART TG FBRTHE TEehl
HH M T |

(TT) TRTHE JTITHART ATRT GHRTeT0TRT HIHHT -

[TeH T FFRICHE FAFFAS AERT TH O3 T [Haaare Jard g ATaead quah
FATS SATAH] AT IMGUH B | T AN HHATT TR AR IR@UHl G | AgfTP
THIHAT [qhTad HAFETHT THT GIETT i1 &FH1 A9 (Human) @Ts SETET (Resources) &
TIHT IYART T THE THHN T o HHAT FITET07 &7 A= AT T TR G | areqar
ATAMIACIT HAER HITATH HATAE T FAMEM (Attitude) T ITST &1 | AFRT TRAT IRTE0TETE
AT TRTF B A T T THI0TT AETebd G | FhRICHS ATTAR ATNT TRIETT FqRETd
AUHT e (CITTHT FHANT T HOR! GRTe0 Aiafafamfa e g=rsd 0 dfa=g | 79
FRWHT ATRRT [T AT auafe d8 q g d8 TUEFE] FHARIATS FHAT GITE0 HHH
FSATAT g ANTHN AARURT G | TEIT TATAATS GHRICHE THT fef eTaapr fawar Hroer
qarad fasra Frrr (Human Resource Development Plan) | duj:HI T FATEAAHT ZIEL]
ATEITE ATH B, |

(&) FHATY TATET TTEATH

AEHR AT TRawahry fafaereaver femaesar aemas fadifa qog qwafag fawr ar
AT Joi@ FETHHl G | TEAd [0 FHART oad HUHE GEHAT 919 AN &5 | Sfearad
fauorael QU FAATE &7 AGbHT FHARIHB! TATEIATE GarThardr arg faeamor i
AEALTF M@, |

FHATIE G S1feTeh TS, A9, AR, FETAT, &7, I, ATATITAT, 1S A&TS (Upbringing)
Aiie fafa=r ffaHare AMea @9 d AT g9 9UHE TSl HHAR JhEe a4 dai
WATIH gATe WA WS | J9T gaTge I 41 a9 TSSIfHare AT HH=ATIR
TR ATNT TS HITEUE (FHETT AT TAHw=4T (MH) ATATIA Th] BRI HHA -
FRATETH favgers faur qafaad g @aias & | T9are SeoTe JhwATTel HH=TeT- SAALa
e ferefiferaert & | Teftay FHART T° TFSIehT AHPTRT T &7 T | FHATIRT FiqTrerea
THHT Hecaqul AT Fale T qag | a9 FAAT 9/ AFSAar=ebl ARAET a1 Hrad a1
fafrer 1 fawTsTae PR FHAR @ F FaA TA1 A qH aTh AEIER FHART
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T/ TS ETS | TAHT AN QAT AT FERAFST STaehl o ATTEaed 2 Te,
TIH] FELIIA EAl g8 | FHEd T/ AFSAH! TeH] FAEIT FrAfEd  (Action
Implementing Device) fed qaR E_:f W I ASTATATs S del ATATAT STFeTHT
TS FlepAT, AT F FITHT FHRIHE AIMAT HAH T TOTS [ T BTAT TFT AL
TCHIA Tee A ATATF IGUH T |

9. IUEEIN

FHAT TooT HIUh] TraHH T I (AT AHH! TRHAT Ioai@ FAUH() T Ta1d Ja T
HThebl FTE [GUR “Tef T fob e T F 77 qv ATATGbal (aehd T8 ANTAT A ATETead T
AT GETHT F=oRT BTl ST&al g FXTHT AT SIS W TEehl TIgrg, | Tfaeq are &1 afe
que foue AT BTqET B 9 favaEr 8o 9fq U fBe ifcruer @uent ad ah g |
g ATHT ST, 9, F&7T T AT g T AT, SAATS It T arfeer gfeaet =fee,
ATH TFSTAT TEAT B | &1, THHT AT LT (AT AGTHT) ST TN AT AT ATAATS
s fegd Te | AT Afas (FaT aT gt FeEve THT) RS, Jhe Bed aHt 97 AT
AeaT GhRIcHE AR THAT AT B G kel ?

Teh Udeh HETCHT dhad THTS ATl I¢vd g THIHT [MEhad | S 3¢9d HiaT Jaqdre
qoeTs (aHE JearTse T@el a7 | JaTexw fad FAAT S gedel Ao Ao THATAT fas<T
(Cactus) T fa%ar fofg TIETHT 9T ¥ HAT TRIT @ATSY | I TUH THATHT [ASTSH A
Tl A YA URT THATH fawdr "l g=ar | fassr siwar 9@ 5o fawar afq i
Ahedd TS MIHT TR “THATE & " 9T ATEaT TSPl TaTh (927 “GTHT Fdad
SHN B 99 g9 I @ 9 e a9 (RaHer qata Sevdl I GehRIcHE SAITae By

fafeuar 2
e T

Q TR, TS A=Al [q979Ts, R0%R, S RIeAT ATHT g,
O fafg= a3 “wemraq” uf¥eT, AT JMET FATAT |
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JHTTHNI HRINTT GTAADBT BT
I germed cfler, 2009

e faame *

ufeam

qfgedl THITAT AR (0T FIF AATR TTAT TLH G | AN TIH] A7 798 T99 T
TERTH aiq AT fawa Sife Wbt @ | faeaa: dEsiaE &7 (Public Sector) AT FTTEAHT
fauaer oIl Heed TEH Uers; | AEAE (HHIeTh! FTH FRATEATE TAEHERT TS
JEYAA TSR] I (SFTLITIA TAT F=aATAA) U, J0%% FI JXATGATH] “HARH! AT
JUMEAATE TAHE!, Farhee], gRaedt, gamEeft qar Saaewiares a[qre T gfawd
TAATIRIATS TS TRTIA, FIAAF! qTEH, TRTERAT T T T, [qebmaieeon, e
FALTHA TAT TS B T ATABT HIA ATEATTA T AHA ATHAHT ATIRAS ATAAATS
ATCHHTA T FAATIRITS I3 I FaT fS2l, Sar a1 &8 @redl ggdre arsd Ja<dr fgsir
T, FIAAT TS AT Ph] ATTFRATS HTETIHT IATT BTATHTITHT STIH, T FIMAT FAAATS
ATIIIAF T+ AT FESTHATHT TTHT TR T HAFHT R TATH T 67" a7
QIMEA UHAP! ATALARAT HEqH TRUATE G BT GRYEAHAT [qoepl WA Ja7 Heod J&L
TG |

EATTAAHT MR TS GRINTT I¢9T IRAHT AT TEd FAAT, Tgd, FEhR T YUTEATeATS
v, THHT FRUETE T AT AR T THBEAT oATAT g T3, | WEHS T ATAh g
ST YU hIdg=aTad ATaede 90 9T Frasiiqe &aHT LN qUah! [auaa T Her
yrateer fgvg | QTS MeTaEe T @Tel FIAAH STARNTT Foared dgd Gl el T
FrTe®ehT ATehTY AT FIAAT UTH F¥eh e g TXhTel LN GUHAHT AT FelelTs g T
QG% HYQUS T¥HhTd T gfebed | AT International Federation of Accountants (IFAC) of qq1
2000 HT FEAHE [AHEaEee RN MAFHT AT Aaer (g Gardd, SHIRAT T
STREMITA qTel T AA1 THTs Hed [qgTmiehl FUH1 qie=m Tl e |

FHITAT FEATTA AR FAERIAT

ST ATHITSTR FRET FEATHT TIHT TAYT FHART ToaT U ATl Foaaehaesdrd e

TFHPT T Mg o oaThdeeedls ATdehad Aahd (a7 Faag TET TRl G | T PITH]
FTHERATE] GEATH ILITSHE AT 2o ATH Foaasbaisd! [eddid THd Iaardl g fefawe

EA
* ST G IR (TTES TaTURUE), Befardt Isae B
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T=ATAT g Tl B | FIUS [AI&TdT T TSeIAT, TaThatedl ¥ TREIAT, JATehl TOEATHT
=R GaR, HHEEEdT T TAFHIAT, A3 g, qedrd T EAnTar 41 & aar fagradrg
@ FFLATIhIT AT JIHT Alel TJHITH ATHT FAgsaTaddls Sth AIdesare Hard
RIS O HIEHT G AT TMRT T 573 |

7Y qRYEIAT PII I ECF AATATTHT FEANT GATATR! AT TRIST TAT FRIAREEATS
Mi=rd 7o T ATFaraTe MeiTd 9 HUd HHAR] a7 H¥, R qE [ Faire,
R0$ TIR T AR THT B | AT TTHT 7 GLIRTT GIMATER! [qUTATE FEqfas qrefen
RIS AT JTEREehl T 8Tl IAThRl (Mebraare qad faaraael $RerR g7 AT
FEATEEHT FEA IR gATs AN RIS TN Aeeh] TasHl (I FRER T8
TYFRP] TATTHCAHT TEHT BT ST ATASTTF FEATHT [MERTH § @R TRTE TN FemTa
FIAT T BME AT GLATHT AT YRUTGTAT HTH g7 T3, | AT B0 AT ATEE Uhlgard
FHAETE ATF a0 R0%%,/090 H [q0id [qaRud HrEasiive Hed qHedl Iokee faard
faramur qeqe TRl AT ETeT@Te TFATT TS TRebT AARATel THT BITITAPT FEATTT IR
FafvErdarars feEor T |

gaman fadframt aftwerr T s

F Ui TRAT T FW FEArRl U, fow, fMee qar fafafrs R wife 7 O g
HATATE HEA [agImaehT TIHT TEU T FEATH FHAIEEH BhaTdarT Aiqe  AT=RIene
FefTa g7 9 I¥AT AEEATHT FRATTAA FREA FIH bl MR=raar T Afches; | G
AT FREATTTT FraAfead Tel TETeEeh! qTHeFTh! HIIGUE TR I o TEe&ar= afoTel TH=d g
T ATATERV TS T | HITHT AN] RUHT G (Aafredr wrg Sfeataa fawaesdr 5
HEd TUX TIAR TRTB! B | BT oAb AT, HIT TG T HIUHT [Galeerel qgqid
oAbl GAATE AT T Gl TeTehT ATHBTATS (ST T {ehiHel AT FEfTeT aATSUH! 3 |
fafaeT wiftea qar sRiftes SO ARATEAT TUHT TAT FATAT (MR TREwd! AT TaT A
T fpfauare IR Id WRaT Ews | ARATEN BH FRATEIH ARTA] FEIIIT T8
FHAREEH] TT T FTHE THIAET JMeux HERTa T a7 d=arel Iged IIwiiepl amnT T
fafafa (Function) 8¢ Taweme MERTA TH 9 35 ¥ HIUATE (MERTH T TH G |
FIIH FEHAT A7 FHARIGEH] T T FHB THAHT A5 TAH FRAGATATAT TR TlArata
(Function) 8% ST&d @I SHEEATYH qdT @I, SGH FTEIT0H, A AGLI, ATV
FI=T9T JOTTH, AT JUMC] SEadTad, F=adehd] 9al ATe FEl qRpr Goarad gade A=
faoar RISl T 9 B |

YEITH] FALATAFA AT (Core Values) @Ts HET ANEYE [HTIhl FTAT HANTHR TH!
fafeTerTerT are T&T WAl AT FIUH AAGIes ToaATdT T BT TEH FAAES A
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fasmT, weTemrET, omET, Itafd qur Iuatataes ¥ faliTer THEET WEr qArTET AT aereueE
o, Wifa, frem, fafirer qur srafafues Taemg SSEr @ | AT E Alarataed 9T GEhes
99 I AT 99 G AHE Aaeaedr Hedd 9¢ A1 GHAE FALITHE AT (e
\\@H

T=aAHATH ATAITRAT ATk TAH AT TAET AT T THHT AT HaT FATeH] oadehadidrs
FeRarGAT T FoaaFAHE! FY Tgid dATAFA T AT HITH JaT a8 JOTl (AT,
qRaell, FEAIRTAHE® T IAEHT TATS Hed Se9d Il =g JaT AaeaTaTHh AT
FIT ATH TTHT ITAH TRTSAIA FAAT TAT AHABRNEE FoATbAEATS (&, TG AEEH]
AT yaTedTs [3a1 SRAl aATeH, TSTIAh AT T AT Foadbdiesh! Tl AT
T ST [ qaTEeT TRUE 3 |

BT ool ATATTING PITHAT HUHRT FHAT T 55T TH bl (a9 f¥g= (Guiding
principles) T TYHT faehTe TRTHT T TAERTHT HITHR! FAGATAT TAT TqA FATE T JaTHT
TgTiwder AT THE ATARNH TTAT F fAf=rd qgfd ar qorrell e 9 FEdnT OO 79T ITeT
i |

gHTERT qEmaent e fedfirnt afaremr

FITHT HTH FRATEA] A AT qrer Afqam 2r | qardr ar fsfrer @ 99
frafarept fedTermTeT G aTeAsTel SHawaT TEN B | T AN AT g farardes B
TUHT Hiofar U, i, o, fafirer, wrfafy 7 qwafag oftases a@aer afamar @ afe
T Ukl [AERTERTHT B aTersry SaRar w9udr afq o widfafueearg et w0 Aty
Sfeafaa Wi, HaaaT § qURT HFRATT STAFRT TATSH GIATRT &, | PITAT AT TR
qiRaTa AU ACHT AfRd T kA faanT, omEr ar wfaeders afkaranear dife fHated
WTE T AT GHA (TATSUHl B |

QUi ATHITSTF GRETT FAT &7 | FaTedl fairr aoiear Jep qar fa<irr a=amet a o deara
Feober TRTEHT FeadwT A faATT GRAEEHAT F1T Thebl HIIGUE qdT [AETHEs Il U
TATHT TlehT T THATTRNT TRATATHRATR FGLT MRURT g5, | a¥ a9 e wee
THUHT BT AT ATHIISE T FTATHT AT (B AMBIGUHT HIIGUS qAT (a9 Tl qi
arFT Aifq, fraw qur ameiie e gl AEatad yaddesde @Ay ARt 9E
ToATHATEEH! fEdHT FTI THIT AHT FFLATHT TG TAR TR AR TRUHT FHART oo
T FEATT A [ARTTHT, 09 T Grad T AGeT TRATAAT (AT AT THE Tl A0
TET AT FARICT BT ATATSIR FREA F&IT o a9 90T &l |
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Togg HIYA fdaqaT
a1 SrfasHRofT eqor

HAT Weh wISST ¢

fa.@ 2032 Jem@ © Tq A T fae fom ww wwer qfq R R o d few w9 Sfrawer T
e fef forr | oot TaATRTaTaTE HH=RT T=ord FIehT STET Al TEAT FIh q% AT <E
@ THE AR TERATIAT g9 {0 | SfraeH Jfedl e S g1 faT | AR s
TSHATE ATTHT GaT FHATRIR TTHT HT AT 947 AT 907 | Ui @efied Te9e Jua
f T STepifeR AT ZET e a9 f7 {6 Hel SThRel 9Tt feamT ahaargdesd I T+
AT AT THERAT ?

=g fa AR ATHTRT BTqaTe WA [0 | 99 BB qATT T AT A [ T BTHT qRERT
BT | TSN I e STTAT STH- TS {65 AT hefepl AT goold dig g [h(aHe BT
RIS U 93T |

TS el T IEiedhl &, AT ool TqHTT Foadehd] Ja1 qar qTHITS TRaT faanT Tear
q FoTTFATHRT Tk ST JaT TATE g A [qUH | TehTeAld FALATHAT PIThl “THT JT
e @’ SnTESeAr ¥ “Rrerer qur " e mar” feeiasTRHT W@t T | demre
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Sustainability of
Social Security Matters!

. Prof. Kamal Raj Dhungel, Ph.D. *
Introduction

Popularity of social security began only after 1935 when the original title of the Roosevelt
Administration’s “Economic Security Act” was changed into “Social Security Act” [1]. In
this respect, economic security might interchangeably be termed as social security. The
International Social Security Association (ISSA) defines social security as any program
of social protection established by legislation or any other mandatory arrangement that
provides an individual with a degree of income security when faced with income
contingencies of old age, survivorship, incapacity, disability, and unemployment and
rearing children [2]. Social security is a primarily social insurance program providing
social protection or protection against socially recognized conditions. Social security
may also entail smoothing consumption and help in reducing risks or spreading income
over one’s lifespan. Often there is a redistribution of income among groups with differing
needs [3]. International Labor Organization (ILO) identifies nine types of vulnerable
factors to be covered by social security - sickness, maternity, employment injury,
unemployment, invalidity, old age, death, provision for medical care, and provision for
families with children [4].

Why social security?

Every person’s life cycle in a society has various stages. He/she from his/her childhood
grows, becomes young and gets active life in the normal condition and eventually turns
into old. Some may get chronic diseases irrespective of their age. Disability originates at
birth and/or by the occurrence of other visible and invisible events. Some become
orphans. These categories make up of a group of disabled persons (DPs) or vulnerable
people who comprise a significant number in a community or in a given society. DPs face
difficulties in continuing the established course of lives because of their inability to be
independent in terms of economic and social point of view in a society. They are often
unable to work and earn. However, they need to continue their lives at the passive stage
of their life cycle. Consequently, they require economic security. This situation obviously
calls for an action to develop a support mechanism. The programs of social protection
from the government or any other government undertakings or non-governmental entities
designed to support the vulnerable people at their passive stages can be termed as
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social security. It is also a process to tax people in their active life to be returned when
they become distressed and dependent or passive. All peoples throughout all of human
history have faced the uncertainties brought on by unemployment, iliness, disability,
death and old age. In the realm of economics, these inevitable facets of life are said to
be threats to one's economic security [5].

The objective of social security

Social security is as indispensable to an equitable strategy to economic growth. The
thrust of social security is to protect the vulnerable people from economic deprivation.
Economic deprivation can usually be minimized through the provision of social insurance,
income maintenance, and services rendered. Among these, income maintenance is the
common form of supporting the vulnerable people. It refers to the distribution of cash at
the time of unemployment, retirement, and disability. The basis of the type of income
maintenance includes social insurance, means-tested, non-contributory benefits,
discretionary benefits, and universal or categorical benefits.

Social security policy, acts and regulations

Section 35 (9) of the Interim Constitution of Nepal has stated that the state will follow a
policy to pay special attention to protect the interest of women, orphans, children, seniors,
the disabled, incapable and endangered race. In Nepal, social security programs are in
operation in line with various security-related acts and regulations. The major Acts and
Regulations include Labor Act 2048, Labor Regulation 2048, Civil Servant Act 2049, Civil
Servant Regulation 2050, Trade Union Act 2049, Social Welfare Act 2049 and 2063.
Besides, many other acts and regulations focused on specific targeted groups such as
the Kamaiya, disabled, children and journalists are also in place. Different working
procedures/directives, national work plans and policies have also been devised
accordingly. The social security pension program currently operating in the country is
governed by those acts and regulations.

Social security concerns of GoN

The history of social security in Nepal is very short. Pension, as a non-contributory
scheme to service holder to safeguard their old age after their retirement and provident
fund as a contributory scheme have been in practice since long. Other types of social
security schemes in an organized basis have recently been introduced in a limited scale.
The country is still lagging behind in providing social security to its citizens in an adequate
manner. The Government of Nepal (GoN) has initiated a number of measures over the
last few years for the protection of the chronically poor, children, senior citizen, workers,
people with disabilities, endangered ethnicities, conflict-affected people, single women
and widows who are rendered vulnerable. The successive Three -Year Plans have tried
to address this issue through various programs and policies. Successive governments,
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after the declaration of the state as a republic, with deep concern and commitment
towards maintaining social justice and equity, are trying to expand the effectiveness of
the safety nets and social protection coverage [6]. In the recent past, the government has
declared to provide a sum of Rs 2000 annually as the medical allowance to the senior
citizens who are over the age of 70.

The aim of Employee’s Provident Fund (EPF)

EPF is an institution commissioned under EPF Act that collects provident fund of
individuals from their corresponding employment. Its primary duty is to collect fund and
maintain individual accounts for members scattered over different institutions in both
governmental and non-governmental organizations and manage and invest in national
development endeavor as and when needed through adequate security back-up. It is
always concerned over the institutional development that can facilitate its members in
getting maximum benefit as well as convenient services. The mode of benefit can be
interest rate on the account of individual members or social security scheme. To this end,
it has to mobilize the funds that are automatically deposited in member accounts on a
monthly basis in a rational manner which can maximize return. Rational mobilization
refers to the secured and safe investment that can provide reasonable return for covering
operating cost and to provide reasonable (maximum possible social benefit) to its
members. It has to invest the liquidity in the safest ventures which can provide attractive
return in the long run to benefit its members.

EPF’s efforts on social security

In line with this, EPF has tried to introduce various social security programs to facilitate
to its clients. EPF has initiated three types of social security schemes to facilitate its
member in different situation [7]:

1. Accident indemnity

As a part of social security, this scheme was introduced in February 1995. A lump
sum amount of Rs. 100000 will be provided in case of the death or permanent
disability of its members.

2. Funeral grant

EPF has created a special reserve funds out of its earning to provide funeral grants
for its member if they s/he dies during his/her service period. Legal heir or nominal
of the deceased member will receive a sum of Rs. 25000 as funeral grant. It was
introduced in 2048 BS.

3. Medical Assistance
In the recent past or from the beginning of 2070 BS EPF has introduced medical
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assistance packages to provide its member in case of chronic conditions. The EPF
will reimburse medical expenses of its affected member when h/she admitted to
hospital on the recommendation of recognized medical institutions at which the
patient has been treated. The amount to be reimbursed depends on the nature of
diseases. But the range of medical assistance scheme does not exceed a sum of
Rs. 35000.

Prospect of social security scheme

Currently, EPF is rich in terms of its tangible and intangible property. Viewing from its
property and income it has in hand, it can bring new scheme on social security to benefit
its members by creating a special non-contributory fund. But once introduced, social
security scheme seeks continuity. Non-contributory fund will work for a certain period of
time, but cannot work to sustain the program for a long period of time. A member will get
benefit until h/she gets retirement from service. The story does not end here and is a
repetitive process. When a member gets retirement, s/he will be replaced by another. It
poses a question of how the social security scheme may be sustained. Threats are on
the path of sustainability if the question is not answer properly.

Way forward

EPF’s current setting gradually needs transformation to generate new ideas. If made
independent to mobilize fund, EPF can make profit to benefit its members. Current
settings associated with the mobilization of fund, as described below, are not sufficient
to bring new programs to invest and earn for the welfare of its member.

Expand investment

EPF has roughly 500000 members. On a monthly basis, a sizable amount of contributory
fund is being deposited to their accounts. It is the permanent source of income subject
to pay as and when demanded. As the salary of contributors increase over the years will
automatically cause the contribution to increase. In turn, it increases the volume of
liquidity in the financial stock that enables EPF to expand investment. Investment policies
have been in place since the EPF was commissioned, but the investment practices have
deviated largely because of the investment risk to invest in other sectors of Nepalese
economy.

EPF conventionally keeps its liquidity in fixed deposit in different bank of Nepal. It is an
easy means to earn with no new ideas and effort. It makes EPF non-innovative and non-
effortful to mobilize fund in national development concerns. It provides loan to its member
under different loan categories and to the government and other government undertakings
on government warranty. It also has been investing in land and buildings. Initiatives have
been taken to provide loan to the development of hydropower projects. Recently, it has
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provided a loan to Upper Tamakoshi Hydropower Project with a generating capacity of
456 MW. In the past, it also has provided loan to construct Chilime Hydropower Project
with a generating capacity of 20 MW. Initiative should be taken to construct new
hydropower projects, which seems a promising sector in the investment and management
of EPF. It will provide power to the rest of the sectors of Nepalese economy to function
smoothly and in turn it will enable Nepal to become prosperous and optimistic. Limited
area/scope of investment decreases its work efficiency. If EPF wants to expand in other
sectors than construction, it has to undertake studies to investigate the risks associated
with the investment in the private sector. It can expand its investment in the private
sector in those projects with lower risks of investment.

Increase source of income

As mentioned above, the conventional source of income is the return from the fixed
deposit maintained in various commercial banks and dividend from the investment in
capital markets. But the income from fixed deposit can fall due to the falling rate of
interest. The interest rate to fixed deposit fluctuates (may rise in one period and fall in
another twice or three times within a year). Generally, monetary policy associated with
the business cycle causes the interest rates to fluctuate. EPF owns commercial buildings.
Some of these buildings are already commercialized to generate permanent source of
income. Some are in the due process to be commercialized. In addition to this, the EPF
generates income through the interest paid by its members against loans. It also has
income from government warranted investment [8]. The income the EPF earns from all
these sources, currently at the rate of 8% annual interest is being provided to its members.
Another part of its income is being spent to cover the operating cost and social security
expenses EPF has promised to support.

Utilize land Endowment

Some land endowments in different urban center of Nepal are being used. But most
remain idle. Effective policies are needed to utilize idle resources. The land located at the
heart of Kathmandu Municipality along other municipalities of Nepal basically remain
unutilized. Similar is the situation of land in other places outside the valley [9]. The
utilization of this resource will benefit EPF in the long run. Investment to make small
business entities in the land at the business center would start to back its investment
within a very short period of time.

Introduce participatory scheme to make a program sustainable

One possible option for sustainability is to create a fund out of the profit EPF is supposed
to earn which can be made contributory. An individual member can contribute to the fund
out of the benefit s/he is supposed to obtain. As described in the above paragraph, EPF
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provides a certain amount in an annual basis to its member as the return for the use of
their amount deposited in their personal account in monthly basis. A small part of this can
be deducted from their account and deposited in the proposed fund created to support
particular program to make it participatory, functional and in turn sustainable. This is a
simple and easy process. EPF has to contribute 60% of the amount to be kept in the fund
while 40% of the fund will come from the individual member to sustain social security
program in the long run.

Conclusion

Many things remain largely unaddressed not only from the side of EPF but also from the
part of the government. However, EPF is trying to place efforts to introduce new programs
that aim to provide benefit to its member to the greatest extent. Bringing new programs
into operation is a simple task that may take EPF into the new height of popularity. The
social security programs it wants to introduce have to be made participatory. Participatory
or contributory programs for a particular event will benefit members in times of distress.
EPF has challenges to make it successful and sustainable. It has to provide social
security to its members — at least those who are employed. It should introduce one time
maternity benefit to its members. However, the program should be made participatory for
its sustainability.
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Performance-based Incentive
System: A Mechanism
for Improvein EP F

Pratap Kumar Pathak *

Paradigm Shift in Public Service Management

The traditional core values of public service are firmly criticized by the advocates of a
performing and delivering public management. The key logics behind such criticism
include the public service institutions heavily influenced by process and rule-driven
tendency, process rationality, impersonal accountability and resistance to change and
transformation. Likewise, it is assessed as the mechanism with rigidity, centralization,
hierarchy and formality without deliberate concern for performance and results. There is
lack of integration between the organizational interest and the market interest in the
production and delivery of goods and services in a traditional public administration
system. The emerging trend of public administration and management has pushed the
public service from Weberian ‘Bureaucracy with Administrative Legitimacy’ to an ‘Efficient,
result-based and market-responsive’ public management system. Such transformation
is the consequence of different factors including globalization and economic liberalization,
need for professionally competent public management for achieving competitive ability,
increased accountability for performance and need for competence in customer and
market responsiveness.

Initiated originally from Scientific Management principle forwarded by Frederick W.
Taylor in the nineteenth century with association of industrial performance efficiency with
individual incentives for positive reinforcement to workers, the New Public Management
has established the norms and values of performance-based compensation system
since 1980s. New Public Management for the first time reinforced performance
management system in the public service through incentivization of performance and
established performance based accountability system for improving public sector
performance. Managerialism in public sector management has continued the efforts to
advocate for a performance-based incentive system as the integral advent to transform
public administration into more performance oriented and the employees more
accountable to improved and quality performance. The era of 1990s has been evaluated
as the paradigm shift in terms of new public sector governance with transformation in
terms of performance-driven public service influenced by concerns of competitive
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performance and delivery in response to changing dimensions of citizenship and market
dynamism.

A public service agency with performance and delivery is a mission driven agency with
reinforced public service values. As a reengineered institution of performance, it is built
on transformative leadership, effective delivery with accountability and citizen control as
well as evidence-based reforms. A delivering public service needs public service
motivation, standards of service, citizen as customers care, value for money and
satisfaction of citizens as customers. A result-oriented public service agency is a
performance-driven system having accountability for results, with focus on outputs and
results rather than process and inputs, enhanced capacity for achieving competitive and
innovative results as well as sense of collaboration forging strategic partnerships for
achieving and building sustainable results to satisfy the changing market. In this respect,
critical considerations include responding questions like How to define and strategize
results?, How to support performance regimes?, How to verify the achievement of
results? And, how to improve results for competitive performance?

Performance-based Incentive System: A Tool for Improving Performance

Performance in the public sector is interpreted as the capability of the public sector
agencies to acquire resources economically and use those resources efficiently (input-
output) and effectively (output-outcome) in achieving the goals of public satisfaction and
governance effectiveness. It is the systematic ability that translates actions into outputs
and results by logically and rationally linking inputs and process with the outputs. It is the
accomplishment of a given task measured against preset known standards of accuracy,
completeness, cost, speed and satisfaction. It generally asks the simple question “Did
you get the job done?”And it tries to get logical answer of this question.

The impetus to a focus on performance by public service comprises of social and
economic dimensions. Achieving socio-political satisfaction by generating economic
outputs through a professionally competent, performing and delivering civil service has
become the center of attraction apart from policy enforcement and rule-driven tendency.
As the key determinant of productivity, performance is the combined effect of ability to
perform which is the product of knowledge, skill, resources and aptitude; and willingness
to perform as the product of desire, commitment and empowerment supported by
instrumentality factors to realize performance. Performance-orientation provides the
opportunity to improve efficiency and productivity in public affairs management.

An incentive is an instrument that drives to motivation and encouragement for the workers
to involve and engage in productive discourses. It is the compensation and reward for
better and improved as well as competitive performance. Incentives, as stimulus, are
associated with values and recognition for work performance that challenge the workers
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to perform and achieve the meaning. Incentives help people at work to make rational
decisions based on achievement, accomplishment and satisfaction. The key objectives
of an incentive system comprise of attracting the competent and performing employees;
motivating employees for superior performance; boosting the morale of performing
employees; retaining and developing the high performance; and creating a competitive
advantage for the organization through integrating performance and incentives.

Incentives can be classified into different modes and forms. A remunerative or financial
incentive is offering financial gains as reward to the expected performance. The moral
incentive is realized in terms of supporting for self-esteem, recognition, participation and
admiration of the performed task and achievement. The inductive or coercive incentive
is the perception by the employee to perform as expected by the management in response
to authority, coercion or command. A natural incentive becomes active by natural instinct
of work, intrinsic motivation, self-management or volunteerism. The economics of
incentives is more concerned with the remunerative incentives rather than moral or
coercive incentives not because the moral and coercive or natural incentives are less
important, but rather because remunerative incentives are the main form of incentives
employed because of addressing the core need of human rationality associated with
human performance.

Incentives as the tool and instrument for improved performance has been elaborated
and put into the conceptual framework by the theories of employee motivation with the
view that incentives liberate the will to work with sense of desire and commitment, and
drive for goal-oriented performance and accomplishment. Performance based incentives
are worth to be evaluated from the perspective of intrinsic and intrinsic motivation, rational
motivation, expectancy motivation and achievement motivation. The logic of work
motivation is that incentive leads to effort for achievement with impact on improved
performance and satisfaction and giving effect to dynamic equilibrium and cycle for
reinforced motivation for performance. Job-based, work engagement, cognitive process
and behavioural theories of motivation focus on linkage between incentives and
performance. Principles of equity, expectancy motivation, social cognition, reinforcement
and goal setting do advocate for performance based incentive system.

Initiated first in the private sector, incentives for performance is an empirical, scientific
and evidence-based method of employee motivation meant to improve performance by
offering incentives such as salary increases, allowances and non-monetary benefits on
the basis of performance which in the following days translated into public sector
management with the rationale that this system has been instrumental in improving
productivity and reducing costs in the public sector. As a strategy that links payment to
results achieved, performance based incentives is a potentially powerful catalyst to
strengthen service delivery. The basic idea behind the system is that financial rewards
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are a key motivator in delivery of performance. Another supporting idea is that tying
financial incentives to measurable work output will therefore increase employee
productivity because employees behave in ways that maximize their earnings.

The key impacts of performance-based incentives include development of a performance
culture in the organization. A competitive performance with achievement motive and
professional competence can be achieved through this system. Productivity enhancement
through innovation and creativity, and efficient and effective delivery of services through
improved performance is possible by effectively implementing incentives for performance.
It enhances accountability to performance and results and contributes to institutionalize
result-based management in the public sector.

The guiding principles of a competent performance-based incentive system are multi-
fold. The system should be guided by strategic orientation with long-term perspective of
performance improvement and competitiveness. The system should focus strictly on
results and impacts with objective measurement of performance based on equity and
fairness. As a transparent and accountable system, legitimacy should be ensured by
external scrutiny, participation and research-based improvements. Competitive
benchmarking of performance standards, dynamic linkage between performance and
incentives, objectively verifiable and measurable indicators of performance with capacity
to manage restraints and risks will form a strengthened system.

Performance-based incentive system is backed by several principles and approaches.
The Principles of Motivation focuses on reinforced performance through the rational
application of incentives to back outputs and outcomes. The Principle of Delivery says
that as the instrument of performance, delivery of outputs and outcomes is determined
by the incentives associated with the performance. According to Principle of Productivity
related to performance-based incentive system, the productive capacity of employees is
the function of incentives and benefits associated with the intensity of production of
goods and services. The Principle of Competitive performance clearly propagates the
use of rational incentives to support competitive outputs and delivery and make strong
position in the market.

Likewise different ‘Models of Performance Based Incentive System’ link the theoretical
framework with the application in the real life situations. The Productivity-based Incentive
Model focuses on outputs as the benchmark to provide incentives for performance. A
Result-based Incentive Model becomes critical with the outcomes of performance as the
basis for implementing this system. The Knowledge and Skill-based Incentives Model
uses the intellectual inputs and professional competence of performing employee as key
to measuring performance for validating incentives. The quality and quantity of delivered
services is another foundation for determining incentives for performance as Delivery-
based Incentives Model. The Market-based Incentives Model makes the ground for the
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capacity to achieve satisfaction of customers and market as benchmark for implementing
the system. Both the Individual and Team-based Incentives Models can be used to
materialize this system.

Performance-based Management System: Realizing Performance Based Incentive
System

Performance-based management is a systematic approach to link goals, people and
performance. It is a deliberate effort of performance improvement through an ongoing
process of establishing strategic performance objectives; measuring performance
objectively; operationalizing performance management information system; and using
such information to drive performance improvement.

A complete performance management system is the deliberate capacity to integrate
several sequential actions which include performance planning, standardization,
assignment, information management, appraisal, monitoring, evaluation, and feedback
followed by evidence-based improvements for making the system dynamic and
responsive. It provides a structured approach to focusing on strategic performance
objectives, an excellent framework for accountability and a mechanism for accurately
reporting performance to top management and stakeholders. It also brings all stakeholders
into the planning and evaluation of performance, shares responsibility for performance
improvement, provides a mechanism for linking performance with financial and social
objectives, and represents a ‘fair way’ of delivering institutional business.

Performance management is typically used to refer to a set of procedures for defining
performance, measuring it, and linking it to incentives or sanctions provided by a superior
agency or person to a subordinate one, generally coupled with some increased degree
of management autonomy for the subordinate. It links performance to organizational
strategy and goals. It comprises of managing cultures, capacities and systems for
achieving efficiency and results out of performance. It is achieving competitiveness,
productivity and satisfaction in organizational delivery. It is the combination of planned
capacity, systems, techniques and tools for improved performance for delivery. Innovation
and creativity is associated with this system for an improved performance. It is also
known as a process by which organizations align their resources, systems and employees
to strategic objectives and priorities of the institution.

Performance-based Accountability System: Ensuring Results

Accountability for performance refers to the professional obligation of an employee or a
team of employees assuming for the execution of plan, programme or activity with the
intent of achieving results and the fulfilment of responsibility. Performance-based
accountability has many dimensions: first, it is a relationship defined by performance
standards and performance contracts; second, it is the capability to translate inputs into

RN




DA J>TT DY

results; third, it requires transparency; fourth, its goal is continuous improvement in
delivery of performance; fifth, it is measured in terms of satisfaction of customer; and
sixth, the most important is it has strategic orientation to be effective in the changed
context.

Performance-based accountability system has gained popularity in public sector reform
because it links incentives to the measured performance as a means of improving
services to the public and achieving excellence in overall performance. It is a system
that can improve how employees deliver public services backed by performance
evidence. It is shared by three mains components: goals (outcomes to be achieved),
incentives (rewards or sanctions to motivate changes in individual or organizational
behavior to improve performance) and measures (formal mechanism for monitoring the
delivery of services or the attainment of goals). This system represents a promising
option for improving the quality of performance and delivery of services.

Result-oriented Management: A Core Need for a Performing Employees Provident
Fund

A performing Employees Provident Fund is determined by its’ result-orientation and
accountability for performance results. The critical considerations for result-based
management include several dimensions of reasoning: How to define and strategize
performance results? How to support performance regimes? How to verify the
achievement of results? And, how to improve results for a competitive performance? The
attributes result-based approach is defined in terms of civil service having focus on
outputs and results rather than process and inputs. Adequate capacity and capacity
enhancement for performing and achieving competitive results are the qualifying factors.
Collaborating for results by forging strategic partnerships, innovation for driving results
and capacity to build sustainable results are quality indicators for a result-oriented
management system. Culture of results in civil service with the quality of self-reflection
and self-examination, result-based learning and experimentation for improvement are
significant to this capability.

Performance Measurement: Key to a Performance Based Incentive System

Measuring the performance is the ‘heart and soul’ of a performance based incentive
system. It is the ongoing monitoring and reporting of accomplished tasks and the
respective results in the form of process, outputs and outcomes, both qualitatively and
quantitatively. An effective measurement of performance lets the management to know:
How well we are doing?, If we are meeting our goals; If our customers are satisfied; If
our processes are in statistical control; and if and where improvements are necessary.
Generally, performance measurement is based on key performance indicators with
respect to organizational mission. Such indicators include: Effectiveness — a process
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characteristic indicating the degree to which the process output or work product conforms
to requirements (Are we doing the right things?); Efficiency — a process characteristic
indicating the degree to which the process produces the required output at minimum
resource cost (Are we doing things right?); Quality — the degree to which a product or
service meets customer/market requirements and expectations; Timeliness — whether
the task performance complies with the time requirements; Productivity — the ratio of
value added by the process (Outputs/achievement + Satisfaction) and the value sacrificed
(contribution + sacrifice); and Safety — decent, enabling and motivating work environment
for employees.

Performance Based Incentive System: A Possibility for Public Sector Reform in
Nepal

As a matter of possibility, administrative reform and governance reform initiatives in
Nepal have always given priority to improve performance management system despite
difficulties in operationalizing the system. Transforming civil service into a performing
and delivering one has been the critical concern of political interest of delivering
government and gaining political popularity through achieving citizen satisfaction. There
is instrumental support and cooperation from international development partners in
designing and applying performance based incentive system in civil service as the
instrument to derive governance effectiveness. There are positive expectations from civil
society and private sector on the issue of improving public sector performance. The
system is needful of responding to changes in the market dynamics for transforming the
entrepreneurial quality into the public sector. This can prove to be the powerful tool for a
cultural change in Employees Provident Fund for developing work culture, service
culture, culture of development and culture of betterment. Achieving legitimacy of
Employees Provident Fund at national and global level can be realized by effectively
institutionalizing and implementing performance based incentive system.

Performance-Based Incentives in Nepalese Public Sector: An Experience

Public sector reform as a populist phenomenon of political discourse in Nepal,
performance-based management has been one of the popular reform agendas from
1990 onwards in Nepalese public sector. The governance reform programme introduced
during 2001-2005 and later on extended up to 2007 had the objective of translating the
theme of new public management for improving performance of the ministries and the
line departments along with reforming management of public enterprises. The main
thrust of the application of performance-based reforms is linking incentives with the
employees’ performance in public service in course to achieving performing and delivering
administrative system in Nepal.

As the integral component of governance reform, a performing public sector has been
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the choice of international development partners. On the basis of this, it is clear that
reform initiatives are the part and parcel of the impact of country assistance strategies of
international development partners leading to donor-driven tendency in Nepalese public
sector reforms. However, because of lack of clarity in strategic focus, absence of
competent execution mechanism, lack of support from constituencies and restraints from
within the public service, performance-based public sector has become merely a lip-
servicing one. Most of the public sector reforms in Nepal are heavily influenced by
structural and protection concerns rather than developing performance cultures and
delivering capacities. Lack of a comprehensive human resource plan and strategy in the
public service has aggravated such tendency of providing instrumental and leading role
to international partner organizations and the governments. Most of the reform initiatives
focused on civil service performance reforms are limited to operational issues rather than
substantive cultural and behavioural paradigms leading to compartmental rather than a
substantive reform approach. Most of the reform proposals seem to be the adhocratic
efforts rather than research-based and evidence-based reforms in the civil service.

The governance reform sections of government’s periodic plans have adopted and
internalized the performance based reform measures as the integral component. The
Civil Service Act, 1992 has enthusiastically provisioned the concept of performance
based civil service as the transformative change. For the first time in Nepal, performance
based incentive system was introduced in revenue administration in 2008 with the intent
of reducing corrupt practices and achieving set targets of revenue collection. Likewise in
the exercises followed the system was extended to the Office of Civil Service Personnel
Records, District Treasury Offices for implementation of treasury single accounts, Office
of Prime Minister and Council of Ministers, Commission for the Investigation of Abuse of
Authority, Office of the Auditor General and Office of the Attorney General. Performance
contracts in the development projects of national pride have been in place to ensure
quality performance and reinforce achievement orientation. Performance contracts with
the Chief Executing Officers of the selected public enterprises are also introduced with
random results in course of achieving performance effectiveness of public sector
enterprises.

Absence of strategic performance management system, lack of a competent regulating
agency, lack of job engineering and position classification, inability to enforce competitive
benchmarking of performance standards, lack of a credible performance measurement
and accounting system, absence of an objective monitoring for performance appraisal
and evaluation are key issues at hand. Professional competence and performance
culture among civil servants made responsible for performance, turning bureaucratic
system into managerial one, meaningful concern from citizens and stakeholders at large,
confidence of political leadership on the performance based civil service, and sustainability
and continuity of performance based incentive system are continued to be in question.
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Course to Performance Based Incentive System: A Challenge for Public Service

Performance based incentive system in the public sector management service has
always become a challenging concept because of difficulty in ensuring legitimacy which
is determined by broader public support and political confidence. This is a reflection of
general perceptions among the common that employees of public sector are under-
performed, not delivering but over-paid. A course to performance based incentive system
in public service needs support and confidence by adequate and appropriate capacity,
culture and systems. Breaking dysfunctional culture and breaking through high
performance is really a challenge for a bureaucratic public service because ‘incentives
for performance’ system needs a managerial public sector which is almost a challenging
task of transforming into performance-driven public service.

Effective implementation of performance based incentive system in public service
requires an enabling environment with support from political leadership at large, policy
and legal harmonization, cooperation and support from stakeholders, and adequate
advocacy and sensitization through appropriate information, education and
communication. Implementing effectively needs a competent execution mechanism with
adequate and appropriate legal mechanism, performance-based resource management,
competent and motivated human resources, coordination mechanism, performance
management system and information system. For assuring quality implementation, the
system needs an effective performance monitoring system and evidence-based problem
solving and reform measures. For management of resistance and restraints from the
stakeholders, a broad-based collaboration and partnerships along with participatory
approach in implementation is needed.

Managing performance is a complex and difficult task in public service because of political
and socio-cultural realities. A common phenomenon of restraints and resistance against
the application of performance-based discrimination in disposing pay and incentives
pursued by the political leadership and the employees of public organizations at large
has challenged the system of incentives by performance in public service. Rather than
the culture of opposition, culture of fear and entitlement culture, performance-driven
public service asks for the revitalization culture and culture of appreciation in which
employees are empowered and energized, risk-taking is encouraged, judged by
accomplishments and motivated by performance-based incentives. One of the challenging
aspects in performance based incentive system in civil service is achieving culture of
results. It needs culture of self-reflection and self-examination, result-based learning,
and capacity for experimentation and change.

Lack of functionally performing structures, absence of position classification, placement
of public sector employees based on right person at the right place, presence of ascriptive
system of performance measurement and appraisal have nullified the intensity of value
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judgment in realizing performance based incentive system in the public service posing a
serious challenge. Performance related incentive system in Nepal is managed, regulated
and facilitated by diversified sources of legal regime with differentiated intents,
wavelengths, expectations and modalities of enforcement. Integrated and harmonized
legal framework supportive to reinforce performance based incentive system in public
service has been experienced as a big challenge in this regard. Apart from this
predictability in assessment and delivery of incentives, regulative capacity, reliable
accountability mechanism, management of risks associated with the system, gaining
validity through external scrutiny and continuous reform for sustainability are some of the
key concerns of a competent system for performance-based incentives.

If an adequate autonomy is financial management is a must, a limited and restricted
budgetary system is one of the biggest factors that have prevented the public sector from
successfully implementing a performance based incentive system. Public institutions
also operate in nonmarket conditions and are subject to unique rules and expectations
which make budgeting for incentives very difficult because unlike private sector
businesses, public organizations cannot arrange their incentives around the regime of
profit. Lack of performance based budgeting because of difficulty and complexities
associated with socio-political and organizational political interests have been critical in
pursuit of institutionalizing performance based incentive system.

Rational ignorance syndrome reflected in the response of citizens and professional
societies has questioned the validity and sustainability of the system for performance
based incentive mechanism in civil service. This situation reflects the weak framework
for democratic discourse in giving continuity to the system and weak participatory
mechanism. Adhocratic exercises from the government to execute performance based
system have made the professional societies and key stakeholders reluctant and
indifferent in assessing and auditing the system towards meaningfully entrusting the
legitimacy of the system.

Effectiveness of a Performance Based Incentive System in Employees Provident
Fund: An Assessment

An effective performance based incentive system in public service is assessed from
various corners. It is customer effectiveness through satisfaction of members, political
effectiveness through commitment and support from policy leadership, developmental
effectiveness through intervention for promotional programmes, achieving competence
in management through managerial effectiveness, gaining global confidence and
recognition for global effectiveness, ensuring fairness, impartiality and justice for moral
and ethical effectiveness and research-based and timely reforms through innovation
effectiveness.
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The expectations of a successful ‘incentives for performance’ system in the Fund ask for
appropriateness in strategy, structure, system and methods as well as appropriate
culture and behavior. The success of performance based incentive system requires
being the integral part and be guided by the human resource strategy of Employees
Provident Fund which integrates the best use of opportunity, optimum mobilization of
capability and achievement of optimized results. The strategic clarity with respect to
performance based incentives develops confidence among the constituencies of
performance, and particularly of employees and drives them to be an active and
contributory party of the system. Setting achievable performance goals is another aspect
of a successful performance based incentive system that links performance based
rewards with the goals of the organization as well as the individual and group goals of the
employees. Developing performance management system with standards, performance
benchmarking and a credible performance measurement system are required to appraise
performance and to realize performance reward linkages. For this performance
management information system is needed. An effective communication system leads
the system to be properly advocated and sensitized among the stakeholders of
performance. Empowerment and capacity development of employees with proper
training and proper placement at job sets appropriate condition for performance. An
effective performance monitoring is needed to assure the quality of system implementation
and timely problem solving. Assessment and evaluation of impacts of the implementation
through deliberate action research is the reliable sources for evidence-based reforms in
the system.

Designing a Performance Based Incentive System for Employees Provident Fund

While designing a performance based incentive system for reforming Employees Provide
Fund’s performance management system, various critical efforts need to be thought and
put into action. Strategic framework for management of Employees Provident Fund
performance should be developed at national, sectoral and organizational levels for
leading the planned and systematic discourse integrating incentives for performance.
For enhancing the implementability of the system, legislative framework on ‘Performance
and Results’ should be enacted to pursue performance based managementin Employees
Provident Fund. Likewise, financial sustainability should be ensured while designing the
system for performance based incentives. For this a dedicated funding mechanism and
a ‘challenge fund’ for encouraging innovation in performance should be institutionalized.

Merit based system and performance benchmarking for the selection of nature of
employees and the extent of performance based incentives should be made clear and
transparent. Minimum conditions for performance measurement and evaluation well
supported by a credible, efficient and equitable measurement of performance needs to
be developed with performance management control and quality assurance mechanism.
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It should be backed by performance management information system. Open and
competitive system for government organizations needs to be introduced for selecting on
the basis of appropriateness and excellence. Participation from all delivering sectors,
individually and in a team-basis should be encouraged in this advent. Beneficiary and
customer surveys, performance market research and social auditing methods should be
applied for measuring effectiveness and ensuring public scrutiny should be in place.
Problem solving and risk mitigation measures should be the integral part of the design to
ensure continuous implementation of the scheme.

A sustainable performance based incentive system must ensure continued support and
commitment from the policy leadership. Institutionalization of performance management
system along with a competent mechanism for financing sustainability is required to give
continued effect to the system. Effective monitoring for quality assurance, and
accountability and transparency gives the system a meaningful and result-oriented
endeavour. Building confidence and support with meaningful participation of employees
and their unions, key stakeholders and professional society generates adequate value
compounded by transformation in performance culture among the employees of the
Fund. Itis possible only if the Employees Provident Fund turnsinto a highly professionalized
institution.

Areas to be covered for applying Performance Based Incentive System in
Employees Provident Fund

For a credible, demand-driven and reality-based system of incentives for performance,
the appropriate and strategic areas of work to be included for deliberate intervention for
introducing the system are suggested as (a) Employees of front line service centers
responsible for delivering basic services to the members of the Fund; (b) Employees
responsible for performance associated with challenging tasks, competitive goals,
accountable results to contribute substantially to the Fund;(c) Specific effort needed for
production and delivery of financial services to the members; (d) Performance that needs
specific expertise, skills and knowledge for improved systems and methods; and (e)
Involvement in performing in the areas of research and technology development in which
there is the need of deliberate use of innovation and creativity.
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Accounting Principles

There are general rules and concepts that govern the field of accounting. These general
rules referred to as basic accounting principles and guidelines form the groundwork on
which more detailed, complicated, and legalistic accounting rules are based (re:
accounting coach).

Accounting & Financial Reporting Standards

Accounting standards are authoritative standards for financial reporting and are the
primary source of generally accepted accounting principles (GAAP). Accounting
standards specify how transactions and other events are to be recognized, measured,
presented and disclosed in financial statements (FSs). The objective of such standards
is to provide financial information to investors, lenders, creditors, contributors (normally
called users of the FSs) and others that is useful in making their decisions about providing
resources to the entity.

During the Period after the failure of giant multinational companies (MNCs) like Enron
and WorldCom the globe had determined to go for the use of single set of Reporting
Standards accepted universally called IFRSs.

International Financial Reporting Standards (IFRSs)

As per the International Accounting Standards Board, IFRS are a set of accounting
standards developed by the International Accounting Standards Board (IASB) that is
becoming the global standard for the preparation of public company financial statements.
Financial Reporting Standards are basically used for the preparation of General Purpose
Financial Statements (GPFSs).

International Accounting Standards Board IASB

The IASB is an independent accounting standard-setting body, based in London. It
consists of 15 members from multiple countries of various continents.

IFRSs has become the global standard for preparation of financial statements by business

9]
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enterprises. IASB has been successful in proving standards from its existence as a
globally accepted independent body for setting financial reporting standards.

The need of international harmonization of financial reporting standards have largely
paved due to the development of international capital markets with free access to global
exchange spots. The use of IFRSs was started from 2005 onwards and of-late over 100
countries, including three quarters of G20 countries. It is expected that the number of
countries requiring or permitting IFRSs could go up to 130 within couple of years including
developing countries.

Each country desiring to encirclement the open market economy cannot afford to remain
aloof of the globalization process. The country needs to keep pace with the development
taking place around the world. Accounting and financial reporting being the backbone of
good governance and transparent economic system, there is no other choice to ultimate
adoption of IFRSs.

Advantages on USE of IFRS

By adopting IFRS, a business can present its financial statements on the same basis as
its foreign competitors, making comparisons easier. Furthermore, companies with
subsidiaries in countries that require or permit IFRS may be able to use one global
accounting language company-wide. Companies also may need to convert to IFRS if
they are a subsidiary of a foreign company that must use IFRS, or if they have a foreign
investor that must use IFRS. Companies may also benefit by using IFRS if they wish to
raise capital abroad.

Legal Framework and Development in Nepal

In Nepal, accounting standards for all entities outside the public sector, means for
corporate entities, are issued/pronounced by the Institute of Chartered Accountants of
Nepal (ICAN) with the technical support from Accounting Standards Board (ASB).
Previously, Nepal had adopted International Accounting Standards (IASs) with the name
of Nepal Accounting Standards (NASs) from 2003 in various steps and still was yet to
reach at full set of IASs.

The Companies Act 2006, Bank and Financial Institution Act 2006, and other legislations
primarily require all the companies to prepare to prepare their annual financial statements
in accordance with the Accounting Standards as prescribed by ICAN. For Public Sector
Institutions/State Owned Enterprises (SOEs) the authority to prescribed the format for
the accounting and financial reporting is vested to the Auditor General (AG). Based on
this legal scope, AG has instructed to all PSEs including all public financial institutions to
prepare their financial statements based on the Accounting Standards issued by ICAN.

O
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This legislative requirement applies to all public financial institutions and certain other
types of reporting entities using accrual based accounting system.

Nepal’s Road Map for IFRS Implementation

Nepal, as a member of WTO, has agreed to implement the WTO regulation in trade,
financial and professional services from 2011. Entry to WTO imposed many challenges
to Nepal's trade and economy that requires competing with world’s economic power
houses. This is a big challenge for a country like Nepal which can be converted into
opportunities only with a well plan and preparedness to implement the plan. It has been
acknowledged that private sector investment, more significantly the foreign investment,
is the prime mover of Nepalese industrial and economic development. The open market
system adopted by Nepal about 3 decades before has been able to attract foreign
investments and mobilize the resources from local investors in an organized manner.
However, substantially larger volume of investments is needed for the corporate and
overall economic development of the country. Financial reporting system that is
understood universally enhances the comfort and confidence of the investors as it helps
in ensuring transparency, governance system and accountability. The international
financial reporting standards serve this purpose.

Nepal’s roles, obligations and responsibilities also is a part of global practices. Nepal is
a member of International Federation of Accountants (IFAC) a United Nations apex body.
Being the member of WTO and IFAC it has full visible commitment to go for the use and
practices of global standards. It is therefore, Nepal (ICAN) has made its own road map
to converge the NASs with IFRSs, from financial year 2013-14 onwards on phase-wise
basis. As per Nepal's roadmap for IFRS application, convergence will begin on phase-
wise-basis starting from financial year 2014-15 with Multinational Manufacturing
Companies and State-Owned Enterprises (SOESs) listed in Security Exchange. For this
Nepal has named the Reporting Standards as Nepal Financial Reporting Standards
(NFRSs) that are fully complied with IFRSs.

Time plan for NFRSs implementation is as follows:

Type Entities Requiring Implementation of NFRS NFRS Complied FS

1. Listed Multinational Manufacturing Companies

A |2 Listed State Owned Enterprises (SOEs) with minimum paid up FY2014/15
capital of Rs. 5 billions (except banks and financial institutions
under BAFI Act, 2006)

1. Commercial Banks, including state owned commercial banks;

2. All other Listed State Owned Enterprises (SOEs)

FY2015/16

9
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All other Financial Institutions not covered under A & B above
All other SOEs

Insurance Companies

All other Listed Companies

All other Corporate Bodies/Entities not defined as SMEs or
entities having borrowing with minimum of Rs. 500 million.

FY2016/17

vk wN e

D SMEs (SMEs as defined and classified by ASB) FY2016/17

Earlier implementation is highly encouraged and both management and auditors can go
for earlier adoption of IFRSs and providing of Audit report based on IFRSs complied
Financial Statements respectively.

With the above captioned table, it is learned that Nepal will have two sets of Financial
Reporting Standards from FY2016/17 onwards; the first is the full set of Financial
Reporting Standards (from A to C) called NFRSs and other is a condensed form of
Financial Reporting Standards (D) called NFRS for SMEs.

NFRSs is fully applicable to those organisations having public interest with the GoN
ownership or directly of public from the securities exchange markets. It means organisation
having listed in Nepal Security Exchange Market (NEPSE) or Government of Nepal
(GoN) owned Enterprises (SOEs) or Private organisation using loan facilities with
minimum 500 Million rupees from GoN or PSEs or from Listed/public Financial Institutions
where the public interest is assessed.

Nepal’'s commitment towards is being informed to the Government of Nepal (GoN), Office
of the Auditor General (OAG) and regulating agencies vis-a-vis their support for the
implementation is being requested by ICAN. Coordination among regulating agencies
and other authorities of GoN is required for effective implementation of NFRSs. Major
donor agencies, international and supranational bodies are closely overseeing the
adopting process.

Further, it is learnt that Nepal Rastra Bank, which was previously required to prepare
IASs based Financial Reporting Under the NRB Act 2002, has also proposing to prepare
its financial statements based on NPRSs. Once the amendment is endorsed by the
parliament it will be the big recognition of NFRSs with its compliances from the Country’s
Central Bank.

Presently, GoN has taken initiation to implement NFRSs in Nepal effectively with visible
activities. The initiation from GoN side has taken place with a Senior level discussion
programme at MoF among all regulators in Financial and Corporate Sectors, Office of
the Auditor General, MoF, FCGo and SOEs including Public Financial Institutions. With

&R




DA J>TT DY

the conclusion and concept of the programme, MoF has formed a Coordination Committee
for the NFRS implementation in SOEs. Each SOE, including listed SOEs and Financial
Institution, is instructed to form a IFRS implementation task force/committee or a team to
move forward for NFRS implementation at scheduled time. This initiation is a proof of
GoN to make Nepal a successful one on NFRS implementation in Public Sector
Enterprises.

Employee Provident Fund (EPF)

EPF is an approved retirement fund of GoN, and the Provident Fund (PF) that it manages
is supposed to help the fund contributors financially on retirement or separation from
their jobs. Besides managing PF of its contributors, it also provide certain social benefits
to its contributors. Current membership / contributors to the EPF stands at 466,000 (i.e.
2.50% of total active population) members and is growing steadily (re: epfnepal.com.np).

EPF manages the PF of all Army and Police personnel, Civil servants, employees of
state owned Corporations, and teachers of Governments Schools in Nepal and any
private sector establishments with more than ten employees are also eligible to become
members. Besides PF management, EPF also provide the following social security
benefits:

i.  Accident Indemnity

ii. Funeral Grant

iii. Employees Welfare Scheme (Insurance)

iv. Participation in Profit

From the scope of the service and work it is seen that EPF service and business is
related to contributors deposit and future liabilities that is determined with the benefit on
retirement time and contributors deposits.

If we see the financial data of EPF of FY 2012/13 at historical cost we can see that EPF
is @ major Public Financial Institution in Nepal.

Particulars Rs. in Million
Provident Fund 140,710
General Reserve and Other Fund 3,478
Liabilities 592
Provisions 923
Total Sources of Funds 145,703
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Cash & Bank 3,890
Governments’ Bonds & Securities 13,704
Fixed Deposits 27,800
Shares Investment 2,174
Project Loan 15,564
Advances to PF Contributors 79,765
Fixed Assets & WIP 1,192
Other Assets 1,614
Total Use of Funds 145,703

From the above summary data, we can see that EPF have mostly future valued liabilities
that is required to be valued at present cost as per NFRS. The present cost of future
liabilities can be determined with agreed upon procedures and basis of fair valuation.
With better presentation and for reliable financial reporting, NFRS is the best option to
EPF to go for global standards.

EPF in the Presentation of Annual Financial Statement

As per the NFRSs Implementation plan in Nepal, EPF is mandatorily required to adopt
NFRSsfrom FY2016/17.However, if early preparationis made and requiredinfrastructures
with the following indicators are in place EPF can easily adopt IFRSs for the global based
Financial Reporting Standards:

a. Needs to go for the decision from the Board for the adoption of NFRSs with effective
finance year,

b. Finalise the Accounting policies based on NFRSs,

EPF shall prepare and present an opening NFRS statement of financial position at the
date of transition to IFRSs. This is the starting point for its accounting in accordance with
NFRSs. EPF shall use the same accounting policies in its opening NFRS statement of
financial position and throughout all periods presented in its first NFRS financial
statements. Those accounting policies shall comply with each NFRS effective at the end
of its first NFRS reporting period.

c. NFRS requires to EPF or an entity to do the following in the opening NFRS statement
of financial position that it prepares as a starting point for its accounting under
NFRSs:
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i. recognise all assets and liabilities whose recognition is required by NFRSSs;
ii. notrecogniseitems as assets orliabilities if NFRSs do not permit such recognition;

ii. reclassify items that it recognised in accordance with previous NASs or GAAP
as one type of asset, liability or component of equity, but are a different type of
asset, liability or component of equity in accordance with NFRSs; and

iv. apply IFRSs in measuring all recognised assets and liabilities.

Conclusion

With the global demand in the development of Financial reporting Standards, Nepal also
has decided to be harmonised with the single global accounting languages, IFRS with
the domiciled name NFRSs. All the regulators, GoN agencies, Oversight bodies,
Development partners in Nepal are working together to make Nepal a successful one in
the adoption process. It is therefore, EFP moving forward on NFRSs adoption on
scheduled time shall also be remained in the nationwide development with due supports
and inputs from various stakeholders in the process.
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Theories of international trade
and Nepal's trade position a
critical asssesment

Basudev Sharma *

General background

International trade is the purchase, sale or exchange of goods and services across
national borders. International trade produces many benefits to countries both exporting
and importing products. For countries importing products, the benefit is that they get
goods or services they cannot produce enough of on their own. Likewise, for the exporter,
one of the benefits is through the trade they can also get either the goods or services
they need or the money in which to purchase these goods from another country or
source. International trade also helps the economies of the countries by providing more
jobs for people in order to process these various commodities. The economy of countries
affects the world output of international trade. If a country's economy is slow so does the
volume of international trade while a higher output produces more trade. If a currency is
weak in one country as compared to the other countries of the world then the imports are
going to be more expensive than domestic products. In relation to trade walking hand in
hand with world output, trade has consistently grown faster than output.

Theories of international trade

People have engaged in trade for thousands of years. Ancient history provides us with
rich examples such as the Silk Road the land and water trade routes that covered more
than four thousand miles and connected the Mediterranean with Asia. International trade
encompasses many aspects in relation to various countries. There are many theories
regarding international trade. Some of these include mercantilism, absolute advantage,
comparative advantage, factor proportions theory, international product life cycle, new
trade theory and national competitive advantage.

Mercantilism is a theory that states that nations should accumulate financial wealth
through exports and discouraging imports. This was accomplished through trade
surpluses, government intervention and colonization. These three things worked together.
Trade surplus was maintained

through the colonization of under developed territories for their raw materials. The country
would colonize these under developed countries, ship the raw materials needed for
export back to the home country and export the finished product around the world. The
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government intervention occurred when they banned certain imports or imposed a tariff
on these imports. At the same time, the government would subsidize their own industries
to expand exports.

The absolute advantage theory was the ability of a nation to produce a product more
efficiently than any other nation using the same amount or fewer resources. The difference
in this theory is that trade should not be banned or restricted by tariffs but allowed to flow
freely according to the demand of the market. This theory also states that the objective
be that the people of the country have a higher living standard by being able to obtain
goods more cheaply and in greater abundance. The theory measures a nation's wealth
on the living standards of the people and not on the money the country has in its reserve.

In the comparative advantage theory the country in question may not be able to produce
the good more efficiently than any other country but can produce the good more efficiently
than any other good within its own country. This type of trade is accomplished if, say, one
country has the absolute advantage in two different types of exports but it costs more
monetarily or in labor than another country. This second country then has the comparative
advantage. It is able to produce and export this second good to the first country cheaper
and more efficiently.

The factor proportions theory states that countries import goods where resources to
make them are in short supply and export goods where the resources are abundant. The
other theories concentrated on the productivity of a specialized good while this theory
focuses on the abundance and cheapness of the goods. Using this theory, a country will
specialize in labor products if the cost of labor is lower than capital and land and specialize
in capital and land if the cost is lower than labor. If a country has a large amount of land
and specializes in exporting agriculture products then they will more than likely import
the capital products needed to help in the labor of these exports.

The latest theory is the national competitive advantage that states a nation's
competitiveness in a certain industry depends on the ability of that nation to innovate and
upgrade that industry. This theory takes into account the resources of the country and,
in addition, the skills of the country and technological abilities. The national competitive
advantage concentrates on improvements in technology and worker processes and
worker training and development.

Modern or firm based theories

In contrast to classical, country-based trade theories, the category of modern, firm-based
theories emerged after World war Il and was developed in large part by business school
professors, not economists. The firm-based theories evolved with the growth of the
multinational company. The country based theories couldn’t adequately address the
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expansion of either multinationals companies or intraindustry trade, trade between two
countries of goods produced in the same industry., which refers to trade between two
countries of goods produced in the same industry. For example, Japan exports Toyota
vehicles to Germany and imports Mercedes-Benz automobiles from Germany. Unlike
the country-based theories, firm-based theories incorporate other product and service
factors, including brand and customer loyalty, technology, and quality, into the
understanding of trade flows.

Country similiraty theory

Swedish economist Steffan Linder developed the country similarity theoryA modern,
firm-based international trade theory that explains intraindustry trade by stating that
countries with the most similarities in factors such as incomes, consumer habits, market
preferences, stage of technology, communications, degree of industrialization, and
others will be more likely to engage in trade between countries and intraindustry trade
will be common. in 1961, as he tried to explain the concept of intraindustry trade. Linder's
theory proposed that consumers in countries that are in the same or similar stage of
development would have similar preferences. In this firm-based theory, Linder suggested
that companies first produce for domestic consumption. When they explore exporting,
the companies often find that markets that look similar to their domestic one, in terms of
customer preferences, offer the most potential for success. Linder’s country similarity
theory then states that most trade in manufactured goods will be between countries with
similar per capita incomes, and intraindustry trade will be common. This theory is often
most useful in understanding trade in goods where brand names and product reputations
are important factors in the buyers’ decision-making and purchasing processes.

Global strategic rivalry theory

Global strategic rivalry theory emerged in the 1980s and was based on the work of
economists Paul Krugman and Kelvin Lancaster. Their theory focused on multinationals
and their efforts to gain a competitive advantage against other global firms in their
industry. Firms will encounter global competition in their industries and in order to prosper,
they must develop competitive advantages. The critical ways that firms can obtain a
sustainable competitive advantage are called the barriers to entry for that industry. The
barriers to entryThe obstacles a new firm may face when trying to enter into an industry
or new market. refer to the obstacles a new firm may face when trying to enter into an
industry or new market. The barriers to entry that corporations may seek to optimize
include:

QO research and development,
O the ownership of intellectual property rights,
O economies of scale,
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QO unique business processes or methods as well as extensive experience in the
industry, and

QO the control of resources or favorable access to raw materials.

Porter’s national competitive advantage theory

In the continuing evolution of international trade theories, Michael Porter of Harvard
Business School developed a new model to explain national competitive advantage in
1990. Porter’s theoryA modern, firm-based international trade theory that states that a
nation’s or firm’s competitiveness in an industry depends on the capacity of the industry
and firm to innovate and upgrade. In addition to the roles of government and chance, this
theory identifies four key determinants of national competitiveneness:

(1) local market resources and capabilities,

(2) local market demand conditions,

(3) local suppliers and complementary industries, and
(4) local firm characteristics.

In addition to the four determinants of the diamond, Porter also noted that government
and chance play a part in the national competitiveness of industries. Governments can,
by their actions and policies, increase the competitiveness of firms and occasionally
entire industries. Porter’s theory, along with the other modern, firm-based theories, offers
an interesting interpretation of international trade trends. Nevertheless, they remain
relatively new and minimally tested theories.

Based just on these theories, we can see how many different factors are included in
international trade. These theories have developed throughout the years and will continue
to develop as time goes on. International trade continually fluctuates due to all the
different factors involved in the production of goods and services exported and imported
throughout the world.

If the other countries in the world were to stop trading with one another, one of the major
things this country would be deficient in would be in the electronic industry. A lot of our
electronic products come from overseas, specifically Japan. The advancements that
Japan has made in the electronic industry far exceeds what we produce locally in the
United States. On the reverse side, Japan currently imports a lot of its iron ores and other
agricultural products from Australia, the United States and Europe. By this example,
Japan would have to concentrate some of its electronic expertise into the production of
agricultural products thus reducing the advancements in electronics it currently holds.

Which trade theory is dominant today?
The theories covered in this paper are country based theory and firm based theory.
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These theory helped researchers, acedimics, economists, governments, and business
firms to understand international trade and how to promote, regulate, and manage it.
These theories are occasionally contradicted by real-world events. Countries don’t have
absolute advantages in many areas of production or services and, in fact, the factors of
production aren’t neatly distributed between countries. Some countries have a
disproportionate benefit of some factors. The United States has ample arable land that
can be used for a wide range of agricultural products. It also has extensive access to
capital. While it's labor pool may not be the cheapest, it is among the best educated in
the world. These advantages in the factors of production have helped the United States
become the largest and richest economy in the world. Nevertheless, the United States
also imports a vast amount of goods and services, as US consumers use their wealth
to purchase what they need and want much of which is now manufactured in other
countries that have sought to create their own comparative advantages through cheap
labor, land, or production costs.

As a result, it's not clear that any one theory is dominant around the world. This paper
has sought to highlight the basics of international trade theory to enable you to understand
the realities that face global businesses. In practice, governments and companies use a
combination of these theories to both interpret trends and develop strategy. Just as
these theories have evolved over the past five hundred years, they will continue to
change and adapt as new factors impact international trade.

Nepalese trade position

Nepal's foreign trade is largely shared with india. This is natural because india is not only
Nepal's neighbouring country but also an emerging economy. In today's era of
globalization, the task of strengthening stability of the external sector through a certain
country centeric trade is a big challenge. Keping this fact in mind, nepal needs to take
initiatives to promote export of agro and herbal based products, and handicraft having
comparative advantages. Equally important is to diversify the country-wise and product
wise trade of goods and services.

Position of nepales international trade
Annual % change

Year 2/3 | 3/4 | 45 | 5/6 | 6/7 | 7/8 | 89 | 9/10 [10/11|11/12|12/13(13/14
Export(goods) 64 )1 80| 89|26 [-14]|-02(142| -85 58 (148 | 50 [ 194
Import(goods) 158 96 | 9.7 | 163 | 120 | 140 [ 28.2 | 31.6 | 5.8 | 15.0 | 22.1 | 27.0
Export/Import Ratio | 40.2 | 39.6 | 39.3 | 34.7 | 30.5 | 26.7 | 23.8 | 16.2 [ 16.8 | 16.4 | 14.1 | 13.3
Trade deficit 23.1110.7 1102 | 25.1 | 19.2 | 20.2 | 33.3 | 446 | 58 | 15.0 [ 23.9 | 28.8

Source: Economic survey 2013/2014
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During ten year period export is increasing by 4.89% where as import is increasing by
15.8%. Trade deficite is increasing by 20.72%. This clearly indicates that nepalese
international trade position is poor. Initiation is essential to improve the situation by
following various strategy considering international trade practices, regionalization, world
trade organization practices and trade related treaty and agreement. Foreign trade deficit
of nepal is ever growing. Low production of export oriented goods and higher imports of
consumable goods due to the rise in per capita income and change in consumption
pattern of the people have been attributing factors to persistent trade deficit as such. To
reduce this, production has to be increased while promotion of goods and services that
are of comparative and competitive advantage should be emphasized.

References

O B. Ganne & Y. Lecler, ‘Asian Industrial Clusters, Global Competitiveness and New
Policy Initiatives’ (London: World Scientific Publishing Company, 2009)

O D. Howden (ed) ‘Institutions In Crisis: European Perspectives on the Recession’
(Cheltenham, Edward Elgar, 2011)

O L. Xiaodong & L. Ronglin, Li, ‘South-South cooperation: is there a foundation in
trade?’ Journal of Chinese Economic and Foreign Trade Studies 3(2): 221-234
(2010)

O D. Kleimann and J. Guinan, ‘The Doha Round: An Obituary’. Global Governance
Programme, Policy Brief Issue 1 (2011)

O R. Hill & A. Myatt, “The Economics Anti-Textbook: A Critical Thinker's Guide to
Microeconomics’ (London, Zed Books, 2010)

oy oy oy
S St

(&) AT : 9. Glaerd (fde a9 2090 /N AT & giaerd)
(@) WATRT : 0,94 I (ATTF aT J0%%,/\90 P Tood T THHHT A& HISITAHT ATETTHT)
(M) FradT giagres:

o [I9TY ATULT : FITHET GIATHT STHAT TUH! THHR! R0 FIAMTIH,

e TR JIULT : WY [ IH 3T B/ AYTCHUE @G T O TNl [garar sffasay 90
TR F qAT AR,

o ifeTeh W : BR ST (IATH] Foaraehdl a1 fstebl 2T /2wl a1 GRT/ @il 3=
RTeAT ST T W@ReTEr AT AfgRaH . Q0 A ¥ faeredr T dfaedd & 0
AEITY d% TG0, /TH ST, &l a7 &.34 19,

o  TSEUFAT XA FH Foll : TR STNMEHN IATH IATH 5.4 A€ ¥ AfIdhad ¥ 0 aTd
= ol |

R




DA J>TT DY

- N
'The Role of Social Security
Benefits to Motivate the
Nepalese Civil Servants

N Y

Dilip Paudel *
1. Background ?

During the history of Human beings, they have been facing various kinds of risks in their
life cycle caused by illness, old age, disability, death, unemployment etc. Nowadays,
Social security system has been widely established as a major policy instrument for
enabling people to have basic living standard, arranging financial support against
unforeseen risks. Everyone, as a member of society, has the right to social security.
Studies have shown that social security makes the workers accept the organizational
goals. It develops positive attitude among the workers towards structural and technical
changes to meet more challenges. Finally Social Security Benefits (SSB) plays a vital
role to motivate the people and workers or civil servants as well. This study is focused on
the role of social security to motivate the Nepalese Civil Servants.

The performance that employers look for in individuals rests on ability, motivation, and
the support individuals receive; however, motivation is often the missing variable.
Motivation is the desire within a person causing that person to act. People usually act for
one reason: to reach a goal. Thus, motivation is a goal directed drive, and it seldom
occurs in a void. The words need, want, desire, and drive are all similar to motive, from
which the word motivation is derived. Understanding motivation is important because
performance, reaction to compensation, and other HR concerns are related to motivation.
Motivational theories can be classified into two categories, namely content theories and
process theories. Content theories of motivation are specifically related to job satisfaction
and assume a direct relationship between job satisfaction and improved performance,
while the process theories contemplate in more detail the relationship between motivation,
satisfac-tion and performance.

Employee’s outstanding performance and commitment to work and dedication to an
organization can be done with a motivation factor. Good morale in any organization
allows for more productive and happy employees. Civil servants are motivated to their
job if they feel secured, maintaining expenses, increasing living standard and quality of
life, in terms of the satisfaction level of social security benefits. Thus, the social security
benefits played a vital role to motivate the civil servants in their job, ultimately it is directly
related with the efficiency on work and increase in overall productivity.

%3
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2. Statement of the Problem

The level of benefits is not sufficient to provide adequate protection to the employees
and their dependents while reviewing and considering the related rules and regulations.
Its practices and coverage of Social Security in terms of contingencies is also inadequate.
The basic principle of social security is the pooling of risks in a fund which can be applied
to all nine of the social security contingencies. These are (1) Sickness benefit;(2)
Maternity benefit;(3) Employment injury benefit; (4) Unemployment benefit; (5) Invalidity
benefit; (6) Old age benefit; (7) Survivor benefit; (8) Medical care; (9) Family benefits.

Nepal is a member state of International Labor Organization (ILO) since 30th August
1966 AD. The Social Security (Minimum Standards) Convention, 1952 (No. 102), is the
flagship of ILO social security Conventions. 48 countries have ratified the ILO Convention
102 by December 2010 AD. Nepal has not ratified this convention till date. Convention
suggest, at least 3 benefits should be provided for the concept of social security. Policy,
laws and mechanism in the field of social security in Nepal are weak and poor. There is
lacking political will in the field of Social Security. Social Security covers less than 5
percent of total workforce in Nepalese context.

This study is focused on the social security benefits for the civil servants in Nepal. Social
security benefits or schemes play role in enhancing the work efficiency and performance
of civil employees. This shows that if they are motivated to their job then there will be
increased in the work efficiency and performance. Understanding the various aspects of
social security system through the reviews of literature, attempt is made to examine
existing system, of social security for civil servants in Nepal and its development in
general and measure the level of satisfaction.

3. Research Questions

Considering the above described background, it is to explore answers to the following
research question.

O What is the relationship between social security and motivation?
O Are the Nepalese civil servants satisfied with the existing social security benefits?

4. Objectives of the Study
This research aims to address the following research objectives:

1. To find out the satisfaction level of Nepalese civil servants with the existing social
security benefits?

2. To examine the role of the component of different SSB's to motivate the Nepalese
civil service?
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5. Social Security and Nepalese Civil Service

Civil Service is the one of the foundations of the government. In order to make civil
service professional and public service delivery effective, efficient civil servants must be
motivated. Government employees include civil servants, army, police and teachers of
public schools. Social Security benefits were established by the civil service act and civil
service rule, 2013 BS.

Any employer is entitled to maintained plan, offering policy holders and their dependents
services or benefits upon illness, death, or unemployment. In this study, my concentration
is the status of social security benefits regarding its policy factor and intuitional
arrangement factors. Here the given provisions are found in civil service act, namely
Provident Fund, Pension, Gratuity, Sickness and medical treatment, Work Injury,
Maternity, Work Accidents and Survivor Benefits

6. Theoretical Discussions

A) Social Justice Theory

The concept of Social justice is based on human rights and equality (Bowring,
2002). A definition of social welfare based on Bentham is equivalent to maximizing
the expected utility of a member of a population behind a veil of ignorance and
results in incomplete insurance. Social welfare schemes motivate the people for
their productive work. The concept of social security follows the concept of social
welfare with social justice. If there is no any policy about the social security, there
is no social justice under the concept of social security.

Social welfare program is a part of social justice. Social justice is a responsibility
of government and hence, government provides the social welfare program to
the people. ILO convention 102 suggests the 9 branches of social security
program as welfare benefits as a social justice. These programs play a vital role
to motivate the people for the productivity. We can say motivation of employee is
an important part of any organization either public or private. If employees are not
motivated to their job then the productivity is decreased as well as organizations
goal will not be achieved. If they are motivated then their productivity will be
increased which will support to run the government mechanism with 3-E like as
economy, efficiency and effectively. When their productivity is increased then
they are responsible and accountable with economy, efficiency and effectively on
their duty. This will support to run the successful government with the concept of
welfare state at one side and other to the personal betterment of individuals.
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B) Motivation Theory

Mullins states that "Motivation is a process which may lead to job satisfaction".
There are many different theories that try and help explain motivation. The given
figure shows the theoretical de-velopment of motivation. The figure shows that
the content theories, process theories and contem-porary theories are related
with the motivation.

Motivation Approaches

Scientific management
1900 (wage incentives)
Human Relations Lewin and Tolman
(economic security, working conditions) (expectancy concerns)
Maslow Vroom
(Hierarchy of needs) (valence/ expectancy)
Herzberg Porter and Lawler Festinger and Homans
(Motivators and hygiene factors) (performance-satisfaction) | (cognitive dissonance/exchange)
Alderfer Lowler Adams
\ 4 (ERG needs) (E->P and P->0 expectancies) (equity/justice)
Present Content Theories Process Theories Contemporary Theories
Work Motivation

Source: Fred Luthans, Organizational Behavior, 10th Edition, Mc Graw Hill, India, 2005,

The content theories of work motivation attempt to determine what motivates people at
work. The content theorists concerned with the types of incentives or goals that people
strive to attain in order to be satisfied and perform well. Similarly Process theories and
contemporary theories are also related with the work motivation. Herzberg's Two-Factor
Theory of motivation is taken for this study.

According to Herzberg, individuals are not content with the satisfaction of lower-order
needs at work, for example, those associated with minimum salary levels or safe and
pleasant working conditions. Rather, individuals look for the gratification of higher-level
psychological needs having to do with achievement, recognition, responsibility,
advancement, and the nature of the work itself. So far, this appears to parallel Maslow's
theory of hierarchy of needs..

However, Herzberg two-factor theory suggests that to improve job attitudes and
productivity, administrators must recognize and attend to both sets of characteristics and
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not assume that an increase in satisfaction leads to decrease in unpleasurable
dissatisfaction. Herzberg classified these job factors into two categories as Hygiene
factors and motivational factors.

7. The Theoretical Framework of the Study
The theoretical framework of this study is as given below.

Conceptual Framework

Sickness benefit
. . 3 Satisfaction/Motivation level of the civil servants
Maternity benefit within the social security benefits in Nepalese civil
Provident Fund service
Pension
Independent Variables Dependent Variable

Analytical Matrix

Theory Independent Variable Dependent Variable

Sickness benefit (Amount)

Motivation Maternity benefit (Amount & Leave Day) The level of motivation of Nepalese
Theory X . ) Civil Servants from the existing Social
Provident Fund (Contribution %, Policy) Security Benefits
Pension

(Amount, Pension year for dependent)

8. Hypothesis

The objectives of this study is to examine "The level of motivation of Nepalese Civil
Servants from the existing Social Security Benefits" and explore the provisions related
with social security benefits based on the questionnaire, interview and literature review.
As the data are of qualitative in nature, there is no need to construct the hypothesis and
test those. Rigorous statistical analysis will not be undertaken to test the hypothesis.
However, the hypothetical statements for the study will be as following. The hypothesis
is that:

(a) Civil servants are fully satisfied by the provisions of social security benefits given to
them.

(b) The social security provisions given to civil servants have highly motivated to be
effective and efficient in the performance of their job.

R\



DA J>TT DY

9. Methodology

Research Method-Study objectives matrix

L Nature and .
Objectives sources of data Research Method | Techniques
1. To explore, the present status of Secondary Analysis of provision content
social security system in Nepalese dat by law and related analysis
civil service. ata documents.
2. To find out the satisfaction level
of Nepalese civil servants with the
- - . I
existing spmal security benefits? Primary data Questionnaire _Use of
3. To examine the role of the component attitude scale
of different SSB’s to motivate the
Nepalese civil service?
Particulars Description

Research Design

Descriptive based on both qualitative and quantitative approach/mixed
embedded method

Sources of Data

Secondary and Primary

Population of Study

All Civil Servants

Sample

120 questionnaire:

Total : 120 (Male =90 + Female= 30)
Job Holder: 100 (Male =78 + Female=22)
Retired : 20 (Male =12 + Female= 8)

Discussion/Interaction with high level Civil Servants, those are involve in
policy making

Analytical Tools

Analysis of collected data, methods of content analysis, percentage, tables
and charts

10. Findings

Satisfaction Level of Social Security Benefits

Satisfaction Level of Social Security Benefits
. - Total

Little Average High

No. % No. % No. %

Sickness Benefit 64 53.33 32 26.67 24 20.00 120
Maternity Benefit 40 33.33 42 35.00 36 30.00 118
Provident Fund 34 28.33 44 36.67 42 35.00 120
Pension 22 18.33 38 31.67 60 50.00 120

Source : Field Survey, 2013
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Satisfaction Level - in Terms of Motivation at Work

Satisfaction Level - in Terms of Motivation at Work
Total
Little Average High
No. % No. % No. %
Sickness Benefit 54 45.00 44 36.67 22 18.33 120
Maternity Benefit 54 45.00 40 33.33 26 21.67 120
Provident Fund 52 43.33 46 38.33 22 18.33 120
Pension 42 35.00 46 38.33 32 26.67 120

Source : Field Survey, 2013

11. Conclusions

The overall satisfaction level of social security benefits were analyzed on the basis of
three aspects- present scenario of identified areas of Social Security Benefits namely
Sickness benefits, maternity Benefits, Provident Fund and Pension on the basis of
secondary information. Information gathered from the secondary sources, and primary
sources of data of each identified variables on the basis of the views of the 120
respondents.

Sickness Benefits :

Civil Servants response on the sickness benefit is in two aspects. One is sickness leave
and other one is treatment expenses. Whenever they or their family has hospitalized for
the treatment, Hospital charge is too much expensive they cannot able to maintain
hospital and medicine bill and other expenses at that time. Generally, sickness benefits
getting after retirement. Before retirement or in job period, the process of getting the
sickness benefit is not so easy. The process is very slow long and tedious, however no
sufficient amount. The present provision of sickness benefit is different as their holding
post wise, but it is need to equal for all class is better. No health care or medical insurance
system to cover the full expenses. So need to manage health insurance with to cover the
all risks and expenses as system of western countries like America, Canada, and
Australia etc. Civil Service Hospital has established in Kathmandu only, so not easy to
come there from all over the Nepal. So it has needed to manage this type of hospital
operate in different region is highly recommended. Civil Service Hospital should be made
free to all civil service personnel's and their family like as an Army Hospital and police
Hospital in Nepal. If all expenses of sickness is beared by the government or covered by
insurance, then they have no any burden about the sickness, then they feel secure in
their life. Finally, sickness benefits is a component of Social Security benefits, which
plays a vital role to motivate the government employees in their job.
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Maternity:

Civil Servants response to the maternity benefit is in three aspects. One is leave of
maternity leave and maternity care leave. Second one is maternity care allowances and
all expenses in between the maternity period and last one is child care. Most of them
suggested for 6 months paid leave and other 6 months unpaid maternity leave for the
provision of breast feeding uses and mother is looking after her child is as a right of
infants. Maternity care leave is not sufficient and better to extent one month to care his
child and his wife as his social responsibility to care them. Maternity care allowances
should be increase to maintain the nutrition's foods for mother and children. Government
should bear the all hospital expenses/charges/bills and medicine as well as a prescription
or totally free for the hospital service and medicines also. Government should provide all
kinds of facilities for maternity care and manage the free child care center facilities in
their office area. All expenses of maternity benefits is beared by the government, then
they feel secure happy in their life. Finally, we can say maternity benefits are one of the
components of Social Se-curity benefits, which plays a vital role to motivate the
government employees in their job.

Provident Fund:

Provident fund benefit is in four aspects. First one is contribution percentage of salary,
second one is responsible authority to the contribution, third one is facilities provided by
EPF, and last fourth one is appropriate policy for the utilization of contribution. Existing
contribu-tion percentage of salary is 10% from employee is not sufficient, 10% of salary
is very little. Some respondents suggested as a voluntary contribution option is also
better as employees choice. Presently employee and employeers only responsible
authority to contribute the provident fund amount. Government, employer and employee
(B-tier) are responsible authority to contribute the provident fund amount for the employee.
Facilities provided by EPF is that, Employes provident fund has manage the some of the
facilities for the contributors, like as 90% special Loan, House loan amount up to 120
month’s basic salary; education loan amount up to Rs 9,00,000 within the country and
Rs. 12,00,000 in abord. Similarly revolving Loan can be taken maximum upper limit is
Rs. 20,0000. Other facilities like as accidental compensation up to Rs 100000 and Rs
25,000 as a funeral grants etc. They are not fully satisfied from the above facilities and
they are suggested to increase the amount of all loan and other facilities. Because of the
market price and inflation. Prov-ident fund is a retirement fund, so it should be saving for
the future and taking after retirement. Present time is also important in our life and need
money time to time. So it will be the better poli-cy to utilization of provident fund amount
as 50% within a service period and 50% for the after retirement. Retirement fund helped
to maintain their life after retirement. Provident fund can be help to feel secure and happy
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in their retired life. Finally, we can say provident fund benefits are one of the components
of Social Security benefits, which plays a role to motivate the employees.

Pension :

Pension benefit is in three aspects. First one is calculation method of pension and its
value, second one is pensions for the dependent in terms of period and value, and last
one is maintaining the daily expenses and living standard in retired life. existing calculation
method and its value is not sufficient to maintain their daily expenses. pension period
and pension amount for their dependents, is that government should taking responsibility
and provide them up to life time with 100% amount of pension of his/her spouse.
Respondent's view on the maintaining the daily expenses and living standard in retired
life is that, present pension amount is very little due to the inflation and market rate.
Livelihood becoming more expensive. After retirement pension is only a source of income
for retired employee or dependent of his/her. So it should be manage or increase as a
price level to maintaining daily life. Due to the market condition of present situations no
one can maintain their normal living standard from present pension amount. Pension
fund helped to maintain their life after retirement with feeling secure and happy in their
retired life. Finally, we can say pension fund benefits are one of the components of Social
Security benefits, which plays a role to motivate the employees.

5.4 Suggestion for Further Study

The present study has focused on social security benefits and role to motivate the
Nepalese civil servants based on the identified four factors as independent variables
namely: (a) sickness benefit (b) maternity benefit (c) provident fund and (d) pension
benefits. his study does not provide the comprehensive analysis on all aspects and
factors related with social security benefits and motivational level but it may suggest the
areas for further study in social security benefits and its role to motivation in several
aspects, some of which could be;

O Policy level issues related with social security benefits and employees motivation ;
O Its status in government agencies and private sector;

QO The role of employees to enhance the performance of organization due to the social
security benefits and its motivational level.
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Hecdqul g fa=m 2a<h T 94T | T BPJS Ketenagakerjaan &7 JH@ FRIFRT ATdRd Mr.
Elvyn G. Masassya @ &l @laeh<l q=rg faq @WW TREAT FATT, TR M9l T
Sifersr ATIET FAEARAT AT, FFTARATHT AT TAT BITH] AIEIHT &7 AT [aTIAT
HAAT T AT FHITHT ATTHT SATHAHNT (a7 AT |

BT T ZUSHNTATA aTeilel FHER] =T BITH] TINABNEEHT 3090 A 8 T HISHTSHT
ATATTST FRHHAT AT-ATHT ATHINSTF GREAT FIAFHH Gl ATHT ATIFIRT T (9T |
BINDT BRI G SGARANEY hohIGAA ARAIIAT

HATYTATERT FTHTISTE FREU F&IT SOCIAL SECURITY ORGANIZATION (SOCSO) T fH==urrHy
FHART F=oAT HUH AdEHAeTH T3l 2ol HARTATH oaART Tl T ATHISTH T
FTAFH YT TTTAT AT TR Febebl 3, |

FIUEHT FHART el R A, R09¥ 3@ 9% AfYA, R09%¥ T FATTATH! THIITE FETT
T SOCIAL SECURITY ORGANIZATION (SOCSO or PERKESO) &I 9HUT ekl foaT |
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TR Socso's Regional Return to Work Conference 2014 &1 HraHH HARTATH! FaTATAFTHT
AT "Economic Empowerment & Social Reintegration" a5 &7h YT HIWehT Jerdehade]

AT e qUr o |
FITHT Javedeh 30 #1 FHS Ue T AT qTHEY Faard AR [Auar |1 weherd 209 AR q0
T 99 T g=ETAT AU (937 |

3R IAID! DBIIDT AT DN URMAD JRIBd

TS e FeI M ATSHl [TRITHAT TIA TRFRGRT FHAN Toodd BT TTHHHAT
I TeEE AT FOYHE AT Ikt SR H T ATId JEATIAded 8 U A
BT T T ATH 3 |

QT LA e dTehl [ARITHAT H9Td AIHRGRT ATIo(deh GEATART IR
THEEEHT MI<h FAHNT THEeeH FHARI =g HITH] TTHE 2 ATATIS I TR
ROWO HTIT 9 TAHT [HUATTAR Tl &k g HUH T |

rasiies LA (e ded FLATAH FEAFRI THEEEH! H1d AFIET HATe Tl JTHF
AT ATATIRT FTH FHET Ioh W AUH “REFRIATT” A FgT TR QA T 9T
AYFHRATS (RIS Tehr Foa |

olAT [AARUTEB ! UIgdichl AT iy JIIchd

P TITA AGTH ¥ AT AGTHIA AT [T faaxor qaqd el JEl AT e b
fTaTe =T Institute of Chartered Accountant of Nepal (I-CAN) qATS I THT & |

@ HAATAEsH! [aTHE FAT Institute of Chartered Accountant of Nepal (I-CAN) o B
TRERT ATHF 9 R0%%, /090 BT @l [qaRUETH JEIATHT AT | AATS T Tl al |
TIRTOT URTIATET TRl oE@T ATIATAEEH! GT South Asian Federation of Accountants @1

FEHATHT HTIAT HIHAT STAHIRI el HIUHT THF 2 FOYHTE AT AATS A1 TS
EEATRT I HUHT foa |

DIGCIYRAAT QAT BN F>ATAST

FHART =T HITA ATHT AT ATE e TS ATTHT TG T TATAT F BT JaT
faaT ITded TR dAlchebl HEAIRHAT TAT @] FATAT FSATATHT ATTH G |

PEAHT GITATH @ FATATA TSAABATHR] ToAABT FEl THH qged, (9T AT To4T
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ATATT AGFTITIIATT BT THH TR, ATUTAR, FIAEAT AT AIAHT ATHITAER FLET
gfaem e, af=aad R, oY qIdr qiadr aEde dar Giadr 9ET TH6S, | BledRiedd
STTET HTATAAS TET qGT HIEATH! & TG Toagehdl JaT FrIET HrA 9 TR 2T |

fICd 31fse JdUcal

BT FLATTT TN AEREh! AT FTATd TUMAT] @I (System Audit) TFI T T |
= gfafr JUmelr (System Audit) 1 T@TIRIEN T4 (HI<h d@MOAEE a9 THITEUEH T
FFIATA TIPUHT 1T T T BT ATLATIAATE qHRTadeadl Giqaad Gua g |

FEATTAART AT A=A JUITAThT [T T, BIThT MIS TUITSAT AT SAFTATIA R [T,
System Risk, Opetational Risk %1 {99, T System Regulation &1 FTRT ITIH HA=Aeh
[&aur TaH Y=t e @TATHe! ITeAAT ATAART I¢9T TTTeRT ATHT Tl System Audit TRTTHT 2T |

3NRUS FADIGIATSESTH! HRUT JeAl

Afed <A1 TWH B | FAfT 043 AT A&t AT TEIAT IT FFA BOare U qearsr
T & 30 FASHEH ATl Tl HIT THH T Gl H AT Aled STHAT Y FS R A1 ¥ &Y
Y9 w91 ffd 09 AR 3 AT FIUET TERICH G | [oOFTT FET aUMg IURT T g
T T T TERTST BITHT AT AT TG FTAT TEebT (T |

DINDI sicb AT ABBS T 3G

F=AAFATR] AT THAF] FaAEbdEadrs 0F ¥ IRET s FHAN =94d Hu
AIftzar AT FHT Any Branch Banking System (ABBS) HIhd ST o @Al qoaTere T+
WTHT 3 |

(ABBS) ¥aT 9% I+ fafd 090 4& q© AT FI T AMIA AMMTeA Fehelrer T T FERIAT
AR AT AT Tehebl FISHTSIRIT HET ITETHT TEehT HITHT el @IAT 7. 402 00 YO
9¥Y 09 ATHhT HIUA F=ATFAl T oagebdl HATAAGT BRIFR T JUHT &7 |

AT FERIATIS, AT oaabdl AT UaH oadbdl @A ATTT AT STHHT TEehT HIuH]
S GIATHTRT ToadehIY TohH STFAT T T AU FaT HITATS TohH TFATHT Gaar g U
B AT oAbl HATAT AT oadbdid HIUHEH Hidar THA (Hard Copy / Soft Copy)
SEHT T IERTST I AALIT AU F |

A TG ehail ShHT ATAYTH RIS T97 MY On-Line HAIHT (G919 AT THT T
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~

o FEALT A FHT FEHIATH] ool @ | TFEE Foudbagedls Hiael Iar Te ATTeh]
AT FiaaT TATeHT [Geraidl ¥ TAEdRT g1 HITH [qeard TS B |

DIVCT 31d Website AT I>TAbATd! J[GRIT Joof

AT T =TEHT HITHT Website HThd TATET T o =T (HATST AUH 3 |

FHART TooAg HIUHT TIMHRH ATGATHT FHATA “PIIh] FATH FAFH T FRATELR
FRATEAT TH Aed I=o &I ARTHA FHIG S TAfd 090 wgfar 939Td ggar s &l
SR I AAAT T [HUF T BT | TSebel ATA(Reh STHT BITHT BTId FHATT TIT ATH
ToaaFdEedls qIrad TRISH 9 TH FA T4 (uides Featad faqnTe T9mire S
website T &T AT THATIH U THT TH T |

PINDT I3I¢ TAT DBAshdchT ST 3ref affics Janen

B AT ATMF TT 090 /0 FH ATNT Tk AT HIAFHH T Tl Gohl A AT D
THTET Tl 7 |

ATSTAT, AT AT HeATSH (q90T T Hea1 of@l Ja7 @ (NI Feh ATATSTATHT HISATS AT
TEI Gl Y AT FHIET FRAFHAAT HIUH AN THEes, NS Faddes, M@l HATA
JHEEE I Yavdd el Afdhaesh] TeHTNTT (92T |

FIUE! ATMF FTAHA TAT Aol FATEAT T Goadbd@edl fed T TaH hiwad @qd
ey Femtferuerr foram |

Iy alftich Ufdacal u=qd

B ATIH TH R0%%, /90 FI ATMF IIqAGT T AYHR THE XA bl G | FHA qoag
FIT TF,R09%FT TG AT Yceh ATNGF a9 JATT qUH A1 AleAT o o armr
PraTeReTIEEHT Tiere faawer afederr gfaasd F9d GRhR qHeT J&dd 9 ATTH G |

T AT F Giqaad HUH website :www.epfnepal.com.np AT &1 aT Download T &l |

311.d.2000/009 I TIAT UIETUT Jlat oIl UKIgich forfch
FITH] AMIE a9 3000,/09 HT AfdH @I A TH HeTAET GRIETE FATATS ATES
THIIUETT ] IHIYHATE SHAATs @l TeTF ITh Thl G | FIT TE ATTF THR] J@T
T BT FHTAT F A= TS ATTHT 3 |
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J>AIChdl Joqe EAIGT IGIGENG

ToATHATEEH! TEdHT AN ATThaH AT IaTH T4 T q&d ATFT FIU Foadehdl dwiiee
A fafay fawerdT sreram gt T ATCH B | TAHH ToaahAl FrcA(ea TIET0T FaTg AT
2T JuTer 7 v fe uaiiqua Arha Uk Aemd qHeT AEIed! B |

FITA TE ATMIF T 000,/ 09 I FTATEAT T T FEAWTT FIIAT ANGA, BT Told
frafarert, SfE® SAGATIT AWTEIT, BTl AT Al STl [a9T T SAeeHT Aqg= w1 af
TR ) |

“J>aIchdl AUE Bifaf, 2000” T

FHART F=a7 HO 991 a9 309 @ ATHT F=aabdihl JATHAT ATaeTHal R T
foRTeAT HUERT Y& RE AT el JaT A=aviael AT iaemesars 99 TATEEnT <
AT TIH] ToaTd T ANGhF] ATEIREATs Udblhd TqHT “Toadehdl ATael FHrafard,
090" TN THT T |

Ih ATIEN FTATErT HUHT website :www.epfnepal.com.np |T & aT Download 9 Al |

aiss DRI di>ad] JedabAT IdUcel
FHAT FooAd BT FALATTHT A (AHTHT FEANT AT LA HIUAT Mo “FeeS
FIFRT T of AT THIHT BUR ILAAT rfead a1 fa=r fauaar s=abran v
\§|
PO TIAF AT T AT A I AATT ATGIRTT T HoAh STH] [TbTd TR HITH
Yo 8 ¥ FIH=ET IR ATTRRIEER! qroraal (Ui Hedl TR Aoedl TIH “dRS
FRAFRN A== TET AUH & |
ANTS FREFERT AooHh T THEAEA dHdal GHed Tel 080 qq R0 I[d A=Ahal AT
TR AT-ATHT SFFT AHAT T I HHIT JXIA TLHT 19T |
STAAES “HTAIE GRET ATA qdT (G THe” & dhare “SOredl ATATE qRETH
AT - R0%% AT FHATHIE FLAGAR] ARIHRAT” T T HATT “FoAT 9T AR qidid
THE H dhare "Intranet and Opportunities at Employees Provident Fund " 9fT¥eFHT 1T
AT TRTHT AT |
A S FAHTT Foaebl S[GT AAHAT 0 TF 3 T ¢ T TIH 9T A=ABRAT 019K
HHR & T FFI FUH [T |
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FITHT TRHAT FLARTT A" (e Tar “ATATNSTF GRa Ta1 Yare 97 A<= a9 "l
JhaTE “Toadehdl qa1 JTILITITAT [@UHT FHDT TIT FHTHTHT IITIEs” fauaes Hraa=
“FPTIRT THT AFLATIAT JAT AT FIMART AT To(HT AT FehTRAT @t FATE R
qiE=" qAT FHIETHH ITEH @il [q0he HETT I&qd TR {3 |

FTITH JEIA I, TEAEw = T GATA TUH T AT FABAA qq A (ATTHT I THATHE
i1 fauer g |

I>TADdicTs 3NRfed a¥ 206/ 0O FGIHT [T

FHE =T BT ABTRT GHANS ATTIE I 3052,/ 090HT @l T b oo ehTells
HATHRT faazor 27 Febarl 3 |

I ATTAH TT 0%,/ 0\90 BT IF TG FSTIRIT THHAT 0.9, FIqITAHT T [aaeur TYehT

FITHT F=oATeleh ATTRT T 3090 /R /U T TSehel oI@T YRILTT TIHTT FITH TUHT HATHT
q o 3% B ¥3 AMG SUATHL 1T THISTHBT BIUEHH] ThH aiShHie T 0T TH 3 |

FIT R0%R ATIAING YATATE AAHY HUX ToaARY THH HThIH ANTEHDH oaddhdaedls
YHT Ih HATHT a7 HUHTA R0 AISAAMG 090 TH R TAHFH FoaABY THH ANTHbH
AT hdeeds HIUH FRATATEEATE HATHT ThH o A qfT ThT 3 |

JIRAOI JRNAGIchT ST fAfdieal fGIGHRIhT azid I &)
AR HATHT THTTHIRAT ATAdIG T, HIUR ATARE AIAA JUTAATs deel a3,
FRAYUTATATS AR, Sgaftead T Geuiad aarsd 9 AER FHAN F=oAd BTl LI
I [ARTR], 0% HTATEATHT ATTH G, |
FE-IORAT T FEATEA [SIEIAT T TCeIal, TRENTAT, STaThaedl, FaTehl TUEAeHT A=y
YR, FATEAT T TATTHAT, AT ITH@ H1I JUTCAl, T T FeATNTdATaATs o Jeqma
QIMEA AT, 09 HI a9 [FgT=ae AT AIATCH F |

THITE FIUF ToaTdF AT T FALAITATE GoaATAT g FHY (AT FRAETAA alg
g T goaadiel Algwad fed Av=ra g S SA9e TR 3 |
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o1oTlail oiifd, 2009

TR FITHT Tl Aioad ThH RIAT, TEATIU qdT THIAHRT =T ot fazmm
FETAT ATHT THRATHIES AR AT TRATSH TR AT AN, 09 AN TRTH F |

FIUHT Ffsad THH TRIAT TAT TATARRT FTHAT TATAT T, AT B &, Gaher qr
TRATT LTINS [MaTd g4, 3 FIq ahddeh &FHT GR=Tad T, il qagr a1
qIEhITAT IfeaTd T, dHIE &a7ee fafafaedor T, qearsd, ey qar s 1=
TG FAATE BTl AN TRUBT FATAT A, 09 F HATEIT TH G |

SIRAS TATIAS fAERICHI, 2009
P T faia FRERESH Mied SifaAss qfe=d, fqedwo qur /799 T FqaEa qdr
fere=or T AT SREH HaedTas (e, 09 dR] TH 3 |
FHART =T HUAT (Aied SAfaAess! afe=md T, (oo qor /9= T, T T q97
fge=rer 1 Siifed Faeard e, 09 F1 9HE Ie9T wH G |

TATTAADH folReaal ATl I fAUE cIqgIAual AlSTel, 2009

ferqaert BIRUT BIUH! FTI F¥TEA T AHicbr TRICATTHT Gi AT Ja1/ Gfaames MUl
THY ¥ TURAHT FHTEA T Hhls Aaredd T Hud ATdangs Frerar areEr ¥ faag
AT FTTAT, R0 AR] T |

AT faaeesdl aed Gfg= TR GUIETHHT SUIEe Aaaqw@d T T [F9aHT I e

qATETF daT qradeeHr Hieq Sr@d ¥ faqer garEs afewe T gurs =red a9
ATATE A=Al AT T a8 SqEaemae qrsr, 09 7 fa9war EH 34 |

olUTeT (A UIEIGhRURIOT SIGARHBAT hIizhat

TAAFAT AT TAT ATATSE GREAT [aARTHT ATSIATHT J9Te [ IThUTehl AT,
qTERTST, Faad, TERT ¥ feRTeR T[T &3 A A TaEl FAadesd! a@l T9g T o
T qrEfedd FHARIEEATs Goad Ul Taraidesed! aeHT JHERI RIS, ST THId T
SHASTE RN TSI ANHl T TRAATTR] ATTIARAT T HECAER] TAT STHHRT RIS I
97 ATE a9 090 /0N T fafqer Fafqar Setfaa &l FTATHIEEAT A= HaT FAHHES
HATITSTAT AT |

FHAT oo HITHT ATdg GLATT T A=A GIHT T& oAAFAEs &bl A9 (o
I HT FTATAASTATS YT & RICARIEEHT UHETdl HIAH TH T AW FHAREEATS Bl
TSl AT ATIET FEN THH G T HAAT A@Ihd T IR T IGAA ATATSTAT TRTHT

99R




DA J>TT DY

FeRIFAT FFHAEETHT FF QR0 AR Fewhrar e faar | geafesa s fafa=
STHNT RIS AUH! (94T | YT STATAT Td THLATESH THTATAHT ATNT BHhT TaIIRRIEHA
ATEALTF AFFRT TRIST TUH AT | FTAHTBT ATASAT Foadebal dal qoa7 ATHIeIE qRel
FETIRT ST=A=ATq |RATH TRl AHATHT I<h ETH AR TF 7 FHAIEEATS STTHT {247
|

A=RRAT FATHHAATE I (G2 IIRTRT [alqe FTATAAEEETR THETHT THATHAT
ATUHI, PO JAAS TRITH] FrATIRl I=aqd TART TH ARG TRTHI T Flel AR STl
TETEAT gig TUHT T YT BICARIETH Theadl HAH qUH F |

ATISAE AT T AT FTSSTHAHT AT THEEEH! AN ooy AaEaTad Ud giafg JanRT
Jr{ed AR HAT BAFHA

FoAFAl JaT qIT FTHTSTER GRET [TATTRT ATTSTATHT 009 ATA ST IR Tl a7 BIaeh!
ol [Tqd HATAIHAT AASAF T T A JASHH @l THEEEH AT oAb
XTI U Yiafd GO g¥aid dwaRihar brahHbl ATASHT TRAT | Ih  BIaHaHT
FISHTS! FUHETHT ATk GeAT ¥ AT yiesr afed HIoAr amag ¥ 9a1 draded o
Gl IHE TIT TEITAB S AN Igehl [T |

FAFHAB! I39T HEd: Toadbuel AaedMad ¥ JGHT Gfafael TARTR AT Foaasal
FIATATEEATE ATET TITHT TEATHT SATCHT AT TRTSH TEehT (27 | TgepT AT el @rar
GTAT FATh] FRUES, TRATTAHR] ATILAFAT T HEcadhl AT ATHHNT RIS T RiaRIEs
frafad woer qore fawamr 9f Fewiesars smaede STaET I o |

[STSTET Ud q¥hTaes ] AUHT (997 | HTAHRAAT HIUH THF U4 H& ATdhaesdhl THd
el Teehl (9T | Heg Afgddene HTAhHG! Hecd, oo HUE! [a3d T adrTeE AT
=TAT AR AT AT favEs qn) RS Ufdagdr Sk TSR AT | SRR HET T
AT F=aabdl FaT TAT ATHINAS AT TR (g9 w@ =7 Toi= Frhed 9T
FSTaTe ! Fargd T AT LA FAFHAAE F9 T F=AFAEE (q9 U T [
g7 ¥ Hd YCRATHT YATEHNIAl Ta Feidl ATS [aeard o<h T HUHI (997 | HTAhHE!
oo Ud Jaed T HIATAR Tl [TANTHT Javdeh, qNSS 9T Aldehd, Aldehd Td 7+
TRTTeeREIaTE AUeh! 3T |
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JI>Tchal Joqic AdgUT, Q009

P T4d ATFT oAbl f6d ¥ TaTe T a1 qfaar el siar aw g9 aqrs=
I fofg AT 9T Fiad 9 F T4 ATCHHT Foadehdl/ qTed A qeewadl THd
QAL T GfeTaael AT aTaaT GHATHTE GER T AT FaT THEHE T d%h
3T 3¢ TEH T | TH AT ATF.R000 /N HT FIMNEF FAHAA “FITA JaTE TEHT Far
JATEHT FoATRATH A=l HI ATAT TH FTAHA @ AR A9 7. 0= 1. viraegae
FIUET FaAT JATEHT FoATRATR] TS ALAT LT FicTaae T Tl (94T | ITh gl
HTITAT BT RN FAT FATEITd ToATRATR] Teqiashl AEATATs FETHT T TRUH 3, |
T AIATS Tl Tl / FATITETRT FATTIA T FebTa AT FLAT BIALIA, JHUT, TLATF
A, TAAT [T T Yiqacd @ GHhaAT AIAEUH B A JaATTel ¥ HaT JaTel, RIHR
&7, SHFEITIT Stake holder Taes Fo=Tael faf, dwqaial, SA®e, G¥hTa, qeauIoor Aifs fafa
quTEUR o | fafa=T fera #ratager T B ¥,5%,000 Tougwdl TEEHMT T TR
yidiHfaca g9 T Simple Random Sampling Technique FAATUHI 400 FAT Respondent ol
TATE TRTHMAET Y5 FAT =il FfarAidaeT Ul foaT | Key Informants CARERSEIRIEal
ATRT Purposive Random Sampling fafdr sqATSTaT foraT |

TATF FFATHET AT Semi Structured FIATAA!, TH{AIHR! HIEAHATE WTaTHE ¥ fgdra qaars
fafer sraATgUeRT faT | 9T TAATFATE Qualitative & Quantitative Efq' fafer Mix Method IATgUeRT
foraiT | eIt FHAT 1 F@ITHT Respondent BAIE HUHT §aT Fel ToaTqHATH [HaRATS
giditaca 89 THehebl, T=aThdl FATATATE TATS AFATHT HSATS AT BRI TH A ATHT
Jrar T

T AAITA BT F4T FEATAT T G FATATSHH ToATRAES TILHT EdRT TaHq
yfafafaca U g TFT PIUHT AT YATEUTT THU I9TF GoAdhAll [aaR / ATV
gfafafaer & |

TATS FATHT AN L 0O AT ool GAld AURMT ¥5R AT FIATael /TATS I
qUHT F93T | ¥53 BT 59.5Y 39 T 9R.j% HieaT TeedT 19T | TIEET AT Respondents Call
T 39-40 ¥ IHY FHE FIer Teert fIT | STET 30 a9 FiFaT :9.¥% 39-¥0 THR qHEH
32,34, ¥9-40 IH FHEH 39.44 T U9 TY AIHT 94 Respondents TaeT [T | STEHLT 33,94
o TAAE q@ IR.GY AUl THTOTTT T8, 9.4 o TATAHAR, 0.9 o HihiHE Rrer gref
T 9T A UYL o 6T T A9 (9T | §.5¥ Foagedl WdiHE dg Tead= T (97 99
R ST (0.%Y) of fa=maniedr (Ph.D) T¥eT 9T |
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Ih ATTTHT BIIRT AT FaATeHT o TFATRT FITHT JaT TATETdR a-Th TR Tq JhR
TEhl qream |

SQ Y TSaEATATS (9T ATTATR! STCAT TR TUHT |

YUY ToATRATATs B QTICTRT ATHT ATTRNT TTHT |

Y. cY FATFATEATS THEAT GATTIATRT ATCHT STAHRT TTHT |

93,94 ToATRATATS FTSAHAT SFAIFR] ATCHT SATAHRT TTHT |

Q YUY 9&T FH FoAUHATATg GIA=Ah BTl qHT ATART AT |

© 00O

T9 AAITH Respondents & Key Information o HIThl HaT FARIT A=aAqbdlhl el
ATIH! FHHAT [GUHT HRTAET 2T THITH Tedl 197 |

QO FUH MGl FEATEIR [qAR TR F=AThbdldls HUF FaTAT Tga TATSH Feoldl
FATSH I T FAT GATE UBRATATS A TRATERT aArS I |

Q FUHN A= THH IRETATHT Investment Portfolio maintain I ¥ T A FTH
ST FRATATE | JaTe T Ag T THT Ta=ITIT 5 JAEAT g |

Q FHUA JaATE 9 FaT ToT FaaTehT aAT STA=raal SRS HAhHes 49+ T A &
THT O ATIEN ¥ 9iereh Aradrel & faedw A ¥ q=g qA WA G FAHH
TS 99 | T FoaabdTeTe THE FfauTdh eIATHo IRTETH |

Q HUA fad TSIER F@rsd T HI /AL [ad TS Far3T 97 online TAT e-service @Ta
JAEEET FATST 9 T Bank of & SMS HIRA YIF Dr. & Cr. FRIARE! FTFAHNI
IqAed RIS I |

QO FITHN THH EraTeA ifeqed Feaar qar fawir fasrasr qararacs qiErsHAT A
AT

Q FEIIRN THH AW 9 A=A U grharar @a-ar/feer afar gqae |

Q  FEIIFATH! [axiid TAT ATHISF ATTGATHT AT ATATIAT & @TART TAT HTUHH /AT
fareprar T |

FHANT =T BT AT ToATRATH] ATV ATATNSIER GET TAT fawirg FRefrerr T fafa=

FRAFHEE ATTH G | THH THE I¢9T T=ATHATATS ATIF TFEH! FHAAT [aird GRE JaT=

T Y& U A oAb B J&TH T AT AR AHT 16 AGET BITR! AATH]

JYART T AT AL ATITA T T |

FITH] YAT JATE, AR THH, IERATHN FaTaHT Toaabdie! el ATITHT dAfadrad S

Y& FATTHT ¥ FH GEATST 8¢ TTHT T FEIel HH &bl TATUHN G | AT HATERT AT ot

ATHET FHHT FFARI IR T ANTHT [GAHT JAEFRT TS Ieclt@d del GIRH I

FFTFIT AT HITHT I¢9 i, A T FaAT JATE THEFRI & a1ag |

QO I FHAN T=aAUaldld IALETAT T (0T STl ToehT AT JchTdl BT T FBITh
[T | T
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