
æ;"rgfsf] xssf] ;+/If0f, ;+j4{g / k|rng Pa+ ;'zf;g k|a4{gdf

lgaf{lrt hgk|ltlglw / /fi6|\;]js sd{rf/Lx?sf] e"ldsfÆ

k|:t'tstf{

s[i0fxl/ AffF:sf]6f

k|d'v ;"rgf cfo'Qm, /fli6«o ;"rgf cfof]u

@)&% df3 ^ ut] cfO{tjf/, u'nl/of, alb{of

1



;"rgfsf] clwsf/ eg]sf] ;fa{hlgs lgsfosf ultlalwnfO{ 

gful/sn] DoflUgkmfO{g Unf;n] x]g]{ lalw xf] . 

2



3

;+ljwfg k|bQ xs

;"rgf dfUg] xs

cfkm\gf] 

;/f]sf/sf]

;fj{hlgs

rf;f]sf]

;"rgf kfpg] 

xs 

h'g;'s} 

laifosf] 

;"rgf



Nff]stGq

• ;'-zf;g

• Kff/blz{tf

• hJffkmb]xL zf;g k|0ffnL

• Kf|]; tyf cleJolQm :jtGqtf gful/ssf] ;"rgfsf] 

xs

• Gfful/s ;zlQms/0f 

gful/ssf] ;"rgfsf] xs Ö nf]stGq

4

nf]stGqsf] cfwf/e"t d"No / dfGotf



;"rgfsf] sfg"gn] gful/snfO{ wfd kfgL af6 hf]ufp5 .

5



/fHosf sfd–sf/afxL nf]stflGqs k2lt cg'?k x'g'kg]{

tL lgsfosf sfd–sf/afxL v'Nnf / kf/blz{ x'gkg]{

tL gful/sk|lt hjfkmb]xL / lhDd]jf/ x'g'kg]{

cfk"m;Fu /x]sf] ;fj{hlgs dxTjsf] ;"rgfdf gful/snfO{ ;xh

kx'Fr lbg'kg]{

6

;"rgfsf] xs;DaGwL P]gsf] k|:tfjgf



7

;"rgf dfu

ug{ ;lsg] 

;fj{hlgs

lgsfox?

;+3Lo 

;/sf/

k|fb]lzs

;/sf/

:yfgLo

tx

;+j}wflgs

c+ux?

;a} 

k|sf/sf

;/sf/L 

lgsfox?

/fhg}lts

bnx?

u}/ 

;/sf/L 

;+:yfx?

lghL If]q

sfg"gåf/f 

:yflkt

h'g;'s} 

;+:yf



;"rgf dfustf{n] k"/f ug'{ kg]{ zt{x?

;"rgf clwsf/L;Fu lnlvt ;"rgf dfUg]

;"rgf dfusf] k|of]hg v'nfpg' kg]{

g]kfnL gful/s x'g' kg]{

b:t'/ ltg{ ;xdt x'g' kg]{

lgj]bgdf ;"rgfsf] xs v'nfpg' kg]{
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9

;"rgf kfpg] ;do ;Ldf

dfu ePsf] 

;"rgf tTsfn

lbg' kg]{

hLp Hofgsf] 

;'/Iff;Fu

;DalGwt

;"rgf @$ 

306f leq lbg' 

kg]{

;"rgf ;+sng

u/]/ lbg'kg]{ 

eP clwstd\

!% lbgleq

lbg' kg]{

sfof{no k|d'v

;dIf ph'/L 

k/]sf]df & 

lbgleq lbg' 

kg]{



lgj]bg, ph'/L / k'g/fj]bg btf{ ubf{ s'g} b:t'/ gnfUg]

x'nfs l6s6 6fF:g' gkg]{

k|yd !) k[i7 lgMz'Ns kfO{g]

P3f/ k[i7b]lv k|lt k[i7 ?= % nfUg]

k|yd cfwf 306fsf] cjnf]sg b:t'/ lgMz'Ns x'g], To;kl5 k|lt JolQm k|lt

306f ?= %) b:t'/ nfUg]

10

;"rgfsf] b:t'/



gful/sn] ;"rgf dfu gu/] klg ;"rgf k|jfx ug]{ ljlw

k|To]s #÷# dlxgfdf :jtM k|sfzg ug]{

:jtM k|sfzgdf @) cf]6f zLif{sleq ;"rgf k|jfx ug]{

;fpg–c;f]h, sflt{s–k';, df3–r}t, a}zfv–c;f/sf] :jtM k|sfzg !% 

lbgleq ug]{

o:tf] :jtM k|sfzg j]j;fO{6, ;"rgf kf6L, ˆn]S; af]8{, xf]l8{Ë af]8{, a'n]l6g 

nufotdf k|sflzt ug]{

11

:jtM k|sfzgsf] Joj:yf



d':sfg ;lxtsf] ;'zf;gMtLg dlxg] :jtM k|sfzg

12



13

;"rgf

clwsf/Lsf] 

Joj:yf

k|To]s lgsfodf

;"rgf clwsf/L 

tf]Sg]

;"rgf

clwsf/Lsf] 

gfd, ;Dks{ 

gDa/ / kmf]6f] 

;lxtsf] ˆn]S; 

af]8{ ;fj{hlgs

x'g]

sfof{non] 

;"rgf

clwsf/LnfO{ 

lgoldt?kdf

;"rgf pknAw

u/fpg' kg]{

;"rgf

clwsf/Ln] dfu

ePsf] ;"rgf

tTsfn lagf

lxrlsrfx6 

lbg]

cfjZostfg';f

/ ;"rgf

clwsf/Lsf] 

;+/If0f /fli6«o 

;"rgf cfof]un] 

ug]{



14

;fj{hlgs lgsfosf] bfloTj

gful/ssf] ;"rgfsf] xssf] ;Ddfg ug]{

lbg ldNg] / gldNg] ;"rgf 5'6\ofP/ /fVg]

ljleGg /fli6«o efiffdf ;"rgf tof/ ug]{

;"rgf k|jfxdf cfd ;~rf/sf] k|of]u ug]{

;"rgf k|jfxdf bIf t'Nofpg sd{rf/LnfO{ tfnLd lbg]

slDtdf @) aif{;Ddsf ;"rgf cBfjlws ug]{

clwstd\ v'nf;fsf] l;4fGt ckgfpg]



15

;hfosf] Joj:yf

?= @% 

xhf/;Dd

hl/jfgf

b}lgs ?= 

@))÷–

hl/jfgf

ljefuLo

sf/afxL

c6]/L afkt

yk ?= !) 

xhf/ 

hl/jfgf



;"rgfsf] sfg"gdf ckjfbsf] l;4fGt 5 .
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17

;"rgf k|jfxdf afWo

gx'g] laifox?

) 

;fj{ef}d;Qf

df vnn

kg]{

) ;'/Iffdf

c;/ kg]{

) cGt/f{li6«o 

;DaGwdf

vnn kg ]{

) ck/fwsf] 

cg';Gwfgdf

c;/ kg ]{

) cfly{s 

lxtdf c;/ 

kg]{

) af}l4s 

lxtdf c;/ 

kg]{

) a}lsË

uf]kgLotdf

c;/ kg]{

) hflto

;befj

e8\lsg] 

laifo,

/

JolQmut

uf]kgLotfsf

laifox?



;"rgfsf] xs s:tf] xs xf] <

18

of] df}lns xs xf]
;+s6sfnsf] l;ldt calwdf

afx]s slxNo} lgnDag x'Fb}g

;jf]{Rr cbfnt / pRr

cbfntn] cfb]z ug{ ;S5g\

k/dfb]z, k|ltif]w, pTk|]if0f, aGbL

k|TofIfLs/0f, clwsf/ k[R5f

;+/If0f, ;Da4{g / k|rngdf

/fli6«o ;"rgf cfof]u 5

o;y{ gful/ssf xs dWo]sf] 

>]i7 xs xf]



;"rgfsf] xs?kL hn l;+rgn] la?jf ;lk{G5 .

19



af:tljs ;"rgf lbg ws dfGg' kb}{g .

20



;fj{hlgs lhDd]jf/Ldf /x]sfn] hgtfn] ;f]w]sf] k|Zgsf] pQ/ lbg' k5{ . 



;"rgfsf] xs eg]sf] ;fj{hlgs sfo{sf] va/bf/L xf] .



;"rgf Joal:yt x'g} k5{ .

23



cg]s ;"rgf M cg]s gful/snfO{ lbg' k5{ .

24



;"rgfsf] xs ljs[ltsf lj?4sf] cleofg xf] .



nf]stGq?kL df]6/ ;"rgfsf] xs?kL O{Gwgaf6 rN5 .

26



æ;sf/fTds ;f]rsf] ljsf; / d'n'ssf] kl/at{gdf

lgaf{lrt hgk|ltlglw / /fi6|\;]js sd{rf/Lx?sf] e"ldsfÆ

k|:t'tstf{

s[i0fxl/ AffF:sf]6f

k|d'v ;"rgf cfo'Qm, /fli6«o ;"rgf cfof]u

27



afx| 5f]/f t]x| gflt d} a"9fsf] gfDnf] tfn'dfly . 

;Da[4 g]kfn, ;'vL g]kfnLsf] vf]hL .



;'zf;gsf cfofdx?

• /fhgLlts cfofd M

;'zf;gnfO{ /fhgLlts kl/j]zdf lgofNbf cToflws hg;xeflutf, 

;+3Lotf / jx'ntfjfb g} k|d'v tTjsf ?kdf b]vf kb{5g\ . 

• Joj:yfksLo cfofd M

;'zf;gsf] Joj:yfksLo cfofdleq 5l/tf] t/ ;Ifd ;/sf/sf] 

efjgf d'vl/t ePsf] x'G5 

• g}lts cfofd M 

;'zf;gsf] g}lts cfofdleq kf/blz{tf / :jR5 k|zf;gsf] efjgf

n's]sf] x'G5 .

29



v'Nnf ;/sf/

30

!= k|hftGq (Democracy) sf] ;6[fdf ;xeflutfd"ns k|hftGq (Participatory

Democracy) n] :yfg lnPsf] 5 .

@= :j]t kq (White Paper) sf] ;§f ;Nnfx dfUg] (Green/Blue Paper) hf/L ug]{

rng rn]sf] 5 .

#= clwsf/ k|fKtn] lg0f{o u/] (Legal) x'G5, t/ ;xeflutfdf lg0f{o u/] (Legitimacy)
xfl;n x'G5 .

$= zf;g (Rule) ug]{ xf]O{g, ;xhLs/0f (Facilite) ug]{ xf] .

%= zf;g k2ltdf ;'wf/ (Reform) xf]O{g, ;/sf/sf] k'gcf{ljisf/sf] (Reinventing
Government) hdfgf 5 .

^= nf]s sNof0fsf/L k|0ffnLsf] (Welfare Approach) k|0ffnLsf] :yfgdf klg clwsf/o'Qm

k|0ffnL (Right Based Approach) cfPsf] 5 .



hfkfgsf] cg's/0fLo ca:yf

• Quality Cercal  v8f ug]{ .

• SOP tof/ u/L nfu" ug]{  .

• TQM df sfd ug]{ .

• x/]s sfdn] ISO 9000 xfl;n ug]{ .

31



ljZjJofkL] k|zf;g ;'wf/sf cg's/0fLo k|of;x? 

32

• ch/a}hfg M Government in your pocket
• Go"lhNof08 M Contact Management
• a]nfot M Citizen Charter/Service Charter

M Next Step, Service Coupon
• hd{gL M Peoples' Bonus
• o"/f]k cd]l/sf M Forgiveness Card
• l;+ufk'/ M Administrative Operation Chamber Room
• dn]l;of M vision Twenty /Twenty
• ef/t M Cashless Village
• o"/f]k M ;]jf k|jfx x''''''''''''''''''nfsaf6

M Leadership Assessment Center
M Crowd Source
M Innovation Buy



dlxnfsf] cK7\of/f] a'e\mg h;/L k'?ifn] dlxnfsf] h'Qf nufP lx8]sf 5g\

;f]xL l/tn] ;/sf/n] hgtfsf] h'Qf nufP/ lx8\g' k5{ . 



;]jfu|fxLsf] ;Gt'i6Ldfkg

• pkef]Qmfsf] ;Gt'i6L 

(Customer's Statisfaction)

• d"No (Cost)

• ;do (Time)

• ;Dks{ ljGb' (Contact Point)

34



;]jfu|fxLsf] ;Gt'i6L a9fpg] pkfo

• pkef]Qmfsf] larf/ a'‰g] (Customer's Survey)

• ;]jf k|bfg ubf{ pks/0fx?sf] k|of]u ug]{

(Use of Technology)

• :jMcg'ejsf cfwf/df ;]jfdf ;'wf/ ug]{ (Turnout) 

• ;]jfsf] Jofks k|rf/–k|;f/ cyf{t\ ahf/Ls/0f ug]{ 

(Service Marketing)

35



Go"gtd Vofn u/f}+ .

• s;}af6 ;xof]usf] ck]Iff ug'{k"a{ p;nfO{ ;xof]u 

k'/\ofcf}+ .

•csf{af6 cfk\mgf] O{R5f k"/f u/fpg klxnf p;s} 

O{R5f a'em]/ ;f] O{R5f k"/f ul/lbcf}+ .

•lbg lxrlsrfpg' / lng O{R5's x'g' /fd|f] xf]O{g .

•cfb/ rfxg]n] ;a{k|yd csf{nfO{ cfb/ ug'{k5{ .



;sf/fTds ;f]r s] xf] <

•km'nsf] cfFvfdf km'ns} ;+;f/, sf8fFsf] cfFvfdf

sf8} ;+;f/ . 

•d}n] s] kfP xf]Og, d}n] s] lbg ;s] < 

•of] u/]/ dnfO{ s] kmfObf ls < of] u/]/ dnfO{ s] 

a]kmfObf < 

•clxn] gu/] slxn] ug{] < d}n] gu/] s;n] ug{] < 

eGg] ;f]r xf] .



38

lrqn] s] b]vfFp5 <

-s_ cJoal:yt hLjg jf sfo{



39

lrqn] s] b]vfFp5 <

-v_ Joal:yt hLjg jf sfo{



;f]emf] k"n xf]O{g, 3'dfp/f] k"n klg aG5 .



41



;sf/fTds ;f]rn] dflg;sf] dflg;nfO{ 1fgL agfp5 .

hf] p cfkm" hfGb}g / hflGbg eGg] klg hfGb}g

p d'v{ xf], To;nfO{ 5'6\ofp .

hf] p cfkm" hfGb}g, t/ hflGbg eGg] hfGb5

p ;fwf/0f xf], To;nfO{ l;sfp .

hf] p cfkm" hfGb5 t/ hfGb5' eGg] hfGb}g

p ;'if'Kt xf], To;nfO{ Ao'emfp .

hf] p cfkm" hfGb5 / hfGb5' eGg] hfGb5

p 1fgL xf], To;nfO{ k5\ofp .

42



;sf/fTds ;f]rn]  hLjgsf] cfbz{ s] xf] <

• dflg; ;w}e/L ug{ gx'g] sfd ug{af6 8/fcf];\ . 

•t/, ug'{kg{] sfd gul/PnfsL egL ;fjwfg /xf];\ . 

•g;f r9\g] lsl;dn] s'g} kbfy{sf] ;]jg gu/f];\ . 

;fy} ljBf, wg / s'nsf] 3d08 gu/f];\ . 



;sf/fTds ;f]rn] eG5, s[kof ug'{;\ :jtM hflgG5 .

k9]sf] s'/f lal;{G5

b]v]sf] s'/f ;+lemG5

u/]sf] s'/f hflgG5

ub}{ u/]        afgLk5{ .

44



s]xL s6";To s'/f .

• dflg;n] s] s] ul/;Sof] sxf +k'uL ;Sof], 

a|df08 g} lkO{;Sof] tgtlg, 

xfd|f afx'g gfgL cem}klg b+u 5g 5fdL hg} 

6'kL sGbgL . 

45



s] of] ;fRr]} xf] < hxf+ O{R5f txf+ pkfo+ . 



;sf/fTd9+un] ;f]Rbf cflv/ s] c;+ea 5 / < s;f] 

<



sf] cUnL, plePsLx? ls a;]sL <



;s/fTds ;f]rn] O{dfGbf/ agfp5 . 

• O{dfGbfl/tf nfnaxfb'/ zf:qLsf] h:tf] xf];\ .

• rf0fSon] aQL lgefP/ pRr g}ltstf b]vfpg

;lsof];\ .

49



s:sf] 5ftL d"Nojfg <



;sf/fTds ;f]rn] c;n dfu{tkm{  8f]/\ofp5 .

•x]bf{ Pp6} b]lvG5 ;nfO{sf] sf6L, Pp6f 

sf6Ln] lbof] hnfP/ cGwsf/df pHofnf] 

lbG5, csf{] sf6Ln] agdf 89]nf] nufP/ 

;vfk kf5{ . 

• aLp /fd|f] ls g/fd|f] egL yfxf kfpg kmn

x]g'{k5{ . dflg; /fd|f] ls g/fd|f] egL yfxf

kfpg p;sf] sfo{z}nL x]g{'k5{ . 



;sf/fTds ;f]rn] lgi7fdf /xg l;sfp5 .

• lgdn] cfk\mgf] lgi7f 5f]8\b}g .

• cfk\mgf] x}l;otdf /xb} ljlnod O{jf8{ 

UNof8;:6f]gn] bf];|f] >]0fLdf ofqf u/]sf lyP .

• Pp6f hf]uLn] cfk"mn] lrgL vfg 5f]8]/ c?nfO{ 

lrgL vfg 5f]8g] pkb]z lbPsf lyP .

• :j+o /f]ndf]8]n x'g oltGb|gfyn] a'9L cfdfsf] 

ef/L af]sL lbP . 52



kmnn] el/Psf] xfuf]+ ge'ms]sf] sxf+ 5 / <



;sf/fTds ;f]rn] c;n dflg;sf u'0fx? hflgG5 . 

• c;n dflg;sf] u'0f M lagd|tf

pksf/L u'0fL JolQm lgx'l/G5 lg/Gt/

kmnn] el/Psf] xfuf]+ ge'ms]sf] sxf+ 5 / <

• c;n dflg;sf] u'0f M 3d08 gu/ 

nf]sdf x'b}g s;}sf] Ps}gfz ;d'Gglt,

c?sf] s] s'/f x]/ ;FWofdf ;"o{sf] ult .

• c;n dflg;sf] u'0f M zfGt /xg] M

vx/] u8u6fx6 ;lxt aU5, 

gbL ;';fpb} aU5, 

;d'Gb| zfGt x'G5 . 54



sd{ u/, l;k / pT;fxsf] ld>0f b]vfp .



;sf/fTds ;f]r / hLjgsf] ;Gb]z .

• sd{df ltd|f] clwsf/ 5, kmndf 5}g . 

• qmf]w g} ltd|f] zq' xf] . cyf{t\ cfkm\gf] 

ldq / zq' b'a} ltdL cfkm} xf] . 

• c1fgtfnfO{ gi6 ug{] pkfo 1fg 

xfl;n ug'{ xf] . 



dfG5]n] s]lx g s]lx ul//x]sf] 5, of] 7"6f] ls df]6/ 

;fO{sn .



;sf/fTds ;f]r / hLjgsf] ;Gb]z .

• la/fnf] sfnf] xf];\ jf ;]tf] xf];\, d';f dfg'{k5{ . 

• v'§f cg';f/ h'Qf agfpg] xf] . h'Qf cg';f/ 

v'§f sf6\g ;lsGg . 

• uNtL To;}n] ub{}g, h;n] slxn] s]xL u/]sf] 5}g 

. 

•hLjgdf u/]sf] s'g}klg sfd v]x| hfb}g, o;y{ 

dflg; ;w} s'g} g s'g} sfddf ;+nUg e}/xg' k5{ . 



s'g af6f] stf hfg] xf]nf . vf]nf] lagfsf] k'n} k'n . 



;sf/fTds ;f]r M dgg\ u/f}F .

• af6f] atfpg] w]/} x'G5g\ t/ ;lx af6f] 

atfpg] yf]/} x'G5g\ . o;}u/L z'eofqf eGg]x? 

w]/} x'G5g\, t/ ;Fu} lx8\g] sd x'G5g\ . ofb u/f}F, 

n8]sf avt xft lbP/ p7fOlbg] t Ps b'O{ 

hgf dfq} x'G5g\ . 

• dflg; cfpFbfsf] klxrfg n'ufaf6 x'G5, 

hfbfFsf] klxrfg Ifdtfaf6 x'G5 . 



af]Ng] xf]O{g ug]{ xf] . g]kfnLsf] ;fg .



;sf/fTds ;f]r M s[kof, sd af]Ng] sL <

• ltd|f b'O{ cfFvf 5g\ , b'O{k6s x]/ . b'Oj6f sfg

5g\, b'O{k6s ;'g . Pp6f d'v 5, Psk6s af]n . 

• sf/0f, df}g /xg' Pp6f 7"nf] xltof/ k|of]u ug{' 

xf] . 

• of] s'/f a'em, af]Ng a'l4 eP k'U5, df}g /xg

a'l4 / ljj]s rflxG5 . 



b'vsf] d'xfg M efn] le8Gt .



;sf/fTds ;f]r M dflg;sf] d"n ;q' lrgf}+ .

• dflg;sf] d'Vo ;q' l/;, /fu, qmf]w / jf;gf xf] .

o;n] xfd|f] hLjg g} gs{do agfOlbG5 .

• qmf]wn] e|d k}bf x'G5 .

e|dn] a'l4 Jou| x'G5 . 

ha a'l4 Jou| x'G5, ta ts{ gi6 x'G5 . 

ha ts{ gi6 x'G5, ta JolQmsf] ktg x'g yfN5 .

• h;n] cfˆgf] dgnfO{ lgoGq0f ug{ ;Sb}g, Tof] dg ;q' a/fa/ xf] .



b'vsf] ;|f]t / o;af6 aflxl/g] h'lQm tyf ;kmn hLjg .

• hf] JolQm ;w]} u'gf;f] u5{, p;nfO{ slxn] klg ;'v ldNb}g .

• hf] ;w} z+sf pkz+sf ul//xG5, p;nfO{ klg nf]sdf ;'v ldNb}g .

• sltko sfd hLjgdf gug{' g} pQd x'G5 . s}of}+ sfd u/]kl5 

hLjgdf bM'v cf/De x'G5 .

• csf{nfO{ xf]Rofpg s6' arg af]n]sf] s]xL;do kl5 ;'Gg]nfO{ eGbf

af]Ng]nfO{ al9 kL8f x'G5 . 

• o;y{ rGrn dgnfO{{ lgoGq0f ug{ cEof; ug'{k5{ / laho xfl;n

ug'{k5{ . 



efUodf 5 eGb}df ldlxgt gu/L 8f]sf]df b"w

bf]P/ s] cl8GYof] / <



dfG5]sf] ljsf; k|ult .

• sd{ /f]Kg' . 

• afnL ;kfg'{ . 

• efUo leq\ofpg' .



xnf] 5f]8f}+ 6\ofS6/ rnfcf}+ .



dfG5]sf ;Rrf s'/f .

• :jf:Yo ;af]{Qd pkxf/ xf],

•;Gt'li6 ;a}eGbf d"Nojfg ;DklQ xf], 

/ 

• ljZj;gLotf ;af]{Qd ;DaGw xf] .



slt nf]enfUbf] / v';Lsf] xf;f] . hLjgdf o:t} xf;f] leq\ofcf}+ .



km]/L e]6f}+nf , afO{ , gd:sf/ . 

s[i0fxl/ af:sf]6f, (*$!#%)@*),khbaskota1@gmail.com


