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F.Y.B.COM. SEMESTER - Il

Commerce |l
Sr. No. Modules
1 Concept of Services
2 Retailing
3 Recent Trends in Service Sector
4 E-Commerce
Sr. No. | Modules / Units
1 Concept of Services
e Introduction: Meaning, Characteristics, Scope and
Classification of Services — Importance of service
sector in the Indian
e Marketing Mix Services: Consumer expectations,
Services Mix, - Product, Place, Price, Promotion,
Process of Services delivery, Physical evidence and
people
e Service Strategies: Market research and Service
development cycle, Managing demand and capacity,
opportunities and challenges in service sector.
2 Retailing
e Introduction: Concept of organized and
unorganized retailing , Trends in retailing, growth of
organized retailing in India, Survival strategies for
unorganized Retailers
e Retail Format: Store format, Non — Store format,
Store Planning, design and layout
e Retail Scenario: Retail Scenario in India and Global
context — Prospects and Challenges in India. Mall
Management — Retail Franchising. FDI in Retailing,
Careers in Retailing
3 Recent Trends in Service Sector

ITES Sector: Concept and scope of BPO, KPO, LPO
and ERP.

Banking and Insurance Sector: ATM, Debit &
Credit Cards, Internet Banking — Opening of
Insurance sector for private players, FDI and its
impact on Banking and Insurance Sector in India

Logistics: Net working — Importance — Challenges




E-Commerce

e Introduction: Meaning, Features, Functions and
Scope of E-Commerce-Importance and Limitations of
E-Commerce

e Types of E-Commerce: Basic ideas and Major
activities of B2C,B2B, C2C.

e Present status of E-Commerce in India: Transition

to E-Commerce in India, E-Transition Challenges for
Indian Corporate; on-line Marketing Research.
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Question Paper Pattern

Maximum Marks: 100

Questions to be set: 06

Duration: 03 Hrs.

All Questions are Compulsory Carrying 15 Marks each.

Question | Particular Marks
No
Q-1 Objective Questions 20
A) Sub Questions to be asked 12 and to be | Marks
answered any 10
B) Sub Questions to be asked 12 and to be
answered any 10
(*Multiple choice / True or False / Match the
columns/Fill in the blanks)
Q-2 Full Length Question 15 Marks
OR
Q-2 Full Length Question 15 Marks
Q-3 Full Length Question 15 Marks
OR
Q-3 Full Length Question 15 Marks
Q-4 Full Length Question 15 Marks
OR
Q-4 Full Length Question 15 Marks
Q-5 Full Length Question 15 Marks
OR
Q-5 Full Length Question 15 Marks
Q-6 A) Theory questions 10 Marks
B) Theory questions 10 Marks
OR
Q-6 Short Notes 20 Marks
To be asked 06
To be answered 04
Note:
Theory question of 15 marks may be divided into two sub

guestions of 7/8 and 10/5Marks.




Reference Books:
e Business Organisation Management Maheshwari, Rajendra P
,Mahajan, J.P.,International Book House

e Business Organisation, Maheshwari, Rajendra P, Mahajan, J.P.,
International Book House

e Introduction To Commerce, Vikram, Amit, Atlantic Pub

e A Course Book On Business Environment, Cherunilam,Francis,
Himalaya Pub

e Business Environment, Cherunilam,Francis, Himalaya Pub

e Essentials Of Business Environment, Aswathappa,K., Himalaya
Pub

e Essentials Of Business Environment, Aswathappa, Himalaya
Pub

e Strategic Management, Kapoor, Veekkas, Taxmann
e Strategic Management, David,Fred R., Phi Leraning
e Strategic Management, Bhutani, Kapil, Mark Pub.
e Strategic Management, Bhutani, Kapil, Mark Pub.
e Entrepreneurship, Hisrich, Robert D, Mc Graw Hill

e Entrepreneurship Development, Sharma, K.C., Reegal Book
Depot

e Service Marketing, Temani, V.K., Prism Pub
e Service Marketing, Temani, V.K., Prism Pub
e Management Of Service Sector, Bhatia, B S, V P Pub

e Introduction To E — Commerce, Dhawan, Nidhi, International
Book House

e Introduction To Retailing, Lusch, Robert F., Dunne, Patrick M.,
Carver, James R., Cengage Learning

e Retailing Management, Levy Michael.,, Weitz Barton A, Tata
Mcgraw Hill
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9.9 fquorT Feme aferan

9.0 a1 SIS SaTEkh

9.8 a1 NS AMEH

9.90 9RIY

9.99 ¥

9.0 Ifese

T TCHIET YN PR (e -
q) i AT TSI ol I5 .
) =N AR T A
) MRS JaT &< Hged FHSIG Bl J5el.
¢) ar SIS fAqur fAs1 i A
)
)
)

WA

w) fauor Fene Sfhar TSI oe A5
&) AT STIGH Sila ash TSI Bl Asel.
9) JaT SHS! BIVTHIOTT MBI TS &I AN o SRR A5

9.9 UATGAT

JeT JaT faqurTer St Hewa U el IR, AT a1 fAquHes Jerierid
g SIRTfcrep fAorMed SRdie Hewd 3fTe. I Sor T ey FaIe arell ol I,
SRS e SAITeh IR IaT. IFHIReH FelT, ASeh, BT, HIET,
fomr, dfcher, STfeRma saar, Hased, oo, Heee fauore Aifch s o &




)

T [WHIR TS i TR SR 8. ARG fAuvHmed qoM R
TG el ST T o STSTRI fIshT Fefl S ST a2l faquHT Sere-
fash Bell ST, ST <=l fAUoTd ScaTa-fash!-Sa4RT 31T e STl
WY e QUM 59 F@T . I TUM faehl ok Scaree  3Mfr
SAEAHR o SeareH e STHRT S31dT AFTa. FevTord Saiea fauoEr fagst
I STHIT AT SHH ANTC.

9.3 | |ar=T (DEFINITION OF SERVICE)

1) The American marketing Association defines service as a
activities, benefits or satisfaction which are offered for sale or are
provided in connection with the sale of goods.

R) fhellu PIceR - “Udh o/ Rl GO ARNNS! IRAFSI BRI IAetedt
S HelT: 3G 318 T SATR PIURITE] HIeTh! B [-HAT0T 81 e, 37 R Fgoret
a1 . T e Hifiies avgel TSI o’ a1 TRt

Philip Kotler - A service is any act of performance that one party
can offer to another that is essentially intangible and does not resuit
in the ownership of anythigns. Its ownership may or may not be tied
to a physical product .

3) I Tee - “Ja1 B ST SlieEd NN 375eY fobar ST aeRien 9
LT TMEHT IR TeielT T It

William Stanton - “Services are identifiable intangible activities that
are the main object of a transaction designed to provide want
satisfying to customers.”

9.3 Jar=) af¥=r (FEATURES OF SERVICES)

q) 31T (Intangibility) - Far ST =TT e fhar =1 99 B=ell I
TTEY. FUISTE T 1T AT IRyl Jarer FR1emor, areeht @ Jedich deall A
TET. JaT & 7T SRET [Ie 3MhR Tl

R) AfIMTIsTaT (Inseparability) - STIEHIRIA JaT AT BT AT AT i
IS g SYHURT A7 S 91 ARt BRar AT . Sar. fAus St gars das
TUA UI3q, Tehal TS, VST SIS ford T4 S1dT Rl aRied
<At fIeR Rl T & AU 919 AR
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3) f&ua (Pricing) - Ja1 RuoFms fhog = MR, BN, W, 2,
FHRE, T B, 19 R IR T fHAAIGT @F S T Aesren qifest 7
fAf3a. IEwen Wasa g THR! e 3 Wi fhad axard! Arm.

8) IgRRAeN (Variability) - Jaean gofiaed JERN g Teharae EHd
el Jaren geived fORIRh g 4. Sa1: (ohd Slaes 999 TRAfhal (iR
DY HF A el Jal STCHD DIy T HARLN AEHr FTEbh, BT

4) = ATeE (Highlypreishable) - Jar SR &% A6gH Sadl 3d
TR, SN el SUHRT S/l dFTa). Sal. TN e fadbie
Fleell WY eh Fo AR d@M el IRGel T FeRiiell o ACH
LA R IETNIGS! Il [idle. dedl arnd. Jaid SR &od
HHTBRIS! ASgH Jaa A< ATl

§) IEerelt AN - IRRAGER 7 ROgER Jai=an AFTiAed Jesar B
IR, Jai P @ @EeR el Al ST AR [T TR
STia= @ sreieraeda Rerht a1 I Tehiar Jardl AR Saeigd T, ANR
T AT V&R Jdiel I PRl I el

W) AT faIsheTeAT IR BT AT ATEY - AT SRR IF0Ih fAshedren 9=l e
Y. TR QY HIRAT Jral IRl Rl A ATEl. RIS! IR 7 Bl Jomn 4l
PNl HeRilchgTel SATET ST

() Seared Ut 3wl 7 SuinT ga=r Rl sy - J9i ST =
f3epmoft = f3emo = SUHIT =amaT ARTal. ST STl e STHT ol 3
Y.

9.8 WRCA |a1 &9 9w (IMPOTANCE OFSERVICE
SECTIONS IN INDIA)

RTINS AT ST Hgwd T Bl
JaT & AR iR AA Ageardl YT IR IIed 3N, I [
Ja1 &7 HEErdl AP IR UISd IR, YR AfIaRme) Ja1 &3 Ag<d

RERECI SRR ECE

q9) WA AT ITARNA FEIE : (contribution to GDP) Gross
Domestic Product 9849 IR JaT &1 TE4NT et e Iaame 3R /
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T e gUC BT el IR, JaT S WA I ST A AEHRT Flelied
CTOIgR WS el Il

JaT AT TR T ScqaRiel FEHEL.
¥ (year) TR %
Q4o - 49 %
9880 - 8§19 8o%
2090 - 99 4l%

T LY Iq=He JaT & FEWHT AIUIT) RO Yaiel SFHTO JiTe
PRICE

* a7 SN AT BT
* 9, ATEE d FoR AT gRumee are
* 9%%9 of JdT &3 ISRIBRT

JaTAARIA Prel Hewaral TEHNT Jelcl T T Agel.

GEIGE] T SI=AT cahdRl
x RN, Fcel, arEdHdl, Hsia" 9%
x fadqReaT, famr, sige™ W, Sav Jar L%
* QI TR, IR0 3oy gar 93%

?) ISR - 9949 URIA T &TATA JASTIRIEERT AIGT ATCT 37T, A1 FEAT ared 3R
JTHIOT HRTIET e HRTHEd ISR AR 31feres Sietel 3Tme.

3Mfeh FIGATGIR 2099-93 9000 HEFRMEN 489 & AT W
AR B 3ME TR UL & B 9T ANepR) B 3. IS FieIh™ fAUF=T
JATIY PBelell ATE. FEUOTE 94% BIARTIR RN YT M R UL% & &9 HRId
3.

HRAMEN THUT JASFIRTIDBT 34% TR & JaT e .

JaT ST ASTIRM N FE9RT



I (year) TFHAN %
949 99%
98%9 0%
2000 &%
2099 34%

3) faatdiaeier @M (Contribution to Export) : R fRffmamsy
faTiien TEHNT &1 HEcaTa 3R, MR (T sAmed H1e) Hecaredn Ja1 Rided
S, e e qured fafd gENael [aT S5 FEHRT 3R 2090-9 97
Ja1 &3 FEHN 933 g Sfent gaw ST, M FE Aeeare
RfAET AT e, M ICIBAIR JdAT 8o% FEHNT e, W AW
IBRIGEZS S IGIGS

8) Higdsl SR (Capital Formation) : YRAMSY Wisdel SYRUNH Jar
ST AIST JTT IR, IS Jar YRV IR AEHRT 8 o_d Jar
podT S, AT FEiial SYART Hiedd SHYRUNIS Bidl. | Q9 Wisdel
IR a16 BN STTe.

4) wrafs T A 89T WEMTT (Supports the Primary and

SecondarySector) : azel & ARTCT HaT SAER STAgH . RISt

I B B0 ML 3R, TV T &rAaR qreifies JMfor g2 & faciqd

3. = TR e 7 g2 ST b 8Ie; Iebd e NI -

o JEH TN YU IR0 JATGeTDh T8 PRI Peell Al SifH TIR AT A-
31TOT HROT AR ST

o VMM NN TR AT SARfAvARIS! fawT Jar SRy ST M.

o IR MU vl g SR MENIST Y9I Fsi9q JaT Il 3100
IS L.

§) WPReT SO fA%d (Revenue to Government) : Ja1 YR

Rfdeiedr JaeR PR HAHRA SIll. =orore Jd A9 WRePpRel A
THTOT R BT Saal THae] @ JdT R 4% Q8- 9% {4 TRIH AT RO 37T 3MTe.
4% 90 T HaT THIRITA HRBIF AR I & 99308 PICT T, Iad BNl

W) Hri&EET a1ed (Improve Efficiency) : Ja1 89 doc= driemd
VN Hed B9, PHIT HH SeT TEEe) IeT HRY I B, Elefid
T fAUFIN HRIeMT dIeva Had el 372,



o 3N 3nfor faemr
o e

o  iretoT S7IfYT famr
o T QUIRY =T

TR JhRa Riefor ST Sfiefor SomT=AIhgd ai el SBRAl Jar o
I G Bl A TN Tl RIS SPET IIAAT. R HeCTaAT S
a6 TR A BNl

() fRwrfls fRewm s@uR (Ja9) (Falitate  Regional
Development): Ja1 &=mge vy e @van Aed 8. Sa1. JEg®
gfaen, 9, S, 3. g8 e e Svars 9ed 2. Semiier smes R
MMt fApR HRUIN FIRIS A, 9880 FoR WRAKI M Iogiqed
PR . TAD oG ATl fAIprg a1 &7 PRI 3. ST Jar &1
T ST iTetent o 3. AT Tedidh 159 JMMfidqeedr HeM Hiell 31T

Q) Wi fA®™T (Social Development) : Ja1 e=/® MG BRI
3Rt SeieT 3T, Wellet JaT Jb T fAwT BUaRT STHR SINTe 37,

o  NeIOIch TRAM LR FHIT JTe SR,

o Ficamed AR gfaem qRideaT Sird.

® TRIR ATSTHM® SATHSIR SHTe.

SR Al AR Refor, AR amed R ag Jva™r 7ed
STetel 378,

q90) fawwam & @ (Reduces Inequalities) : Ja1 &amge fAwAaT R
YUY HE STl 38 -

o 1 FANIIA A, AU ANR FT fAKIR HISAT THOI el e A&
SEISCARCILEERINRECECI
o  AIHIHT JaT S ATHG HISATHI ISR BT SAepial IEUHM FeRe TR



1)

9.4 Jqa1 SIS A Ay (MARKETING MIX FOR
SERVICES)

JATAANS! faqor s e,

TMEHIT DB PRUANIS! Fal &31en fAqu= sy Adiat Teaw=n s
FRIGT AT TRAS! T STATAT S AT TCHIAR 3Tl A&T Dbiged BRId AR
g 318 "eHh 8ps 7 M@l WA, I ®=Uel P1 = Product Sdre, P2 =
People @@, P3 = Place WM P4 = Price f&#a P5 = Promotion 3gr -
P6 = Physical Evidence i gRar, P7 = Process ufehar, P8 =
Productivity ScaTg-1&/™I.

ST« | T SRS | — G
dF |  fwm — HifiE R
ST o sy — wfesan
fhma —> IS

9) IEMEA product : JIeETA SRR AFY R TR RO AED AR

AT 30T HGeGP MR, Tlech FHIY B0 IMGeTh M2, Jdl ST SR
eI T T AF ATl 3. TN A= STHFTHS Teh FHIL Bt
I o SR Wefhe e Uit SR NS dieen S SRRy, T
JAIRLT Arechi=ar Meffies TR QU7 el AT ifgoid. Sal: dletomed Riafor
gorn fAereat RiemmeRleR SR Aegs da1 RA0 Fawd F9d. S
IR fdPpr™ HrRihH Fivgpfasd afor fbet 3. sren glaume faeneft afdw
MBI Breiret.

Q) TP IS : a1 SFbgd ABIAT AN Jal NS Jarerid
FHATA TS0 0. A g&ht Qo1, PRI RO TS HraAh g
AR, I ToIA & TEBIdgTd hol S, THD MY TSI aTR
PO IMILID . TS Jal fAURTeT HAaR! 3Mfo Tgeh Aieam et
<iaTg B0 SaYTD IR, THS Rideicdl Jaamed d qoieed G@HT 8 T Brel
I IR T JURON AT AQ. B Jar RO wRey e o
SR ST G AT g DRl HaT AThi= JRIdedT S

3) W 3NfOr A% place and Time : Jar Qg=rad IRTGHT of a1 I SR
3T AN o] qRIA0T JMaH . ST A7 ol =amar aral. Jar gRaa
ST fhal I ST 1 fFoiamed BIORT Ige AR M. HIOAT AT
fShaT AN ATOR dholell 3T ATATGRIeT FHIAY Bl HdT BV HRAT M TR



(A

A SolagIIaRT ANTTAT AT 8Iell. AR & Ae IBUTaR STaeigd SRl
RIAT SRIAMT AEHIA SIS ST I8 IFg Fledd e Il Q01 ITIH
3. MEN HIMforep sTeall A%, IhdTd R A Ho A JaT <07 3Mah
3T

8) fhwet price : FEHAT STt JaT qRIAH o118 T ARl wRUrS] AT 8.
RIS Ja1 RIAUT=Ten So9a fAad. Jasieel fHAa SRfdamT @l o
ICEINGRZIEESINGINE

* SAGA &9

* ISR SUMRY it

o RN femn

o fFARTIaTaT ATEehTaT AT

o JgrrS! ARTOR

I TcHhE R Ho A= fhad S=fdel Ik, IS B I
IR 9 FRaT SORe! g (TR B aeId .

4) Z& | 9@ promotion : Va1 IF AINIE e FHA IR AR
TS BIOT=AT Stan FAGY SRedt fhmimed dell Sl gg Msmed @reld
fafder T aTaRel .

o gfARISY - ATEOH=T TR BTl SAa.
o IR
o fIhr HUE

g 31 a1 faquHmMed @rellet AT IR qred ST
NEEIERAVE N NI
® ‘/Ilscbi'ﬂil “aApIxIcHD WW
o JAqTETE ARl JEH T GRIA0T. Jadt Afreewy, fhva 3.
o e Ruarr o, g Rieor 949 TEH 0 MATH IR, G AR
o AT IGIER WEH 7 Josfaol.

&) ¥ R@ (Physical Evidence) : J@1 fRovmel WReRE oo
HETATal T 3. PIE! AT AT 9o 3IGTF BTN . TS ikl R
wEcATdl AT IR ITed ST, Tl AEdhiaR Tl 9 9ed A, Hifis
TR AT Soii<an a1 JRIAA.

W RIHE Ferian FHTaer 2.
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o TR IR T f3Hoft Far qRfdedt S

o 7 fopTht Far SuCT dell 3T T fSH o SAR a1
o I qTaRYT

o IifheHed RUIR Bier T SR Tife

o a1 A9 FHHEATITET GBI

o ATST/THTe Hidhe! &l 3.

W) ufSaT (process) : STt IaT TS RN 3T T AfHAT HIATHR AL,

TS DIVIT TGl ATIR AT 3T AT HIfRT. T Aok 5 ATEehi= AT

SfShAAE AT BicTel ST, ek 3T Fif3eh Tgei aefd. 3aT: ATM.

I2T: BICeHEd ATgehi- oy Ja.

o d Y AR JeIel AN JeTi= TSR el

* NS TEhHIchgH JeIel Hral GoT faed S, o garef fige, w4 fiae

o IR T SR A RS Sal. T =i eiedn goe Raer ifiean
SIGIGE

* TR I T UGTRATET TSR o4 Ial.

o INR T T Siet TIR BB MBI et ST

o TR UEH T et fael SN,

L) STSHENET IO g1t (productivity and Quality) : FereT Sy gt
I IMEVITIST T IS & AIGAvATTS! TR hRIdl SR, AT g
JISTRUSH ST Toliel d SedIe &M fdaR HRidl ARTa). Wefdhier el
JT B I IR § T AT TAGH FHST .

IS &FdT IGfAvINIIST HH=T=IT IRl § SRR ARWRT By
3NATTEH AT ATEHIeN AT TROTNIR FoiaR Jal GRIA9T ST 3R

YTEhTe THIE USel. ANIEN Sl el IEvINITe! ad aeT I
e Bsel AT B WY B0 ARG Bl

STYSTT JATRTY S9TAT
q) I R SRAURT TP el
R) MR sreferaReciier Jaeiict YT SF=IMIEIRYT 312, Tt .
3) a1 SIS fAgeE SRl Wrelldl Tied W B
(31) SR
(@) 3=
() fhmre
() ferar




q0

(3) SIS &

q.¢ fAqur Hene= 3for faguve SeneFmET Afdney

9.§.9 =T :

1) American marketing Association defines marketing Research

“The systematic gathering, recording and analyzing a data
aboutproblems relating to the marketing of goods and services.”

R) MRS AT SRR Iiear #l faqur Feler worel ave 37foT Jar=an
favomRier fafder Teri=ar Fewiiiet Aifed Aeper, i 37T fageisor 819.
3) fhelld Picer Ir=a 7 “IgaeiR TR fageiyer, STg=ara araell M i

SURIIS! AR SRAUTAT TcHia ANy B9 g G 9 e fauumeR i

9.%.2 fa9u e AR Features of Marketing Research -
q) ygaeiiR INfoT IS =@VINT Hfshar : (Systematic continuous

process)

frar fareersor o1 ooy fRgomriier fifdy ddt ot 3. ardien TAEe .. o=
JeMee oMK Faa g Fe™ SEHIUIR T AISAvaRIS! ARy SR
3™ E. IS Ao =re] T Arsfavarard! Jad fauom e bal
.

?) fa=amie ==l : (Wide Coveage)
e, aeE, divoh fhua ofdd, wdwin e, Wit e, axga
3TV rE I B,

3) fawaryor anfdr argem= : (Analysis and inferences)
fqor e e o g Jai=h Aifach Hepford el ST YA Aifgdr=t
TGTRIRI0T fATeioor et ST, fawei el dedicR ANg T STgAN Hieel ST d o
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Ay ol SugrRIet fauue FaRedThe Uefdel SR, @M|e ARG de, ARy
faofer &0 gervr 2.

8) fAvfareT sy UM 4@ : (Decision support system)

fQqur ehee Seresien fAuumfass a1 g faveiyor SRugrIe
e ROV MO FHR AT Y ITRIGY digaifadt. e 37efeh d dodat Aol soarh
IR ATk IRUIHT ST ST el 1 ST 3.

4) JifETH T ATEFTET 919K : (Selecting promotional)
fafaer e anfor &3 3. Afeeirer Hidbfereh=or FTehRYT, dFTaRTEAT ATevaT
3. T AR o+ Alfgeiral vl HRel A T fAwelyor & Iy SFFATT Hie Adl.

&) fafde gg=ht : (Various Methods)

fAqur el HROIRIS! FIHTAT qgaiian aaR dhell STl ST, AG&q
Igd, e ugd Snftr e ugd. T Ugde B PR AR, W I°
U5 Fasa IEies dRUMeRS 86, el SRRg dgaed Madges
SCAIGATA olaiaR RO &8ss ekl

) &t < ATEL. w¥g 31 g @9 : (Facilitator not guarantor)

faor weemes sre fofarh & el s ). =g Fofa 2o gaw
A AENT. ST BTel STAT fohar Fshy Piaetet SRIAN. o hdw YTl Alfecia]
MRSl IR IR T Alfcae HADBTeAT Iaet DY SRS Arall gl
RERETS

L) 9afer AT : (Suffers from certain limitations)
T, e FHaRaT, ST Afedre @ Aata .

{) SIS T UTEhiciel 3R HH! B : (Distance betweenProducer
and Consumer)

faor FeNemTT Tedhiear TR, e, g6, AaSl-Fael Afed Hoa
B ST Ao AR AN ArSfdedn S e AEdhldhg Hifad
SgTE SCAIGH T Al ST e TeehiedT TRIIgIR SIa Bhedlge Srad

g TMEP TichieT AR P! B T TEhiT T fel 5.

q0) ATTOfIYaT 31 qRaeT : (Selecting Promotional)
3T TSRS e BRI FerH Hlelel Mg, TS e fafder
THRA ScAE AIGA SHIG IISRYSH ST, FeATedl Iqeigad areRycd




Rr

SN /MO hegl A, M a1C | el fafder Seares, Jaidy Sedres Argehie
TTRYST SUT FHo el ST & 4 b [auoT HeNeTges e 8.

.9 fagu <Hwew ufsar (MARKETING RESEARCH
PROCESS)

Explain the Marketing Research Process.

fagur= G ufohar e .

faqorT Fener & emalta fshan SRET el faqur AR 1T el
T G AT FARIRERIA SR el . a1 Aithdd A i3 wed @
3T Hifech Hepferd dell Id. @ fAfdy v foer faveiwor s sifom fspy
FIee! ST, faqu Jene SR fifdy Twrd ot 8 sRiea™ T fago ene
SISk ST TRV, & TH Wl 3Tee.

q) T AT fhar e s fAf3e %01 Defining the problem:
fAFfITT "He T B IR O WedriN Af3d Fel WK, @R

IRUTSRES IR ATV ST J TAC THRAT INEO JAGLIH 3. I BT

Qeflet STel Hacar 3Ted.

» fafdne AR fRaselel SrIdY

* fIEIT TTBetall AT

* I A1

?) \eNyH SfEveRl SRfA Setting of Research Objective :

UhaT B IR SR(Ael DI, Jeld T HeleArEl IR 7o
JoMerp B AT B Al o MG HRE. e SR SRR 3R
T, T SRR WS T 3TTd.

« faf¥re Tgour=
o g1 fobaT gaTeT STt
* gHTEg fhar fdaRgde Arstelet srmEd

3) HINYH Y=AT [ IRTEST 94K Hv91 (Developing the ResearchPlan
/ Research Design) :

MM IRTFST TIR BHRATT IHEY Wl 0T 3Tt gfeoid.
* A& Hepferd FRUATS AN IaT: A fhar geaw Afeirar ARt
o HeNeATEN 9ga a1, [ARefer Jdetor g areafares 9ga
o TN HEH IaT: Fe1aet, i3 e, 999 g are

o T (aEre Ugd - AT Sfehan, el T=ITE YhR
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%) FIfEel= Hherd | 928 e (Collecting the information) :

faqumr <eherren wifech &1 arn R, < fAfdy AR Hehford HRar A, BIUTTE!
JEUE T Sad Al Ahferd Pell TRE ARG AN HleaT Ad. B AR
GTeNeTMTY! Jehferd Pell TR,

* HHIT HH T

o TeNe BTN e

* TNe HEAN A

* 1d TPHIGH IRV el Tifor.

4) Frfei= fagawor (Analyzing the information) :

Jeidl T Aifgaire bRl dhet ST d fAgeisor FRogre §EH el Saetel!
o AR HRBROT

o IR TR

* AT fIHRT

* IR TR H=O1

&) FTfR<i= qievil SO Presenting the Data :

T TN YMRBIRT Gl Aifaciral Arevl B TG 37ef T Ho Betell
ST, ATera e o o, MR hY Bigd o1 JMUR Heverahar
FERATIIT RIGREN B

\9) YN IFATA T ATSRIBRVT (Preparation of research report) :
it APy FrocaHaR FENeHGal MY IEAd TIR Bl AT

3TEATAT Wetiel Je A<

* JETS o FNEF SIRAIATT AR
* JTISHHIEHT o JeNe gl

o TN FHT o fIspY 7 AR

o e o RpRE

o TfRA% * IRRRR
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9. |91 SdEd Siigqwss (SERVICE PRODUCT LIFE
CYCLE)

ATATT IR, SAIa Tsh RIS TRV, Tedidh a=<] & AT A fohar a=g
I TP ST IR TP TRIN TR 8. JGI MM A e fobar
37T M. PTE TR 3T AT ATHI AT, BTl IRGAT STl IS ATl
IRT. AT STARATAT IR MYV IR, IS ThMEY PRV MRV, A0
SIEAFE T TR 3N I IR SHaAFEd JFa=eN e, HFaTe S+,
ST, fRIRTER, v, e, JGod AT STARAHLT ST AN, TR AMara
37T By, T g & e iR YacH g 3T, AT SGHTE
Yac & HUR) Bird I Iral A I<aIe fohdT a¥g A1 9K I TAhRie

3faerT fhar TRTIHR HIeTshAvT HI SN

TR ST RIS e :

q) 9% fderT s1a=en Product Development Stage
Q) URY *a<ern / wa9sreRen The introductory Stage
3) 9! fdrar fawmr a1a=enm The growth Stage

) gRRuaa 3ra=e The maturity Stage

4 ) TR fdhaT IeRel wal 3a=en The decline Stage

9) ey faery Fraven
R) URY Jraeen
3) g5 aTerRen
¥ ) OfRTeel et
)

4) EIRIROT ITTRRAT

Sales and Profit

Stage

q) Elﬁﬁ?l‘ﬂ&ﬁ'\‘m (Product Development Stage) :

T QTG oIl ST 1 9] SeAaIdNdl HedeT A, oo
FA IR Fea A GHAT BN AT HodTd JURR woR fafae T Sfacifaed
EZLRINCISURSCEIS
e ¢ I IR e SMOr fABRT BRoT A7 STavei AR gdienmT
BEGIERICH
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o T v fawdirean dea fafRie .

o e oY faehT_T IFed JeTavleh ot

* Tl faqurTen fa=rR ol

* ATfEIU=BIEd T TREAT STTeRw SuaTasd faarR &vor.

7 TR fach! & T SR ST Uil YU & aIed . Tedel
TR SRS RN 37T fIBT HrishH &I St a1 e 37fer faer
fA9rTerga a9 RGRATR =M1, RS TR Hell STl IT A9 ICTGHoS
Tk AT Bt AT R el Se). o See FANTRed quNiel STk, T
JFRIAAL DIV TbR fAqur B ). axg A sraven & Jw@ms, fshan
3=,

Q) WY 3T fhar gawr 3@=RAT (Introduction stage) :

Y ST & FIART I, AT STH AT I TTa=T
IR, T FAIOT SfTTR HA 1. ARl gy HiguirE fhar v
fshal Qo AR T DT AT SIS ARTMRY AIAHA
JBAI®d PN AFKI. I : ST, Fedl Aie, ARG, I IFHl, Wiead, AR
ST AR 9 A BRd) . geaniien ARG Higen SR
G HRIET NI, TS BT THIO HH! 3T TP Toie RISl e
T AR, SRR 3Af¥s R Srdr drmell. JrRifie JaeR SceT 6o
TOIGR R, AT fhHciien Sueted o fRedT ST SIGH T FAIT IISTRUSHES
AT R I BN SIGAT Aol AT Hoe ITe Bedid o Sedie gerd
AR T PR IR, BlE] Joodd SATd IRGAT TR IIRRT AT d
T T FYECT Al
LY : ST SRR B+ BTe) TN T Ao,

TR aee=) A

* IS BT T faght

* %] NI fha ORI THIOT HY. BIEY doo< Bl et BIogTell STeRTa
* TR TeaiaR e

* ST SR 7 SIS B4l AFTel

* HISAT TV Sl BHR1aT AARTA

* vl aRE fdhAd (S'te minimum pricing) fdar aifcrerr &+ fdma aor.
(Penetrtion pricing)

3) T fhar fA™T s/@=RAT (The Growth stage) : SR S@GHHT AR =
W@Wﬁﬁﬁh@wmﬂﬁwﬁmﬁ%m.m
JOTRUSHED =TTl AFON 9. O IoIRUST JWE SR, AEhal ARTen ufae
A T HiGaT THTIER a¥gal BRGl PRk, IAGhal [dehl Piga =
TRMEE a8, WOeHeY  SEEAlel @Rlel AR . ScarEdten
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TAHBHMES aqE BRI, STERRIR ScIGd ASH W qAKT Sietell
FTARIME I8 YAl STl T FaIred] f[Ahhs Sedadh el o I o
FTe! A TR BNl

e : SRR SR ASTRYSH Yae g fav=m arefaan It ofifdy Tl are el
¥,

T TR ARy

o oMl a6

* TRML a6

* IqYTGaRT TSTRUST HaeT

o facFaggT MO TSTRUST SMTehHBIOT

8) URYaT 3@=AT (The Maturity Stage) : 9Rued fhar i sraedmed
TR I BT Teten SR, g IRYANIS! RPN 9d e Yapiand
JGT I, TR TTIRISHED HIGT SHIOTER AR At T STRUCHE Il
AR 3. & AN JTe SToaTl S SR AT I1 IR, A<l 8T IR,
ARG IR TR A4 Aed R o T SR, o
FIARIML AAUE RO fhal WIERSHT oTHie aicd i @Y @O Al
JTIRIAA T BN, ATTANAS &1 e fChgA SIugram e . Il febal
AP sTadmgd IRudT faRde dCaT BRI IR GG < TR
ol fhar a6 Selell IMERT . ATl GRIGHIGT & 3fasel Iad
HECATH! 3R, T ALY IS BRI Weheh R 3Tl TN ATTHRAD
AT Jolri AT TR B d ST fA R gt aRi.

e - Objectives : SIS SIOTRIST 2T HIeIST BT g AfSh BT
fAesfaor

aRYe 3raR Afdre).

o TGS SO B BOY

o TR oaT TR dhett fdT TR et Qo1
* IR fhad ared

o A0 g5 @ area

* YT IISIRTT HAT=N fohAa el 2o

o f3gn! A1 T

4) ERIROT IGRAT The decline stage : STGH T TG W RS
IATIRIS e T I AN, IR AR AT RIAS TG
M- FaS! A, TN TR B, BN M 981 Brawd. TR T4
IATE IR SR Aed s Mhia S, aoRms) 79 wefe gaer
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PRAN. e IEGaT SOl AT I¥G AT Solvel A FTer IR, et
TG TS WIATUIT I A, IRGA AR FHH e fhoa e_Ra d
T FAAIRAHIA TANeT B AN, EIRYT JFa=e & Sia ashieilet i e
FASTel ST, SR AN I7 aRSAL qodl SRR afquare JeRaY Siet e
T HoTal a5y ScIIeT TRV SRIAL (e AfdATST Tafor] Sae-Teg
B A1 I GO B fad 3R,

LI - Objectives : T are AT
* AT Az v T

* ORI T - ERROT

* IR AL G A0

* ARG &I

o Wi feaprg oRar AT 8

* 3G T TR0

ST RTeI STYTAT -
9. fagom Fenesrear AR I IR NI
2. “fuyum Jeme & ool ufohar ome e fAuvr R 31INT B TTaR
I ZNeTe] ST, O .
3. el G T W I,
37) faqor e
) JaT Se Sia ash
%) <] f[AprT araen
) IRYe ra=en
3) TRINOT 37=RAT

q.% JaT &ATNTS! 3@M (CHALLENGES IN THE SERVICE
SECTORS)

q) IJFTIYAT TR (Challenges of Intangibility) : Jar1 Szai faad
RN, T I Bl AT AN FE0ToT T I 3T, I ST I e,



¢

qTEYT T Hediche Rl AT ATE). FUIoTd T AIGT e, TREM Jarar e,
UTET T HeAich PRl A ATel. T & STHIId G el MR el

7 I IGTIITHSS JeleT e AT B

* T SR A AN I VI iEleh BRa A .

* T &N FRETUT BRI THe.
(ST I1 T ArSATATATS! faqur et gxamT ST 3.

o TEFHE IR N IETAES Heena a1 aefavaid) e o
OB LR Trachra faamy e

o TgeT WO TgH S0

o JECHY JIAERY W6 NI NS I25dTl J A YRG0 ARY UPR s,
PRI SR IR BRI,
S X IV BN, Blcel gearel

o FHHARIMI AT IR FfRIT0r <of

o Il WHIME GUR T fdhRT v,

R) fyuTSUa I M@ (Inseparability) : AT & SRYIT 3RT.
PR GBI AT FTeb! Bl A ATl IaT. Slae, I, et 3. Jar. &
MR TSI Jeiel T SARIT AT,
* {1 Y PHROMAT HHATT FA&Tor o1
o a1 RIAIFT T GATAT AR HRO.
3q. dH ATM & gRen RRAY, TEed Fu 3iensa fifte sga=en
O,
o FHTE Ja1 dIEe AU (outsourcing)
o I IoT GRS HRNE fIB HRIHH TIR Hvl.

3) TgRM=Atgum=ht sm=™ (Challanges of variability) : Jarear gofamed
G J UehaTaridl M ATl Jai=ar sormed Rl g A, Jar S
PRI T AARLKN, AEHd TEPhR, HEME AT 3. MY Jarea] Toie
fORITRY aTew .

RO SfTee Jelet e 3TEel! Sl
o a1 RwrTiiet =T frerr SO

o 3T 1T ATEBichgd ARiishal ol
* 31 oo ST FHRor
o JqTET TS JURTARIS! AeNe fAHRT HRIHA 0.

8) TSI Io11 M@ (Challanges of Inventory) : Jar & AR f&har
TRIAR! FTeqe I TEl.
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2 3 AISATATS JeéteT FgvaT SRE A,
* YRET FIHT ARG ArST1 0. 341, A e, Yed, R
* ST, T A soaTgag ool

4) 9T2%+ /4T YUATR AR (Challenges of outsourcing) : & fafdre
RIS 1. T, AT BT AT g 2o T YA SE IR, ¥
ST YepIRAT G AEHHT I AT A1), RIS T A FepRAT Fifedt It At
HEATIIT FETOT ST AT TR,

§) 3MTI4 SEHEUIR 3MEM (Challanges of Indirect channals) :
TGP PO AEhi Tedel e RIAST S, 715 A 3 Mg ST,
MY ARNifeles FATeT I SIAIA. ST 3id 3TSIcdel SHaU=T FAAT / 3™
HECTIAR SR,

W) FIIRIAT feFHge dquara @M (Challenges of Employee’s
Retention) : PrE Jar &MY fa¥vd: TTedeR, SfeRKd, Hradc—dl, AT
3. N AIGHIT TN GHROT STell 3. e HHaR) U HeeT Argr gu
ECde . 3TN IRRRIAE HHIRMET CH- Savard @M AR
3R, IR AT HHARITA D HROT, RIS Fae o1 afdieror <0 3. B
T=81 JE F_TA AN, BRI fdhge 3auard 3 SRds Algdl A=
femfor e, STl

* AR FHATATAT A fSBIN a1 vATr FfNeqor <07

* HIFTRI fEHT STUIRITS! AN R Bl

o HHATIT AR FRUIRATS! TRAeT0T HRIHH Iafaor
* TTAUNG FIRATITT JTdeid HROT

* ST AT <O

hd CbIH‘INi"II <Y Id _\qg"mméﬁf

9.90 |

JaT FEUTST BT AUIRY S5 fobalm STl {2 el WIEhial IRSIgait &l
3R, 3T, AT TITTATN, AN, A=Al SO STHRT
T 3. A AETarE AR SR

IR SPieRd Jarerd I Aeard e, W ISR edaAriiel
FEH AR e, Fafd Fgum, wiead IURO, FHifSies fder, fawwar ot
FROT 3. A AT 83T HEwd A€ Bkl
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JaT &3 IEIRISR DIl FATE! d1ed 318, e I1 &3 &l faqor
HeNy AEard a7l 378,

TAF T, fhar a1 v falne Sias aehrlm S SR, I e
TG SiIg=Tash FEUTTe. TRHTERe, gedl, IRYGT 3faell g TR0l fa=e a1 Jal
faeTarehTciicl HE<aTeaT STa=elT 3T

IRARIA JqEF § A WM AIGUIR T &5 3T, a1 &Age Jarean
ARt TUTige fafder s fRmfor & o

9.99 W

9) JaT TS B ? I AT T .

fauor FeNeA o S ? Ao Gy Afned W .
«) JaT IS =Hh ST T .

)
?) :
3) a1 SIS g s Ted ST e BT ?
8)
)
& ) SSRITSTeIHT aT SIS DIV R Al T AR,

o
o
o
o



gaP-
fhvpIs MR

g =T
.0 Sfes=w
.9 ST

R IRDI® ANRE AR

.3 YRARIA [BRepIe AIRNRINC Het

.8 YRR AEfed AR

U WRARIA SRS MR

.§  [FRPI® IURE YPR

Y YR PRI MR Hidder snfor ™
.U IS AT

N
.90 U
.0 Sfew
T TCHTT AN Hod-aR faemeatHr -

YR fohRepIes AR ol ST Jsel.

YR e AIRISTE AR Ol A5.

.9 UXATIAT

STIEH 9 U & A Fehived Gal FIevard HH HRUIRT Hewrdl S9edh
fRPI® AR & R, fRPIe AR = 9% 9 Jare Ry sfR™ a'
TR ifH SUHITAET RO BN fIRdle AmR. sifcH 9 TEdd
PEARTIRIS S B HRIE AR e THAY fPRPIS AR Bl Scace
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37T ETS>ep ATINT I ATEeh &N fARel ARFesI AgedTd BRI BRUMRY HeaRe Rl
B! [IRPIE AR 8. fRdie MR ax] 7 Jardr goget st s=ar. fafdy
UHRET Jdl A TEHAT o IRl A IR AEdiied Agedrd Uch g
fo~epIes MR TR,

2. fvaI® AUREY e

q) IT. O .99 - “fiRPId AR %ol fAaRom=a IEsid SRl 3
g Aqedr gaT ST AT 3T THRAT g DI, T SAHS STHGRATAT TR
ROV AT HRIEFHIO! M I ST

Q) Haprell - IR ATIRIT & ATEDH I TR TR ST BT el AT
U T WA o G F1ST hefl STl ST T <Y A8 AEhral THEH B9
NENICRIEIREIPIR U R= GRS UG

3) W.J.Stanton - “Retaling includes all activities directly related to

the sale of goods or services to the ultimate consumer for personal,
not business use.”

.3 VRANNA fFIPIed IANMRRENA b Trends inindian
Retailing

q) Hafed &= S=F 918 - (High growth weight in theorganised
sector) :

37757 fhRepIcs AR AT &3 TIBIRT 4 T 30% AR 16 SiTelel!
3. AIIST AMeT A1t a6 A M. 092 ALY YR Prples AR
Yoo fINTT STel TP ST et TR, Y 00 T 9000 fferT e
ST YU YT SR,

) 3F 9 W F|IHMTHS Hd (Trends in Food andgrossary
Business) :

e e TR AT oS FaI G el S, IFe 31 g
Qe TETI TeiE AR SR, FUH A1 A FAUR Igaidhs 4 AT et
faer TIfeSl. 31 9 Wiew FGATE UGV fdRedle AMRKI FEHRT O agfe
SPT IR, INTEEIT &MY 0% T 31T T TS AR TSUFT {8% bl
.

3) Wl ¥ aaus & (Trends in FDI) :
YR g RSN ga9 f3pmlt Ay sar e e AR Pl Sd
3T T RN TR S TaUes PHeoll ST AR, 98 LR 093 Tl IR
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WRBRA R AT AU & fHhRepIes ATIRIT 4q% IR 31 Sor Feft 31T
7 AT SACTESTaUT T T BRI 3Te. TReel AT JaaueT=aT Soges
e anffer et 3nfY AT &y A el SR 81 b

g) ISR M1 WA U SOARNA  FEIRT  (Shares  in
GrossDomestic Product) :

fRpIe AIRMS et I I FERYT el 2. AT 4%
AU 9 TS §% o (% AR FRRT Sel o, a1 Jaaueige faveis
R HiGT SHIT g1 Siell 37e. 3T fhRdpId AR WiSHT &3kl rel,
f3tt, Remr 3. IS FEEFT Al YHIOIA E9RT Sde SR, A1 fRdie
HIRTA TRBRT FROT AJH I 3. [IRepIs AR MY T aTR
PHeATHeS AIGHT SO TR SiTel 371R.

4) fhRepI® A=A A&7 (Training to Retailer) :

T fPRPIE AURM AIS T&c1 Fetel fagd I, T IF0BrET a9k, T4
Tlel YT A fhRPIS RN HHATIT SRAT0r 0 AT M. I
2000 ATATIRIA SRET AT Il S 3T, A fohvehles FATIR eI,
TRE T ULV AU, Store Management SR ARG, HIMN(HY
FARATI, FIST FARAY 3. ST HN&T0T HRIhH I&fdel STa.

&) Wafed fveIs AMRMET R (Share of Organize Retail) :

2030 FegId FEfed fhRepIes IR BT & 4% o 4% I<APT BIse
37eht STet 3R, Hefed fhvpIes AR & RIS AT dTed M. 37TST SR
TETT HHY 31Tt TR HIISAT ] IO ATGuT IRIe TR, AT HYEd BIRUT ST
e Ted] HIITHIO SHTeTel Fael g ATgehieaT VNI Silelell GERol 213,

) TgHuT R & for AR :

HRATT TR [P AR &5 & G & 3N, I &M 94
e A YO S9N IR, WRONIRET Alcl Slihae=dl yeeld aran
BT AN AATTeTel 3TTE. ATSH fPRePpIs IR &1 HIS= FHMT JISFIR
fAFRT Serel 3TmR.

L) fFRPI® AR 37514 :
RPIB AR &AM HiGaT FHV MMYMH TFHET AR Bell S,
AR AT [HRpIes AR AIGeT THIOTR TR Sietell fasd Al
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2.8 YRGRI Hufed MR

AR Fefed fdR®Id AMR qEUaNIS! PR Tch HRUTA 3%l
3. MR Hefed fxele IR A Tl Sietell fage A, & woet fobar
a1E BT BV JETATHIT FRTAT Acired.

q) 3fENf$ a@ Industrial Growth : N IHEENE R AT
i ale el Thfae IPRIeEd & dle Aledl Y B 3R,
TMEh=AT el TRAITbara IR fhReples ARG Setell fagT A, WRAd
SMefieherRomge AR AT 8 A Fived AId Soara WIe 9
fhRepTes AR HIST IT6 HTetel! o= 3.

R) gfasm (Facilities) : s Jafed fReIs ANR TGRS 3md ghaen
U HH Id IR, AIGAIS HieN TOR et M. I1 Alemed 3Mas gfaen
U] H¥ Qe ST, Fd FHR=AT 9] Tl fSp1oN e frad 1 goaoot g
AT ford AIcT A WRARISl AECK fhrehles AR G a6 el 377, AT
IO BT TS T, TEHAT ST Hoe faedl I, a1 fahveples
SPMAL T8 U A, Tl giael, HRAvDGE! AeM, T reiaref
TRl T 3R, TS Wb T8 AT AleiNIell AT < M.

3) SHRNEFTET YT : IRPIE AR ToF SSiolh IS FA0NT Ha9T
TN IR, AT &N dTeell ABOIA A7 &3 Toie 95e1 Tead M. g
Al Sl A1 Gudld fRele SURIeS YA BRI ed.Sal. Rear=T

RGN STANRAE 1 &3 TEHRT AT 3. HRARNA 3 3 Iaadioidh Il
ST A M.

8) HeW TN 9@ Growth of Middle Class: Radifeaw wrxwid
ANHEE THIVT dIed ST WA 34 T o IS He9 o &1 Ueh He<ardl gad
fohRepId ATIRIT STolell 32 M YRR SoIRUS & HSIHTHIT TTEeh o
JHSTe! ST, YERTAT dlecdT SHICIRE T &1 HIgeT JHIO a1 Siletel! 318,

4) iRV I (Policy Reforms): WRd IRPRA fFRepls MR &=
RS T TAAUE & 4% IAAA 378 T IO [IFRDple AR &7 Jaaue &
49% RIS AR T AN fHRePI IR & Al LRV Jaad 3. RiTel s
7Y RSl Ugel AU & 900% IAB! ANl fel MR, AW M
JMARTET HI=a1 Goe.Reebok Nike IRIREAT HU=1 HRAK {hRepies AR
PRI MM Boost IR HU=AElel YR IS FHI SR B TR,
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&) ssrstETEn 9RemH (Technology Impact) : sTNEfed faReIe AR
fIPRT FRUINT STIe T TR IS BRI eFRIgT SEER 3Med. SMfid
UIGIaR TTEdh AT JMaeTeh IRTeIe %] SX-c el HIegA g eewdl. 7 @/
Y pfeT FTE, ATHAS TIRR 3. NS HIEHTAT AR 4S5 bl

W) TR AT FWelell a1 (Media Expantion) : T.V. g Se=ec=
SIRHATEAAIES SR AlGal SHII Selel SR, STRRIT HISANige SIoTRi
qICd ST, AT AT FoITea IR SYHe] AT M. A& HFISHTOr JFroT
RIS TTeehavdler M aId 3TTed.

() 9T WES Sudedr (Easy Availability of Finance) : anfdfe
SERIGRUTAT b AT TR Hisdel Pl ANIaRK S 3Me. TTge
T Aieds BRAT AT SR BRE HRogIbs Fefed fPReples IR Bt
g At o=, Fefed MR &1 T SARI ORI 8 I TS Sb
fihar SR faxTer™ Hol FEo1 U B 3Me RS HRARIS fPReples AR
TR Had BT 3.

Q) WREfiaR] T S IATHYUT : FHARNIRGT IR RF IR,
ST IEAT BV Afgel e, Aufed fRPI8d AMRKIA dleme,
dFeHics 3. TRl HUiedl FIege YRk GEcd fhvdle AR &3
faepRi 81 TR

q90) THOITY ATS FHTUT : HRAKIT UH0T ABEEAT 819% TABEEAT & 0 I
JITAT STNIURNT MR, ToNh =l BB &) e 3ifSeh THINT dIeuR 7. TRavI
e fR®Is AR &= e 8 TR

99) ST T MEONHMENE 918 : YRAA e BN Siole TN B
NI ABieAl B 9N SUCR il 3. e el IS d

93) FH fHuT T UTFHET P : G Fufed BRPls AN Tepred I3
el B feia Ao oy 8. a1 ) Al SRR SR e Rded
ST,



R§
2.4 WIRATN 3Rfgfesd MR (FACILITIES)

ARARNA SRIEfCH [Pz AIRRICAT SRTATIIS! g<aT.

TR fRepIe AR &= Hofed g sufed Y IR QI 11T drselel
farara. Fefed fdvels A= G AIS e SRFafed IR 3 dal
3. Jufed MR § Wiedel, T, SRR g ATgd START e €07 A1 SRR
Fefeauol ded sRIaTe T fQwd e, Wy, sRisfed fhvepis =T 375
A TR el SR i AT A Tgeiaed S5e] BRugrdl TR 3TTR.
T ggaiM ufed &5 ARSI Hal U SRVl TG A SRiEfed
e,

9) U= AINEH (Customer Research) : IEfed fPRepIe AURME Ted
Gy TR 3. Tgh AN Trechieal AaSl-Fae!, e ufare Ararad
TS TEH FHTE Aoset.

R) féwer =gg T (Pricing Statigy) : sRiafed fRaie AIRME AmBi™
3. HAT A 0 TR 3ME. i INEfed [Rdpls AR gRew
SRl Aol [hReples AURMEY 90 T Ju% SeTehT ThT A0l T SR, T I
N TR T[RRI 3. MR ATED & [hweiiemee A et
IR, S fhiiaracral Gevaml HRaMl ORIy dlesh = . amed
ARy o= TR e el oK. fva gevam A Tgein o a<q) arg
farciien Aot Savad IR, TEERIER 1 Scifed ax<e ANg T Aot
3R 3TrR.

3) TST =T (Stock Statigy) : gufed fhreples @M AT
eI el e, iearean fafdy e Skfden ST, e A
oI, fHA ASTIT!, JHaTael el g €Il el I HHRAT a0
el SRIdedl Tifgord. AT 16T Uiiedl SxfAd™l HIfhTl aiaR el Sl
TSIl T4 AR Ih Je5eT dobl ol NI, AMEHi1 ATl golram Ji
IRy Jobel AV SMITIeh IR, TEeh Seg] ae] AR <iegl Y R Tell efl 3eht
IRt AT e FHILT JTEeiiel 37T TS Alaeiiahids aTGUaTNT Had alsdl.

8) fashl 9@ Y= (Sales Promotion Statigy) : s=afed wRdi®
ORI AAEIRNY HIS, ¢, ITd J SR I deh! FRoIHLA 9aT
FRAM. 8 INERT IRPIe AMN HE AR e Sar: e, Rewas
JRIREAT IO 8o T Yo% TC S [dsh! TGV ST R, Pral dos



R0

3™ e fhReple AR TRHHT WS IR ST ACIIRG! AISTT 1&g
ﬁzﬁmﬁaﬁmuqml HYC cpxdid.

4) WS FE=AT (Purchase Statigy) : REEA foRdie @M Aga
TRE BRI ASAUARITS! el ea! STERI. BIoRA] JRAGRRIG S SR
SR ¢ o1 A1el fAadel. 312 YRASIARTEN A€ rugren st aRad. Aifad
EED B MBS &1 TR exaT 3Gl SN, I Fera-d HRIS
fehRepTes HTANY @ ek 1 SrEi-Tel e

&) UTEd WY FEwa1 (Customer Relationship Statigy) : Jeam Urgh
Gy fepfao aawgs S9d. WEHIEN =N Fey i FRuarerdl srudd
PRIz AT T THRA Fea AEEl ANKI. ISIhId Fadl fhepies
AORY T8 Fadlell W . IR TP G &l 3ad AR, il
3BT FRUANIS! STRA SR gfAem G ANTell aredh foell STRT. amNaTer
fohRepIes AR AEHIN H3 el S

v) fAoEa uEsEEdl fasiw W @dr  (Special Sceem  to
Loyalcustomer) : sRiEfed AMIRATHSA SIS STET AEHN fa¥y Faer
S 3 ATeh HIAAARRY! S M.

¢) fa9i A4t (Special service) : Fafdd TEHNS fp P9 Taom
IR, I FISKIAE TEHT BRI HIeT TSfAvl, TBRIG 9K I8¢ U, TR,
ORI ANRE R Jar fRear . oren Ry waert ieame Jreewtan
Fefawd) faamy are,

{) X (Other) :

q) T THSTE AR B D STHAAT faedl ST, T hise P,
Sfic P RIBRUI, Tec, BT 3-Adl 3. FIEFT IR Hefl STl

Q) T fFRpis MR AIcAl JGHE (HAGIY Hod FRIGRT e,
YR WiSaell TR ML FTH THRIG TS 1S <al .

3) TEHieAT TR SMEGH i1 YRAST, AAl Hefel, AEHiT @Tel IRToeh <o

L AN AN
Il dIHX chedl Sidl.




A

.§ fF@HIs IWMR™ FHR (TYPES FORMATS IN
RETAILING)

fahRepIes AT fafder U R AfaveR fadem &e.
fhRepIs ATIT=ITe YA QM JBR fAHIST el d5d.
9. GBM 3R fdFRPpIz AR (Store Formats)
2. PRGN fahvepis &R (Non Store Formats)

R.%.9 3B MRS fvaIz =R -

q9) Aled : FUCK &EAKIA AGl [dRPI3 MR AT JHR Al U
e ST, Gebrd fSpmoft Argehi= fAfde SrpR=am axe] @ Ja1 U] Had e
ST 3R HiedT Wi YERAL MG AN, YRR HIgdl BRI A/l SHR
PHod T THRA IR ST HH Qe T, AT AleHed STRE! HRAYD
JAeT AR, WHr WAecd, VEIIdia Fied FMSHON SR, AT Ao
JIEIHH IMPYF TGuH dhelel ST, TR G FoTdT dhetell I, SI0Ihw 3TN
Hiedahs ATED DN Blsd.

?) faR¥re a=<j= g#M (Speciality Stores) : a1 HMILT AEHI BT
PROGGS! A ARMcago] fAsh AR bell STl Aged] FRaqred] gebrran
I gfaeT, B! SS9 3.

3) Y€ IR g (Discount Stores) : a¥g=AT fHiiar w1 SN I
T TEHIT DT BV I GhM SHReA! ST JAe Trgepi fafde

TR THRIGAR, fFAigaR I el ST, 7R SohRa g SHRUEMET 4
29 HIGIT FHIOI ATl fash! Tl &1 S

8) feurddea wIsRt (Departmental stores) : Ii=1 fAWF g™ a1 @M

AFE WM. Thd BarElen fafdy f[AurT dreciel SRIa. IMe] FauhRaT
3MATTH T, TN TR, WRYN, AT I1eh Iy, A, TIR HIS I fafdey
fUT Ireetel SRACId. IaT. Gasciiel . IgoT YR WM, TS Rieamiia I7re
IR,

4) YR ¥WHe (Supar Market) : Ry awg@ e w=oammdl Avean
SFBBIR qieTetel gHT Faurl YR fhal SRR Alhe 819, AT GHMHE Thrdl Jadt

FTATeAT G Al el ST, AT gpMRe gz fhalt Jom e o4t




N

§) AT M : TEHA AR N B SHREA . 3TN GepTAran
3MPR AL I JAALRY oo T 000 WIR P HEY M SHReA SIIIN.
3N SHM IRTEHTAT JATENIGS SHREA S T TEhieal RSt e g
IUR! .

V) 3 TS IR fhar FERY : T T IAEHRT SF S aN
ST, & g FATIRO: 7 P Tepra S AFT 3R fohar wéren
f3PTN IUREA ST T 372N FHMIGAR HiSAT AN fPRPpIs AR el Sl
IT: WS e, TATCIh %, 3. o FAIRI AGT FAIONG ATATA TRET BTl
3T TR IAeTHIET FHI [HAICT IRIAT faeh! BN, a1, Jelagl-d SAmee
faor Je.

() WSl Gt §PM : (e FaRyEEel (R geren awg
fapoarenel ereRr=A AT W fhar Isard s 3l dlRM g gw

HRUA AT T RG] GhIM 3T FUIIa.

R.8.2 PMIREN faa MR -
I GG PR GHMTE SHRYT T HRAT TEHT SRITeA] IR
TRE BT I IS ST G IR eI AR el STl

q) LI ARE : LT ARFEGR ARy T A T &7 fIRPIe AR
I YPR AR, MRBA =hlb TR A RLT ARAE AR A fsh
HRUITH AT pell AT, IS BT, T&T, TIR HIS, INeReqde geref 3. = g
PHRUGITS! T HI=a TR bl STl

Q) TREER @XEl : W) gy WEHHI &R J9d Tefdel . Tawe
TMED PIIGR fhal IR fhar FoTewMIhd 3fiex HRal d AEdhicg fMaleied!
SISO I TToTdedT SN

3) uegd fIsl : &1 U SHMIRER PP ANRME JHR .. ScEHdhgd
TTEHIAT ANTO] JAfckih qrcfeiaR qo7 hedl ST, RIS B, ddfakid fashl,
ST 3. A AR bedl S,

8) afas s : fFRPIe AURKIS & T AT JbR e ST, JHe
RPIS AR ERERT ST NI aga! fash! BT, S&l. Amway &l
TR fIsh! ERIERT ST afoRkich TRIoaR Bl

4) ReENER fFPID AMR : =1 Tgfmed fachan DGR Tedhie Hueh e
TRIET Alfged! QRIdAT. MY aRjar A, JORvar 9gd, e ST 8.
FifficTel ST g Qe TATh ST BRGr! 3fiex ARl .
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) T.V. ER fRaI® AR : Afcrprs= FIBT &.3. gR [PRPIB AR Hell
STl 3.5, R SERHMD T TR Alfgel!, fhAd, aoRvar 9gd 3. A
SRR S ey fMosfedr Sdra.

V) gexegR fFvdie AR : fdy IaEARN fag FRvamRar s
§eICdT IR el ST, SaT. IR, 3T, e v 3. = fasht SexceR dell
S

2.9 YR fhvepie AR Yfaasg T sm'

AR fohRepI® AR & IR JMfeIaRekiiel Hgwardl g R T
ST AT He<drdl dTel 37, SFIkiiel Yfecdl U {hvdls AR HRA <2
g I 3. YRAKI [PRPIs AR & Sieig T died 2. T Hfddey
I5qe 3MME. [P AR ISR M 8.

R.9.9 WRATAIA fhveptes aAmarai= wfadaed giavmmor HivTer 3 :

q) IIET S N : [PRPIB AIRMEY AR aTerm &% & 94% o 0% SBT
Fefed fPRPIz AIRN TR AT ITre 3Me. M AT [hvepid ATIRS
SRR BrvarT #7ad Bt/ B

Q) ST J1S : HLZH T FHTeiell A1G ST MERIDRYT TS [ohepies AR
SAT A FHONT dle Sl 8. IRAHEN HeAH i) SeAm 31 .
S fhRepIe AR Hidae YRA ATl M. HRAKIS ldhial Sedd, qGem
SiaTeell, Heaniial Til-Te! Qe AR IS Scqare e IHe a6 B
NI HATHTBNITS! fhReples ATIRT Wiiaed Soel 3N 3TR.

3) Wl T JAUF : FRoIe ANRRIT R Jqave & IRk
2099 Aiel AT SR = v 3. WRd IRBRA RiTel seqs q009% TR
He! S's ALY RETme) 499 TR Taugasran (o eider o=

8) ANPHET qTE : AGIEIAN FEiI R GEART HHich AR, & A
3G T qed S [P AMRA HfiTd Svadt ™ AR, &
SAHIET aTE THI0T SAOT IERT HIAR I AT 3TR. A fohwepies AR & AT
3O 2TENT WY IS SIS =erel 3ATe. AISerTe fehreples SRR dIves 3y
TRl Ao 81 ST

4) PIA ATHIRTE IJTAXT : IRPId AURNIS WRA & 9 Hod
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Qo Setforep TR I oY fafder P ATe] PR HIeT ATIED ST
el 3R,

§) TEAHT : RaAfRaT TRl AHEE T qTed . WRAMeY 34
go BISHAl HEAHT B ISYUAIT I8 8. 099 We & AT el 3G
YRR SNBED THNT UHUT AT 30% AP M. TS wufed
RIS WS JR ATl Wi 3Te.

V) UEF FeAUF AT AT 99 : WRA TEd aov ST
ShaeRIeiId I FHIUI 98 B 3Med. [P AMRME! & Jae At doch
IR AR, WRAMS) FIFIRI G dIgel 8. TV Aegwadian
AHIACEN qTeeT e, TGS AT  IRFER I BRER Teehia 3Afodh
W 3R

L) 3-HMY : I PRPID AMRMEY S-HHAKT IR AiS=1 THO B 3T,
Jufed fhRepie ARMET AP HRUIN $c-c d AR difed b= arem
STEEER TR, &7 ATTels AUHTHEY A=l YT d16 2d TR,

R) TR
q) TR Ws-JfAeiFed a6
R) RS T a8

R.1.? YR fHhIa AR AT -
YRAN fhRpIs AR 3P <A1 g M@ die &I AN,
R fhRepIes ATIRIG e ST TGS T e

9) WP Jeutar AT : TRARIA [PRPIS ATIRTR IR &3 Foa
IR IRBR TR AT 900% FHT & AT, R IRBRAT 98 R
ot R s GHHIIET 900% TR AU HIIT VAT STell 3. Fey
Se Rt & R [AaU@IN 9% TRAFR 3R, SARG 7 Wesedl Wisdarr]
geas! a1 favels AMRKS Fafal Radll JadUHgRT W BIeuard TRBRI
Q) VAR A<=l S= fhaell : ufed faweie ANRT Feled s
TR AT Tt 31 SHIOTRT daTeedT ST, ST JLMTeR ATl &% §a8
YRR IS M. WS Fuled fFRPIs AR & T A1 IR Aemad
3Me.




3R

3) RTYE JRUER FHARET : TRAWS RIS ATIRIEIS RO IR
Jlaen FA HAAR RT A, A1 IR GRS K, aTEGH, M, i,
it 3. fawl TR STE. e WIS TR W & R Jifdre <
ST, T Rl IR STeereT =T 8Id aTR.

8) fee ATIRTA Jare : fRPIs AR dROTET RBREGGT e
IS PltaTelal 3N h SN AU B A fPRples IR 2

feReee g Jamjei=n Bia =retel a2,

4) wfAFET FHETAET AN : e fhRDIes AR Hic=T ST Wi g
(Store keeper) @@m (Accountant) @M (Cashier), Svbds @
ST e IS B, Felfdenery 9 facanfige fhveis IR fRrefr
T UgA A TG ool S, e IRIfeT dHamrien 37 MRk
fa~epIe ARG 33 AT aTR.

§) S-PHAYY AT : PP AMRNIS $-HA S Teard 3R AR,
ScxAc A= Mg & AR 3ifSe FHION SIvTa. Sl iReTdTe, AT
STier e S1Tg A AR AR BRI AbiT <o A9 Te). e
YR fIRepIes ARIT $-Praxa A Fifldel ST

) Hufed fpie ATRMET a1 @ Afde : W= e e fRe®
FRT A1l @9 (Operating Cost) &l 31ferds TG AT, THS HHARIAT ard
TRR I, RS BRI W9 THeY dse, A, TRYTIhT PR 3. A T
PRI AN ST DT T A1 SHONT BRTaT ART.

L) ST B AMHRON : I AT IRepIies AT AiS T PR VRIS

O Ay FRMe 7 Ragmed e el S, Ry IRT TRARBGA NN
PIORHE! ArSTHT el ST TH SRR SR R HRI AN

R) YRAST  HIfEH TSI FGRATIHTEAT AT : WRARNS (bl AR
fAehf I qRaST ARgeS! T AIfRe T ARG 9T & Tob Hecardl TS
SN ST, GG i ATEHIIdd aa JRas] PRUABRAT bR
Il TS FARA g1 AEErd 3RM. I7 Aal TChHHed R fhRpie
IR A 3.
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90) e RFIT ITvarEl TR : FRPIs AIRSTN I3 FHAT 0Tl

ST PROGT JATEH (PRI AR T2 ARIS! AEHIT ATl Tolreal ax,

qRfa0) T 38,

q99) IEfed SaTHST wWul : FERd fRew MR fAerT sRafed
S Tt g TP AIS @M . INefed & @H, SR, ASes, &Y,
WRAM 3. 99 AR ER0T M. VMY WRBNY SR g AR sNjEfed
ST U1 37T

9R) TTEHTH! TIAN YAPT : MEHdl MaS-Fae, T gaert YT s
fRPIE ATRKT @M . TEH ! Taekd HHDT AL TS [Pl AR
IS BRI 3R,

37N ThR YR fhrepIas RN fafde e MR S oI o7,

2.9.3.fF¥PIS AR AR ¥ (Carrers inRetailing) -

JAT AT UM TIBAS ¥ ST AL AT &FHR ISR
U FTeTell 3. WA I1 ASFIR Felt HiGT FAIER aTeciiel. 3T el TR
qeTeT ST SUoTe Bliier.

et e Teird) a1 S=amed Aic= JHIO JASTIR ST 3M=d.
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R.L HTd FERATIA (MALL MANAGEMENT)

Hiet FaRATI FTHITT I A HieT AqLATIHTAT AT Aged 3ATe.
YRS Fufed &= el ared 3RIH 093-93 Hed SaeUry 300 o goo
T AT g B MR, Ao JIRART AT ARy 7 JAIeID
MR, B fRPd AMRRIS Fafed JHR SRH Nl FaRITdl ATaeehal
IR, & fRdles MR Fofed JeR SRH QNI FawiIaHT ATaeehdl
3R, MR, Rgfor T RN ML Al FaReNIT FAKINRAT IR TSl
3. T T HRGIT a1, ST

HicT RTINS Tl e, NaeTeh AT -
q) Hierdt ufemT : Ao ufomr oy Afemeler fafay Jar = geiiadrern
AP TAgAR bl WefeprgaR fAHi0r _o7 8. ST fauoe FRiemg_R
TR & § S0 WA i Syel TR AT JTEUH SeigaR Sed afrer ST
R0 SaeTd 3. Alerdl g & f3amr, MR SR, O ggl A
TSHIOTAT I 3. TCHIAR STTAGT TR,

Q) Aierd fAMTNHROT : AieRT 3 Fofell SRTAI. TTINIR T T fawmT

qreel S, Sal: JoHeiedaR. Mered 3d, dfeedn Aofedrar fahwmom fawr,

ERKI SUHRY! T Hifeed 3 faWNT qrsel ST far

37) TEHIATER IRMERITR] T 3eR I T4 I Sded ST,

) dfgen ASten & RIS YT %A 3ael Skl d9d Ward e TR
FIS §.

%) AT SO ORI FoTeTaR BIRIFRGRRY! aTRI=T awq MfSal, fe.a., b,
HAR g SR SISV JIATS! GG STl Sl

T) T wofeareR fafdy W, 7, Fe PR, §& fAer s.

3) faspa gt : ilomda fAspmed are Bom= g fafdy Rwagg Friw
Jrafdet . & U Aicl SJa=eiaHral | 372, 372N HRishAge ATedhial e
TEUIY HEd BRI, Alcmeiie fashAed a6 BIvARIS! fafde HRishA afdet ST

37) TS BReed

DESERIESEENE]

%) fafd¥re ueRe W iy e

T) U1, IT T Bl qHadd RFRTR, WobTg, AT AT 0T,

7 fafdy FHrRihH=AT SRS Alewreal o] fashed Aige TN a1
ERP
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8) AT FIRAMA : JaT FRAAN Hiemeled Ufshan, ST T ST Fre
TP AT Brll. ML IR e aTee a9 § FHIgdTera
IRERT FaReld+ Iie fdaR e S, a1 fafdy a1 Rideamges Aere fasme
a3 Bl

ARG Aleran F& fdvar dwaeRar.

HIRCITHe HietedT Fe fhar R Jelel ST |t Aciied.

) YR Ao T T FARATIT JEET DIUATR! TR FMeH B bt I
e

R) Hier fAurfiesRoT Mem= TR Pel ST e,

3) Al TAGRER A AEUIASides TEhieal Hio-Higal M dAreied
ST,

) AT FERATIATT AR AR PHeAT ST ATl

) facragg g fAor PHRISHATET TG HieT FILIIART QT A,

R.Q AR

K] T Jara faRor siferd @ ST SifcH STHIGRIT HROT TS
PR AR, SHYRT [BRPle AR d FHMREY [hRee AR 3™
YEd: S VPR TS, RGN LG ST fhReples MR arer 3fegd
HHATAT 3THIE, 3. HANY SEM, ST B JADHRYN, SR SAhgT T 3.
YR fPReples ARG PTe) Hecaral e e,

.90 y¥H

fhRepIes AR TS B ? YRARNA [BrepIes AIRRNS A TIC Bl
YRR Fefed fhepIs ATIRIS B Teh RO SR o TIE BT,
RO SRl [RPIs AIRNICAT RTINS FEXaT T Hl.

q) fb
)
)
)WWWHWWWW
)
)
)

q HNCIICIM ICJ‘NCbIoO Cﬁ‘II‘-INI'Ci WWW
&) VRTINS fehrehIos ATIATAT IO IR dig I AN o T B,
) Al FILATY IR Fiawr feg forar.

o
o
o
o



YcCch-3
AT JURTA I YT Het

(RECENT TRENDS IN SERVICE CENTRE)
N ES IR NUGERICEE]
(ITES SECTOR)

YCeh YT :

3.0 IR -

3.9 SRS

3. IS ARG Sfohar
3.3 IS S Hfha

3.8 BRIQAYIE ST dfohar
3.4 SIS A e

3. IR

3.9 934

3.0 SfeR (OBJECTIVES)

) ST rdedlaR T fAepiRId Sieiean JdT SENTT el SR,

R) SESI AEIE giekar (BPO), SErid S dishar (KPO) Hreiasad
I gfehan (LPO) it e (i 3. Hepoumial faemeat=n mifgeh <or.

3) 1 Jare ILR 3N STRIE RISk el Hawd 3N HfFiesT e s+
T PRI

) AT G SERIET FARISFIR, ASFR At 7 HRIR Frarea e Arge
ool

) I JIFARIA SEHAT AN FRO T & @M TATGUIRIS SIS
ool

3.9 ST (INTRODUCTION)

Il YPRUHE] AU dERG AENRe gfhar (BPO), e M
gfhar (KPO) diEia dRIefasdeds Hfhar (LPO) e did Hae 3. =
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MYF TASTHIER STEMRT FG, IAOIH Alfeedl TASTH SFRNS Shicil IR AT
a1 TN HEed 1T et 3718, I1 Jaian Serofdh MM HI=aiT Td TN et
3. TR JaT Sofg T fadhiia Sielt 3T, Sumran Sienfies g anfies fawr &
JaT IERTHS HRARIERT 3Tl 3R,

Hrfa<i afdr S=1=7 (InformationandTechnology) -

SR IBROTAEY ARl STfr 3= & Siforhesar aF ST fddiia
STl 3T, SigeI=eh HISHTE IR AFa SSTINIIS! dhell 378, Uk, Sedd,
J9NISCH 3. R AMd SRS SFIel Alfecd!, €Al d gSMe! 3. S 54
@RI IT<T B Ahdl. S INIRS RAIUFH 9 g SvgRdT nfor o
Jepford PRUIRIS! fhdds Iy @ IRy ST ha® 3 O & AR SIFID
IRTeIaR ST T STel S8, TR Alfeairal Siera il MO GRean SiRTaR o
R, FaER 0T I fABRT SAetell 2. TS edd Aishardl aeadh
PNATT TRST UNI. 39T ST 37 HPRT MU TR S SUMAT Fekil Mo
T I M. T TS FALNT IR wall. T e A
Tfehi=T T T el 3T

arErA 9fhar (Outsourcing) -

g1 faeeh SeiTe fhar Fu=IieaRIeR e SIS SeSid d =i T
RIS ool HRR ST, T FIRTGAR HIRGRTSA FRR B QORI RN
fohar e a1 IUAY HH S IR, 3. WA HID [, §exc A, Wi
o fawges Jar, e mfT farT, Tif3es Hoatl, AFTee g fageryor, Sffemee
3oy fEgmEA, Stad= o, deifed T, Srefdvad Jar, (dfge duar gaw),
NI Seaf, ufierr, Sifge A, (S ufshar dees) 3. Jar gfeharar
JEIGY Bl STl faeel See®, fadve, Seiois, AENRie 3. 3 dhReAl
Jarat AFTN e, AR A ufthar FErTST JRd IR MR o1 &N 3T
= el SeSTes a1 Jai1 e A1 T AR hRaw.

3.2 IIEET s ufshar (BUSINESS PROCESSING
OUTSOURCING - BPO)

=TI FH ST 7 SR RIS SIfshaT el oAl dhefl 3g. 37T T
fafdy PRI, AlFCIR, FEIIR, B Acd, Al AN THAH, Thed TIR
HU 3. Ja1 fawges dfebai facena @iel Amel e, SIS S i 5. A
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RER ST @oreran fhar Siam-fafd afhar o FRua el 3T, SR
SR IBROTAEY {9y JaT SUcted] Ho+ e ST,

3.2.9 &r=T (Definition) -
q) “Ja1 [l JEAAIG Afhar fadumiiar fae SR qRfdom=n

YMNT AfRT fhar ST HRRM % BRI, fhal P TR HS= AT JaT
UK HH . fASTI 372 JaT AT HEFISAT 3T, ATSeIc IT JaT e
SR KT 3MTedl =9 A1 Jai1 fAQe Aiga ST ATl 3. Jar &armed
S ATTHIRID Hfehd & HRAT=AT SRCPpIHRIT PR AIST ey fdar I
TN MR, SIFTAIBRUSY fAepRia <= a1 Ja1 SUFMHE Aigel Yo 16
BRI e, DS AYIeh T STeTed] e W ATHES IR e oS
i 3 a1 HfdeRE o Reaeiiel Selided A &xor fdhar fawd
SUIRIEAR GORT 9914 T8

3.2.] I ATIAIAS fhai= ¥HR (Types of Business Process

Outsourcing) -
q) fa=ia |1 (FinancialServices)

fa<TqRIeT SFME YAIUHERIAT Heell QU1, ANGE 601, WAl BRa)-
fAght B, ol ST, TTAUIHT, Hotagell 3. T ARG fdhar Jar Suere
UITasIaNIe] AN ol HeN STl Biilel AraTacral Hifcl faet ST, SIFfie
UIGIR HoIgRac] QAT UM A (Seliores) 3Mfer IR a1 Ja=n
RIS HRIGT Bl Hoildydd gadr, ], AT &, IGHH RAbhs, AR
HIA, PR 9Gd . Alfect AT JGR SIeTe Ho fQatl ikl

?) fasraIeR 94T (After SaleServices)

ool QUT, ARTGRM H_0l, I ERUM QOT, FT 9K BT ANGStl a1 I, Q9T
3. gt fAspareR Jaran FHE FHell S, I1 a1 TEH Ted % 9 Hardl SR
FHRAT.

3) SMr=d far {9 (Accounts)

UM SHIEE q R SR ROl Relidg IRidT fagel dawn
fapd UaId. TS IIPice ThT AT SHNGHT B BRUTAT L= AT
hdId.
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TS O faqemier du=ai=ar SHRgate oy f2ele quriofia o HRRIgER qof
Fo A, FHHR AIS FIER BRIRY T THEY TR HNOT I BNt a1
RS 39 7 T MfAF HTER o R IR

8 ) STIfeRTafawae® |AaT (AdvertisingServices)

HIA WA SR QYT TR FRvame SifeRid geeridgd
SRR TR B Ol gD ST, AT RN ARG SRS et
o RO, SRR =T TR RO, TR ATEgHIER S 9 98 g Qol,
SRR ASIS ARSI PHRU, SfRRIT JSSI9sh IR HRU 3. JdT STl Hod
AN, AT HNihs doe ANBRI Y P FRIFR 9 HHAR B PR
MY TreuTea SRR SUeied] HB UG BT o BRI

4) FR3R AT (CourierServices)

Aol =T, ARG g MR qHfad Shame) JAAGER  BRIal
AT dRT WIANE AT T A0 Sefs T PRIV AT M P, TGS
PRIR T TS IAMOT JHIOT W, IS ST SRR TITBIGR ATBI STl
3TT=.

&) 1f<h fawae /4T (Information Services)

HRAML] TSTRYS HENET HROMT HI-Aie Aqh AL el IR o Aifael!
fAesfadm. e facelt Ha=aT, g HI=ET A1 RN ISR Jee, AEh
I, waelf, RIS aoAe Rer®t 3. aea Al R, @geR fageh
HYT IR AT T faepran Ao e

V) FIRATYATITTS |aT (ManagerialServices)

AT QA Selorbi faqend a9 e go dRar fdbar
faTRIcaT ST 9o Favends, Sfexwd, fast 98, Ted Auds faaRor
RIS, UV e, fASe huwar 7 N 5. M Fudh 7 qH—Ig ey 3. At
IR FE A <) SUCTe o+ SUITAT =LA AT ST 3TTeet.

L) 3% 94T (Otherservices)

PRQMAIS Hooll, ARG, Riemwr, gftemr, a1a aege gfaen, fam
HIN U, YT R, AR TN WUh, S FaER ST, M-
i RIS AT BREUS B T DI ST BRI 3. fdwe wifedh A
TN ST Fo Sl STRTIIDIBRUMS ST SeloTeh [AQRI HMR, Fq
I S a1 A e Sae. @ ggT Semiel T A St
JaT SUY FHo+ QAT T HET Bl SR
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3.2.3 IS AE9IAS AfhA qg Mfor BRI (Importance and

Advantages of Business Process Outsourcing) -

q) AEFAR I e Far 3.

faesh aafRe Sundiar T Ufhar ROl e el
ACahgR HUP AL e Jardl difed! Hefaard. a9 a1 JdT ST Hod
QT ReAT A STl WU A THHBIR BRR FRAN. IT Jar GRaom=n

T, TSR AT I Ho T Al AT TRAT IR/ HIR DHRdl.

R) IoiaR AT SYTet] HH T A<Te.

T FTRG bl T B QU R e 31
I Fe Wl RISl faqeh durtibgd gra1 gal oW Ao
IR A1 R faqeht SeisTe g R AR Sottean JdT U] FHo adrd. a1
R SHIRATT HeTH 3R, ieAThs Togl JMEBRY T B PR, Jel I1

PHIdl SigHd T,

3) IR AT S FE T J<ATe.

I RIS Afehal Tl AGHA! SR, ITeAIhs GRE THION
AI9® QU IR, e A1 el faqeh wRerl AR peargaR fdr
FRRITR T Al G Hal dodaR ST Ho Sl e Aael AT T
RIECISECERIEREINKECIRRINE

8) HHI WETgR |1 9T BT IATe.

faemed THETH SUe 3Rl TR AGSISRIE 3G e, e fahRia
T ARANIREA] Slichgd I Hal Iy o o, RA Q9 faeel dasm
SRR 3. &3P Tot 2. 8 Jao 9 QUK o1 faaeh om fasfad a1
B Trord! HHIT St T+ar a7 ATSTdIaRT™ SUcie Ho SARIA TAR 37Ted.

4) Iy ST A AT A4t

29 fhar fadend =1 fady <our Ja1 SuCy 3MRd. e g
RIS TRTIT AEHIAE SfhaT FET HROMAT GBI Bl AT, IETeh
TS ST oSt ool AGR TOIER HaT ST HH ol JdTd.

&) faeirftes=om=m oy o 3.

IR dIaeiaR [y TR JdT SUeTe] Ho- QUM G AeadgR
Jueh AIEE T S, TSI SO BT Tkl FHgT Il AT, IgR a1
Jaran T AR wxar I,
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9 ) HIST IO S fRasfaer A,

7 o fohar R I ATAIId Sfohar HaT ST &% qard 9
AT AEHI AT Soired Ja1 RIAA 1 I &3 Scdal Hestaoarar
TR e T B, IS I7 AR AT AT MG S0 SRR Irefediar
et ATdeiieheh U BHn b,

L) SINTfI ATYRMEA I1¢ HReT Ad.

eI ST HiEhaT (), areia ST Wb (ge), AR =isi
TfehaT a1 (5H3W), SENIHIHT Hlieed! SUT HoH U 3. IS Afehal T
AR BT 3. a1 Jai TR INRRIEY ISR fafder e e, Sirfoes
MR JGNIST I Jaial Fad Rl 3. e fafdy Jemiial @mm) ey
JURTIS T SR ATIRME HIGT SAIVIT a16 Bigel 3T 39T 37R.

Q) TSI} Hiaet YeTU[IER ATHTT BTl Adl.

TN AEAD Tichar a1 ITTHLA HH TN JAdo[eh  BRIAT AIFKl.
ST AR ST ST Ui el 3. T fdhcil BHT STTedT 37Tl
3 G TG ANTRICIed ST BRE! TR I FTel e, e Selleidh drord!
HiSaeT AAUDHIGR & AT B Iehallal.

3.2.8 JTEAT AT9ATAS Uik e fhar 7afer (Disadvantages and

Limitations of Business Process Outsourcing) -

9) FIRTIAR JIERIAT Geiell belt ST ATal.
JTT TR HROMT IRAT A FeT FST HROTT =T IMHEY PRI pRAT

ST 3. TS Teel FagRIa Jeiell HRRTGHIR el S ATel. S bl
BT STRIT JIRT.

R) FafrseraT 9T 3RTE.

FRR MR BeamoR O Srerel gefiaR/IARefaR TETHRES . PIRTAN
RIS Tl T AT M et Bl A ATl

3) 4T Y v faetd 2.
JqT Y BT GIhe BT AT AT THIUG G 3oy
THTO AT AT AT ST RIS JdT JbaR S Bl A Aral.

8) Jar=ar fHae HH A .
TITSER el L. TATHeS AT &3 ST Welf argell SR, Soagie ATl
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IR ITAME T el N2, T YR Iz SoiiaR Sl 3.

4) AT SATHEY ERIRVT B 3R,
SN IieiaR e a6 Seaes 3MfT e SRR qoil SeRd

&) AT SeT e 95 BT IR

Aifecll A=, ST ardedlaRid ST, SeSMIel 3. 7Y A sad
B 3R, IR DS GoieT BN Tebil ia~aqol, FAwRid Jar Suere wod
ESIRCRIEGE

3.2.4 YRANA dENG GE9ds 9fkaT (Business Process
Outsourcing in India) -

HRAME TERINCE Hai+ Bict g AT Hal RIATIRT Joard el
THINN, AN, TO9 3. HIT AT NI B PR SR, WRA N T
ot g = IS JaieNId HRATS T FRDIRT bell 3. fAL o= a1
&3 IO HRUGT R fdel 3. O™ AT Heiadiel BR AP T PR
HIT HRUITT AR M. TS AT ST BN TSI B 3T, SFTAT 34%
ARG TfhdT WRAIA DATeraid. R a1 A 9 TG Alhi1 ISR T
SITCTT 3712, 09 el AT &= i Lo TITeTeT SielN Saa el M. I
AT, Cforeptd, wareh &, aTeces 3. ST Aol aTeT 3T, a3, faw,
3B, Thed, WFCISR, HEQ, ATHd®, fQUUF, Heed, IR,
(IRP) TR fageimur, Aead Homic, AfRreiur 3N <a=emH+ 3. &aMe
TR I b1 WA =il el are.

gfgm e ST ST YR STETEaR 3. HIRARie T S3iiel JdT
ST, 090 FTAqAd I ST YR TSra ARG ATl TR STt HHT
T 37Tl 3T

S IicfeblaR AT &3 fCp JTEUaRITSl WRATel SoiaR HaT SUefe
FoT Tl TR M. IS IT SFAR JIau[eh aTefavl, MYes T
3faetd RO, RGP PHreey RABRIT HRO, Wef B0 5. 3NEM YRANHR SR
I AR W TAT dosiE QAeRa SRd R HEArAT gRkiev 39, 999
FHSIGT H lehs AR el S INOIR 3. fRieor ayane &Y. 4. Y. a7l atre.
Ja1. IMRFBN fIenef feR-gR YRaKi Reh= Areei| ShT IRk
fhar facRIcier Iaea JAUTe P_e 3Med. TRd WRARie $oiel HAaRT g glgar
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At faema Riefor, Tehem, faem, AfSwHer, TR 3. 78 TY AR 37=.
S AT ATIERIGR ST fISEl et Hica SHIUIT IUte BUTR 3.

3TN FANIIIGR YT RN difgeh eman fafd a0 aren (Brain
Drain) 39 TR, HRYT I Abichgd [Aaemed HeNEHTel aTer faetl SToR
3R g T4 A SIS ATDh g TAS [hHT T TRET BRIA AR e
FIes AIS TR 3N Faercht IS A2l Tl AT fAQehS o1d o 3T, &
9 R Soad Hidderean gftes RideHe g, e a1 gigae i
3T I e ARG Ffehan &med A w1 a1 Jar fagern Fata
FHo RO I1 TS 3T ST AIS FH=ell s

3.2.§ IR AP qfHAT SFNd ASTRrET Gt fhar FReR

(Career or Job Opportunities in Business Process
Outsourcing)

SaLa. &3l SR AT SN A1 &AW Al ISR g
FHRIRA ANTA Fell M. AT & AYS b TGRS HIT I SeloTeh SR
3. I FEIRM B HRUMAT JARAH T ST 90 ARG F. o Thol o)
TIRET 4 ARI B, o YoboT fel ST, TS AT &1 AIhi=T I DIRICATIAR
I FABfavar g HRIR Hrogry Al 3R,

A & JECh, HAIRTD, G0 T, HRIEv e,
HEID SfRIeTl, Pict R, HaRATD, Hidt Hex ATaRed, Fal RfQUR gfafeh
3. USaR HME Fe 3R, TR AT BT TS A §F, SHON WNAR T,
JHINOT PIEIe, FOGR S AaRGd g, AU ST AhaeA 3fdw
AT ISR JGral o o141 31, 307 6. 91.37. gR Wi euarT A
el areft arier I

STt ST YT
9. Wlellel el W B,
31) I AR Hfehan
9) fo<ia Jar
F) faspaR Jar
) FRATIAIISIE JaT
R. IR AR fshde AEtd I HROMAT Gedial A1al .




838

3.3 o9 ufhar «@a (KNOWLEDGE PROCESS
OUTSOURCING - K.P.0.)

QeI ISl YR HROTAT g GHA Afa faia Jena Avgan
I AP ATl A 3. A qend AI® HAl IS
i fAfY ST M HROMT TR ATl AGd & ITeled AgFeral TRl
3. ANTRICIGAT ST SAfAehiic e AgSas WROR SUTe 31, fabfRie qumd
IMYFTh TSGR MR AfehaT GeiIAIS! AT AT &S BTH BT AT
PRI RV HRUTAT ATBRI MM HHART T TRST . fdemreiet 3mfor
ARTNTICT S 3TeN HehR<AT HTSIgera qRaaT faaeme drell ST,

I GRS TihaT &9 Hiohal Taaral godrd Sl 37e.
HRATT 3T TBRAT A HAT I SR BRI B ATed. NIl < e
TSI M Ho e nenfRa fReror, ufdreror anfor Feer HRvaTd STmet 312,
Jeme, fauor Arfe ugeh, AfSRM, B, SRR, g, Bfided,
JiepM, AN, IO, Sdealsid, o™, FarE o, i, famm,
R TTATS, Y, Sifgew HuaT g, Sead, SaReI 3.

S, AR, feauaam, Feel 3. <9 fAdRT hedn Siard. SMRdbeier Riforepra
ol I Qo die ABAET 4% RGN Al JIadid. SMRapeilel =T
P PR, ST IS HfhAgR VR IT 2T 090 T S G
AT AT AR T STAT 3T, ATgeled 4 JuI IMOETN R ARG ArhiT
AR YA BNgel. IR AT &A1 A IR, A, IS 8 39 FHRN B
R STTARRTE 1 ITcfesiaR il aTeuardl SeRTe o1

3.3.9 FFUMRAT A @ AT BT (Importance &

Advantages of Knowledge Process Outsourcing) -

q) facIiieT ATEARI® T HIIT SOIER HdT STAKY HH oll I, STSHAT
T a1 RIAUTeA] AT Tl el S SUere 37Ted. AT RGN
Suier difge qar Aol SRieled ekl Y o i faQend aTel
A T el S e faeel e aivel JgH sifelel AgsIae
U BN

R) WIS ABAT AN AiTel JASFIR el St B, A9ed] <und fafder
S ToE el 3Me. D S Arpera AT At s 8. SUEgR Ja
fAesa ). e Il e fAQue @iedn geler WROR da 9 QR A1
gfaen fAzar.
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3) ST 9fohaT 9TRT AT BRI} BT I

QU SFIfehaT STerla qRIQum= <iRen ofifYy fagemiier o fdhar
IWHR IAL SHHAT A8 I HRUEEd BIR bl ST, S
SIS ATBIAT ABE T IATAT AT <l . ST ATTATAh FRAT YT ST
3MTe.

8) STFMTSHAT AT QaT HIIAETEY! SUT Ho 3ol A,

T AR ke fAISeiie Seioie Snfor u=ar = gad igehid
IR, AT g STEl ARl A AR T A1 Hal Iy b9 faedm
AT, I Ay Aaed NI, SaT. ]IV, b AT ST qiefb™ BRENRIAT
FHHAR! JRAST el STl

4) SHERIAT AT F Teie FH ST 29.

SHEIRIT QRIS ST ok STRAI a1 IRl Hoeh A Ahe) I
FRAT Y. RIS I R JieATh g aord! Bl AR, fAee Soarnd
SATTOTRT IS, fegar 3 Sfora g1 a1 iRl Iof et Sarel.

3.3.2 RN ST Ufshar I SUNTRERNIA @M (Challenges
Faced by the Indian Knowledge Process Ousourcing Industry)-

SN IROTe Fda SRl SeTRYS] Gedl SIed] 3Ted. TS AdH
T g e Armh 39 . Sa. Sbicl, HANIH, HREl, ARG
(arTt) RIS g i fagev, sdeania fageer, Sedd deove, afRier
3T Foel JaT 3. SMRBA VRN JadbiT SIHohal T A 3Fd
IETRA el el ST oM. HIRETa a1 Jamed 4000 FHARI B FHRA L. 1
T YR BRT, I, AeiS, SHEA, S SN ThIbROT HRR bl
38, MRTI HIfRe TS SYT et 37T, AR TORR JaT STeied B,
TR A Il JeIet TR MR AHR ST AN 3TR.

q) et : A7 FME A, IR, SHASA, ST, ST 3. I okl e, gD
7 I Tyt FRIGT AT TR

R) ufEomETSt R @E A : FHAR TN TFAH T IG5 T

3) YA : HHAT R AR MIT ST AR,

8) FHARY JRIFAAT : TP ! R e SR, FIIR Heh SN, A
SN e fAErSvar AT SR, A HHATAT HRET0T S0 TR
I
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4) AEARF F : @S S A AR AT HHARIAT e
HIATIIGS! A el faeh ST 8. ST, SMRBAL Foreh ki Ay
IS T I ST TV JATIRER AT S IR qfaed MR

§) WiSa YIIU[H ASAT FATUNT HRMET AN : MY T TR FROT,
TfRIEToT SoTaR <01, Tog! ANTGRID ARSI HRAIIG T BHRTdl ANT!.

©) g A (Brain Drain) : ST Hfeha ST Jaige Surid digew
P SRR e METRN ST, AT JEral R, ST Pelel AN, B
Aol SR XA e MYem  Sumr difge ' Bk

SMRIEHIBRUTIRT QORI JEIaerar 97 dieell 378, e Ml Jend
S A IRIAL MO FLNEATEN TISHR AN

3.8 PRICfYgs el ufkar (LEGAL PROCESS
OUTSOURCING LPO)

STEI WA &1 Udb M 3TR. AT GR AT U el St @
ARG, HII HEAKATIS AdT ST Ho qed] . MRdbare
HIT NI SN STTAT Ffehd JaT IRAThgd PRSATIS Hal IJTeTed
Fod foear oA, SMRANA Hu= el WA Srerid Sfshar <
TRLNH g HAIATID HaraT IR BT, fIS Telet WRAG AEAIS T
facemiiel aaies a1 JaiT Al HRAR. ST, T TR AT HRO,
PRCIIIR SHREE 390 G 3NfAF 95h TIR FROY, ATED d STRiTacra
0T, TRl agelt HRUY 3. THREAT T AT HRAT A FHo SN, FeR SR
JG1 A1 [T AR IS AT . oS HIRATe I1 JdT SeTHE Hids BR
Hiet AT a7R.

3.8.9 YRR SRASINTS IEET UfhA=r =@M (Challanges in

Legal Outsourcing to India) -
q) STErATS UfSh AT WY ATl IR

TFIfr UTlaR SR Q¥ STEIAId HshaT JaT SETHed WU Siel
3R, TS T ek Al 3Tl 3MMe. MR, I, TH.U. G b. §. IWehgd 3T
QTSIOT 7 kAT AR A AT

R) TTEi favarTdaT F¥ A< AT MR,
PicT e A AEhi< HHAUh BN ATge AT HdTaRicl Trgehia fA4T
BT el 3TR.
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3) eI ¥RYR @ FHrET AT
PRIRATIS TN JaT ITTE B QUIRIS BRISIATID o=l 30T
TRTeTRIE TR SR T HRI&T0T T HIGe THIO SHRIal SARTel.

%) INTIER VAT IR 3NTe.
FRIRATIS ool U] TR RR Bl A, Wy IRATER FHROT=AT
AT AT AT AT AT fIATTEa Y 8.

4) IR G Hel S ATEY.
FRICASIS FTEIHNT FfhaT Ja1 FeM ST e a1 IaiFed gHarkiel
FRR Bl ST, TR TR IT HRIRT GTel el STeerd 3 el

&) U et AT AT AT,

STEAT Hfohan qRIQUIFAT 2 37T SaR ST ARl A9 Sietedl Med
TS F4H IRAN Jaie IPEREEd G ol I AR 99 TS a1
Feenfaw AR Y. e i fafde Wk g w0t € 919 Hiew o1

) TgE HYD ATEET AT ATE.

EERI 2 o S o B 1 A G 2 | | B B S R S o R
TG TSI I SATAST HIBIGR AITE Bl TR Tedet Aueh ATerl
ﬁﬁﬁﬂmmw 90,000 5.1 Tan 31 ™Ta.

¢) P e Frae e sRIeT.

Jar RN TReym A7 Jeeh I < A SIS BrIfasaeh Jal
R 3 M g BRI B Iien AR HR1aT AR 3 a1 daier R
IWEA SYIRT &1 ATEY,

3.4 SEoe Wi fAae (ENTREPRENEUR RESOURCE
PLANNING)

S IhRUIHEN SeEloleh BId fRATSTTel SMARRIE T iielar. Heed ITed
el IR ISIRYST Fa9 0], WL feep1a RO, Teamasia Jar ST doe ol
T AT U FH [T ST, SUThI T AT HRYY, T qHAAT
T, Sl Hoal A, I, ASew®, fddqRasl 3. i Aa=ie
Aokl BIATEU BH! BRI AEET AFGI el ST AT ATfecaTad AT =T
AFed3R TIR hell AE. I 9 IR e, e, gy, Sde,
fA9orT, AT qRIST =R, fa<T 3. S1e JfawR Afh 9 AFiGe Uty HoA
ﬁgf \_!ﬂ?f d‘ICN'II'LII'a delY, SlbIxHIA, HDIX, I3cHia, CQ‘ICI%IIQI'C‘{\I XV QIgﬁN

IR SUcTee 3T,
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ISl SO BT Aol T AWM Sue SR,
fA9RTIT ST Sfoha Tacau0l BRI AR Ae YT SFaararen 3
ToarEl M fdhar wfshar e e our) At Sawd I, Fel
SN UTAleR ST SENTAT Fiel AR SR, W1 SeNSIhi Seleid A
ST RS o118, a1, SRR, CRICEe™, BIF™ AT, Site™, wifgd
3T TS 3. IO g Aifecl JMT T A SRS HI=AT Il ShIN,
fah, 3. SENe T ARG APERe M= Al Rfdar b
IRRIST TR FHH . e M0 ARG IIelar. SeNoidhidl Gl
AR SeloTh I fATeT Jael AR STelt o,

3.4.9 SUMe W9 Ao 7g9 fr BRE (Importance &
Advantages of Entrepreneur Resource Planning) :
q) SEISTHIAT DI I18 BT Ae.

T SESIGAT TAF JGIEEde Alfgel AN, $al. e
Aher B, T fABHINIS! SRS SN0, LT 9T HR0l, IIRUSH! Jod=
HIRRHT 3. ST FHRE AR ST S SeSTehiT ST GRIATAT e
JA FRA1 I, T I B 7 HRIeFHe) aIg 8. T e
IS DTl ST T 2.

Q) SENSIPIAT ST TR T =l Yora~i fapRre FHear A,

SR I, TR FROGTAT SeHSTbiT I AT BRIHH, I TRaci,
T, g, a7 fafadie=or axq @, fagor arech a1 qrqa AifReh . &
IR 3TIfOT IR A SToI=h AIfReh T Sered] o el S,

3) UTES AT A Ho T AT,

T SUSGAT TOIRUSTET Aifee 994, fafdyr soRYShe g
fRIR a1 Uy Fod RealRa g 9 =), I Jed et
JNTTTH 3.

8 ) HIRATYTAT FE<ar= fAuiy g Aere.

g FRASTIRNYR Seioie fhdl JaRIeT FaTERie He<ard
Aol Odr Jd. ST, INIRUSH WY HRO, WYd P eRUINIS SMavdh
IR HEATe S1aUT ST 3. I6id Aa<ara (0 S0] a=eqdh T Y 8.

4) AR ST siMaasaolt Far 3.

FRISFe ARG FAE IRT TR B A, IR
FCTeSTael e fafder SmiHed FRIcsoT ST T+ <l Bl W ST
TS HATITE HRISTHAT dIGUART A Bk, HHAME Dl ISl Pl A d
P S fA RIS BTl Al
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¢) FRAoAMe TReIgER 98a F3ar da.
IRReRIHE Sat HeaN AT 95 8T, TSR 98 el A=l
3Nl ARTYN T STRYSIeT I fehfaoT s S,

3.4.Q SUv® Wd AR @i f&ar safer (Disadvantages and

Limitations of Entrepreneur Source Planning) -

q) ST WA IS AT 3.

eI A (RIS HROmT FRIAed d1g el 378, e el
AT dIG el IR, IS [T feha eRO &1 a1 ARsER Tee fdhar
3R 3TTe.

Q) SeiivTs Wi Ao & @fie 919 e,
AR AR SeSThIT FRAET0T U Jostial D PHRol, =T
RAYIS TR Q0T JRATST HRYR Tl HRIaT STl

3) e MRS SMeESTael FRAkE N ARl Qe i a1
[BEISEIEISEIRRIENE RIS KR S

) ST FORIAR el IEUITA A ANKI. Seorh A e Jar
TSR T Bl AT ST AR I1 JdT FRAAR facies eoaran
JIY AT,

4) WTeAfaiss ATfRet a ST SIFHT ATaTaeT AT <.

T AT ST Ho SUMT AT ST AlfZell SeRCgR IJUcTe]
PO AT, ML Tl BT AGHd fobar ol & fohar aroiRUse. Teet
RN Hifech . e & Hifa & b Hifad! IR

&) 5, &1 IfOT 4T 3. =T Sy 2.

IS 3Mfor SFYaSTael el TR SRl FRISFMS) g SRIeaN
SEISIHIAT FAMES FehT AT B e SeNSiehian de, 3/ ST 9= ar
S AT AR ARl SeSThih g JMIet BT a_Iel BRI

W) MfAPIeN qSATET fAITR FeT AT AT

AT RN o Recii=r SR aRb T ST TR B9
. S Wiaw faet siare], eI YargAe, ISRk, €,
TSRS 981 T TR BT YRS Bl Aciiel T difeal od e, SR
FRISTIGER dee STfard Sel TE). TR JeSThi1 RIS BREAT STAN B
raY.
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3.§ RIS

I TEROEEY U ST ARG ufhar, (BPO), sH ufha
TERa (KPO), srefdsasd ssid ufshar (LPO), Seivie g e
(ERP) 3. Tahedwran 31RIRT hefl M. SIRTIDbIpOHeY I1 Hishai 3t Fec
I el 3g. e STORRIG IifeiaR d Sfehaim faRiy #aca o<l et 371=.
THT I &A AT Fal STAY Hod UM IR [ABRIT e 3. A
SIEIRA Hfeha [T UR I 0T 89, A1 &3 ISR F ASTR ggt
el 3R, IRy SRRILIT UITedlaR A1 a1 THiHed Al JAIT et qeviR
e RIS W feapa eR0T SNfdY qoraneiRes Jyar fmior o & fewfaor g
TR T O] HROT, FAH TASTHTE AR TSGRl HROT 3. Mg Al
SENTRAR 37T

3.9 939

q. IR AEIREG AfhaT (BPO) &S S ? SIS A dfhard
HEed 3Nfor e faerg &,

2. S S 9fhar (KPO) & AehedwT Tee &1, STEId ST Tfehad B
30T FATET T .

3. YRARNS S Ufshar IENTRARIS M@= goi .

¥, SN BrRRQAYIE gfhar (LPO) = 312k SO PRI, ISR iore

., SENP A A (ERP) 9 &R 1. SEioid Siid (o 7g<
30T IS ATER 9T .

&. < forar.
37) a1 SUFMNA AR et fhar BHR3R
) a1 SETRAERIS MM fdhar e
%) IR AT Hfehar (BPO)
SERCEEEEERITGG))
) gg9e (Brain Drain)
%) SN BrIeayge ufhar (LPO)
) STk | e (ERP)

o
3
o
3
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AfHT 3nfor fawT &=
(BANKING AND INSURANCE SECTOR)

YCeh YT :

g.0o IR -

8.9  SwEA

8.3 ST 3ref anfdr =

$.3 Scxc dih/ B

8.8 S-dfch fbar Sexmic dfeherean fafaer
8.4 St geaet faceh Jeauge
g.§ famr

g9 T dmier geaet faceht e
g.(  faceh NS fom &= gaw
8.8 IR

.90 ¥

8.0 Sfewe

q) BT YfAenT AT T,
Sexe fdhar § dfdhwrean fifdy [t srarg o,
ST Seier sreget el erauest=h Aifaeh fwfao.

)
)
)
) TamT SERTETEa ST HA16 SR,
)
)

oC W

y) famT emier e faceht TaauenieTec S Hae B
g) faeel SeEiores g wror &dier Seisieien e &= vaer Jmemee faereat
HMEE B

8.9 ST (INTRODUCTION)

I TR Ul dfeh ST famn Sl RN FRUIR ST
ST eRRUTHER A1 QE1EY &3 a1 et SR, dfeh T SOy fImT Ames SR Sefe
Y. &1 4T ST gRaeT ST, e 9T e S sienfies fawr a1
SFGR g IR, WIoF, FEHRI M IRBRY ST dapia ooy famm
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HIA a6 B 3TR. TN 3TIFILR T 1T 3MME. 9% ot 9%&R Jon 9%
AN TehTd IACANBRY PRV ATt TR § NN dbT g T b 30
AT (SUSHT ST THOT L IKEAPGT dBT U BRNG AR AIE, §
H e IS, U.ALH.3. GRYTS Johiear M) AW Tl STl 3TR.
9934 el Rere 9 3 AN <o Fe. a1 dpAThd e fafder

8.3 b aref Infdr =ar=T (MEANING & DEFINITIONS OF
BANKING)

q) ITFIBIE FEFRL
“Tepicrgr a1 RIemTe 1 YLD JARE0T HRUMY ARl WUt deb 81, Teehi=i
AN BeATER T XGhH IR BRa g IART YBAAR el AhT g faat

R) AT AT 9988
“SFceb g o4l RETe Tl XehH T AFTCIET SueTed] B ool d SR

3) e
“SHdegd 3dl RIBIeT FR IGhH el WIATaR ST R g i ARTen
PR TER X IR el ST T depT Y wuraa.”

8) IR A3

“STIp g 341 R TR Bl STeTe Hoe QUIRY HRT U Jcb
B19.” gdiear ST S G Yo (IBRd T gRe, §8) TGN X
S HHT TR TR QIS T Ga9=Ta dIiR hRudT 3Tl Ml Sap
TG e FERAN FGER BRI, Sal. Ul dobdilel Yahd ge
Jopdiel WIAER SHT RO, SfopeR 39 qefdl), 3R, &), Sh.ug. ANEd
ACIHT 3. R Telg T HTER Bl I, MY TN IR ST
HIGRIT T ST STl 3T er+re =TT ahwam 37elt 37R.

8.3 sae dfhm [§ 9fFT (INTERNET BANKING / E-
BANKING)

wifRelt STOr ST fae SieaTge dfeh T STHe St~ ATeamiea
T HM Fell S, THS AEH Sfera Graen U Ho- ol Ia.
8.0 GRe & % TN YT Fo T A, foreifnT, Aaet e, geb A
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YTOTERYE JEeFHIE QaTOTeIaeT HTET oM hRal 3. 3RS, A1 RS I

QATERIe YahH ST daheiiel WIeTaR BATR el Adl. T Ao, Hifaei
AT §. FATER Tl T SN ASTIR FxAT A, IS ShieT SAoeh
faurmmed dfsT GReT Yo Bedl SIUR MR, NS AT 9%00 BT B, A
AR AR, FHaKien Al YT I 4o IHT TS PRUR M. Jaid
It I AT 940 BISel TR 0,000 AT TS BIVIR e, S FEATAT
fywe Acads aa.

$.3.9 §ev9e 4fFT wE=a aMfdr BRI (Importance and Advantages

of Internet Banking)

)

?)

3)

¥)

FMEHIT STIAC JALT SYE] HRO AW I S L. & AL THR ITAe]
STl 3.

JoH IRd I : SCIC gAYl WEplen W AN aoRal Ad. Sl
08109 . JaT & Ja1 FdF ST IR

STTE, Tl FIER Bl I : 0.0, GASHS AEbIen deheal BIUard!
IR SO BegTE TehH YA BN, T dh AT UhT WISl IFhH o]
P WA HTE &0 ST PRl A, D b AqeRMSY TN F
HIHED BRI I B 3Tl M.

ARSI 07 DGO BRAT A : SEICIR UED ASoaST S Wara
Rercl, ST Ya=pH, A1 YepH, FRTeeieh, Sic ¥RUM, ATST S, 3 i I o
YHAR. TSR T ST FagR HRO7 A SNy, dopean fafaer gfaen
HHSTAT TR T HATER Fol T PP BRI AT Bl AT,

ATEDHI SR AL ATH BT A : TEP ARG AreT St WROT, Sforh
TaRI BT B0, oA AR, Ploioed Ja¥l 81, K] 9 Jard GAr
Pl ITHHT ShIST BISGR HRUM PHROY, FIRIT ITHHT ST HROT I SR
g TrEehiT T4 el A,

TEHIT TgSeeNd JdT STl HH oall I : Q.ELGH, WRAaNIel IGHHa
SXATARYT, 3157 RN, Y211 pHT T T, NehloReNT=dT NerpHT fHesfaur,
e = gfawn, faafdwee giawr, o@, feaie goe sR.AS. .
2form ST ghen 3. Ry Jar Suery o e ST, TEwsT Hot
ST BT A, JATUehIen qaT T AT

FFEREN IMHAT T INAT I : BT d FIER VBT eI
R%.%%% 3T UK Bl I, T AIGAT THIEGRIT FAERIT T
YT hROT TR STl 3T, Jebe] YahH STHT BodTaIaR fhal Yk hrecdaRIa]
WITER 3NTetel fRIeeie AT,
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L) GRS 9T BT A : QLA ST BIE, hise Fre, Al §fhT 8.
FIER PRAMT ARHET Wikl died Ry TERvAre HRU @I, SR gEel
TEd CELTH. PIE el HITHE Told e T dobell AT DTS
FR PR N WATIRI G FIgR Aidfdet S, RS & IGhA
TEI@ B AHA . T FAF BIS T DI 7. IS AT BRI
HAER HROFM! R fael! S

{) ok g FToTdl SR ARt AT : FIERHE Tl TTBell oI, 3. 5fhrar
HAIER TS G I el M. T JoTel GAHE ATEHT Sfb
Ja1 Tl B e ST, Ial. TELWH. PTE dIR B FagR HRUMA
AEHIT A B.900/- AT T i, & el FaAHAIT T TRal.

90 )FIERIAE XA TSl ST : § BIAUGR beled] FagRIE! Algedt NI
3. T3 .U BISa UNITS R B U.1.TH. Ple-HRepTeT Hifed S, a7
QIAERIA ST, A4 7 Riceid FaeRME! difeed! Hadd WRGRTAT GHoid. A1
ARG SBMLT Soleel AIcT . IS §bT g e
3AITOT T[T Treseirel.

q9)fFAART a1 I HoA Qe TG : AR dioids, AT GoADb, ATHIE
T, ] IR, §SAT, IA9S, TR, A€ g 3. §R Soicd XahHT b

YR ST o] ST, R Jraebi= I IeFpHl TROGHR IR Aasdla
LGRS GI

8.3.3 § dfPpv/dee dfF @R fdar mafer (Disadvantage /

Limitations of E Banking / Internet Banking) -

q) fReR 7 SraRield FEHE $-SF T FaER FHId AIEl. g i a1
FTERME AT 81 AATEY. AT AR fAReR TH1T S1fdes 3R,

R) M g AFNRIAT WA § i gRuR s\ S M. AT HRm
BT AH el T JeT b STIF B S, IS Tehie T
Taifad ome e ¥ ST gae Iriier wTe Qe ST SUee AN,

3) @ 31 I : Sofded AreEmEl fhaa 3ifte sy, difsies, difgedia Rt
3R], HUTeh RS, RIS ST, e Tfiefor die, GOl 3. T4 JASh
Y. S TEH I A1 GALRIST A Tl HRIar ATl

¥) FIERMD @I I A SN ¢ IO FAER FRAMT difb
SIS FAER TR &R ST Hold@- A T IU, FEx SIS
20, AR . W gpRM WY rafaar 3l srg=or .

4) MEP IRUIRG UGN FaER BRA : A T AN WRTHEY dept
IR ANh $-dfhTT FIER HRUAN TAR A, T IRIRS Tgai
FIER BRI A . LELGH. Fle I PRIl 3N Al dOR
AT, SR FAeh FITh G FEIIC RIS S 9.




4

&) UUIE STHRIAHR B I : TLILTH.BIS M hise fhar Sfie w1 Tew
AN T INde HaR SR IR RSy TR U9m=l SThRITHR
BIUGTE I IR 7L THR TG AEhT HHAUD SN —RTAIGR
AT T15 A ATE! fdhar wrel I HRUTS Ad el

8.8 S-dfhT fhar Sevqe JfpT=ar fafdy Jar (DIFFERENT
SERVICES IN INTERNET BANKING)

9) &Y QUIR wIEferd 7 (Automatic Teller machine- ATM):

WRIGR Th 3 FHETINIS! I SY B dFK! NIS! I ARTl.
TE dHH WRGRMAT ddSald A IaHH T Hod JUANS! IR Qo1
WRIGRTA & 3. § Ple THfCHD IR, & BIS ARFHS TG IS a”
feeaTT &1 HeR OB Y Bl I ARMHT HTEdhiel Yok faell Sy, Sapiea
RIS FTolell, 999 UM, Yod ¥, [T, SNRYS 3. JaeiHd Sl
0810, WA qafdel ST, 91 ARMRIIS! Wacia @lefl 3R, & Jal 8 I g
3TN, TITATST GReTT SR A SR,

0.3.0q. ¥ BRI (Advantages of ATM) -
q) FITHTET AR bl Sl I QUIR Iqdford A5 IAUIehTEAT ERAM Aol
T I ARMARIT 94 qaR SHIUl Bl A

R) UEHH IR A U Bo el Y. Sbl, ISIRUST MO Ieehi=A
e Q.E1.0H. e S Ho el ST, TS JEhiar A el

3) TMUFRET G S, WRIGRIAT 39 FqER HRUANIS! U810, FIs fet
S, T PIer U UrNIgs HeR AT e SITdl. 81 FaR %erd ol WRiSRTeT]
Hifed IR, S FIER HRAMT ATl MM @ AR, T b

SR Brodon Ol A,

¢) WRIERH Sog T a1 S . WRISRIAT T SY IEvrE TR 8.
= {3l Uebrar Al Q1 U810, S Wi qfdeledn SR, e
A& U.C1.0H. ARG da<de 9 fiesr.

4) WRIGRFT & GRET 28 TN ST H el S, Jbr FaeR Fffed ¢
TR SR TR A IGHA FAER ¢ o 4 A= SR Wy TELTH.
Jlaem ¥ T U HoA el SN, UGS bl SIS 34T,
A I, ereA faaeh, IAAaRY IRT IaHA ST BT Al

&) GRIIT It Ho el o : T.ALTH. o BH Johean TERAT SISfel ST
feha a9 %Ik, FISTRYS, b, Yed XA . 3Pl s, nfareh
RET JATABRY SR ATHS TEH I FAER BRI GRISTTT < BNl

¥) PIRR dfBT JRAT [IAY A B, I TP, FgHN I Sa
79 .0 . IR, AT 3. TT I B - ..M.
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QR Feerl §. Y U.ELUA. R SueR delell MR, WMEHT U.E1.GH.BIS
PR doheA] IEF) N FHTeTINIS! Aent. g TELTH. & RS
gl Sel 3.

v.3t.oq. = e fhar R (Disadvantages or Limitations of ATM) -

q) IS TEG BUITE! AR IR : WRIGRIHGA U.1.GH. Ple TelB Aed
M UNde AR SARFT GHSTCIN ST WTedTeRlel Oem= =Ny gvamen
KESRIECKS

R) THEH WU MDA R : TELTH. NIl FagR FIUBIGR BRR TEIE]
WRIGRTE HHAUE SN el e 3] od ATl fhar S Joas
RS A .

3) N oMy dqite oo I : Frems fRure fFmr 8o, 7=
fSereT), uT, ING, TARY 3. TR Jema Jeasl Nl e ERIGRIAT
R U BT T8

%) U.ELTH. AR AR 81 Tohd : Hrel [Shol U.EL.GH. A aRien Aearean
TR 3R, AGGRET Ml dgavra &b IRAGT AL IFhH M
Fetl S,

8.8.3%pfSe &1 (Credit Card) -
Jeh oAl WRIGRTCT ST HISd! AL ST B+ el T, WRIGRTAT WA
31eIh TIHA IS HRAT AcT. T 1 NI TWIATER HRIFAT 3. AT IFHHA

RAISEeAd 9o WRIGRTBS Blel XahH FTef UL B,

#f¥e BT A BT (Advantages of Credit Card) -

) WRIGRTAT HrezdT TERAM TG BRAT I : SOTRFE I ShfSe Bredm amuR
g, TaNI 3T, FHUS, TR 9T, TN,

R) TRERES R I 81 : WRIGRIT 9% d Jardl WAl FRAA 9=
AT TR ATEL. HISC Hle BTN IR BRIGRTS TROgAR a%, d
Jai=l TR Bl A

3) ST YaFH VRO HRAT A : WRIGRTAT IVTRTeT ThRAT Sieiidl ¥ROM shelc
T RO O §. TAMD WRIGRTE el HROT BRI Sielrdl Yahd deb Qg
TRRER T B

¥) WRERTET IR 99 970 S_al 39 : ST, Bol 8o, WiSI™ ST 8oy,
A TRETD HTER PRI, AS@ IFPHA 0T, PHolleriel TS 8 <V, <
G I, 3.]ST Shiec FHIEA ST Bll. S SheT HIE & THR ABH
B ATl MR,
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4) ARSI FAER HRUANIS! STANT Bl : A YepHast SR TBRAT Brar
2 QU TN shST IS ST Brell. I FaNT BHRAMT S8 WRO BICeTa
A WIS 01, ATee fdhar R q18, TEeT 3rad el qur. 3.

&) TMED e Ioial ¥ Bl A : SR QETal 9 faghl I, forema, e
I, AR ST, UG, Mfeld 3. NN AEHI THed JHF 8l 3.
TSP T I IR Tell I Aed. Prél Ao aF fobar T
Q) IR YaT HRAT AT : TN O A SIS0 SR I AT Ay
Ricd, JuI, 374, Ball, hiel, e, ufdemr, Iy 3. e s s
AT TR THfIT BT TARTAT SIIRT Bl

#fe P dAie fHar wafer (Disadvantages or Limitations of
Credit Cards) -

q) WE g IR AN : HIT FIE TIB IR IR, TR Jag AT
RS TRIoied] G GG TEdh VG HRAN. e PreaNiel Rieeids IahH
HIITR ATEHIAT deb Shel el A IS YFherdT T A e e Aed Feid
SIeIPITIR TTHHLT TR Pl

R) qF SIIET S9 YFHHaR AP RN AT AHRY : TRER A
fdhar TaTel SR fAeTell YahA AR, NS S X AfR=Ten T = A
¥.900/- B, TIT & ST IGHH ST HedN dch TR IFhH WRIGRTAT
Pl WRATR ST B T IFHHIR Pl IGHH g PITAEIAR ST ATDHRYT Bt

3T TS TS ST el

3) hfIc FTS TS VAT TRIAT 3RS : HIC Pre MO T R TR
YTEHTT SN < AT IRGTIR FHRA. IT HRgR o WS I WAl HH
Y. hiSC BIAT FaR T STl TIAaH, TGN SUeTE] Bl Iehal.
hreT PHTE UM HTe! HI=AT I IR S B HHAD ars> bl
STRMTISS! UTEHTTT JEIATHTY BB BIoT S Bl

37) WHAIRR HIIhgT hiST BIS Hol,

¥) ST BT TEIS AT HI-IIAT HBAV, TaNIel HIER §8 B,

P) A hfec Hre RIPBRY T TES SMeied hiSc Hredvid Riceid IRpH A+
HST BISAR THT B,

) X AT Selell e, dMRelel YRpH d PredR el SNictell Yahd 3. ol
A5 go.

3) ST BRIt YTHAYET 31feIh IThaaT dqR HH T3,
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8.8.3 Sfd@ &1 (Debit Card)
qRAT . WY TER el IaA R I A&, S TEhiT A
et gAY 3.

fde #1$a BT (Advantages of Debit Card) -

q) PIE YRBIA TGN IFHH ;g6 FSTAl AR e, HIS FGER BT
Al A IGHA ST AN S IaHH AR ST I IR,
3T HISURBIA T AR SIC HIeeAT AERAM Bl Adwel.

R) Sfic IR IFHH JRRK TR : ST B To@ AN FaRId HATER
FfRIeT TR AT ATE.

3) Sfic BIEER IR FHH WK HRAT A : BISURBIET G IGhH gdl ST
T.E1.UH. THIOT 1 Hreral IR el Aal 9 G e STl BRal A,

%) Sfic FEA FTA@EN IR TS A : TS AT BIegR FdER B0 Jead
.

4) M BIER T R SR THS T BISAT e I Bl

&) AN ST BIE IRGA TEedld IK] A TIR IR HROT IGHH

AT T3 SGHAd ATal.

Ifde A A1 9 HIEr (Disadvantages or Limitations of Debit

Card) -

q) FIERTEAT Al JATAT ANTATT : BISHRBIST TR Aiel, Breasid
AT STIET ST TSI AP TS HROT HR1AT AT

R) I TSt MRTET AN : ST BRI Yapi=al AT b JaT =1y
JMBRY, TELTH =S IBRAT AT, MR SR Jehi=al TELTH.SR I
PICUIT HAIER HodRR AR ORI SET <A ATl AT, IS & el
7.E).1H. YeT Wfiep o,

3) YIPH MRS VAT IRIT IR : QIS AfRIel S hre 3T e
R TSI RIS IFhH T8I BodTa G SR, TS BIeURDT
I Bl IR AT AT SIS AR A e,

8) I BIE TAR HE BeTell AT : B oAb sh=d T IF Sfae

Pre IR HOT UK. I TGS DISURBTAT Hredl Hek e IGR
HTER FRATT NS 3TN HSB HISUREBA ek Jeh<r 2.
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8.8.8 ferafe T (Telebanking) :

TEPTA ABGR JHeM Wuh AEF I WA FaeRia!
Y HRAT A, TTeT AETScl b7 Fied I B, WRawkd g fagemie
ST 3TN GRIET ST Fo A, AEH b Bl FaR el Y. = Fawr
g AUTBIER BI. ATEDBIeT AISTSAGR % o=, dd We, b b 891, AH
YT oiefa, 3. gfaum Sucy o i ST, WEdTell TRl FdeR
BTaTev), depi=an fafder Ao 3. araa Anfed) o .

8.8.4 Soiggime faaafr A& (Electronic Clearing Service
(ECS) :

JEHTT Jeb fehxepI SHIVNT erehHT IR AT RIS FOR B=eTl
TR &I T eRbHT STl 3N fhdT RRIpRIaar=aT SNIeaNT i
7 GRS STacid HRT . ST IFBAT R AT P L TR
ERITR el .

8.8.§ SATEIT=eh AILHHTAT WERAT YR gxelicried .

afc gem Rere S i A a1 Igd= IGHAT Toariel gard dell.
TR NSt~ IepT, XA SbT, bR FIER PRl I, ¥ §b g
fore oRa ST HISTHTE TR BRar.

8.8.9 SAFEIA® We AfEd9 (Electronic Payment Services) :
TG AIHATGR <F IFPAT TR Ffae el Sk, R Frerem

TGS AR S, Sal. 9T, Foe, g1, BNE 99, WiRkesd I 3. §

SNGS b WRIERTAT WA ST o9 . g el eX Idhd aasdle

P FIER BN e IGpH RIPRUT IR TR didedld S ol

ST

8.8.( gHY 9 JAUIPIHROT (Total Branch Mechanisation):
Irda ARy v TR Sied WM. @He e emmga fafdy

8.8.% FsI9A =119 (Communication Technology) :
SRR AEHIT I TASTIGR SIS B0l FiSe ). FEDpN depl,
facel Jopr, AMORY JobT 3. & FAYT TN IR, TGS BT Sfeig Tl

HFIER BT AT, TEDHTT Jebiza AL e STereel 2.
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8.8.90 IAR.E.SN.0. FhRwm (RTGS) :

& R Red dd 008 TRH TS Hell. TEHAT AIGAT IGHH
TSI A1 AT TR HRaT A, RIS Aol arS] JATHRA STl ATEDHIe
TehT S GO Jobct U UISATT Sotare=ieh ATSaMTa TR bRl . el

YT . T IRBHT ST T BRI HodT ST,

STt ST YT
9. "lellel bl W B,
37) BT
) S-JBIT
%) 0.3
3) el B
3) sde e
3) 3.¥L.Tq
%) IR.E1S.TH.
) $-dPITY FETT |ATONT Gl I1E BT

8.4 TepTeitet sreaet faeht yeavget (FDI IN BANKING)

ST AT ATNBRUNIS AN Seet face Javes v
TRAT fletel oM. ATd R00% ALY AT T FENT HATITEAN ANIGEID ARaTg<R
QIR AT JBT W% T Hedel fAReT Jfaumest Bruart Gael ool TR
Rerd §6=1 1 daupEed a9 <o RiRa Bor IRd. Th=ar THuT ANl W
ST %W HiSdd HRGE Ifeareh fdede o Tahdiiet. 3ncael IR
TTIUPER WA WIS b 8]% STPT JTaUF Ho SR, Ja1 8 Fara
Y% IAD! BN, TN WOIEl TP RHF JAaUd JAaUHER R
L IIHT Febel 0% FIb! Id bl

geet faceh Tdauer g I et Sfeh et JaauerE gt
SAaUl, T BRI HROT, AT a9 HROT, TR gfaer fawRia
IO, IR AN =01, e qatg e, Ao dieared <u, AgSIde
fAHRT 01, RIS fORIR =1, FHt fABTITeT ATt < 3.
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g I SR gt faqe Adauerer dawer aRem 8 SR
ferere=ar qumHme) dfhT &re ReN S M) SR g8 Selt 372,
gel faqe Jaauer ARER SR SR, Sreleyaven fawr e dahtdr e
TETATN 3. A SThT & gt T A HRoarel Tt g Heaasrr
TR 3ATE.

vy faeht Yaau@ @ fdar wafer (Disadvantages or

Limitations of FDI) :

q) faReh JaaureRET YRA BT & [AAUEHNIS Yot HRUIRT S IR,
ST SrreT fasraTeaT ATl T 9% IdauE Fater okl el
T A M TR, S AT AW A aaumeR geka fAmier SR
3Me.

R) WRU ST STt faceh daueh= aa AR § &7 qRTdei I

3) SN e dife Rerr &mast 46T 83 Jaaue =0 FAEaTad
e

8) BN AT Pele B JoIIU[h SFELID aTea. ATMSHR ST XL TR

4) gegel faqeh aauerge ST SFRie T g M dred. IR ARl aRT
2T faQeIa SOIR 3717, TR R SrefeaRel Jord! o I 81U 37Te.

8.§ fauT INSURANCE)

MR T FGRIIME A6 THRAT JHAINT RS ASaugriet
forr gfaen Ity MR, oTgNife Yhaen =uE o Ja1 FRRA oM. fam
I fApreRIeR qRacH el 3R, TR AUl Siiee fa|r @R 3R
TS A AR R SR, 9% SaRY 994 RIS Siiae IR IR
PRI 3AMA.9%99 ALY T ORI IISEIISHROT hot. THd AT Fa=IRIRIIS!
A BIIS BRI el TS YD (AU 97 FaIRIel aRlel Widde
gel USd SN, IS Ieoihial BRAIGH FANTT JHIE akl. =T
geited @ISt o &1 S SMuR ofg. fanT SoRay @ difeRy! gRoT
FROMRY G Fafaeao) famT 8= WRUM) Saril @ HRT Joh< HRUTSS 915 3.

8.€.9 3ref 3nfor WrR=AT (Meaning & Definitions) :
q) Javex :
“faT & ST PRR IR B A U YT GHAl UET TS dheted

3T R7ch T fobal I ATeS BIOTAT JhAFIal HRUTS o QU g4l febal
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Q) TR AR
“fHT BT Teh BRI 38 Y, SR AT o fAHERM feiedr Alaeea
fORGRICT HRRIT TG deted] AW HITIRET JHAM SHedN Grel HRASd

3) M. AR -
3MNfIF JHarre RIS f[HER fSeted fafie Aleeear HRoara FRRM faHa<

g.0 fdr &omiled wa R faaus  (DIRECT
INVESTMENT (FDI) IN INSURANCE SECTOR)

[T JHmmmr fam & ReRa a9 R & Jeren siefemReE
HemIRITeAT SRePHIGH Ae<aral 914 e, faaT &1 aifeRfeRe T I==vH Ueb
MR e, I « aufd 30,000 P T4 AT ST IeeA BFA. 92
TUIRET & &5 WIS SESThIT Gk HRUAN 37Tel 3MTe. AT SIS b A,
S, SR SYPRYT, ER, A8, §. #ed Al AT JdUdh BRad. SaiRd
i ATE]. BUE IR fOQe JaaumaReT a1 STra 8% T Jdavd
FRUGTAT RAT felelt 3.

8.¢ faeeht Senwiei=m fawr &=ra wawr (FOREIGN PLAYERS
IN INSURANCE SECTOR)

9%%9 INIH WRAM Gl 3N GROTAT 3aeid dhell 3. e faceh
A%% % TIT I AN A farT Heme® & T &ren 9 HRYR 98l 2kl
3T AeReT AT WETe® B SR §d fawre e aRa B, famn freee snfr
T anfdeRar s (R3) & YR Ui 9%8% UNIA ST AT
TR a1 &5 WrorfienRor FRuarn iy svar e @mges o faceh S
3T AT et HRUATT 3Tt 2R

AT SR A< Ta€ SIS Silad faaT ST reRor e
ISl A e 3R RO faqeh SN e Qe A1 SN Jaaud
IRIA TIR e, MATIT I 90 faer & faqemciar 98 da=air
TS & &7 MAF T Adhva T&H B8el 9 T BIIET NI ffgaer=n
FeFIBRUTRIS! BUTR 3TTR. T WA 3 Jadhi= T &3 IGARISIR AT
ASTIRTE el S BRI,
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Gor Seioe [ diferll fashiadt AT IMEaiar MY o i
forear aivTea Ja1 Uy HH < M. IT SeSTHHE HHTeI et 378,
GIoRN IeSTh-T Gifor)) RGBS TAH-a9 AT SIoTRId 3M0TedT M.
Y. ). .3, TTeT U.IT.SN. U419 IS%, hics Hag, 9eR S,
oS Hforais, T SUh.. Kee, el w e, da ~garh, sifdar, 3
LS QAN IR, TGS, @61 S, I THUT 93 Hu=gi A1 &t
TRV JAAbII! 38% Tiaveh hefl M. TR TEH FIv— PN Joiaveh
WE% AP M. I 37} AT IATHEY 9/ fhar 8% BT @ SEsTR
T IR,

T AR o Sme) @or Selieid Jelos D 3TRd. IaT. e,
aMRGee, . .M., e, Tel U ™S, a '\j,aw, Ta S
AL e, bR T Ho, R S7Rdt, gTRcs s,
3T.%. Q% .31, TIfhall, BlemssH, RAR=T SFRel, 3. T ba=ard! HoT
AU 29.34% TIAUE M. TR = (AT AT Fdeieh Ha-ral JIavh
¥R.§4% STD! 3T, e 37 AT ST 9% FEUord /¥ el S Joaus
TSI SESTHI! Bl 3.

e WA Bl AT aFre @rerieRer afor faqeh aaveten
qIcTE AThs NI fAgH A, W AN WISFN Sl a1 ST HeRiar!
AUIR g T Qe Jaaues areeary fanr &amiier Sca=ran Aigr aren faqernd
TSl FEUIST UebT aTo[ fadT & e iorel 3w Igel aR o1 arofell
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4.0 SR (OBJECTIVES)

q) HTeT GRS FaATIATaN fdeneaier aRe™ &o- o1,
) TSl YREST HRATE IfeY A HEwd R0y,
) T gRAGT HRATARIA TR 2y &0y,
)
)

oC W

HTeT R0 FaRATIARIS TR SITFATSTT PR,
4) WRAKIA AIeT JRAGT HERATI ST HidTeATaTe faemeaian ARaeie &R

4.9 ST (INTRODUCTION)

AR TRST AT Tell. TEehieal TReTe! dieedl ! Yol dadd” HRUFRIS!
fATROTN Tacia =T RO A D IRl ScUIaDHihg STHIFIT Ak T T
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AT T fafdyr afdhar qut -t dArTard. @1 Jatr e TaR S
ITRATAT YRS Ied] SHILRITT 3 FEUNAN. AT fATRYT SBraRa Teht 3fre. fAsht
TG el ST DTel 1 fAwTel. ITGHIAT Adeiche d TN aIe il 378
U JRST WIS HIRATIATAT fATRUTHE HEaTel oI ST SiTet 3TTe.

4.3 3ref 31T =TT (MEANING & DEFINITIONS)

JARHA I AR IR SR HUARIST ALz et
AT Sell. STEAR T decdie ScIGH Tl SRR def FRifa axe
ARIGSIRIGR T ATEl. T Aol gRad] PR o a Faefqe SRIan il

q) faeRor A 9% (CLM) -
‘IR 9K 9 JaT IEHrA fSBrnE SuHidaren fSwmonad
dreafauardt fFrRiem, fFriEor onfdr siveesTartt 3. afthden faeRoT arae!

?) IMRFT ITRTPIS =19 (NOAD) -

“Hiel R HeHia HHaRI, gfadr s gRaar ar Hewid e
TfchaTHe A A0 FEUToT HieT RIS A=A 8. ”

Jara oM fAeiiemed Alel JRAST ARGl Tacid HRUANT AT, H=rel
ANOR e, fh_Ion, 9oiarel, gg 9l 3. Jodk Uy @[l NSt
SCAEHH AT T A AU FRUAN 3Tl TN Hedl Hied,
IR, A9, fA<IgRaal . o avell HRIA AR, Al JRac] R &
SRR W o, el AR SHARRATIATE FHAST HRUGN Ml 378,
G HfhATHIT HTeT GRAST Uk T TR PRI 3MTel Sed. AT G AT
T 10T e HTet GRIST ARIe! B erwel SRS FRUATT 3Tl 3R,

TR, $SIIC, dENIISE §. T Alel JRIST FIRAIARIS! aTaR el Sl
e HIeT RAGIARTET ST S+ JATaeTdh AT do3gd! Saere] el Al

4.3 AT QRIS FJamgAret 3feed (OBJECTIVES OF
LOGISTICS)

q) fFHT ATST YT 3.
HIeT ST HaRATIAH 0 G Aeh i1 HIgomAed fhAr [t HreT Sarar
AR, e ATV TAed a1e Bl Arel. fBAT drcfeslenn |ioT edmeR df gdadd
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PROG FILRAT Pell ST AT HIET FIRAR AT A el I JAGAHe T
TS TSN ST YL TAFE FAA BT Al ATl RASIARICAT SIFTGD S ST
el <ol et TR B A dodar ST e Al
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AEHAT IR, S JaTa JRAST JRaR el TR o AL Br. A
RAST FARACAME AEhal QT ARG T il el aaimed
TR ST ST TeATehgd Jeiel JMael diaede I aidl. e BRal, Ieme
3o fashY 3. wed = FRwior e 3.

3) AT qRASATHT TG FAGRAT FHI0I.

aofamoiiear TR Bl AFEN SUGe B el JATde! ArdEr TR
IR o SAGTHE | I BRI AN, S&T. ATGAral GRaaT HHT ol
IAETHE g AV, A ISTRIT FIaTol edTeR T IUTerdl 21d A8l
37T el AN 3TFT TRYS HRIAT AN ATl GRaS] SRi=AT Aaci 3 RS
HO W I,

8) ATETHIAT JTLAT FHOL.

FREAME TR BT I, T a1 ST [Shonia fdar Fugor
Jo8aR AT BRI, TEHT I al JRAT debaR BT, ULV AT A TGN
EiRT B0 5. TcHian fdaR aEgs FaRSHe] FHRTET ANT!.

4) SHEOT AT FHOI.

TEDIDg MY T FAERISR T 9K, TS0l I BT cll A
qHE Hierel Sl Yddd ME Il Bl S AR, ARIE HiereAl
TR TiwS RN del =g arT.

&) TRIAT UTEIHS &7 01,

AT A& JRIST HRAMT gl oTaTichs el QUaTe TRl 37234l
eI fdhal TTEOTHE IR, BRI BIUIR 18! I/l Ppicwoll &41d! ARKE. SR 1
PHA TFY el TR TEDh Ieg AN PRUR S TS ATl RISANIS!
el STIVTRT G I STSel. AMEhT FHIEN BIUR A8, ST GReme géiet faghaR
GECH
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\9) WA ATV TRATIUN HROY.

PRERI X, STl el fAdwie wrel grreol aiees
TR BT 3. IS, AR, TP, HIL, faeht g, fhvapies fachearar g
3. 3 Ao gl aRerdue! HRO TR 3. IR ATHIT I
e TN AT BVIR RN

L) TR AT FHTAT At SO0,

el QRIS ARG T S fagerriier fafder sfosaiam it ore 8.
S B ScIad IR JRA0T FaReR 3N dReR ey fasht B Sedre,
TGRS, faeReT Snfor faeet 3. Sfshai Ao . & Ue YR Tk 3T, AT FhIerl
A ATl TRE eI Rl R o! IR gred A,

4.8 ATt qRaaT Aegwef™ 4R (TYPES OF LOGISTICS)

9) HT YR qrafaur.

SCAEH TEHT I, bl ATt TSfacamor aEgaived, JTeume,
TSN AT = ITSfded™T o Alel RIBGRIT TaR =R 311 Al SRdhihs I
ISl e, el HeaR ATl URairan o 31all fhal ave] aiRedror S
I M Hod o I8 FRAFAGS Jeiel SGANIS! di8fdel k. 9eax
IR 8T T fhaT el O, A S el St fhar R fiegare
AT S

R) ATATH! AT TR0 HRL.

PREGAL TR SIET HATR T TSIAvaTRid fhRepies THIT a1
TfhaT el ST 1ol SFaATIieRa aTiieYl 319 U, Al gRaal afhad §
o T fohdT TR ORI, aRgd SAGT hodoR T Hd&e R,
FILT HROI, YD HRU, AEAHA AT HRU, HIeT SeRIQU . fehaAT v
AT

3) ATETE ATATATATER EIATR0T HoT.

PRGN O] Trebiedl B TSwd S i g el
ISR SfehaT 3 FEUII. Ao dTeqdh, SUevl, HeReli=aT I At
30, Ul ASRAPB S Al O ARG S SRR B0, fdehl dhgraia At
drg=fao), fadhearhg TEHT A1t diga RO, Techi= BRYre 9 <01 3. Hfsha
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8 ) FegRriAfIRea™ gaT= Aaa 8o,

I MO g Ifgde Aol YRadT SNl BRGNS AT
qeTrdl e Bl Sk, Sal. g GUEY, A dodd Gigdiaol, Hiere geon
IR HROT, ATGTEl Fic BB BUl. §. HHER IWRE 9 FRHF0 HROGRIS!
RN fdhaT FRI HUE el ST el Aol JRacT ARFeSHed FHIGT el
ST

4) Tg g W B,

I Aol GREST R SieRTaR fhar faceind sraarn Ry agel
T HU dhell ST, STITAG! HieT JRAGT HRUANIS! SAfeRT fohar IReI Huw
Pefl ST, I, faernd At g sxar i R fdhar qeaser e Aed
el ST, 1 AfeRT foval SiReN SAEHIh g HIeT M@l 0T, HIeTe AT PR,
IRV, HAEUHS Ao, Al aMoTeEeT HRO, Ald Mt ()
GBI HGT BRO! 3. BRI TG &7 HRAN. IHS eGP 1 fARaTe HRE
SEIEESUSICEIC

4.4 AT JREST FGRATIT Hged 3for B (IMPORTANCE
& ADVANTAGES OF LOGISTICS)

q) T g1 fhar faa=om=t STaraer) 9k qreel! S,
el JRAST Aged! & eI ATl TEehioie digafauara P HRa 3R,

SCAEHI! TR dhoted] =Y, 0T JaT ARHITAT 4 T Igd HRad. TS
oAt feahfaet ST, JEd YgT Ao Joraieal Rl STE= Sare. T WRT
fihar srElereadir 3@l SRHET I TS0 I B TSl STRMfSHN
ATEHIT TR Y ST STEEER! Aol RASER RIRa.

Q) UTEHIHT IR AN A= [IIST JBaR BT,

TR ARTOTAT I, JATOT Fall dobaR AT BTN TN T STH&TT ST,
SAGH T TEHTeT TR Il HeARe] ARIabIgR o7 H=all Acl. TTehiT aeifad
SIgMEd IOAMTA, gY, WO, B, HRAUD, dioT, de; TEE 9% §. o1
QRaaT J3c HTen aifeet et i e o, PR A 9 Jar e fhRpis
SHTOTT ARTOT SR, TRy AIGH SCAGehiT [hvehics fashiel HTal T BIt ATél IR
2 B HIeT JRIST HARATIAIGR HESTI0] FHR0) T 3TTR.

3) TTEGHE! HIRAT FHEAT Al
el RIS ARIekiel AR IGT ] [OHOMIRT  SuHIeRaran
fSPIOTRIT I T AT TEID BRI HH B . ATIS! A &t
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HGATEl UL S T 3. TchHia [AaR aTEgsd ol iR exvas!
el ST

8) UV SRAT HeT A.

IEHIh g HIel A SR Tell TEhidhg AN Jsudd e
T, M7 JGAIS! HURYT RN TR AT, AEhieAl AeATd, ToTRISTAT
qegacl 3PN FURUME A ARG AR, HeaRei= Aeeid STRUSHEd AiTel
JUeh SIS o 37 ey FHR. TS AIAT SISV I HIBSAl Eicfett
S, TEhichg MY NCATRIR AT I, JIT Ho ol Il STqeseAl
TRERTHE TEYT ARy Hedre AR G Soid 2.

4) R FaER 339 T gHA- Jof FHIT IT.

SIS 3T T e Tedel e I AT, IRy AL AT A8 Fidm
RERTEN A dee Il e faeet il fdhar Aeawer gresi=h woue we
S AT S TErd HRUIT FRT HRA. BIIR e FIER, WA
STACHAT HeIc BIeR AEHihgd IFHA ST dell ST, 7em Rl Jemh
QATOTEITOT SHRUAT HTH HIeT JRAST R .

&) AT qRaST fAger #vor,

JEd RO W SO AegRefiaR Wdfddd e faaRer
Tfshaiicr Fd AT RIS Alel RG] ARIeIeT BRIA AR TS B! ST,
TIR! HeAFS BN FRAT HRU Agdl S ALARY JAGH T SedaAaTeTa
HIfE! . eI d@aR Pel S, S AR HeRel J@BIHBIGHR B
.

) ST AT FHRT A

HegRelithgr SIS HET IO BIeael FASTeAHaR i1 STt
FaLLN Bl IS SN <. Feal A, IATHI!, AgIs, [a<IgRaeT 9 S
IiRANIS! SMWIH SNIUIR UCdh 3. IS Scaeerdl el a0 I 2.
Qe ARl ATEehichg ITh AR 3ATell TR Hiel JRASIERIA SFSeh Hd-
AR g Hodl HIeT SUAE BT Aall AT SATGTHE e T FHa .

L) fH9 aSamar BraeT g 4.

ISl IET hedTeR Aol ARY fohwcd RIS TR STeTde! Joh aroar
T IR WA ISP AR HERAM HirEl iAol go PR
fahcieaT g, LRI METSAHE, ST MEISHTHE HIeTdT T8 hell
fashiro ST AT Ao 3.
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R) aToTe fhHeiaT AT WRET HRaT I«

IR Hoed ScdTah = 312 GRReIAT e Aiel TR BRA B
TR A g9 BT . Iq1. SOIRME ATATA HEl SN HIdsITed Hierdm
JedSl MRITAT! TR ST, ATclred fhmiAed 16 80R STedT™, aToiRId
ATl JRAcl A TN, JSASiEl Al oA ScAIGhil  arerd!
fehreHed Sueres] STgelell Hiel TWRE! U fAoig egrar AFTe.

q90) AT SAVIERIA SeqTe MMOT fAeRum=an onf¥fe q=reiier amv o
<.

HEIRIGR RSl Argasten T foeames faqorrcher fafder sfshariam o
I, I fAchagg!, AEdgg! Bl Ad. Seiad Iegal fdeh! arGuarel @B
TS TS T a7 d AT AT SIS AFTORT I A IeaTaeh '
TS THIVN TNGT HedTe S =T ScTa ST fIeRoT Hrmed Jom=a S
AT BT Al TS JOR TN qorcd el Al

4.§ ATt R0l HaRATAE! Aredl (SCOPE OF LOGISTICS)

9) HTT "SI 74 (Procurement Logistics)

AR STITE HRAT S FHHHT JAGLID A AN I Ho U
el Il Aol JAaegehd] . AT LR dhodl Al I<IIGT PRUIR
SEH, PREMER [hal Aid (RISER Il ailel A6y S, e
AN ERE Bode STIEHHl AR WERAM GoigR A arerdt
fohciiet aTfo de3ar Suete] BI. HEAR IUIGHIT JNQITIAR AFTOTRY Fd HHH
dIgd SAN. A HTST o] U AichaaR AR a0 oRid. vl @
JEE TS R Al AR dEIDHaREN Aol Heiel SRIATge aroidl gk
ATED AT Al AT T HRodTa 4 ST ST it Sierasail Jiel S
RO HEARATAT FERA Il Al

Q) STITEHTH R HIUIR AR (Production Logistics)
PRGN S R UEUArd P I AR BN,
IS ANOIRT el Aiel I, Fes, fa<iqRaet, Sork |rel 3. =1
QRAST HRAN]. HTARTE IS g IedTfad TRIET f[aRT o e
RIS et I, EIe= X=AT, I3 =T, ST o e M 3.
TCHAE T A0 B I O FaRel HRan. MYFF T aR
PRAT FoT TR eRen faset fhar faegare arded & e =T eetl
ST TR 3T FATAUTET AT PRSI Foell Qo SIGH Tfshasel
AT Tcehial Fmor, Al omadt, |qeEiie fAvraR faoRer, Screamsd axma
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FeiRa #=o1, o faeRa R0, T o FE SROn, 3. afhaies
I Ryl HRUMT AezRedi™ =0 oR. e IAGHhi Al
THTOTTER YT S<ATG RO AT JOTaT FHHTOT BRI, JbaR ITa B0l HIga Skl

3) faeIRUT Sga=AT HRUR 4= (Distribution Logistics)

SAEH TR dheted] aK], TSIRYS fhal AEHTdd drgafavar &M
faRer AoRY FRAM. AN Wifie fIoROTen IR el STl Tl
IR SCIEH Al TAR BT Q. e FACH BRAR. FIGHROT B,
TEJDIA HIRA Ho R Aol ISAuarel el R, fdbel Hremren fashl
ST o1 Rl A, A fAaRom | FaRen ¥ AR FRAN. e
SRS IO SeEaR! ared ATl fIaRr HRom= Aeg=eii™ SRS
Wefch, R ALY, TRHTT, 3. = FMTel Hee AT S eGP BII&H
HeIR ! (A€ Fo fATRUTHE BRI ST el 3.

%) fashaIeR 4T VIR 7Y (After Sale Services Logistics)

TG fATRYT FoUR STRHE TGN T BT AR TR TRHAT
TP T fAhAR JaT IUl Ho AT ARTIT . IS T TEhieN Heh
I T AT ITA B Q0 R RN T o ATl TSHiT HS BROFRIS
HegR fae BRI, I1 AN Alfeed! ALARAT 3. 3T, TEh i1 K TRAr
I, IUHROMET IR HT HRIAT T Alfeedt <01, T Alfeed <01, Areafeies
FHo AU, AT GO Ho U, I e ST A STedws /
HUNhS IR HOT  TEpTell a1 Al o1, IRE g IREFAR | T Ierell
PR, TEHTSAT ThRI, LIS, T TepT AR OB T SHIGH AT A
Arefaol, TEwT fIHaRR Jaiar IR A1 0, AEHia RN Haehd B,
TEehi=T AFIGET HROT g Fooll 201, AEHIAT Tl gabial ST Ho 0. 3.
THRAT fAhaIR JaT AR TEHH STt FHod oI, THS TEd FHI
B < ScATaeh oA aRgal 781 781 TRAl R, fashiel Ao s, Jreatan
f2I FareT e A, SAGHAT =Tt A, Icaah il 1 ared! T Al
IR faTRUTHE fahIciR a1 TG RO Heg=i=l YAehT Aewaral 3Tew.

4) HTeT YR BV FLAY (Reverse Logistics) -

IATGH I Tfdered o<, fhat ATeT AEHI AHRART T STHITRATD G
IIEHIHS RA BHT SR Bl AR A, TbiT AT Ggd PROR
HezRe fohal acis ALY B B AN, Yol HRUMYS Tedh TRAl Peled] IR
3T IS T I, HeN ThRAN 84l 3. T TR oINS B e,
TEhiedl AT TaS] B AR, AIIAR Aehil ax] T 7 HeAg o o 9=
PHRA. IR, ARG freamed fTere FHioT STy A8 < ATeRa. AeaRee
T 3O o AR < geal a1 fouseard, aRdl g IR v o1 =1
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SR IR IO AT TegeT TR AN ThIad NMEbedTd, TRA ael: Pl
AY IR, I AP TR I TSIy, AREd aw GRE
TN, degpMed Al TR AN & O] TEdh IRd BN, et
SCAEHI! FHeTel HEARLT T TR AEBIdh g RIBRART T SAIGHIHS dTg imd.

TS UG T FaR IR FARTI0T IR fHaseirel.

&) AT fde@aTe ATEUIR 7e4RY (Disposal Logistics)

IMET HRAMT IRMRT I, IR A, a7 SO A TEehien
FBReAAT TR 3. JEDIBS IR I, RIS STGaRT IR I8 SHIGANIS!
AR HUH FRAN. § AR AEHH ABReIA] I, SAGHIBS IR
SYIOTCIIT. g AT IR ATORET AT eI SAOT AT BRI AR T ST bl
fhar SR T Ho Me qRAN. AR AhRetedl %<, I78T aTaRTd J0R
A TR ARG fATHRYT T dreall. IS HRETARIN arT STOm=AT 9]
T UEHN ADRA A JAT I (Fh9) A arorar fhaeiien fashy e
Ygepd foreargR e, o & Jd SM A fdealc AUk AeaRey
FHRAT.

STYST TR} TYTAT
9. Glefiel T W DI
37) RIS FIRATH
) ATl RIS AT
%) IR FaRel HRUR AL
) ATt Tl HETT
) A IR FRUIR FEARA
R. IS QR3] HELRITT Hed o= Ye=ia A1 bl
3. el JRAa AR ThR PO ?
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4.9 YRR AT qRI0T FaRATARIA re=olt oy =

(DIFFICULTIES AND CHALLANGES FOR INDIAN
LOGISTICS)

q) IR Gl v

NI MG Wo% UTEh I IR0 WRI TSI, ATSTE IR0 WRTK,
SIRTS g SR WAHeY R IR R, SRS YR e a8 S
TET. TS AR fAaRer FRY IRAET MR, FIE AEH AT ASAAT
NI XTI @Y, HERAT i el 807 ¥Ry 81 A, IO WRI hed RN
3R TRy T & IR BRI B RS AR AEHEN Aqeh Hvor
HfSuT 1.

Q) WEH a8

YRR TISIRYS A0 JFA0T TTRYST IHLD 3R G . PREIRNA
T T IISTRUSI ST, R AT ATe A0 IISTRUSI hefl Sk 3R
31T RIS I Tdl AP Iall. AR HATH g fIeRoT w4l are e,
TS e IORISIET T SRS avgedl fhwll TS SepRedn
S, TR S MR T ATEchiaR Tedl. e JAiel TTedh A THIOMT BRaGH
AN AT RIS HIEUTEAT AR FRIE! AR

3) STE IMfOT UTE Irelter eI T1e.

ST TG AN T @Y AT R+ TSRS, TSR qeiRyeT,
M SIGH g AEdh IRAel 3R dleat M. TS HeARY ARIelell faawer
AF ARA TR HRT. &1, AL 3N MR IIRYSid faawor
PROGRATS! Sfeeh HEARLITHN STLIDH . b SRS ax<], 37T
UGl I 3MfOr a1 IR, AR offY Ienfies deiRUsHE faaRer
PRUYNAIS! AR TRST WA,

8) TR Arelelt 918

TS IR, ST e IJedqre o7 fAeRomAed Iqeff e Al TEET
SUEH A9 TR SAGT PRAFT T IKGAT 3P AFON 3R 370 a=_gA
SUGANIS! TS HRAT e AeTHaT AT TG, ST AR FHToT gy
wH I9es ARy IeRIsHe g fashien Trefadd &MHe Tdd IRISd
[YHI TAT qTG]. TS FEAT RH TTRISTR NIRRT FRISTIT
fafdy avq snfoRIar= Scree onft faeRyT amed el e Id. Heg=el a1
W feda eRem TR R IR I, T JareA AFEr ge= Ao 2.
HEARTT A SRS HaT HROT & FTERGT TN BT 3R,
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4) SATTfeTShTeHT

MR, JEN 3N FG 3. ST SIFIh FTSTRYS Goll BT 3Tt
IR, e faeeier @Rl SeEv, du=n Snfy wre A SET 9 FaNy
PO VR Y. RS W THIO e IMMe. TG d w1 WRad
3T 3. Yol FAARAT I FEHN AHATS 3. ST q4og 31
Y SIFIIB RO Sifshacd HE Ul STel 3TTad. ATHEY U] SXIT=l JEWRT 38,
SRS Il ISRIDRU,  TISHIBRU,  IJIAHBRI], TgRIS oI,
SRR o=, fageht Aearrd e SUhd 3. o oA M 8 3T, Wy
SIfdes TIceblaR e a9 PR, B HaY BRHRyl BIvRIS Sedraeh el
TR SolTel RGA SIS Hod Al AR, SIFTfbip-emed g
ETINATS! Higal T <98 1A AN 3. Ml WRARiS Wi =i
STRTRIAIERREN HE I 9 Jdi=1 AR ATt e AMR SToaran
TR 3TE.

§) AT ATOT TBUTIRT.

AT MY SR AEGerTdl TR 3. AR Taqeh AT
HRIFES K1, THI0T WRT RATa IR SIedTges Suoied] ST araR. =l
AT, AT WA aRgel ded Shodl SeRAM dhell SIkl. RIS W
KU b TS Akl el s AL 37en fSHoft axg=n gRaaT sl
I Y. TR R dGelel SIS ARGHARTT GGl Sfd Jaav[s BRIy
AN, FAM 9= fAesd &), YR S0 JfAen Iuee IgTal e
IROTHSHRET MG ATE]. SFRIS HI SR SRS PHIFasvl, AEAT s
0 3. G ARG (i ARl rar IR AR BRRRIGR Silelell
3T A, HH T I, fobar HieT drdrer R Sgeay AfaRet fbaa
T AR, AT § AR MR SO I AeaReIi=T i
ITEs fdhar faeh! gt o1 T B el

) HTeT TS HIRATYATEA e rS=uIT

UG PRAMT Hodl HIeT TRE! RN AN, AT Solral dbedl Al
TGRS PO AL TSIV YN, THD AT IHR1GS Al TR A AP .
wed SrSeN . HieT TREM B HEARER Hfdel RTINS 31 sre=oi=
A€ 9 AN, Aol JRAGRREN 9, JRASERIAT SR 9T, Al Joras,
AEIH, TP IR, RISIEREN FeeT feamfaor, arordl SRR HM TR 3.
TN .

L) TR SHTEARN S rSvHT

SRS SAGH HXAM fhdl @RI Hel HHNE AeRReE Fas
PHRATT T IT BN Hlal FARAT (AT BT, &1, FHoed1 Al Mg qoll,
FA TAI, ITH HHART, TR FAON (e Iueteyr 7 B0V, prrAr fwmmh
dIveh AR 3THId, HHATIIDST AT Fehr 7 A0, IUGAIIS! SRRy
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JFE Jabcl IU T B0 3. ISV AN, WD IJAeTHE I Aal T
SRS ST eIl JMEiel Tael [SereSvardy SR 3Tl

R) AT R faeRumeie wH=an

el JRA3] HRUGNIIG! Woa AR A9 el ORI, Ry ScdeT
TEIRYSHI Wi, AEdhichgd IR THO AN = A% TEHiE Aqh HRuANd
3re=oft 0T, AT TTRUSH ARl BROI, HHTeT Trgehian M BOy 3. FAAT facRom
FROTT HELRIT FSATaIe.

90) AT HUEUT HEARY HIRATIATEN A FSHUT

SRS K M0 I IJEET hedHoR ATl ATRUTE Fd=R
FROGE SEEER]  AEReieR  Jfddd.  IAEDE  REmE
JOTRUSHEY & HIReAT PRIl AN, A= e S5 A=l Hic dreol =,
TEITT IR, ST Ho QU S, STAEGR] IHLARLIAR IR, AR 9K BRI
BIUTE T A, T JeR ARl el TR BRI B Mo AEhre
TAHR I, IR, ATHRSAT ST, TFIOT ARIHEY AUE0T Fagd HHART SR,
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JIERTS A0 BR FH e, TS § BN JdeR HITA el TEdh TR
TR ST HIfgal eI, eIeed e 37T 3Te. T_d a1 graem o oo
Ud e, UK Bdd 9% ol helc Pledl dR HRAN. ARHAT AT
BRI AIfReN febal QR ST SR § PIHR HTRRIAT =T R e,

R) UTEHTAT ITRT TS War= Heft fAse Ae.

WRATNS TMEHT JOTRIT ST ERE B JAfep SIS, JIoTRuS
fasheaiarge Afeell Ml HRY, 3. § HAYYS <A AT AASASIR Fe I,
TS I AR B, e TEh AlewEd TG HRO TR PR STSRR
ST TRE! hedHes T fAfde Tedhi S 9T 8Kl.

3) @i ST aeid HET AT,

JIGMg AEHIAT F0h ERE! HRO I AR, §UD, ST,
JIAECY, helc Hle 3. I 161 Wi 3MMed. D § HIA ATER AeH
RIS Mg TRasd TEN. Sidgie Fa1 GRIQUTT a1 Jar B
SThRAId.
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8) SIS IMOT UTEh YpAH AT ToT& VS AR,

3 DAY SR IUED AT AMeeh ERETAT bRl Sediach ST Trgech
I 3R 3NeH SIS AT YHHB T Sede] HevdTa &g red i el
TEeh e RIERTE FRAAIE - A i1 i Ieiell BRI ST T
ESINS

4 ) IR OIEE G 3T A AT

S TTEHIT v, AT I AR ISR Sefes] oot Salel.
SAUIGD TTEH T aRGA! A& JaRTSCHAR SRIAN. JaISCHAR [AHUIRT I
T egeT IR IMEN PRSP I, Wbl 9K A AT oraia o], fAesd
el TS AED ARIST BN, SAGDH TEH1 ora<ial T ool ATerd. e
aRoTH TTees 1 aRga Jral Jrel WRAl Rl ATEN. 372 ThR § DAY FIgRMEd
TTEHI< HRIGUDH BIogTa T ST

¢) faftre Bhorearh RS s,

ot Rreor, aRemr onftr § AT ARkl ENBTENIG! faRne
THRET B! RS 3. & PIeIed AT 37T reafielia Aedicrs Tt
TS Al § PN JaERMED A9 B ATel. gRIel Teepichs H0Tep,
TlaTSel Giaen Suete SRITE! A J0Th HiRIETT, § BAY FIER eVl Archs Goial
A

W) i srs=lt Iam.

Foremes] fYere fAmior 29, 99 Sudey T 2o, uf¥ela eHE=En
AU, $eRAC U T B, Iypmed difep reee i B0, TR S
107, fASTo[es ST detel! Hifecl AR B0 3. A TSl M0 B

() T AR U Ho el wAT.

L T SORIL ITebIaR HIGaT THIO e ST Sedadh el
JeIECHR I AR 9Rig HRa. & w1 geet awq I aoTad
3. TS A& o HRIAUEh il faeh! aTeqr AP AT fHwrar Jre! Sared
g AR fAsd faemyet aom Arfeedt afrg e

Q) hfIT HIS 7RIS FAVATHT I II-Te.

TEd TR, TG HAMR I IISAvarel helc Hredl aaR HRaw.
heIC DI TES AN fohal IR AT AT FaR GO dh WAl

IFhH TTETS SO IR 3. 372 FhR AIGAT VAT TR0 AT IeTER0l
2. I deplchs ThR hodMoR FHILDHRSD IR fael ST .
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q0) SATATATS &€ AFTT I ATEY.
S PAY FIERME TEHA HHAUD AN ~ARTAIR &G AN
3751 Rl AN TR STIACaRIeT FTER 8 B BT U U™ Il eRel

€. JgRI9T

I T 8 AR G IR, FOBHGR LT S0 IRIIE
iR ATEHIEN Fh ALl A, TS § DAY ANR BRI e Tme.
AT <oTa $ PN FAERT THIT 31 3MR. MYeTel A1 FdeRTe e
TS HAs § HIAY FTERMAT ATt HAaed 3. T.ELT. TdIT FIe, HeT
HTS IR e - gero e aTR.

&.( MY

. S PN WU B ? S pHNE JfIeR) |,

P T2V Y ? MY ATIRRSA $ BIART Tawd SO HRIS A B
3 AN e fhar 7T |,

3 P AGERTEN T al eldl &1,

Sy forar.

31) § P

9) $ FENHLT J6T geh

) § PN SIEHIT BIUTR BRI AT

L o w N 0

o
o
o
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9.9 SREIEAT

9.  § BANY IBR

9.3 IR G YHR=A AEAAD fcrgedt
V.8 ORI

v.4 T

9.0 3= (OBJECTIVES)

q) § BiAxre fAfder YepRT= S1¥RT BHROY.

Q) § PRI YR B ST A ITaTa ATfRel FTe H=or
3) & 2 A UHRTAT ATHIID FRrgeniarad S HUIG BT,

8) S PRI THRIA ARG G faameai=r JHsig <o,

9.9 5AET (INTRODUCTION)

S PIAN 8 Solagiad AISTHIGR ol ST, § HIFIdT aT9R dGedrges rd
FA9 g MYFF THR IORK I St M. AEDh D! i drgan
3TN TR SYANIT S0 3R, Sal. ). SeFe, A3, 3\, {34, |/
A, AT R W A USRI ARG TR ST M. 3. Jarar
39T T FHROTHED AR PR 3Tedl. AT FASHes ARy I HRAT TR I,
2 37T O 5. ALY Ud e oMe. "Rl deeTe fAeRe B @ oy
TG ST 2. ISD, HEIR MO UePp AMeeT IRER JUhIaR
MR IR 3N G HfATed STaeigr 3TR.
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9. § HH¥ 9BR (TYPES OF E-COMMERCE)

3 AN FIERMEY 916 B M. B 3 § HAN=l qode ReriigR
VRS TR, fARIT STmed § PIRt FIER T 4% Sadh IR, b
2T T 0% AP e IR BRI fhar TRTRTIeT T & FHI0T 4% Iadh 3.
e 1Y RIS TR § BAY JaeRMeN AISAl YN d1e 81 3g &
THIT Q4% STTh A, IT 372 AT Soae [HaT HIegHTa aIR dled dlelel 8. $
PG FETT BT FHOT! 38 T BRIS YT MF M. § B FqeR!
AT qTGell 3Me THHY § HiAN AdERIT THRMS Slelell a6 AETeT 70T
IR PROTR SR < PR JEIATTT.

9.2.9 9t g€ (B-Intranet)

FTARIGIT R MO AT THHBTEN 9 ATLTIRITST IATOTHTAT AR
PRAN. THT FIIRRN fAfdy 9T RER AU PRGNS HI0Th SoTedr=
MR AT 1. $-AAGR Uob AW g1 fawrmeh Hue e wfedi=i qaor eramor
P AR TR AU T HIRAIH R s A fhar Fawemdes awr
TR e AT HET Hifgd Sald o AU ST Scdieh faasl eqaedai
3T BT g BRI, IS AR IS Fa fauT, i
P FEEa Afgdl &I FOBER T, FIIEARIe a0 hHBT
SlEelel SR o AT iR ST fAHETT TReERTEN qamorerarer oy
SIEEASICH

dt dg@ea #Ag a1 BT (Importance & Advantages of

‘B’Intranet)
q9) FIATEIA ATfFTIN G AT A<,

A AGIIFE] 3% Al HM HRA INGAN. TAD AU &
FMRIGR SiISell S, &1 fvmRiel 6 @afada g favmiear safareht
SeRATER U 1L el T HAfRT FTTeT ST BRoT oI H S

R) favmTienie Huh ATerer A=,

A TR BT Al Wad AR TR dhol . a1
fAvrIcier safey g fAvTIRer Sfokieil SmTea JgHia 9 ATe. e
N AT TRRR G LTINS & SgMic SUIRTR SRa.

3) FIRAYHHT fAvTT St A= 1.

d SgFcHl WERAM ARG AWM GHE MR WY AN
. fAUNT T SRR BT JfgaTdl Pofaard. fafder fauri=ar smmen
I U s o i1 TTaAIAh Ufshaidrad de<are Aoy erar Jar.
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8) YITET FRATAGTEN HYH ATET I,

SRS Faarara Pral A9 fhar aram teAeiaRT = SieRTeR
AT 3T T IRERTLN FUh ATLUIRIS! §f SgMean aiR HRARa!. 34T,
UehT AT SeA1GH fART IRAI0T 9RTIT 3R, G foehroll ot AT srereht
W TR fAuuE A9 SRIRG e, § 9d favmT fdhar o, SRR
THHB T STrecdl ST, G HrTeRITe [AHRT 9 RIRTEN |9 B Hifad Mol
FHT A

4) I, %9 3oy &= 3. = = Fear A9

T, faWET 37T ITE PRiferd 3. T Tedel W9eh AL 46 ArTal IRy
d1 SCACER Sielg Wi WUPh HRA M@ il 9 aredl, Hifgdl Ml
FROGRIS! T Tdep [AHTT fohel AR ST AR T8 T e S o
BT ST & Sk fha ! G BN TV Qe AT Sig TG dARaadl
Jiqcs e Al

&) HTfR<i=i SATOTErETor e A4,
TR | 37T ATET & SERFICgR UHHBIHT STl ST, e
AT RIS TROGIR Afecial iR Bl Al J Hifeel STeTed BT oall Al

#t SgMe" @1 T wier (Disadvantages or Limitations of B-
Intranet) -
q) Fife HTET WU Hr A<,

d fgMe M PRVl & FIERIRGl Adifad SR, R
AR & HRITONA ST . AR IR Huh HETARIS!
T BRI SUART Bl A Y.

R) Pa FIf= JATT BT HRaT A,
' $ICER FIGIICRIT Afgeil Q@07 Halo] el Ad TRy Bl
Jeuid afeT fohar vl ucet Hudh Arermer rTe.

.. ¥ A (B 2 B - Business to Business)

Tep! AR fobell SATaRRich ST AR fobell HaATAeh e FIOTehTgIR
EUSTT §CCER Y HTEN. a1, ScIGdh Sl fohdl HARH Goicell, Solid
S AR, H&Hd AN fFRpls AR S. & 9d AE9d
TeR¥e IRYSH ARSI SOTRYSHI ARG EaRIER M7 I
JIRYST ARG SMARRIER JIAeiaRie] AIRIbERIeR fdhar @maie
IARAERER FIUHTAT FERAM WUG . q9d SRR JofRISare
ARG IER, URRE SN IAFE dadiaRid Fa<Ibiel SRl
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AR FIOThIGR Huh AL, Il AARD) Gl D e &t
T @ S PN FAERIA TV 16 ATelel 3. G 0T STRIMGE T qIA(daR §
PG JGTS! @ T & FIERIAT dTel AT & IAME. AGABID S § DG
TR T TR

N T N IR HET NOr FIIS -
9) ARSI RER HY T A<.

§t g 1. § PN AIER T AR T AGAIBIIS! M. T BRI
TehT ARG AT BREGR TG fhar @REeR aranfies s
REAYHT SRR SeXACER HUHh L. & ¢ St AgeR Ja0T 7S 3T, T
31 R

R) HISHT TS ATTHIAFIT AT FIERI=T BIIT Bra.

93 e Seicer fafdy FaRpiaRisR |9 AIed. A
AT A fhar S THIONT S8R BRal A, Aicel =, Seleid,
IR, TGRS, TG BT 3. A1 8 ¢ FIER PH=ell ANl

3) A1 SRR AT Ak AT A,
TR AL P IR ARG WS TRISTR
SRR IIRYSHI fagRetel IR, ST IRRORIY Fqeh el Ifl. &

8) I T AFTE WA T A<

TRE 37T faghrean A U sraeRies fdvar wiRen o=l ARG
fhaT TR AU AT, SCAIG fehar AeaRey fAshe TR AT Ieh T
TG 3T AT, TREAERTA I, Ned FATIRIGR BRAIGR AT ke
ERIICRITT BRI, T I AaT BRa skl Fa8R qur el Aimel.

«) Rafde afdrai=n gefar Fwar 3.

St ¢ &t FaER Aok G AT SRl G fohdl STk eI
FRNaRIR |h WA 9 WA faeh! gagrrean AreggR st sfsard e
FA. SE. G Al 0, R Fag w0, I MY 01, T qrafao,
fpaR Ja1 Iy B U, IRGA TS @0 3. TfhAge § HAd

FAERIAT Iiell el Al

&) %5 &1 VT TAT g <At = .
U ARG O] ARG X1 SfoRIeR Iodel Audh ST eha
R, R St ¢ & AT ATERIGR T RERN STelg Tl Feh PR, AHes il
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T G BRIGT AR ). TRER GYehid AvINTST & Al o) BRI ART AT
R i e 9 8.

\9) HYSIT SO AT fRssfasr Aa.

¢ FRERHS IUGH MM TREGR AED RERAL Hdh
AN S SN Al Algal FATE Ot 8. Selleld dled e
IATGHIT AT FHIM T Hesfaar I

¢) i fog e A9,

el WIHE i IETANIS! WG A0 e dTIR HRO
IIRER oM. WSd Faw HxO Y W g WRvaNIdr & T &t @R
SRR SR, I 3T SATARIERT qefediar e fegpt Tevard) § AR
ST M.

N T N IR e v wafar -
q) I T AT AT wIfed el S,

T T BRI IeIGD TRAGRIT IRIAT Y ATl Sailet. SfaxTa
3T ST eT IR T FoReh S, AT TNAIGR HATAIIBT HRIAUD Bkl

Q) HHAYS FUATAT IFIAT 3.

TR TETS BUGTEl AT I, IS JHAH WRUTS Heiaol e el 7890
UeId HGER SCIACER HRAMI HIBS Sd! AN IT FGERIT ARAAH G SIS
RT3 ATEY. ¥ HATER g5 fehal SHTOT #2U[A Aol ST ATerd.

3) @ qrel.
CIIC ATERIIS! WU TR, GORI, A&, dIe], HId HHAN S.
Tt AT U BRI ARKY. &M ARSI AABIEA 8 FaER TRasd

9.2.3 9 R ¥t (B 2 C - Business ToConsumers) -

I YHRALY AGIAD AT AMEHTYN SSRCER Tl AU STera.
IEH o ALRLIRER Trgepi facRor fdar fasht &% wewdll. gevmic gfaen
U< ST T JFaeTdh AeARIAl TRl SRell Ale]. Sad 0T Aaes A7
Seihs HITh-Sexe AT UL AR i1 TRERIERIGR b HRol AIsd
ST, et faght HRugNIS) ST IT VBRI dT0R b b U FIerdra.
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N T H = W 7T BRI
9) SIS AT UTEH Y HHY TR =01,

SIGH S AT STawedT fdhdl HHT 3R JAered] BT AEHT I, Ied
hdId.

Q) STATEHT SHTOT & IHA0L.

ST ITIE HRUMIT IS A1 TLIT R Tl PO IR 1l
3. SRR, ALIRAT HMALH 3. I A ISR W Tehie Haes ATeH
T aK]  JaraT JRIST TeHE FHRAN. SR & g ARG & T A
SR 3.

3) ACTRUSH HeAwl S H 0T,

PTEI IR T T IR0 HRAMT STRYSHES HEAReS ITeTes] =T, 37RM
I UGB IeT: TEHIT fARYT HRId ANKY. A ARG Foariret
AR YA BN ARG, FUF T SHIEH PedHoR IR0l ek FRa!
fIFdoR JaT U HHd QU1, I AFON RO 3. SIS ARG AT

8) faamor @=iHed 9 HR0L.
R AEARABHT g FAIH AEARABH FoaRial BB AfSDh =
RO RIS TS ST T IR HRAT SvaRew ¥adl: AR e Teid

4) UTEH AYB qTS B0,
T ARG GHIT TEd Mo A, IR SaR AN

a3 = e e wafar -
q) g wifgel fRelt s ot Y.

ARG TGS AR Alfecl SUeTe] Ho Q. e 3TIel
feepTa e Sfor fash! g Tt &1 2 3R, T o AN Al 9RIg dRad
TRy S faghar R 2.

?) uege fasptem water Aere.

faaRvr FEHEY AeRIIRE™ BRIEHF AT TS, STTEHT STET 31T
fa=or & IEE FR ThTa dot RO I AR AR fashien AITaT A, SAEH
T JEH il HUh I ST ATedhichgd IR dfcrrg e ).
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9.2.8 HY 2t (C 2 B - Consumer toBusiness) -

ek fhal STHTATHST AAAIRIBIBS IR & § HAGA THR 3R,
SCIEH TSI fAhdiR a1 STl Ho1 Q. Ial. aRel, IRel, oK,
JEH T ATTHEI Fr I [IehT o A I, TRAl BRITAT AT ST,
TR F9, FH, HUC, 3. PARRM I IR TG TSI ISR AN,
3R] EHIAT ERFEN SN SUA A T I JoT R A fdshl b
FAH TR WA BRI IR, ISR < TEHEN el Feh A1 Weve A1l
W T TR Peten fasha fdhar Icaraes arordl fdwciien a1 o< RaspRard @
i I 9 I . T Il [HAT IS o AEhIeN IGDHH I
PRI AFT.

4t T ff FIERE W T B -

q) JTEHIAT AT TG4 fAehT Ha 4.

3TN TTEhIT T IR, FehT AT I T I, R TTEh EREY e e,
3TRMIeS! AMEh fAchell ATTARIBTEN Hoch HIE.

R) TN TG @A FHI.
ST ATEHT ISR 3Melel T R, TRE FRITA IR ITAAS! ATk
fachar RGN SexcgR Huh ATHI.

3) AN o wifeedt Rsfaar 29.

fAshc ISR T AT IR, I&1. Jr T IR WAl Hod a9
TG fasht HRO1. FT Ao HawR A Rafavarardt aee aaaiiah
Joeh TR, AMRA Tohl R gonl Alpe, fHmied e ormél arer
Shfed oAl ST, AH AT ASTieTe IoYDhal IR BIH o FIHABeN
SECASIRIGH

4t g =aERE A fbar wafa.
q) T TG arera fae fwa.

YEHIAT ST O], ANl Gl IR i1 AFAE fohAa s 3.
R 4, o1, aiRiT 7909 3.2 9 &R SR ga Bl fhHeRId. gt
JIEAN fhAT 4 T 90 ESIR ST Al

R) UTEHIT AMY Il W,
ITee o fohel ATaIRIeIT S Ta a fdeh! PRI SR
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IS FAl IR ST AT IR TRA! A AP FASTARIR  TEh
ARG A9 AT

3) UTEHIE FHAV Hell S,

FAH g fohHd daTeds Jr avggen NS YaehH felt I 3dett F
T A fobweiiet fasheam @REY el 3718 319 TTecblell e <o Al a1 aw,
TS FRIAT TAR BNl ST A BRI Silelel! aTell el ATal. AT Iga
CRICA &9 Sa@rdl faeh! HRa . ST 3MhY IuIgd Uehal qRyg Harean
P SER Hea I fIh! aTedt T M AT T

9.2.4 ¥ 2 Y (C 2 C Consumer toConsumer) -

& § PR ATER TEDIh g TEDIDHS A THR Pell Sl b AEh
ST TEHTh S A, GG BT SMOT FRA=AT AEhTen b 72 FagRme
UEPTh g TEblel HTeh bl STl 81 Tgeh M AgbMed BRI SeR-cariel
FAER 3. I, TeA T TS AN IRNA AR, TS AR T fhveples
ORI Il FTER 3. Plel TEh forellamed IR TRE Ho ! fashl e
THIOT HITRITS SeATel 2l HIeTTeA STSTRUCH foreliar Ao @Ra! R d rat
T ISTRUCHEN fash! RN SRS Ageh MY By Hueh Bi 3R, 37N
Fel, 9O, AU, AN, 3fSl, g, U™ yard, W uaref 3. Ued eRdl faser
HAER BN, PIE! Jodell TbT dISIRUSTISA TEeh TR Blal 931 fel droTRUSIie

AN
dlep 3N cddelN Dxdldl Slleodd Udid.

4t g 3t HaERT™ HEw o v -

q) TR T HaiE @D At ST Tl HRar A9,
TSTRYSHIC TMEDh & fdohel S, e BRQ fdshran Farag Si=yal. o

TR ATt TRAT 30T fshrar FagR STerg i @], 3.

Q) Wisad YAIU[F HreAradt HH .

g FagRME Ued fAdshearrgy fhal ITedhidhgd Al TR B
T fdeh! SR TP BRI, JMLMAe! U ATEh Gordl AEhIeN Jeh ATed
I, IS Yo Teehlell AIG FHIUTT Wieddl Jaav[h PRGNl A&l o
e g fhdl STIGHIThST avgal SURIER TRE! FRAN. J AEHHT Aeedd

4t g A = e far watar -
9) HrST FETOTS T 3RS,

TEHHEd TR MO fAshlaTe Aigen s el 3w, weid feg
REVINIS! faehal UEd B MU AEHIT IRRY HIfeel IIAL Ho <o
RIS, HifRel SAOT HegeT I AT Pieh Al
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Q) HHAUH AV RIS I

3T FIERML IS HAER shelc Preedl AeRAM del S heic
FHIST FeR eI AT U TETS BT AT A hal HATERME Hiav[eh
Bl

3) AT < AU rS=l AATe.

STHCHITT FaER RTIed §eb R ATed HIFell STl Arel. o
RITeTT TTEHTA BRIV SN JHH HRUTS I35 Ak el

9.2.§ Y 2 Sft (C 2 G - Consumer toGovernment) -

ITEen fdhar eI du=aran ARATERISR fAfder TRz FagRiar gerdl
FERET A &1 Sl FIER 3 ORI, Iq1. FaAIAl AT, T 1eh=ol o,
A A FAITT B0, FTR R, fIh B, Thd IR, I IR 3. THRAT
PRI WROM PR, I T I FGERIA! Geiel HRYL. Tl Hfed sl B,
RO, AT Siel WROT B0, SferpiTar diet wROm oy, il R, 3TRFY &, Rrefor
®I, . T HROM BN, Fe PR (KA [ &) HRUN BRI 3. AS! ARG ARIDIT
PRI Feh AT AT & Heh PRUGRNIS! 95, 5 T U0 3. 91 I9Fd
B W FeCgR Wb HIYH R Iooid hoted] HRET WRUT el Al Ih
GRS IFHH helc Bredl TN SRR BT A, TS GBI
SCICER § 4 IR T -0l Iy STl 3MTe. AT fafdy @i At
JeNTECER Sl 3. < AAIAB U Rl A, AfKNT AED
HSAIRIT SCITCGR AMFHI HRT Hs ekl

4t g 5t A e anfor B -
9) YTEHTHT ATHATAT FAMTTERIER Ay HIar A,
e fafder faurTi= Al JeTSeR{ER Ut IR, a1, NS

fhar Sl SUeTey Hod A ATed J&e: SeIIcdR & Alfged ARG

Q) PRI=AT RO HRaT A<l
NI T PTATAIRIE ST IR S & ANT AT, TN de5, SIT Moy
=TT I 79T BT, IR STRACGR i1 SR T IGHAT HRET Aa.

3) 9%, o9 POy =T 5. < = AN

TR IANTDIT BRITAIET GUh 1L, BT AR, YGFAT WROT 3. TS
BUIRT ARG MM AMRIE F_T HHI Bl e el 9 3/ Mo O 3. A
EESERGIRGE
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3t g 5= e foar wrafar

q) T=ger qrfRe 9T HRar AT .

YRIBIT ATAHATBS Tl Ffe W B A1, SexcgR AIiaT Add. TgR
T R0t AT eI IR 1T ATl 14 Bl A e,

R) AT ITSYRTET el AT HATEY.

UEHNS] AN ST ol TR heted] e re Fegel qISYRTE
FHARIGR T A< B I AR, Hhad SeI-cgR H9e el Il 1y
ST AR AfEel! FHSTT el ATHes TTEehi=T AT AT AT Bl 3 1.

9.3 @ 2 4t yprR=w =EWRE ufegat (TYPES OF B2
CBUSINESS MODELS)

q) wifgeht gfAem (E-Information) -

$CIICER SHGH AT TEH AT I, SO Jardl Alfeed! STt B
Al At SEifdel ST, 9] @ Jardl fasht arerdl a1 Seum Sed
TR AT 37 Afech RIAT. FHIH IeAEHh ATehi= AT 37 Hifger
RIAA. HHTF TEH, TAH ISIRIGT el TET Faer F_ol, e fegp e
3. IS & Afgedl TR SR, $eACaR aeH 93 areriel . SaT. areed
3T AT, dict TIT SHdl, BFS [WemN Regd 3. I THFIAGR TR AT
SRR ITTesiaRIcd FIAITa Hifell faell ST, AT AT arerds aif 31feres
3R, T T SIS e IR, M G AGan FHIOT AFON Fsfaar .
il JfASarad Trges oy Iearees fobar fasha 3R fasha g Uesh Imed giar
Fell S,

R) T (Portals) -

gecaNlel AIGAl JeNIScHell Uced N UM, I ST
IS AL T AR qIAbIaNIel STRHIE TCadhgR Hdh FTerT
. 3l dded S T, ARG, TH.GH. fa=eSIST 3. Hicen d99Eey ed. 1
JIIECRR IAGH ST % 9 Hardn AR, RN, grafes, uee,
faspareR Jar, fas! o1, TRA-fasi Fagr, R a«l, FdH e, i
Tl AT, STSTRYGT, UTEhia AU . Hifge] SUTeY Ho <aid. ARE™
YR a1, $-Ael, TS, Hoiex, MU W HRO, R fFar FRl gewa
HRIGH I 01, fRSNSN IS oy, A= e 89y, 3. g gfaen
ST el A,
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3) §-3aX (E-Tailer) -

JpAed I AT BT JUIRNIS! $ SR Ugeran Adeld HRawd. a9 Igelt
T AMRMSY IIRAENT 3Tl M. R =0 fawaples fashir Sfemsa g
B, T GHMIGR e fha fAshet TEepiT SieE axq] TRErd! gfaen Iueted
Fod <A, TTRISHS fhRPpIe GHM T TN AT GBI e dotelt
3R, AT GHAME TEDh ScxicgR fabeaiel wud A fAvdiss e
Aiefam. IwEs fhar fahd a1 ghMRie 9% AEHI BRAE S, @ e,
e 3. Aot § CoR TERTMM Aok, $§-Colk Aeliel WRel e §
TR AT ST B e,

8 ) Hegeerielt W9 HvUr (TransactionBrokers) -
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JAQOT, SRR HxOT, HeeH wRfA0), Treafetes SrRafaoy, A a<q g aran Jifeeh
. TR ISR, IR ST, Tol, I, AT, THer, TRafeics, 2 3w SHRUT,
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e, 3. fAsht el S, TMaKiel STiRe W18 A1 bl Wel Qalr. 3FeM i

JeNTS TN SUCTe] ST TR ATEh i+ Alfecl! R,

&) 4T 9eMPd (ServiceProviders) -
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904

¢ .3 T HAER UTEHAT JRIAT SATO=AT T
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TR, HH FEAGR T IFHHT AT FagR Yof el Sl Telieh Qe der et
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HIER BRI T TR A= b7 YTl SaToT ST Shweired.
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YT deb TIATieT IFpigel e YeRpire aTIR HedN M I YarhH
WO FREN 3. P TEhIhgT AT b SHRM FRA & FIeR
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PIE TR AEHIAT WRAARIT FIERTAT IATOTBICAT Alfeed! <all. IR AEHM
AN Polell IGHH A SUSE BN, MU WK RISl doper U.ELE.
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AEd B9 YRGBT S@d gl el ae el M. 099 T
SRR AlTsel BIF SRS ST L] SRIET 0! Mg Irar 37ef IeRiter
9 4% e HITSTT ATOR BRI, 09 B HEAT 32 SCIe] I dTeen e
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(.8 YR § S SUTHRIA 3@ (CHALLENGES
FACING INDIAN E-COMMERCE INDUSTRY)

q) 3ferep &= A

S PIAK JAHT % TN STeT Hod SAI! AN TS S 3T A,
1. .ELGH. GRS W ¥, U.ELEH. 7Y, |, deTgRas], HagiRer
TEY, JeTT Favel FRUR JMYBRI, FORN doel, T.ELGH. Ple GRS HRUN
FHAR), iR SR 3. Rt TAr™ T AfF R, R FagR 7 o1
B &1 T RS ). AYe AT G FAIV e SIVIR AR, FIERHAS AT
3a1d AW,
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Ra3T PRU IR I, T IR, Pral Tecbial =R sreavirear fSabmof
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GBI GRET AN BT Ao T8 TS bRy B0 WRaed &), J=21
TS GOl @4 31 I TR YD ARG Agal T JIauh
RO ATAAAB T AR BN AT

4) faaromaTSt 3 @ FRmar AT

S PIAGALY TEDHIT AT ST STIRISR TTESce I, T Har ITefees
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3 P FATER AR I ST HATT AR
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FolfeT URIg Thell ST, TR STED AT <l HTfgel! AT BN

fAqor e B Hidex 3fvs T, ARshNide, fgeer gMferex
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.4 IJFeEA fagom deeE (IMPORTANCE
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NTeATS HIfEl MeT FHRUANIS! FINLHTAT SR ST AN T8l T
ST AT BT, HIfRH SR Tl AT el At TS J5A e BN, T &
FHI A, I T FEd B A

L.§ AR

TR JT ¥ IO IR, ARy & Safdce WM wErEn 3
PHIA fohall § fAUU FTER et ST, AGR ScIIedh I  Jardl fdeh! Sietrs
HRATT Td TEh TRATAT JATTART I, T T I HRaN. SRS B,
FIS GAET AEHAT U HB el 3. AP &I DM OIS PA
FHHAI IMaTIDHT 3. ATAANAG ST b RNV, s, AR
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