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mDkjpg;gj;jpuk; ngw;w ifalf;f njhiyNgrp  nraw;gLj;Jeu;fspdhy; toq;fg;gLk; njhiyj;njhlu;Gfs; 

ngWkjp Nru; NritfSf;fhd topfhl;ly;fs;

1.	 mwpKfk;

	 njhiyj;njhlu;Gfs; nraw;gLj;Jeu;fspdhy; jd; thbf;ifahsu;fSf;F toq;fg;gLfpd;w Nritfis KOikahf 

mDgtpf;fpd;w gue;jnthU Nehf;fhf ngWkjp Nru; Nritfs; Fwpg;gplg;gl;Ls;sd. vdpDk;> re;jh njhlu;ghd 

gpzf;Ffs; kl;Lky;yhJ nraw;gLj;Jeu;fspdhy; toq;fg;gLfpd;w gl;bay;fs; njhlu;ghd fle;j gy tUlq;fshf 

thbf;ifahsu; Nkw;nfhs;sg;gLk; Kiwg;ghLfspd; vz;zpf;if Fwpg;gplj;jf;f mstpdhy; mjpfupg;gjhf 

mtjhdpf;fg;gl;;Ls;sJ. rfy njhiyj;njhlu;Gfs; nraw;gLj;Jeu;fspdhy; fl;lhakhf filg;gpbf;fg;gl Ntz;ba 

ngWkjp Nru; Nritfs; njhlu;ghd fLikahd rl;l kw;Wk; xOq;F Ntiyr;rl;lfnkhd;iw cWjpg;gLj;Jtjw;fhd 

nrad;Kiwia Nkw;Fwpg;gplg;gl;Ls;s xOq;FgLj;Jif topfhl;b Kd;ndLj;Js;sJ.

2.	 Fwpf;Nfhs;fs;

l	 ngWkjp Nru; Nritfs; re;jhf;fis cWjpg;gLj;Jtjw;fhf thbf;ifahsu; ghJfhg;ig cWjpg;gLj;jy;.

l	 re;jhjhuu;fSf;fhd ngWkjp Nru; Nritfis ,uj;Jr; nra;tjw;fhd nrad;Kiw Kiwiknahd;iw 

cWjpg;gLj;jy;.

l	 ngWkjp Nru; Nritfs; njhlu;ghd thbf;ifahsu; Kiwg;ghLfs; njhlu;ghd gl;bay; / gpzf;F Kfhikr 

nrad;Kiwia mwpKfg;gLj;jy;.

3.	 topfhl;ly;fs;

	 ,e;j topfhl;ly;fs; mDkjpg;gj;jpuk; ngw;w ifalf;f njhiyNgrp nraw;gLj;Jeu;fSf;FupajhFk; mj;NjhL 

fz;bg;ghf filg;gpbf;fg;gLjYk; Ntz;Lk; NkYk; VNjDk; ,zf;fg;ghbd;ik ngWkjp Nru; Nritfs; njhlu;ghd 

nraw;gLj;Jeu;fspdhy; thbf;ifahsu; ghJfhg;Gf;fhf toq;fg;gl;Ls;s topfhl;ly;fspd; kPwnyhd;whf fUjg;gLk;.
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3.1	 nghJ epge;jidfs;

3.1.1	 ngWkjp Nru; Nrit jfty;fs;

	 njhiyNgrp nraw;gLj;Jeu;fs; ngWkjp Nru; Nritj; jfty;fis %d;W nkhopfspYk; toq;Fjy; Ntz;Lk; 

mjhtJ: rpq;fsk; jkpo; kw;Wk; Mq;fpyk; mj;NjhL thbf;ifahsu; ngWkjpNru; Nrit njhlu;ghd 

jfty;fisg; ngw;Wf; nfhs;tjw;F jhd; tpUk;gpa nkhopia njupT nra;tjw;F mDkjpaspj;jYk; 

NtzLk;.

	 VNjDnkhU ngWkjp Nru; Nrit tifnahd;iw nrad;Kiwg;gLj;Jtjw;F Kd;du; (USSD, IVR, SMS, 
Web based, etc.) thbf;ifahsu; tpUk;Gfpd;w nkhopiag; gad;gLj;jp thbf;ifahsUf;F gpd;tUk; 

jfty;fis nraw;gLj;Jeu; toq;Fjy; Ntz;Lk;.

(i)	 ngWkjp Nru; Nritapd; ngau;

(ii)	 ngWkjp Nru; Nrit njhlu;ghd tpjpKiwfSk; epge;jidfSk; (tpjpKiwfs; kw;Wk; 

epge;jidfSld; Neub ,izg;G gw;wpa trjp fhzg;gLjy; Ntz;Lk;)

(iii)	 tup cs;slq;fyhf ngWkjp Nru; Nritf;fl;lzq;fs; (ehshe;j> thuhe;j> khjhe;j Kjypadthapd;> 

gl;bay; fpuk xOq;F) 

(iv)	 Nrit xg;ge;j re;jh (ehshe;j> khjhe;j> thuhe;jk;> Kjypad)

(v)	 nrad;Kiwg;gLj;jiy ,uj;Jr; nra;Ak; Kiw

	 gpe;ija Njjpapy; Efu;NthUf;F VNjDk; fl;lzq;fs; tpjpf;fg;gl;lhy; $l> ngWkjp Nru; Nrit ,ytrk; 

vd;W tpsk;gug;gLj;jyhfhJ. ,q;F kiwthd fl;lznkhd;W ,Uj;jy; $lhJ. toq;fg;gl;l Nritfs; 

njhlu;ghf VNjDk; ,izf; fl;lzq;fs; ,Ug;gpd; re;jhjhuupdhy; re;jh nrYj;Jk; nghOJ mit 

njspthf Kd;$l;bNa ntspg;gLj;jg;gLjy; Ntz;Lk;.

3.1.2	 nrad;Kiwg;gLj;jy; /  ngWkjp Nru; Nritnahd;wpid nrad;Kiwg;gLj;jy;> cWjpg;gLj;jy; 

nranyhOq;F

3.1.2.1 thbf;ifahsupdhy; nrad;Kiwg;gLj;jy;

	 VNjDnkhU ngWkjp Nru; Nrit tifnahd;iw (USSD, IVR, SMS, ,izak; rhu;e;jit Kjypad) 

ntw;wpfukhd nrad;Kiwg;gLj;jypd; gpd;du; cldbahf thbf;ifahsUf;F nrad;Kiwg;gLj;jy; 

ntw;wp cWjpg;gLj;jy; FWQ;nra;jpnahd;iw nraw;gLj;Jeu; (thbf;ifahsupd; tpUg;gkhd 

nkhopapy;) mDg;Gjy; Ntz;Lk;.  mf;FWQ;nra;jp gpd;tUtdtw;iw cs;slf;Fjy; Ntz;Lk; :

(i)	 ngWkjp Nru; Nritapd; ngau; 

(ii)	 ngWkjp Nru; Nritapd; ngau; njhlu;ghd tpjpKiwfSk; epge;jidfSk; (tpjpKiwfs; 

kw;Wk; epge;jidfs; gw;wpa Neub ,izg;G trjp fhzg;gLjy; Ntz;Lk;.) 

(iii)	 tup cs;slq;fyhf ngWkjp Nru; Nritf;fl;lzq;fs; (ehshe;j> thuhe;j> khjhe;j Kjypa 

mbg;gilapyhd gl;bay; fpuk xOq;F) 

(iv)	 Nrit xg;ge;j re;jh (ehshe;j> khjhe;j> thuhe;jk;> Kjypad)

(v)	 “njhlu;tjw;fhd cWjpg;ghL"" nry;YgbahFk; njhlu;ghly; Kiwikapd; Clhf jpUk;gg; 

ngWk; gjpypd; %yk; re;jhjhuu; cWjpg;gLj;jiyj; NjLjy; (,iza mbg;gilapyhdJ 

kl;Lk;) 

(vi)	 nraypoj;jy; Kiw.

3.1.2.2 Nritia cWjpg;gLj;jy;

	 gpupT 3.1.2.1 ,y; Fwpg;gplg;gl;Ls;s nray;Kiwapd;gb re;jhjhuuhy; xU Nritia 

nray;gLj;Jtjw;fhd ntw;wpfukhd rupghu;g;gpd; mbg;gilapy;> OTP nghwpKiwAld; (xU 

Kiw flTr; nrhy;) kW cWjpg;gLj;jy; njhlq;fg;gl Ntz;Lk;. ve;jnthU ngWkjp Nru; Nrit 

njhlu;ghfTk; cWjpg;gLj;jy; fl;lhakhdJ vd;gij jaT nra;J ftdj;jpw; nfhs;f. OTP 
FwpaPlhdJ ehd;F vz;fisf; nfhz;lJld; mJ vOkhwhf cUthf;fg;gLfpd;wJ.
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3.1.3 	ngWkjp Nru; Nrit njhlu;ghd ngauply; rk;gpujhaq;fs;

	 tpsk;guq;fs; cl;gl midj;J re;jhjhuu; jfty; Mjhuq;fspYk; ,yq;if njhiyj;njhlu;Gfs; 

xOq;FgLj;jy; Mizf;FOtpy; jhq;fs; jhf;fy; nra;j/ vjpu;fhyj;jpy; jhf;fy; nra;ag;NghFk; ngWkjp 

Nru; Nritapd; ngaiuNa nraw;gLj;Jeu; gad;gLj;j Ntz;Lk;. mjhtJ: OBD miog;G> IVR, 
nrad;Kiwg;gLj;jy; ntw;wpia cWjpg;gLj;Jk; FWQ;ra;jp> ntw;wpfukhd nrad;Kiwg;gLj;jy;

	 ,uj;Jr; nra;jy; njhlu;ghd FWQ;nra;jp> Selfcare Mg;> MgNul;lu; ,izajsk; Nghd;wit.

3.1.4	 nrad;Kiwg;gLj;jYf;fhd thbf;ifahsu; rk;kjk;

	 jq;fSila nrhe;j cs;slf;fjJld; Neubahf ngWkjp Nru; Nritia nraw;gLj;Jeu; toq;fpdhy;

l	 ngWkjp Nru; Nritapd; nrad;Kiwg;gLj;jYf;fhd re;jhjhuupd; Kjy; kw;Wk; ,uz;lhtJ 

rk;kjk; mu;g;gzpg;ghd rk;kj Eiothapy; Clhf nraw;gLj;Jeupdhy; ngwg;gLjy; Ntz;Lk;> 

mJ nraw;gLj;Jeu; xUtUf;F nrhe;jkhdJ.

l	 Nritnahd;W eilKiwapy; ,Uf;Fk; NghJ kw;Wk; re;jh nrYj;jpa ngWkjp Nru; Nritia 

re;jhjhuu; nrad;Kiwg;gLj;jiy ,uj;Jr; nra;j NghJk; KiwikapypUe;J KjyhtJ kw;Wk; 

,uz;lhtJ rk;kj cs;sPLfis ePf;Ftjw;Nfh / mopg;gjw;Nfh nraw;gLj;Jeu; mDkjpf;fg;gl 

khl;lhu;. cs;sPl;Lj; jfty;fs; Mff; Fiwe;jJ xU tUlj;jpw;F (01) my;yJ nraw;gLj;Jeupdhy; 

nghUj;jkhd fhyk; tiu itj;jpUf;fg;gLk;.

l	 Fwpg;Gf;fhf / fzf;fha;Tf;fhf rk;kj njuptpg;G cs;sPLfis nraw;gLj;Jeu; itj;jpUj;jy; Ntz;Lk; 

mj;NjhL ,.njh.njh.x.M. Nfhug;gLk; NghJ toq;fg;gLjy; Ntz;Lk;.

l	 Kwz;gl;l Nritnahd;W njhlu;gpy; re;jhjhuupdhy; Nfhug;gLk; NghJ cs;sPLfs; cs;slq;fyhf 

ngWkjp Nru; Nritj; jfy;fis nraw;gLj;Jeu; toq;Fjy; Ntz;Lk;.

l	 ,uz;L cWjpg;gLj;jy;fisAk; ngw;wjd; gpd;du; khj;jpuNk mwtPL Vw;GilajhFk;.

	 %d;whk; egu; cs;slf;f toq;FeduplkpUe;J ngwg;gl;l cs;slf;fj;Jld; ngWkjp Nru; Nritia nraw;gLj;Jeu; 

toq;Fthuhapd;.

l	 %d;whk; egu; cs;slf;f toq;FeduplkpUe;J nraw;gLj;JeUf;Fk; nrhe;jkhd mu;g;gzpg;Gr; 

nra;ag;gl;l cs;slf;f gpuNtrj;jpy; xU cs;sPlhf re;jhjhuupd; Kjy; rk;kj njuptpg;G ngw;Wf; 

nfhs;sg;gl;L Nrkpf;fg;gLk;.

l	 nraw;gLj;JeUf;F nrhe;jkhd mu;g;gzpg;Gr; nra;ag;gl;l cs;slf;f gpuNtrj;jpy; xU cs;sPlhf 

re;jhjhuupd; ,uz;lhtJ rk;kj njuptpg;G ngw;Wf; nfhs;sg;gl;L Nrkpf;fg;gLk;.

l	 Nritnahd;W eilKiwapy; ,Uf;Fk; NghJ kw;Wk; re;jh nrYj;jpa ngWkjp Nru; Nritia 

re;jhjhuu; nradKiwg;gLj;jiy ,uj;Jr; nra;j NghJk; KiwikapypUe;J KjyhtJ kw;Wk; 

,uz;lhtJ rk;kj cs;sPLfis ePf;Ftjw;Nfh / mopg;gjw;Nfh nraw;gLj;Jeu; mDkjpf;fg;gl 

khl;lhu;. cs;sPl;Lj; jfty;fs; Mff; Fiwe;jJ xU tUlj;jpw;F (01) my;yJ nraw;gLj;Jeupdhy; 

nghUj;jkhd fhyk; tiu itj;jpUf;fg;gLk;.

l	 Fwpg;Gf;fhf / fzf;fha;Tf;fhf rk;kj njuptpg;G cs;sPLfis nraw;gLj;Jeu; itj;jpUj;jy; Ntz;Lk; 

vd;gNjhL ,.njh.njh.x.M. Nfhug;gLk; NghJ toq;fg;gLjy; Ntz;Lk;.

l	 Kwz;gl;l Nritnahd;W njhlu;gpy; re;jhjhuupdhy; Nfhug;gLk; NghJ cs;sPLfs; cs;slq;fyhf 

ngWkjp Nru; Nritj; jfy;fis nraw;gLj;Jeu; toq;Fjy; Ntz;Lk;.

l	 ,uz;L cWjpg;gLj;jy;fisAk; ngw;wjd; gpd;du; khj;jpuNk mwtPL Vw;GilajhFk;.
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3.1.5	 re;jhjhuu;fspdhy; ngWkjp Nru; Nritia GJg;gpj;jy; 

	 re;jhjhuupdhy; mDkjpf;fg;gl;l ngWkjp Nru; Nritfspd; rfy nrad;Kiwg;gLj;jy;fSk;> njupT nra;gg;gl;l 

gl;bayply; xOq;fpd; (ehshe;j> thuhe;j> khjhe;j) mbg;gilapy; mwtplg;gLfpd;w xt;nthU re;ju;g;gj;jpYk; 

FWQ; nra;jpnahd;wpd; Clhf gpd;njhlug;gLjy; Ntz;Lk;. re;jhjhuupd; jw;Wzpgpd; mbg;gilapy; 

re;jh nrYj;JtjpypUe;J tpyFtjw;fhd ,izg;nghd;W FWQ; nra;jpAld; cs;slf;fg;gLjy; Ntz;Lk;. 

re;jhjhuupdhy; Kd;ndLf;fg;gl;l xt;nthU kPz;nlOk; gl;baw;gLj;jy; fl;lzq;fis Kd;ndLj;j Ntisapy; 

rfy re;jhjhuu;fSf;Fk; ,e;j FWQ; nra;jp mDg;gg;gLjy; fl;lhakhFk;. re;jhjhuu;fs; njhlu;ghd ,e;j 

topfhl;lYf;F Kd;du; nrad;Kiwg;gLj;jg;gl;l rfy ngWkjp Nru; NritfSf;Fk; kPsTk; nray;tYg; ngWk;.

i	 ngWkjp Nru; Nritj; njhif kw;Wk; GJg;gpj;jy; fhyj;ij njspthff; Fwpg;gpl;L nrad;Kiwg;gLj;Jk; 

NghJ thbf;ifahsu;fSf;F khWgl;l fl;lzk; nrYj;Jk; Nju;Tfis toq;Fjy; Ntz;Lk;.

ii	 gad;gLj;jg;gl;l ngWkjp Nru; Nrit> (ehshe;j> thuhe;j> khjhe;j) tpjpf;fg;gl;l fl;lzk; kw;Wk; ngWkjp 

Nru; Nrit njhlu;ghf thbf;ifahsuplk; mwtplg;gLfpd;w re;ju;gj;jpy; re;jh mq;fj;Jtj;ij ,uj;Jr; 

nra;Ak; Kiw Nghd;wtw;iw njspthf Fwpg;gpl;L thbf;ifahsUf;F Kw;nfhLg;gdT gw;Wr;rPl;bd; 

gb ve;jnthU ngWkjp Nru; Nritf; fl;lzq;fs; nry;YgbahFk; (epak FWQ;nra;jp my;yJ ‚gpsh\; 

FWQ;nra;jp Clhf tpUk;Gk; tifapy;) 

	 gpw;nfhLg;gdT thbf;ifahsu;fs; njhlu;ghf> khjhe;j gl;bay; njhlu;ghd njspthd jfty;fs; 

toq;fg;gLjy; Ntz;Lk; mj;NjhL NkNy Fwpg;gpl;l fl;lzk; nrYj;Jk; re;ju;gj;jpy; FWQ; nra;jp 

toq;fg;gLjy; Ntz;Lk;.

iii	 ];;khl;Nghd; my;yJ ‚gPr;ru;‚Nghd; xd;iw gad;gLj;jp nrad;Kiwg;gLj;Jtjw;F / nrad;Kiwg; 

gLj;jiy ,uj;Jr; nra;tjw;F thbf;ifahsu;fSf;F fhzg;gLfpd;w rfy Ra Nrit khu;f;fq;fspd; %yk; 

rfy ngWkjp Nru; Nrit tpguq;fSk; fpilf;fr; nra;jy; Ntz;Lk;.

3.1.6	 ngWkjp Nru; Nritia nrad;Kiwg;gLj;Jtjw;F Nghjpa epYit fzf;fpy; ,y;yhj NghJ (Kw;nfhLg;gdT)

1.	 Gjpa ngWkjp Nru ;  Nrit nraw;gLj;jy;fs; njhlu;ghf - ngWkjp Nru ;  Nritnahd;iw 

nrad;Kiwg;gLj;Jtjw;Fg; Nghjpastshd epYit fzf;fpy; ,y;yhj NghJ nraw;gLj;Jdu; ngWkjp 

Nru; Nritnahd;iw nrad;Kiwg;gLj;jyhfhJ.

2.	 re;jh nrYj;jpa ngWkjp Nru; Nritiaj; njhlu;jy; njhlu;ghf

i	 ehshe;j gl;bayply; njhlu;ghf - g{r;rpa fzf;F epYit fhyg; gFjpapy; ngWkjp Nru; Nritf; 

fl;lzq;fis nraw;gLj;Jeu; fopj;jy; $lhJ. fzf;F kPjpf;F kPs gzk; nrYj;jg;gl;l jpdj;jpypUe;J 

ehshe;j fl;lzk; fopf;fg;gLjy; Ntz;Lk;.

ii	 thuhe;j gl;bay; njhlu;ghf - g{r;rpa fzf;F epYit fhyg; gFjpapy; ngWkjp Nru; Nritf; 

fl;lzq;fis nraw;gLj;Jeu; fopj;jy; $lhJ. fzf;F kPjpf;F kPs gzk; nrYj;jg;gl;l jpdj;jpypUe;J 

VO ehl;fSf;fhd thuhe;j fl;lzk; fopf;fg;gLjy; Ntz;Lk;.

iii	 khjhe;j gl;bay; njhlu;ghf - g{r;rpa fzf;F epYit fhyg; gFjpapy; ngWkjp Nru; Nritf; 

fl;lzq;fis nraw;gLj;Jeu; fopj;jy; $lhJ. fzf;F kPjpf;F kPs gzk; nrYj;jg;gl;l jpdj;jpypUe;J 

xU fyz;lu; khjj;jpw;fhd fl;lzk; fopf;fg;gLjy; Ntz;Lk;.

3.1.7	 re;jhjhuu; jfty;fis gpwUf;F gfpuhik

	 re;jhjhuupd; jfty;fs; kw;Wk; juTfspd; ,ufrpaj;jd;ikia ghJfhg;gjw;Fj; Njtahd rfy epWtd> 

njhopy;El;g kw;Wk; nrad;Kiw Kd;ndLg;Gf;fis nraw;gLj;Jeu;fs; vLj;jy; Ntz;Lk;. NkYk;> re;jhjhuupd; 

rk;kjj; njuptpg;gpd;wp %d;whk; egu; cs;slf;f Nrit toq;Fdu;fSld; ,izg;G ,yf;fk; cs;slq;fyhf 

re;jhjhuupd; cupik njhlu;ghd jfty;fis nraw;gLj;Jeu;fs; gfpu;jy; MfhJ.

3.1.8	 ngWkjp Nru; Nritapid nrad;Kiwg;gLj;jy; / ,uj;Jr; nra;Ak; fl;lis

	 ve;jnthU tifahd ngWkjp Nru; Nrit njhlu;ghfTk; ngWkjp Nru; Nritapid nrad;;Kiwg;gLj;jy; / 

Nritapid ,uj;Jr; nra;Ak; fl;lis nghJthdjhf ,Uj;jy; Ntz;Lk; mj;NjhL nraw;gLj;JeUf;F cupajhfTk; 

,Uj;jy; Ntz;Lk;. ve;jnthU NritapidAk; ,uj;Jr; nra;jyhdJ Mff; $baJ 1 kzpj;jpahyj;jpw;Fs; g{u;j;jp 

nra;ag;gLjy; Ntz;Lk;.
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3.1.9	 ngWkjp Nru; Nritapid Cf;Ftpg;G FWQ;nra;jp 

	 ve;jnthU tifahd ngWkjp Nru; Nrit njhlu;ghd Cf;Ftpg;G FWQ;nra;jpahdJ gpd;tUk; jfty;fis 

cs;slf;Fjy; Ntz;Lk;.

(i)	 ngWkjp Nru; Nritapd; ngau; 

(ii)	 ngWkjp Nru; Nritapd; ngau; njhlu;ghd tpjpKiwfSk; epge;jidfSk; (tpjpKiwfs; kw;Wk; 

epge;jidfSld; Neub ,izg;Ggw;wpa trjp fhzg;gLjy; Ntz;Lk;.) 

(iii)	 tup cs;slq;fyhf ngWkjp Nru; Nritf; fl;lzq;fs; (ehshe;j> thuhe;j> khjhe;j gl;bayply; 

xOq;F Kjypad) 

(iv)	 Nrit re;jh fhyk; (ehshe;j> khjhe;j> thuhe;jk; Kjypad)

(v)	 nrad;Kiwg;gLj;jiy ,uj;Jr; nra;Ak; Kiw.

	 ngWkjp Nru; Nritnahd;iw Nkk;gLj;Jk; Kfkhf toq;fg;gLk; ,ytr guPl;rhu;j;j fhyk; njhlu;gpy; 

ngWkjp Nru; Nritf;F nraw;gLj;Jeu; fl;lzq;fis mwtpLjyhfhJ. mt;thwhd guPl;rhu;j;j fhy 

epiwtpy; re;jhjhuu; epak nrad;Kiw nrad;Kiwg;gLj;jy; 3.1.2.1 Mk; gpuptpy; tpgug;gLj;jpa 

gpufhuk; gpd;gw;wg;gLjy; Ntz;Lk;.

3.2	 gpuj;jpNaf epge;jidfs;

	 3.1 Mk; tplaj;jpy; NkNy Fwpg;gpl;Ls;s epge;jidfSf;F Nkyjpfkhf> fPNo Fwpg;gplg;gl;Ls;s xt;nthU tif 

epge;jidfs; Vw;GilajhFk;.

3.2.1	 ,iza mbg;gilapyhd ngWkjp Nru; Nrit

i	 %d;whk; jug;G gjhif mbg;gilapyhd nrad;Kiwg;gLj;jy;fs; : ve;jnthU re;ju;gj;jpYk; 

%d;whk; jug;G ,iza gjhif mbg;gilapyhd mq;fj;JtNkw;wiyNah> NkNy mq;fPfupf;fg;gl;l 

Kiwiapd; gb nraw;gLj;Jeu;fspdhy; ngWkjp Nru; Nritahf mt;thwhd Nritfs; Neubahf 

Nkk;gLj;jg;glhj gl;rj;jpy; mt;thwhd epWtdq;fs; re;jhjhuu;fsplkpUe;J NritfSf;F fl;lz 

mwtply;fis Nkw;nfhs;tjw;F mDkjpf;fg;gLjyhfhJ vd;gNjhL mt;thW toq;fg;gLk; 

Nritf;Sf;fhd KOikahd nghWg;igAk; vLj;jYk; Ntz;Lk;.

ii	 re;jhg;gzk; my;yJ cs;slf;f ,izajsj;jpy; cs;s Ngng-a{]; gl;ld;fs; Nrit njhlu;ghd; 

KOikahd tpjpKiwfs; kw;Wk; epge;jidfSld; ,izg;nghd;Wld; rfy fl;lzq;fSk; 

Fwpg;gplg;gLjy; Ntz;Lk;. %d;whk; jug;G nraypfs;/ tiyr; nraypfs; %yk; gad;gLj;jg;gLk;. 

mj;jifa tiyr; nraypfs; cs;sPl;L ifalf;f nraypfis rupghu;f;f nraw;gLj;Jeu;fs; mjpfgl;r 

eltbf;iffis vLf;f Ntz;Lk;. Nfupau; gl;bayply; trjpfis toq;Ffpd;w rfy %d;whk; jug;G 

nraypfs;/ Nghu;l;ly;fSf;fhd kjpg;gPl;L Ntiyr;rl;lfnkhd;iw nraw;gLj;Jeu; mKy;gLj;jy; 

fl;lhakhFk;.

iii	 Xth;-jp-lhg; ( ''OTT"") Nrit toq;Feh;fSf;F Nritfs; my;yJ tiyaikg;gpy; my;yJ 

,izaj;jpy; (cjhuzkhf Netfix, Spotify, Google DCB fhg;gPL) kw;Wk; njhopy;rhh; gl;bayply; 

xU fl;lzkhf kl;LNk gad;gLj;jg;gLfpwJ. ngWkjp Nru;f;fg;gl;l Nrit toq;Feupd; mwtPl;L 

khjpupfs; kw;Wk; epWtdj;jpd; ek;gfj;jd;ikia ftdkhf kjpg;gPL nra;j gpwF> mj;jifa Nrit 

toq;FUu;fSld; Jiz gpupT (ii) ,y; NkNy Fwpg;gpl;Ls;sgb xU cld;gbf;ifiar; nra;J 

rupghu;g;G fl;likg;ig nray;gLj;JtJ nraw;gLj;Jeupd; nghWg;ghFk;.

iv	 tiyaikg;G gad;gLj;jg;gLk; midj;J cs;slf;f ,iza NritfSk; (nraw;gLj;Jeu;fSf;Fr; 

nrhe;jkhdJ) thbf;ifahsu; re;jh Nritf;F ''njupT"" nra;tjw;F Kd; nghUj;jkhd ,ul;il 

cWjpg;gLj;jy; Kiwia toq;f Ntz;Lk;.

v	 ,j;jifa ,iza Nritapd; thbf;ifahsu; gad;ghL midj;J nraw;gLj;Jeu;fspdhYk; 

fz;fhzpf;fg;gLk; kw;Wk; ePz;l fhy nraw;ghlw;w thbf;ifahsu;fis jq;fs; nrhe;j Kaw;rpahy; 

my;yJ me;je;j Nrit toq;Feu;fs; %yk; mfw;Wtjw;F nghUj;jkhd Rj;jpfupg;G nray;Kiwiag; 

gad;gLj;JtJ xt;nthU nraw;gLj;JehpdJk; nghWg;ghFk;.
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vi	 %d;whk; jug;G cs;slf;f Nrit toq;Feu;fs; jq;fs; ngWkjp Nru; Nritia nrad;Kiwg;glLj;jpa 

gpwF gad;gLj;jhj re;jhjhuu;fis milahsk; fhz rupahd topKiwfis itj;jpUg;gij 

nraw;gLj;Jeu;fs; cWjp nra;a Ntz;Lk;.

vii	 ngWkjp Nru; Nritia nrad;Kiwg;gLj;Jtjw;F Kd;G gadhsu; cgfuzj;jpd; jpwid 

,dq;fhz Ntz;Lk;> Vnddpy; rpy cgfuzq;fs; nraw;gLj;Jeu; ngWkjp Nru; Nritia 

Mjupf;fhJ. Nritiag; gad;gLj;Jtjw;Fg; gad;gLj;jg;gLk; mNj Nrdypy; ,Ue;J Muk;g re;jhf; 

Nfhupf;iffis nraw;gLj;Jeu; ngw (cjhuzkhf @ ,iza mbg;gilapyhd Nrit re;jhjhuu; 

vd;why;> re;jhitj; njhlq;f ,iza Nghu;l;lYf;Fs; gpuNtrpf;f Ntz;Lk;)

3.2.2	 I.tp.Mu;. (IVR) mbg;gilapyhd ngWkjp Nru; Nrit

i	 miog;G Muk;gj;jpy; re;jhjhuUf;F I.tp.Mu;. (IVR) njhlu;ghd fl;lzq;fs; Fwpg;gplg;gLjy; 

Ntz;Lk;.

ii	 IVR miog;gpd; ntspNaWk; tpUg;gk;> Kjy; Y}g;gpy; Fwpg;gplg;gl Ntz;Lk;. ,d;du; Y}g; MdJ 

gpujhd tisaj;jpw;F ntspNaWk; tpUg;gk; my;yJ KO ntspNaWk; tpUg;gj;ijf; nfhz;bUf;f 

Ntz;Lk;.

iii	 IVR mjd; gpujhd Y}g;gpy; nrad;Kiwg;gLj;jiy ,uj;Jr; nra;jy; / mq;fj;Jtj;ij ePf;fy; 

njupTfs; fhzg;gLjy; Ntz;Lk; kw;Wk; ve;jnthU nrad;;Kiwg;gLj;jy; ,uj;Jr; nra;jy;fs; Mff; 

$baJ 1 kzpj;jpahyj;jpw;Fs; epiwT nra;ag;gLjy; Ntz;Lk;.

3.2.3	 A. v];. v];. b. (USSD) mbg;gilapyhd ngWkjp Nru; Nrit

	 nrad;Kiwg;gLj;jg;gl;l Nritia ,uj;Jr; nra;tjw;F A. v];. v];. b. gad;gLj;jg;gl;lhy;                                   

A. v];. v];. b. ,d; gpujhd Y}g;gpy; ,uj;Jr; nra;Ak; njupT ,Uj;jy; Ntz;Lk; vd;gNjhL ve;jnthU 

nrad;Kiwg;gLj;jy; ,uj;Jk; Mf;f $baJ 1 kzpj;jpahyj;jpw;Fs; epiwT nra;ag;gLjy; Ntz;Lk;.

3.3	 ngWkjp Nru; Nrit Kiwg;ghLfs; / gpzf;Ffs; / epthuzq;fs;

i	 ngWkjp Nru; Nrit Kiwg;ghLfs; njhlu;ghf> mu;g;gzpg;ghd FOnthd;W <LgLj;jg;gl Ntz;baJld; 

gpujhd njuptpy; Njitahd njhopw;ghLfis Nkw;nfhs;tjw;F IVR Kiwapy; thbf;ifahsu; 

guhkupg;Gf;F Njitahd njupT Nru;f;fg;gLjy; Ntz;Lk;.

ii	 Kw;nfhLg;gdT re;jhjhuu;fSf;F> nraw;gLj;Jeu;fs; ngWkjp Nru; Nritia mtuJ mDkjpapd;wp 

nray;gLj;jg;gl;ljhf milahsk; fhzg;gl;L re;jhjhuu; Kwd;gl;lhy;> t#ypf;fg;gl;l njhif %d;W 

Ntiy ehl;fSf;Fs; (xU ehisf;F fl;lzk; tpjpf;fg;gLk; ngWkjp Nru; Nrit) kw;Wk; Gfhiug; Gfhuspf;Fk; 

NjjpapypUe;J(gpw ngWkjp Nru; Nrit) Ie;J Ntiy ehl;fSf;Fs; re;jhjhuUf;Fj; jpUg;gpj; jug;gl Ntz;Lk;.

iii	 gpw;nfhLg;gdT re;jhjhuu;fSf;F> nraw;gLj;Jeu;fs; ngWkjp Nru; Nrit mtuJ mDkjpapd;wp 

nray;gLj;jg;gl;ljhf milahsk; fhzg;gl;L re;jhjhuu; Kwd;gl;lhy;> t#ypf;fg;gl;l njhif %d;W 

Ntiy ehl;fSf;Fs; (xU ehisf;F fl;lzk; tpjpf;fg;gLk; ngWkjp Nru; Nrit) kw;Wk; Gfhiug; Gfhuspf;Fk; 

NjjpapypUe;J(gpw ngWkjp Nru; Nrit) ) Ie;J Ntiy ehl;fSf;Fs; re;jhjhuUf;Fj; jpUg;gpj; jug;gl 

Ntz;Lk; . ,e;j jpUj;jk; mLj;j khj gw;Wr;rPl;by; fhl;rpgLj;jg;gl Ntz;Lk;.

iv	 ngWkjp Nru; Nrit njhlu;ghd VNjDk; tifahd njhopw;ghl;L jilfs; (Kiwik tPo;r;rp> ,izg;G 

Njhy;tp Kjypad) kw;Wk; mt;thwhd jilf; fhyj;jpy; thbf;ifahsuplkpUe;J fl;lzk; mwtplg;gl;lik 

,dq; fhzg;gl;lhy;> Fwpg;gpl;l thbf;ifahsUf;F Kiwik jil Vw;gl;l fhyj;ijf; Fwpg;gpl;L mf;fhyg; 

gFjpf;F mwtplg;gl;l njhiff;Fr; rkkhd njhifia Fwpg;gpl;L kPsr; nrYj;Jjy; Ntz;Lk;.

v	 NkNy (iii)  Mk; tplak;  njhlu;ghd ,. njh. njh. x. M. ,w;F kPsspg;Gr; nra;Ak; Kiwikia 

nraw;gLj;Jeu;fs; rku;g;gpj;jy; Ntz;Lk; mj;NjhL mjid mKy;gLj;Jtjw;F Kd;du; mq;fPfhuj;ijg; 

ngw;Wf; nfhs;sy; Ntz;Lk;.
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vi	 ,. njh. njh. x. M. toq;fpAs;s khjpupg; gbtj;jpd; gpufhuk; xt;nthU khj KbtpYk; thbf;ifahsu; 

Kiwg;ghl;L jPu;Tfs; / epiyikfis njhlu;ghd tpsf;fkhd mwpf;ifnahd;iw nraw;gLj;Jeu;fs; 

rku;g;gpj;jy; Ntz;Lk;.

3.4	 ngWkjp Nru; Nritapd; juk;

3.4.1	 nrad;Kiwg;gLj;jy; gpujpgypg;G fhyk;

(m) 	 USSD mbg;gilapy; - 30 -40 tpdhbfspy;

(M) 	 FWQ; nra;jp mbg;gilapy; - 120 tpdhbfSf;F Nkw;glhJ 

(,) 	 IVR mbg;gilapy; - 10 tpdhbfSf;F Nkw;glhjJ

3.5	 thbf;ifahsu;fspd; jw;nghOJ nrad;Kiwapy; cs;s ngWkjp Nru; Nritia kPs;kjpg;gPL nra;jy;

l	 nraw;gLj;Jeupdhy; Fwpg;gpl;l jpfjpnahd;wpy; Muk;gpf;fg;gLk; jfTjpwd; guPl;rpg;gpd; mbg;gilapy; 

,uj;Jr; nra;Ak; njupTld; mtu;fSila jfty;fs; njhlu;ghf re;jhjhuupd; njupT nra;ag;gl;l 

mt;thwhd rfy ngWkjp Nru; Nritfspd; xUq;fpizg;Gg; gl;banyhd;Wld; VNjDk; ngWkjp 

Nru; Nrit njhlu;ghf njupT nra;ag;gl;l rfy re;jhjhu;u;fis cWjpg;gLj;jpf; nfhs;tjw;F rfy 

nraw;gLj;Jeu;fSk; nra;jpnahd;iw mDg;Gtjw;F fl;lhak; eltbf;if vLj;jy; Ntz;Lk;. kPs; jfTjpwd; 

guPl;rpg;gpd; gb> re;jhjhuu;fspdhy; mtjhdpf;fg;gl;l rfy FiwghLfis Fwpg;gpl;l khjpupapd; gb 

nraw;gLj;Jeu;fSf;F KOikahd mwpf;ifnahd;W toq;fg;gLjy; Ntz;Lk;.

l	 Nkw;gb kPs; jfTjpwd; guPl;rpg;gpd; gb> nraw;gLj;Jeu;fSf;F njupag;gLj;Jtjw;F re;jhjhuu;fs; 

tpUk;Gfpd;w VNjDk; FiwghLfis gjptpLtjw;F re;jhjhuu;fSf;F xU Kiwiknahd;W 

mwpKfk; nra;ag;gLjy; Ntz;Lk;. mwptpf;fg;gl;l mt;thwhd Fiwghl;bd; mbg;gilapy;> VNjDk; 

thbf;ifahsupdhy; Nkw;nfhs;sg;gl;l Kiwg;ghLfis rPu;nra;tjw;F / ftdj;jpw; nfhs;tjw;F rfy 

nraw;gLj;;Jeu;fspdhYk; mu;g;gzpg;ghd FOnthd;W epWtg;gLjy; Ntz;Lk;.

l	 NkYk;> ve;jnthU re;ju;g;gj;jpYk; rfy ngWkjp Nru; NritiaAk; ,izj;Jf;nfhz;lik kw;Wk; 

,izg;gpypUe;J ,uj;Jr; nra;jik gw;wp gupNrhjpj;Jf; nfhs;s KbAkhd vd;gij cWj;jpg;gLj;jpf; 

nfhs;tjw;F ,yFthd Kiwiknahd;W njhlu;ghf thbf;ifahsu;fSf;F FWQ; nra;jp / RUf;f 

FwpaPnlhd;W mwpKfk; nra;ag;gLjy; Ntz;Lk;. ,e;j topfhl;ly; fpilf;fg; ngw;w jpfjpapypUe;J Kg;gJ 

ehl;fSf;Fs; (30) ,e;jr; Nrit mKy;gLj;jg;gLjy; Ntz;Lk;.

l	 thbf;ifahsu;fs; njupTnra;j ngWkjp Nru; Nritia ,uj;Jr; nra;tjw;Fkhd trjpfis 

toq;Ftjw;Fkhd RaNrit nghjp / thbf;ifahsu; ,iza jsk; (Selfcare Apps / Customer Web portal) 
Clhf ,izg;Gr; nra;j ngWkjp Nru; Nritf;F ,yFthf gpuNtrpf;ff; $bajhf ,Uj;jy; Ntz;Lk; 

vd;gJ fl;lhakhFk;.

4.	 RUf;fq;fs;

IVR - ,d;luhf;bt; tha;]; nu];ghd;];

OBD – mTl; gTz;l; miog;G 

OTP – xU Kiw flTr;nrhy; 

OTT – Xtu; - jp – lhg;

QoS – Nritapd; juk;

SMS – FWQ; nra;jp Nrit

T&C – tpjpKiwfs; kw;Wk; epge;jidfs;

TRCSL - ,yq;if njhiyj;njhlu;Gfs; xOq;FgLj;jy; Mizf;FO

USSD – fl;likf;fg;glhj Jiz Nrit juT

VAS – ngWkjp Nru; Nrit

EOG 01 -0229/1
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1991 Mk; Mz;bd; 25 Mk; ,yf;f ,yq;if njhiyj;njhlu;Gfs; rl;lk;

1996 Mk; Mz;bd; 7 Mk; ,yf;f ,yq;if njhiyj;njhlu;Gfs; (jpUj;jr;) rl;lj;jpd; %yk; jpUj;jg;gl;lthwhd 1991 

Mk; Mz;bd; 25 Mk; ,yf;f ,yq;if njhiyj;njh;Gfs; rl;lj;jpd; 5 (<) kw;Wk; 5 (z) Mk; gpupTfspd; fPo;> ,yq;if 

njhiyj;njhlu;Gfs; xOq;FgLj;jy; Mizf;FOtpdhy; Mf;fg;gl;l mDkjpg;gj;jpuk; ngw;w epiyahd njhiyNgrp 

nraw;gLj;Jeu; fk;gdpfspdhy; toq;Ffpd;w ngWkjp Nru;f;fg;gl;l njhiyj;njhlu;Gr; Nritfs; gw;wpa topfhl;ly;fs;.

	 Mu;. [p. vr;. Nf. uzJq;f>

	 ,af;Feu; n[duy; (nray;)>

	 ,yq;if njhiyj;njhlu;Gfs; xOq;FgLj;Jk; Mizf;FO.

,yq;if njhiyj;njhlu;Gfs; xOq;FgLj;Jk; Mizf;FO>
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mDkjpg;gj;jpuk; ngw;w epiyahd njhiyNgrp nraw;gLj;Jeu;fspdhy; toq;fg;gLk; njhiyj;njhlu;Gfs; 

ngWkjp Nru; NritfSf;fhd topfhl;ly;fs;

1.	 mwpKfk; 

	 njhiyj;njhlu;Gfs; nraw;gLj;Jeu;fspdhy; jd; thbf;ifahsu;fSf;F toq;fg;gLfpd;w Nritfis KOikahf 

mDgtpf;fpd;w gue;jnthU Nehf;fhf ngWkjp Nru; Nritfs; Fwpg;gplg;gl;Ls;sd. vdpDk;> re;jh njhu;ghd gpzf;Ffs; 

kl;Lky;yhJ nraw;gLj;Jeu;fspdhy; toq;fg;gLfpd;w gl;bay;fs; njhlu;ghd fle;j gy tUlq;fshf thbf;ifahsu; 

Nkw;nfhs;sg;gLk; Kiwg;ghLfspd; vz;zpf;if  Fwpg;gplj;jf;f mstpdhy; mjpfupg;gjhf mtjhdpf;fg;gl;;Ls;sJ. 

rfy njhiyj;njhlu;Gfs; nraw;gLj;Jeu;fspdhy; fl;lhakhf filg;gpbf;fg;gl Ntz;ba ngWkjp Nru; Nritfs; 

njhlu;ghd fLikahd rl;l kw;Wk; xOq;FWj;Jif Ntiyr; rl;lfnkhd;iw cWjpg;gLj;Jtjw;fhd nrad;Kiwia 

Nkw;Fwpg;gplg;gl;Ls;s xOq;FgLj;Jif topfhl;b Kd;ndLj;Js;sJ.

2.	 Fwpf;Nfhs;fs;

l	 ngWkjp Nru; Nritfs; re;jhf;fis cWjpg;gLj;Jtjw;fhf thbf;ifahsu; ghJfhg;ig cWjpg;gLj;jy;.

l	 re;jhjhuu;fSf;fhd ngWkjp Nru; Nritfis ,uj;Jr; nra;tjw;fhd nrad;Kiw Kiwiknahd;iw 

cWjpg;gLj;jy;.

l	 ngWkjp Nru; Nritfs; njhlu;ghd thbf;ifahsu; Kiwg;ghLfs; njhlu;ghd gl;bay; / gpzf;F Kfhikr; 

nrad;Kiw mwpKfg;gLj;jy;.

3.	 topfhl;ly;fs;

	 ,e;j topfhl;ly;fs; mDkjpg;gj;jpuk; ngw;w epiyahd njhiyNgrp nraw;gLj;Jeu;fSf;FupajhFk; mj;NjhL 

fz;bg;ghf filg;gpbf;fg;gLjYk; Ntz;Lk; NkYk; VNjDk; ,zf;fg;ghbd;ik ngWkjp Nru; Nritfs; njhlu;ghd 

nraw;gLj;Jeu;fspdhy; thbf;ifahsu; ghJfhg;Gf;fhf toq;fg;gl;Ls;s topfhl;ly;fspd; kPwnyhd;whf fUjg;gLk;.

3.1	 nghJ epge;jidfs;

3.1.1	 ngWkjp Nru; Nrit jfy;fs;

	 njhiyNgrp nraw;gLj;Ju;fs; ngWkjp Nru; Nritj; jfty;fis %d;W nkhopfspYk; toq;Fjy; Ntz;Lk; 

mjhtJ: rpq;fsk; jkpo; kw;Wk; Mq;fpyk; mj;NjhL thbf;ifahsu; ngWkjpNru; Nrit njhlu;ghd 

jfty;fisg; ngw;Wf;nfhs;tjw;F jhd; tpUk;gpa nkhopia njupTnra;tjw;F mDkjpaspj;jYk; Ntz;Lk;. 

	 VNjDnkhU ngWkjp Nru; Nrit tifnahd;iw nrad;Kiwg;gLj;Jtjw;F Kd;du; (USSD, IVR, SMS, 
Web based, etc.) thbf;ifahsu; tpUk;Gfpd;w nkhopiag; gad;gLj;jp thbf;ifahsUf;F gpd;tUk; 

jfty;fis nraw;gLj;Jeu; toq;Fjy; Ntz;Lk;.

(i)	 ngWkjp Nru; Nritapd; ngau; 

(ii)	 ngWkjp Nru; Nrit njhlu;ghd tpjpKiwfSk; epge;jidfSk; (tpjpKiwfs; kw;Wk; epge;jidfs; 

gw;wpa Neub ,izg;G trjp fhzg;gLjy; Ntz;Lk;.) @

(iii)	 tup cs;slq;fyhf ngWkjp Nru; Nritf;fl;zq;fs; (ehshe;j> thuhe;j> khjhe;j Kjypadthapd;> 

gl;bay; fpuk xOq;F) 

(iv)	 Nrit xg;ge;j re;jh fhyk; (ehshe;j> khjhe;j> thuhe;jk; Kjypad) 

(v)	 nrad;Kiwg;gLj;jiy ,uj;Jr; nra;Ak; Kiw.
	

gpe;ija Njjpapy; Efu;NthUf;F VNjDk; fl;lzq;fs; tpjpf;fg;gl;lhy; $l> ngWkjp Nru; Nrit ,ytrk; 

vd;W tpsk;gug;gLj;jyhfhJ. ,q;F kiwthd fl;lznkhd;W ,Uj;jy; $lhJ. toq;fg;gl;l Nritfs; 

njhlu;ghf VNjDk; ,izf; fl;lzq;fs; ,Ug;gpd; re;jhjhuupdhy; re;jh nrYj;Jk; nghOJ mit 

njspthf Kd;$l;bNa ntspg;gLj;jg;gLjy; Ntz;Lk;.

3.1.2	 nrad;Kiwg;gLj;jy; /  ngWkjp Nru; Nritnahd;wpid nrad;Kiwg;gLj;jy;> cWjpg;gLj;jy; 

nranyhOq;F

3.1.2.1 thbf;ifahsupdhy; nrad;Kiwg;gLj;jy;

	 VNjDnkhU ngWkjp Nru; Nrit tifnahd;iw (USSD, IVR, SMS, ,izak; rhu;e;jit Kjypad) 

ntw;wpfukhd nrad;Kiwg;gLj;jypd; gpd;du; cldbahf thbf;ifahsUf;F nrad;Kiwg;gLj;jy; 
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ntw;wp cWjpg;gLj;jy; FWQ;nra;jp/ ,-nkapnyhd;iw nraw;gLj;Jeu; (thbf;ifahsupd; tpUg;gkhd 

nkhopapy;) mDg;Gjy; Ntz;Lk;.  mf;FWQ;nra;jp / ,-nkapy; gpd;tUtdtw;iw cs;slf;Fjy; 

Ntz;Lk; :

(i)	 ngWkjp Nru; Nritapd; ngau;

(ii)	 ngWkjp Nru; Nritapd; ngau; njhlu;ghd tpjpKiwfSk; epge;jidfSk; (tpjpKiwfs; 

kw;Wk; epge;jidfs; gw;wpa Neub ,izg;G trjp fhzg;gLjy; Ntz;Lk;.) 

(iii)	 tup cs;slq;fyhf ngWkjp Nru;f;fg;gl;l Nritf;fl;zq;fs; (ehshe;j> thuhe;j> khjhe;j 

Kjypa mbg;gilapyhd gl;bay; fpuk xOq;F)

(iv)	 Nrit xg;ge;j re;jh (ehshe;j> khjhe;j> thuhe;jk;> Kjypad)

(v)	 “njhlu;tjw;fhd cWjpg;ghL"" nry;YgbahFk; njhlu;ghly; Kiwikapd; Clhf jpUk;gg; 

ngWk; gjpypd; %yk; re;jhjhuu; cWjpg;gLj;jiyj; NjLjy; (,iza mbg;gilapyhdJ 

kl;Lk;) 

(vi)	 nraypoj;jy; Kiw

3.1.2.2 Nritia cWjpg;gLj;jy;

  	 gpupT> 3.1.2.1 ,y; Fwpg;gplg;gl;Ls;s nray;Kiwapd;gb re;jhjhuuhy; xU Nritia 

nray;gLj;Jtjw;fhd ntw;wpfukhd rupghu;g;gpd; mbg;gilapy;> OTP nghwpKiwAld; (xU Kiw 

flTr; nrhy;) kW cWjpg;gLj;jy; njhlq;fg;gl Ntz;Lk;. ve;jnthU ngWkjp Nru;f;fg;gl;l Nrit 

njhlu;ghfTk; OTP cWjpg;gLj;jy; fl;lhakhdJ vd;gij jaT nra;J ftdj;jpw; nfhs;f. OTP 

FwpaPlhdJ ehd;F vz;fisf; nfhz;lJld; mJ vOkhwhf cUthf;fg;gLfpd;wJ.

3.1.3 ngWkjp Nru; Nrit njhlu;ghd ngauply; rk;gpujhaq;fs; 

	 tpsk;guq;fs; cl;gl midj;J re;jhjhuu; jfty; Mjhuq;fspYk; ,yq;if njhiyj;njhlu;Gfs; xOq;F 

gLj;jy; Mizf;Ftpy; jhq;fs; jhf;fy; nra;j/ vjpu;fhyj;jpy; jhf;fy; nra;ag;NghFk; ngWkjp Nru; Nritapd; 

ngaiuNa nraw;gLj;Jeu; gad;gLj;j Ntz;Lk;. mjhtJ: OBD miog;G> IVR, nrad;Kiwg;gLj;jy; 

ntw;wpia cWjpg;gLj;Jk; FWQ;nra;jp/ ,-nkapy; ntw;;wpfukhd nrad;Kiwg;gLj;jy;> ,uj;Jr; nra;jy; 

njhlu;ghd FWQ;nra;jp/ ,-nkapy;> Selfcare Mg;> MgNul;lu; ,izajsk; Nghd;wit.

3.1.4	 nrad;Kiwg;gLj;jYf;fhd thbf;ifahsu; rk;kjk;

	 jq;fSila nrhe;j cs;slf;fj;Jld; Neubahf ngWkjp Nru;f;fg;gl;l Nritia nraw;gLj;Jeu; 

toq;fpdhy;.

l	 ngWkjp Nru; Nritapd; nrad;Kiwg;gLj;jYf;fhd re;jhjhuupd; Kjy; kw;Wk; ,uz;lhtJ 

rk;kjk; mu;g;gzpg;ghd rk;kj Eiothapy; Clhf nraw;gLj;Jeupdhy; ngwg;gLjy; Ntz;Lk;> 

mJ nraw;gLj;Jeu; xUtUf;F nrhe;jkhdJ.

l	 Nritnahd;W eilKiwapy; ,Uf;Fk; NghJ kw;Wk; re;jh nrYj;jpa ngWkjp Nru; Nritia 

re;jhjhuu; nrad;Kiwg;gLj;jiy ,uj;Jr; nra;j NghJk; KiwikapypUe;J KjyhtJ kw;Wk; 

,uz;lhtJ rk;kj cs;sPLfis ePf;Ftjw;Nfh / mopg;gjw;Nfh nraw;gLj;Jeu; mDkjpf;fg;gl 

khl;lhu;. cs;sPl;Lj; jfty;fs; Mff; Fiwe;jJ xU tUlj;jpw;F (01) my;yJ nraw;gLj;Jeupdhy; 

nghUj;jkhd fhyk; tiu itj;jpUf;fg;gLk;.

l	 Fwpg;Gf;fhf / fzf;fha;Tf;fhf rk;kj njuptpg;G cs;sPLfis nraw;gLj;Jeu; itj;jpUj;jy; Ntz;Lk; 

mj;NjhL ,.njh.njh.x.M. Nfhug;gLk; NghJ toq;fg;gLjy; Ntz;Lk;.

l	 Kwz;gl;l Nritnahd;W njhlu;gpy; re;jhjhuupdhy; Nfhug;gLk; NghJ cs;sPLfs; cs;slq;fyhf 

ngWkjp Nru;f;fg;gl;l Nritj; jfty;fis nraw;gLj;Jeu; toq;Fjy; Ntz;Lk;.

l	 ,uz;L cWjpg;gLj;jy;fisAk; ngw;wjd; gpd;du; khj;jpuNk mwtPL Vw;GilajhFk;. 

%d;whk; egu; cs;slf;f toq;FeduplkpUe;J ngwg;gl;l cs;slf;fj;Jld; ngWkjp Nru;f;fg;gl;l Nritia 

nraw;gLj;Jeu; toq;Fthuhapd;.
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l	 %d;whk; egu; cs;slf;f toq;Feu; kl;Lky;yhJ nraw;gLj;JeUf;Fk; nrhe;jkhd mu;g;gzpg;Gr; 

nra;ag;gl;l cs;slf;f gpuNtrj;jpy; xU cs;sPlhf re;jhjhuupd; Kjy; rk;kj njuptpg;G ngw;Wf; 

nfhs;sg;gl;L Nrkpf;fg;gLk;.

l	 nraw;gLj;JeUf;Fk; nrhe;jkhd mu;g;gzpg;Gr; nra;ag;gl;l cs;slf;f gpuNtrj;jpy; xU cs;sPlhf 

re;jhjhuupd; ,uz;lhtJ rk;kj njuptpg;G ngw;Wf; nfhs;sg;gl;L Nrkpf;fg;gLk;.

l	 Nritnahd;W eilKiwapy; ,Uf;Fk; NghJ kw;Wk; re;jh nrYj;jpa ngWkjp Nru;f;fg;gl;l Nrit 

re;jhjhuu; nrad;Kiwg;gLj;jiy ,uj;Jr; nra;j NghJk; KiwikapypUe;J KjyhtJ kw;Wk; 

,uz;lhtJ rk;kj cs;sPLfis ePf;Ftjw;Nfh / mopg;gjw;Nfh nraw;gLj;Jeu; mDkjpf;fg;gl 

khl;lhu;. cs;sPl;Lj; jfty;fs; Mff; Fiwe;jJ xU tUlj;jpw;F (01) my;yJ nraw;gLj;Jeupdhy; 

nghUj;jkhd fhyk; tiu itj;jpUf;fg;gLk;.

l	 Fwpg;Gf;fhf / fzf;fha;Tf;fhf rk;kj njuptpg;G cs;sPLfis nraw;gLj;Jeu; itj;jpUj;jy; Ntz;Lk; 

mj;NjhL ,.njh.njh.x.M. Nfhug;gLk; NghJ toq;fg;gLjy; Ntz;Lk;.

l	 Kuz;gl;l Nritnahd;W njhlu;gpy; re;jhjhuupdhy; Nfhug;gLk; NghJ cs;sPLfs cs;slq;fyhf 

ngWkjp Nru;f;fg;gl;l Nritj; jfty;fis nraw;gLj;Jeu; toq;Fjy; Ntz;Lk;.

l	 ,uz;L cWjpg;gLj;jy;fisAk; ngw;wjd; gpd;du; khj;jpuNk mwtPL Vw;GilajhFk;.

3.1.5	 re;jhjhuu;fspdhy; ngWkjp Nru; Nritia GJg;gpj;jy; 

	 re;jhjhuupdhy; mDkjpf;fg;gl;l ngWkjp mDkjpf;fg;gl;l ngWkjp Nru; Nritfspd; rfy 

nrad;Kiwg;gLj;jy;fSk;> njupT nra;ag;gl;l gl;bayply; xOq;fpd; (ehshe;j> thuhe;j> khjhe;j) 

mbg;gilapy; mwtplg;gLfpd;w xt;nthU re;ju;g ;gj;jpYk; FWQ; nra;jpnahd;wpd; Clhf 

gpd;njhlug;gLjy; Ntz;Lk;. re;jhjhuupd; jw;Wzpgpd; mbg;gilapy; re;jh  nrYj;JtjpypUe;J  

tpyFtjw;fhd  ,izg;nghd;W  FWQ;nra;jpAld;  cs;slf;fg;gLjy; Ntz;Lk;. re;jhjhuupdhy; 

Kd;ndLf;fg;gl;l xt;nthU kPz;nlOk; gl;baw;gLj;jy; fl;lzq;fis Kd;ndLj;j Ntisapy; rfy 

re;jhjhuu;fSf;Fk; ,e;j FWQ; nra;jp mDg;gg;gLjy; fl;lhakhFk;. re;jhjhuu;fs; njhlu;ghd ,e;j 

topfhl;lYf;F Kd;du; nrad;Kiwg;gLj;jg;gl;l rfy ngWkjp Nru; NritfSf;Fk; kPsTk; nray;tYg; 

ngWk;.

i	 ngWkjp Nru; Nritj; njhif kw;Wk; GJg;gpj;jy; fhyj;ij njspthff; Fwpg;gpl;L nrad;Kiwg;gLj;Jk; 

NghJ thbf;ifahsu;fSf;F khWgl;l fl;lzk; nrYj;Jk; Nju;Tfis toq;Fjy; Ntz;Lk;. 

ii	 gad;gLj;jg;gl;l ngWkjp Nru; Nrit> (ehshe;j> thuhe;j> khjhe;j) tpjpf;fg;gl;l fl;lzk; 

kw;Wk; ngWkjp Nru; Nrit njhlu;ghf thbf;ifahsuplk; mwtplg;gLfpd;w re;ju;gj;jpy; re;jh 

mq;fj;Jtj;ij ,uj;Jr; nra;Ak; Kiw Nghd;wtw;iw njspthf Fwpg;gpl;L thbf;ifahsUf;F 

Kw;nfhLg;gdT gw;Wr;rPl;bd; gb ve;jnthU ngWkjp Nru; Nritf; fl;lzq;fs; nry;YgbahFk; 

(epak FWQ;nra;jp/ ,-nkapy;  my;yJ ‚gpsh\; FWQ;nra;jp Clhf tpUk;Gk; tifapy;) 

	 gpw;nfhLg;gdT thbf;ifahsu;fs; njhlu;ghf> khjhe;j gl;bay; njhlu;ghd njspthd jfty;fs; 

toq;fg;gLjy; Ntz;Lk; mj;NjhL NkNy Fwpg;gpl;l fl;lzk; nrYj;Jk; re;ju;gj;jpy; FWQ; nra;jp 

toq;fg;gLjy; Ntz;Lk;.

iii.	 ];khl;Nghd; my;yJ ‚gPr ;ru;‚Nghd; xd;iw gad;gLj;jp nrad;Kiwg;gLj;Jtjw;F / 

nrad;Kiwg;gLj;jiy ,uj;Jr; nra;tjw;F thbf;ifahsu;fSf;F fhzg;gLfpd;w rfy Ra Nrit 

khu;f;fq;fspd; %yk; rfy ngWkjp Nru; Nrit tpguq;fSk; fpilf;fr; nra;jy; Ntz;Lk;.

3.1.6	 ngWkjp Nru; Nritia nrad;Kiwg;gLj;Jtjw;F Nghjpa epYit fzf;fpy; ,y;yhj NghJ 

(Kw;nfhLg;gdT)

1.	 Gjpa ngWkjp Nru; Nrit nraw;gLj;jy;fs; njhlu;ghf - ngWkjp Nru; Nritnahd;iw 

nrad;Kiwg;gLj;Jtjw;Fg; Nghjpasthd epYit fzf;fpy; ,y;yhj NghJ nraw;gLj;Jdu; 

ngWkjp Nru; Nritnahd;iw nrad;Kiwg;gLj;jyhfhJ.
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2.	 re;jh nrYj;jpa ngWkjp Nru; Nritiaj; njhlu;jy; njhlu;ghf

i		  ehshe;j gl;bayply; njhlu;ghf - g{r;rpa fzf;F epYit fhyg; gFjpapy; ngWkjp Nru; Nritf; 

fl;lzq;fis nraw;gLj;Jeu; fopj;jy; $lhJ. fzf;F kPjpf;F kPs gzk; nrYj;jg;gl;l 

jpdj;jpypUe;J ehshe;j fl;lzk; fopf;fg;gLjy; Ntz;Lk;.

ii		  thuhe;j gl;bay; njhlu;ghf - g{r;rpa fzf;F epYit fhyk; njhlu;ghd ngWkjp Nru; Nritf; 

fl;lzq;fis nraw;gLj;Jeu; fopj;jy; $lhJ. fzf;F kPjpf;F kPs gzk; nrYj;jg;gl;l 

jpdj;jpypUe;J VO ehl;fSf;fhd thuhe;j fl;lzk; fopf;fg;gLjy;Ntz;Lk;.

iii		  khjhe;j gl;bay; njhlu;ghf - g{r;rpa fzf;F epYit fhyk; njhlh;ghf ngWkjp Nru; Nritf; 

fl;lzq;fis nraw;gLj;Jeu; fopj;jy; $lhJ. fzf;F kPjpf;F kPs gzk; nrYj;jg;gl;l 

jpdj;jpypUe;J xU fyz;lu; khjj;jpw;fhd fl;lzk; fopf;fg;gLjy; Ntz;Lk;.

3.1.7	 re;jhjhuu;; jfty;fis gpwUf;F gfpuhik

	 re;jhjhuupd; jfty;fs; kw;Wk; juTfspd; ,ufrpaj;jd;ikia ghJfhg;gjw;Fj; Njitahd rfy epWtd> 

njhopy;El;g kw;Wk; nrad;Kiw Kd;ndLg;Gf;fis nraw;gLj;Jeu;fs; vLj;jy; Ntz;Lk;. NkYk;> 

re;jhjhuupd; rk;kjj; njuptpg;gpd;wp %d;whk; egu; cs;slf;f Nrit toq;Fdu;fSld; ,izg;G ,yf;fk; 

cs;slq;fyhf re;jhjhuupd; cupik njhlu;ghd jfty;fis nraw;gLj;Jeu;fs; gfpu;jy; MfhJ.

3.1.8	 ngWkjp Nru; Nritapid nrad;Kiwg;gLj;jy; / ,uj;Jr; nra;Ak; fl;lis

	 ve;jnthU tifahd ngWkjp Nru; Nrit njhlu;ghfTk; ngWkjp Nru; Nritapid nrad;;Kiwg;gLj;jy;/ 

Nritapid ,uj;Jr; nra;Ak; fl;lis nghJthdjhf ,Uj;jy; Ntz;Lk; mj;NjhL nraw;gLj;JeUf;F 

cupajhfTk; ,Uj;jy; Ntz;Lk;. ve;jnthU NritapidAk; ,uj;Jr; nra;jyhdJ Mff; $baJ 1 

kzpj;jpahyj;jpw;Fs; g{u;j;jp nra;ag;gLjy; Ntz;Lk;.

3.1.9 ngWkjp Nru; Nritapid Cf;Ftpg;G FWQ;nra;jp 

	 ve;jnthU tifahd ngWkjp Nru; Nrit njhlu;ghd Cf;Ftpg;G FWQ; nra;jpahdJ gpd;tUk;  

jfty;fis cs;slf;Fjy; Ntz;Lk;.

(i)	 ngWkjp Nru; Nritapd; ngau; 

(ii)	 ngWkjp Nru; Nritapd; ngau; njhlu;ghd tpjpKiwfSk; epge;jidfSk; (tpjpKiwfs; kw;Wk; 

epge;jidfSld; Neub ,izg;Ggw;wpa trjp fhzg;gLjy; Ntz;Lk;.) 

(iii)	 tup cs;slq;fyhf ngWkjp Nru; Nritf; fl;lzq;fs; (ehshe;j> thuhe;j> khjhe;j gl;bayply; 

xOq;fpy; gl;bayply; fpuhkk; Kjypa) 

(iv)	 Nrit re;jh fhyk; (ehshe;j> khjhe;j> thuhe;jk;> Kjypad) 

(v)	 nrad;Kiwg;gLj;jiy ,uj;Jr; nra;Ak; Kiw.

	 ngWkjp Nru; Nritnahd;iw Nkk;gLj;Jk; Kfkhf toq;fg;gLk; ,ytr guPl;r;rhu;j;j fhyk; njhlu;gpy; 

ngWkjp Nru; Nritf;F nraw;gLj;Jeu; fl;lzq;fis mwtpLjyhfhJ. mt;thwhd guPl;rhu;j;j fhy 

epiwtpy; re;jhjhuu; epak nrad;Kiw nrad;Kiwg;gLj;jy; 3.1.2.1 Mk; gpuptpy; tpgug;gLj;jpa gpufhuk; 

gpd;gw;wg;gLjy; Ntz;Lk;.

3.2	 gpuj;jpNaf epge;jidfs;

	 3.1 Mk; tplaj;jpy; NkNy Fwpg;gpl;Ls;s epge;jidfSf;F Nkyjpfkhf> fPNo Fwpg;gplg;gl;Ls;s xt;nthU tif 

epge;jidfSk; Vw;GilajhFk;.
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3.2.1	 ,iza mbg;gilapyhd ngWkjp Nru; Nrit

i	 %d;whk; jug;G gjhif mbg;gilapyhd nrad;Kiwg;gLj;jy;fs; : ve;jnthU re;ju;gj;jpYk; 

%d;whk; jug;G ,iza gjhif mbg;gilapyhd mq;fj;JtNkw;wiyNah> NkNy mq;fPfupf;fg;gl;l 

Kiwiapd; gb nraw;gLj;Jeu;fspdhy; ngWkjp Nru; Nritahf mt;thwhd Nritfs; Neubahf 

Nkk;gLj;jg;glhj gl;rj;jpy; kw;Wk; mt;thwhd epWtdq;fs; re;jhjhuu;fsplkpUe;J NritfSf;F 

fl;lz mwtply;fis Nkw;nfhs;tjw;Nfh mDkjpf;fg;gLjyhfhJ mj;NjhL mt;thW toq;fg;gLk; 

NritfSf;fhd KOikahd nghWg;igAk; vLj;jYk; Ntz;Lk;.

ii	 re;jhg;gzk; my;yJ cs;slf;f ,izajsj;jpy; cs;s Ngng-a{]; gl;ld;fs; Nrit njhlu;ghd; 

KOikahd tpjpKiwfs; kw;Wk; epge;jidfSld; ,izg;nghd;Wld; rfy fl;lzq;fSk; 

Fwpg;gplg;gLjy; Ntz;Lk;. %d;whk; jug;G nraypfs;/ tiyr; nraypfs; %yk; gad;gLj;jg;gLk;. 

mj;jifa tiyr; nraypfs; cs;sPl;L ifalf;f nraypfis rupghu;f;f nraw;gLj;Jeu;fs; mjpfgl;r 

eltbf;iffis vLf;f Ntz;Lk;. Nfupau; gl;bayply; trjpfis toq;Ffpd;w rfy %d;whk; jug;G 

nraypfs;/ Nghu;l;ly;fSf;fhd kjpg;gPl;L Ntiyr;rl;lfnkhd;iw nraw;gLj;Jeu; mKy;gLj;jy; 

fl;lhakhFk;.

iii	 Xth;-jp-lhg; ( ''OTT"") Nrit toq;Feh;fSf;F Nritfs; my;yJ tiyaikg;gpy; my;yJ 

,izaj;jpy; (cjhuzkhf Netfix, Spotify, Google DCB fhg;gPL) kw;Wk; njhopy;rhh; gl;bayply; 

xU fl;lzkhf kl;LNk gad;gLj;jg;gLfpwJ. ngWkjp Nru;f;fg;gl;l Nrit toq;Feupd; mwtPl;L 

khjpupfs; kw;Wk; epWtdj;jpd; ek;gfj;jd;ikia ftdkhf kjpg;gPL nra;j gpwF> mj;jifa Nrit 

toq;FUu;fSld; Jiz gpupT (ii) ,y; NkNy Fwpg;gpl;Ls;sgb xU cld;gbf;ifiar; nra;J 

rupghu;g;G fl;likg;ig nray;gLj;JtJ nraw;gLj;Jeupd; nghWg;ghFk;.

iv	 tiyaikg;G gad;gLj;jg;gLk; midj;J cs;slf;f ,iza NritfSk; (nraw;gLj;Jeu;fSf;Fr; 

nrhe;jkhdJ) thbf;ifahsu; re;jh Nritia ''njupT"" nra;tjw;F Kd; nghUj;jkhd ,ul;il 

cWjpg;gLj;jy; Kiwia toq;f Ntz;Lk;.

v	 ,j;jifa ,iza Nritapd; thbf;ifahsu; gad;ghL midj;J nraw;gLj;Jeu;fspdhYk; 

fz;fhzpf;fg;gLk; kw;Wk; ePz;l fhy nraw;ghlw;w thbf;ifahsu;fis jq;fs; nrhe;j Kaw;rpahy; 

my;yJ me;je;j Nrit toq;Feu;fs; %yk; mfw;Wtjw;F nghUj;jkhd Rj;jpfupg;G nray;Kiwiag; 

gad;gLj;JtJ xt;nthU nraw;gLj;JeUk; nghWg;ghFk;.

vi	 %d;whk; jug;G cs;slf;f Nrit toq;Feu;fs; jq;fs; ngWkjp Nru; Nritia nrad;Kiwg; gLj;jpa 

gpwF gad;gLj;jhj re;jhjhuu;fis milahsk; fhz rupahd nghwpKiwfis itj;jpUg;gij 

nraw;gLj;Jeu;fs; cWjp nra;a Ntz;Lk;.

vii	 ngWkjp Nru; Nritia nrad;Kiwg;gLj;Jtjw;F Kd;G gadhsu; cgfuzj;jpd; jpwid 

,dq;fhz Ntz;Lk;> Vnddpy; rpy cgfuzq;fs; nraw;gLj;Jeu; ngWkjp Nru; Nritia 

Mjupf;fhJ. Nritiag; gad;gLj;Jtjw;Fg; gad;gLj;jg;gLk; mNj Nrdypy; ,Ue;J Muk;g re;jhf; 

Nfhupf;iffis nraw;gLj;Jeu; ngw (cjhuzkhf @ ,iza mbg;gilapyhd Nrit re;jhjhuu; 

vd;why;> re;jhitj; njhlq;f ,iza Nghu;l;lYf;Fs; gpuNtrpf;f Ntz;Lk;)

3.2.2	 I.tp.Mu;. (IvR) mbg;gilapyhd ngWkjp Nru; Nrit

i	 miog;G Muk;gj;jpy; re;jhjhuUf;F I.tp.Mu;. (IvR) njhlu;ghd fl;lzq;fs; Fwpg;gplg;gLjy; 

Ntz;Lk;.

ii	 IvR miog;gpd; ntspNaWk; tpUg;gk;> Kjy; Y}g;gpy; Fwpg;gplg;gl Ntz;Lk;. Y}g; my;yJ 

KOikahd ntspNaw;wj;jpw;F ,d;du; Y}g; MdJ gpujhd Y}g;gpw;F ntspNaWk; tpUg;gj;ijf; 

nfhz;bUf;f Ntz;Lk;.
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iii	 IvR ,d; gpujhd Y}gpy; nrad;Kiwg;gLj;jiy ,uj;Jr; nra;jy; / mq;fj;Jtj;ij ePf;fy; njupTfs; 

fhzg;gLjy; Ntz;Lk; kw;Wk; ve;jnthU nrad;;Kiwg;gLj;jy; ,uj;Jr; nra;jy; Mff; $baJ 1 

kzpj;jpahyj;jpw;Fs; epiwT nra;ag;gLjy; Ntz;Lk;.

3.2.3	 A. v];. v];. b. (USSD) mbg;gilapyhd ngWkjp Nru; Nrit

	 nrad;Kiwg;gLj;jg;gl;l Nritia ,uj;Jr; nra;tjw;F A. v];. v];. b. gad;gLj;jg;gl;lhy;                                   

A. v];. v];. b. ,d; gpujhd Y}g;gpy; ,uj;Jr; nra;Ak; njupT ,Uj;jy; Ntz;Lk; vd;gNjhL ve;jnthU 

nrad;Kiwg;gLj;jy; ,uj;Jk; Mf;f $baJ 1 kzpj;jpahyj;jpw;Fs; epiwT nra;ag;gLjy; Ntz;Lk;.

3.3	 ngWkjp Nru; Nritfspd; Kiwg;ghLfs; / gpzf;Ffs; / epthuzq;fs;

i	 ngWkjp Nru; Nritfspd; Kiwg;ghLfs; njhlu;ghf> mu;g;gzpg;ghd FOnthd;W <LgLj;jg;gl 

Ntz;baJld; gpujhd Y}g;gpy; Njitahd njhopw;ghLfis Nkw;nfhs;tjw;F IvR Kiwapy; 

thbf;ifahsu; guhkupg;Gf;F Njitahd njupT Nru;f;fg;gLjy; Ntz;Lk;.

ii	 Kw;nfhLg;gdT re;jhjhuu;fSf;F> nraw;gLj;Jeu;fs; ngWkjp Nru; Nritia mtuJ mDkjpapd;wp 

nray;gLj;jg;gl;ljhf milahsk; fhzg;gl;L re;jhjhuu; Kwd;gl;lhy;> t#ypf;fg;gl;l njhif %d;W 

Ntiy ehl;fSf;Fs; (xU ehisf;F fl;lzk; tpjpf;fg;gLk; ngWkjp Nru; Nrit) kw;Wk; Gfhiug; Gfhuspf;Fk; 

NjjpapypUe;J(gpw ngWkjp Nru; Nrit).) Ie;J Ntiy ehl;fSf;Fs; re;jhjhuUf;Fj; jpUg;gpj; jug;gl 

Ntz;Lk;.

iii	 gpw;nfhLg;gdT re;jhjhuu;fSf;F> nraw;gLj;Jeu;fs; ngWkjp Nru; Nrit mtuJ mDkjpapd;wp 

nray;gLj;jg;gl;ljhf milahsk; fhzg;gl;L re;jhjhuu; Kwd;gl;lhy;> t#ypf;fg;gl;l njhif %d;W 

Ntiy ehl;fSf;Fs; (xU ehisf;F fl;lzk; tpjpf;fg;gLk; ngWkjp Nru; Nrit) kw;Wk; Gfhiug; Gfhuspf;Fk; 

NjjpapypUe;J(gpw ngWkjp Nru; Nrit) ) Ie;J Ntiy ehl;fSf;Fs; re;jhjhuUf;Fj; jpUg;gpj; jug;gl 

Ntz;Lk; . ,e;j jpUj;jk; mLj;j khj gw;Wr;rPl;by; fhl;rpgLj;jg;gl Ntz;Lk;.

iv	 ngWkjp Nru; Nrit njhlu;aghd VNjDk; tifahd njhopw;gl;L jilfs; (Kiwik tPo;r;rp> 

,izg;G Njhy;tp Kjypad) kw;Wk; mt;thwhd Njhy;tpf; fhyj;jpy; thbf;ifahsuplkpUe;J fl;lzk; 

mwtplg;gl;lik ,dq; fhzg;gl;lhy;> Fwpg;gpl;l thbf;ifahsUf;F Kiwik Njhy;tp Vw;gl;l fhyj;ijf; 

Fwpg;gpl;L mf;fhyg; gFjpf;F mwtplg;gl;l njhiff;Fr; rkkhd njhifia Fwpg;gpl;L kPsr; nrYj;Jjy; 

Ntz;Lk;.

v	 NkNy (iii) Mk; tplak; njhlu;ghd ,. njh. njh. x. M. ,w;F kPsspg;Gr; nra;Ak; Kiwikia 

nraw;gLj;Jeu;fs; rku;g;gpj;jy; Ntz;Lk; mj;NjhL mjid mKy;gLj;Jtjw;F Kd;du; mq;fPfhuj;ijg; 

ngw;Wf; nfhs;sy; Ntz;Lk;.

vi	 ,. njh. njh. x. M. toq;fpAs;s khjpupg; gbtj;jpd; gpufhuk; xt;nthU khj KbtpYk; thbf;ifahsu; 

Kiwg;ghl;L jPu;Tfs; / epiyikfis njhlu;ghd tpsf;fkhd mwpf;ifnahd;iw nraw;gLj;Jeu;fs; 

rku;g;gpj;jy; Ntz;Lk;.

3.4	 ngWkjp Nru; Nritapd; juk;

3.4.1	 nrad;Kiwg;gLj;jy; gpujpgypg;G fhyk;

(m) 	 USSD mbg;gilapy; - 30-40 tpdhbfspy;

(M) 	 FWQ; nra;jp mbg;gilapy; - 120 tpdhbfSf;F Nkw;glhJ 

(,) 	 IvR mbg;gilapy; - 10 tpdhbfSf;F Nkw;glhjJ

3.5	 thbf;ifahsu;fspd; jw;nghOJ nrad;Kiwapy; cs;s ngWkjp Nru; Nritia kPs;kjpg;gPL nra;jy;

l	 nraw;gLj;Jeupdhy; Fwpg;gpl;l jpfjpnahd;wpy; Muk;gpf;fg;gLk; jfTjpwd; guPl;rpg;gpd; mbg;gilapy; 

Nritia ,uj;Jr; nra;Ak; njupTld; mtu;fSila jfty;fs; njhlu;ghf re;jhjhuupd; njupT 
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,yq;if murhq;f mr;Rj; jpizf;fsj;jpw; gjpg;gpf;fg;ngw;wJ.

nra;ag;gl;l mt;thwhd rfy ngWkjp Nru; Nritfspd; xUq;fpizg;Gg; gl;banyhd;Wld; VNjDk; 

ngWkjp Nru; Nrit njhlu;ghf njupT nra;ag;gl;l rfy re;jhjhu;u;fis cWjpg;gLj;jpf; nfhs;tjw;F 

rfy nraw;gLj;Jeu;fSk; nra;jpnahd;iw mDg;Gtjw;F fl;lhak; eltbf;if vLj;jy; Ntz;Lk;. kPs; 

jfTjpwd; guPl;rpg;gpd; gb> re;jhjhuu;fspdhy; mtjhdpf;fg;gl;l rfy FiwghLfis Fwpg;gpl;l khjpupapd; 

gb nraw;gLj;Jeu;fSf;F KOikahd mwpf;ifnahd;W toq;fg;gLjy; Ntz;Lk;.

l	 Nkw;gb kPs; jfTjpwd; guPl;rpg;gpd; gb> nraw;gLj;Jeu;fSf;F njupag;gLj;Jtjw;F re;jhjhuu;fs; 

tpUk;Gfpd;w VNjDk; FiwghLfis gjptpLtjw;F re;jhjhuu;fSf;F xU Kiwiknahd;W 

mwpKfk; nra;ag;gLjy; Ntz;Lk;. mwptpf;fg;gl;l mt;thwhd Fiwghl;bd; mbg;gilapy;> VNjDk; 

thbf;ifahsupdhy; Nnkw;nfhs;sg;gl;l Kiwg;ghLfis rPu; nra;tjw;F / ftdj;jpw; nfhs;tjw;F rfy 

nraw;gLj;;Jeu;fspdhYk; mu;g;gzpg;ghd FOnthd;W epWtg;gLjy; Ntz;Lk;.

l	 NkYk;> ve;jnthU re;ju;g;gj;jpYk; rfy ngWkjp Nru; NritiaAk; ,izj;Jf;nfhz;lik kw;Wk; 

,izg;gpypUe;J ,uj;Jr; nra;jik gw;wp gupNrhjpj;Jf; nfhs;s KbAkhd vd;gij cWjpg;gLj;jpf; 

nfhs;tjw;F ,yFthd Kiwiknahd;W njhlu;ghf thbf;ifahsu;fSf;F FWQ; nra;jp / ,-nkapy; RUf;f 

FwpaPnlhd;W mwpKfk; nra;ag;gLjy; Ntz;Lk;. ,e;j topfhl;ly; fpilf;fg; ngw;w jpfjpapypUe;JKg;gJ 

ehl;fSf;Fs; (30) ,e;jr; Nrit mKy;gLj;jg;gLjy; Ntz;Lk;.

l	 thbf;ifahsu;fs; njupTnra;j ngWkjp Nru; Nritia ,uj;Jr; nra;tjw;Fkhd trjpfis 

toq;Ftjw;Fkhd RaNrit nghjp / thbf;ifahsu; ,iza jsk; (Selfcare Apps / Customer Web portal) 
Clhf ,izg;Gr; nra;j ngWkjp Nru; Nritf;F ,yFthf gpuNtrpf;ff; $bajhf ,Uj;jy; Ntz;Lk; 

vd;gJ fl;lhakhFk;.

4.	 RUf;fq;fs;

IvR - ,d;luhf;bt; tha;]; nu];ghd;];

OBD – mTl; gTz;l; miog;G 

OTP – xU Kiw flTr;nrhy; 

OTT – Xtu; - jp – lhg;

QoS – Nritapd; juk;

SMS – FWQ; nra;jp Nrit

T&C – tpjpKiwfs; kw;Wk; epge;jdfs;

TRCSL - ,yq;if njhiyj;njhlu;Gfs; xOq;FgLj;jy; Mizak;

USSD – fl;likf;fg;glhj Jiz Nrit juT

VAS – kjpg;G $l;lg;gl;l Nrit
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