
jkts'k dqekj lkgw

izHkkjh O;k[;krk

lgdkjh izf’k{k.k dsUnz] jk;iqj ¼N-x-½ 

Ofiice Management & Leadership Development



lgdkjh izca/ku

Hkwfedk

dqN lgdkjh laLFkku ds mnkgj.k 

dk;Zky;&izca/ku D;k gS\

izca/ku esa ekuo lalk/ku dh Hkwfedk

izca/ku ds rRo

xfrfof/k;ka 

usr`Ro fodk’k
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dqN lgdkjh laLFkku ds mnkgj.k
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dk;Zky;&izca/ku D;k gS\

 dk;Zky; %&

vkfQl tks ds mns~’; vuq#i çlk'kfud dk;Z dj laLFkk dk

çfrfuf/kRo djrk gS & uoZl flLVe

 HkkSfrd :i esa tks gksrk gS ogh fn[kkbZ nsrk gS& lajpuk@vkd"kZ.k



ekMZu vkfQl & ekMZu rduhd ds tfj;s ¼bysDVª‚fud midj.kksa ,oa

l‚¶Vos;j dk vf/kdre mi;ksx½

 mnkgj.k %& bZesy] l‚¶Vos;j] Vhe eSustesaV] vf/kd is'ksoj deZpkjh

izca/ku (Management)

 Man + Mangement

 Mangement – Minimum Input & Maximum Output







Process of Management

Planning

Organizing

Staffing

Directing

Controlling
Step by Step Process

Efficiency : -

Effectiveness :-
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1. Planning :-



2. Organizing :-





3. Staffing :-
•
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4.Directing :-
Supervision ¼ f'k{kk esa fuos'k] 'kL= ls cM+k

'kkL=½

Communication
 Leadership:-
Motivation :-





5. Controlling :-




izca/ku }kjk ¼

½&

 Customer:-
 Creditors
 Government ¼fu;e vf/kfu;e ds nk;js esa½Cooperative Training Center Raipur, Prepared by Rajesh 
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izca/ku esa ekuo lalk/ku dh Hkwfedk 

ekuo lalk/ku dh vge~ Hkwfedk

lHkh dk;ksZ dk izHkko’kkyh laiknu &

lfefr izca/kd] lgk;d lfefr izca/kd] ys[kkiky] fyfid]

dSf’k;j] foØsrk ,oa pkSdhnkj }kjk fd;k tkrk gSaA

mijksDr lHkh xfrfof/k;ksa dks izca/ku ds rRoksa rFkk buds

fl)kUrksa ds vuq#i lapkfyr djuk gksrk gSA

lfefr izca/ku ds rRoksa dk lgh Kku lHkh dks gksuk

vko’;d ugha] vfuok;Z gSA
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Xkfrfof/k;ksa dk fu;kstu

Planning
Xkfrfof/k;ksa dk laxBu

Organizing

Directing

/usr`Ro

Leadership

Coordinating Communication Motivation

Controling

ekuo lalk/ku
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dza xfrfof/k 1- dk;Z

1 buiqV lkekxzh esa Hkwfedk Loa; dh laLFkk dh

2 ;w ,l ih Loa; dh laLFkk dh

3 mPp ekudksa okyh fo'ks"kKrk tks çksRlkfgr djrh

gS

Loa; dh laLFkk dh

4 ml laLFkk dks fpfUgr djsa ftlls vkidks

fuEufyf[kr lh[kus ds fy, tqM+uk gksxk

5 vPNh xq.koÙkk okys buiqV lkekxzh ds mRiknu

vkSj mlds O;kikjhdj.k esa fo'ks"kKrk okys iznkrk

dk p;u

buiqV lkekxzh iznkrk dh tkudkjh

6 buiqV lkekxzh esa lgh cgqyhdj.k@jsat vf/kd ls vf/kd

7 lnL;ksa o Qly mRikndksa ds fy, çf'k{k.k

8 buiqV lkekxzh iznkrk dk ,d cM+k usVodZ gj laLFkk esa] fdl O;fä ls laidZ djuk gS

vkSj mldk irk ¼bZ esy vkSj VsyhQksu ua

lfgr½
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dza dk;Z

1

2 buiqV lkekxzh iznkrk dk usVodZ lwph]

3 buiqV lkekxzh iznkrk] LFkkfu;

ljdkj]

4





•

•



(Customer/Creditors/Govt.)

(Filing/R-records/Web Server)
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Øe’k%

fjdkMZ&

1-fjdkMZ dk vFkZ &

•fyf[kr ifji=ksa

•foys[kksa (Deed)]

•jftLVj (Proceedings, Inward- Dispatch, Stocks, Salary, Purchase-

Sales, Employee Related Attendance, Leave, Employee’s Service Reg.)

•foojf.k;ak & Returns / okilh] ykHk] çfrQy] çfrnku

fjiksVZ]

•i= O;ogkj

•ys[kk izi=ksa o dk;Z fooj.kksa (Cash book, Ledger, Receipt &

Deposit, Trial balance, Balance Sheet)
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Øe’k

6- tulEidZ dk;Z & viuh lsokvksa ,oa ;kstukvks dk çpkj&çlkj

equknh dj@¶ysDl@ikEiysV@czkslj

 i= O;ogkj

 fdlh nwljs O;fDr ls fdlh fo"k; ij fyf[kr :i ls lEizs"k.k djukA

 O;kikfjd laLFkk dks vusd i{kdkjksa tSls fd xkzgd] nwljh laLFkk;sa] bR;kfn ls i=

O;ogkj

 lHkh O;fDr;ksa ls feyuk u rks laHko gksrk gS vkSj u gh O;kogkfjdA

 izR;sd dk;kZy; dks ckgjh O;fDr ;k laLFkkvksa ls fyf[kr i= O;ogkj djuk

vko’;d

 pwafd i= lksp le>dj fy[ks tkrs gSa vr% mlesa xyrh dh laHkkouk de jgrh

gS vkSj] fdlh Hkh ckr dks vf/kd fuf’prrk ls fy[kk tk ldrk gS tks fd

izekf.kd Hkh gksrk gSA
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Øe’k%

2-fjdkMksaZ dk egRo&

• euq"; ls lacfa/kr leLr lpwuk;sa mlds efLr"d esa ,df=r

• mlh izdkj fdlh laLFkk ls lacafa/kr leLr lwpuk;sa mlds

fjdkMksZa esa ,df=r jgrh gSA

• fdlh dk;kZy; dk izc/ak dsoy fjdkMksZa ls izkIr tkudkfj;ksa rFkk

rF;ksa ls pyk;k tk ldrk gSA

• blfy;s dk;kZy; izc/ak dks fjdkMZ O;oLFkk ds uohure <axksa dk

Kku gksuk pkfg,A

• ;fn laxzghr fjdkMksZa dks pqLrizk; djus dh O;oLFkk gks rks

dk;kZy; izc/ak dk dk;Z cgqr vklku gks tkrk gSA
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Øe’k%

2 xkS.k dk;Z%& lgk;d dk;Z

1- laizs"k.k %&mís'; vuq:i ;kstuk,a@y{;@lsok,a

¼v½ vkUrfjd laizs"k.k& laLFkkvksa ds Hkhrj gh cksMZ@inkf/kdkjh

lnL;@deZpkjh

¼c½ ckg~; laizs"k.k& mä ls i`Fkd (Customers, Clients, Suppliers,

Investors, Partners And Other Stakeholders)

2- dk;Z O;oLFkk o dk;Ziz.kkyh fuf’pr djukA

3- ys[ku lkexzh vkSj e’khuksa o midj.kksa dk izca/k

4- laLFkk dh lEifRr dh lqj{kk gsrq vko’;d igy djuk o

mudk vfHkys[k djuk ¼nLrkosthdj.k@osc@DykmM@bZ

flD;ksfjVh&dSejk½

5- deZpkfj;ksa dk p;u] izf’k{k.k rFkk ikfjJfedACooperative Training Center Raipur, Prepared by Rajesh 
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dk;Zdq’ky izca/kd gsrq vko’;d ckras

 l’kDr ikjLifjd loakn &,d izca/kd dks vPNs loakn dk;e djus eas

dq’ky g¨uk vko’;d gS rkfd og viuh ckrs le>k lds vkSj nwljs dh 

ckr le> ldsA

mik; &

 vPNh ys[ku {kerk &mi;qDr 'kCn p;u ds lkFk lkFk ge D;k

le>kuk pkg jgs gSa ys[ku eas Li"V g¨uk pkfg;sA ys[k O;fDr dks

:fpdj yxuk pkfg;s A de 'kCnksa esa vfHkO;fä

 dEI;Vwj dk Kku g¨uk & dEI;Vwj u dsoy Kku dks c<krk gS cfYd

dk;Z dks lqO;ofLFkr ,oa lgh Hkh j[krk gSA

mik; &MS Office, Power Point Presentation, Data Representation (Pictorial/Chart/Diagram)

 vk’kkoknh ,oa cfgZeq[kh & O;fDr dk dk;Z u dsoy mRiknd cfYd

vkuan nk;d Hkh g¨uk pkfg;s A ,d vPNk izca/kd ges’kk ?kqyfeydj

jgs ,oa dHkh Hkh fujk’kkoknh ugha g¨uk pkfg;s A
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• Vhe dks lkFk ysdj pyus okyk & vdsyk O;fDr gj dke ugha dj ldrk] 

ysfdu ,d Vhe d¨bZ Hkh dk;Z dj ldrh gSA Vhe ds lkFk dk;Z djus okyk gh

lPpk izca/kd g¨rk gSA vius deZpkfj;ksa ,oa lkFkh dk;ZdrZkvkas ds lkFk jkstkuk

okrZkyki ,oa muds lq>koksa ij xkSj djuk vko’;d gSA

mik; & dk;Z ck¡Vdj]ftEesnkjh nsdj]fo'okl djds] usr`Ro fodkl

 leL;k dk gy <wa<uk & leL;k D;ksa mRiUu gks jgh gS bldk dkj.k rks d¨bZ

Hkh crk ldrk gS] csgrj izca/kd leL;k dk dkj.k ugha cfYd] gy <w<ark gSA

 izn’kZu ,oa dk;Z dks leVsuk & d¨Ã O;fDr dk;Z cgqr vPNk djrk gS fdUrq

mls iznf’kZr djuk ugha vkrk gS rks ml vPNs dk;Z dk vFkZ ugha jg tkrk gSA

blds lkFk vkidh fji¨VZ :fpdj ,oa lkFkZd g¨uh pkfg;sA Eg. DPRCCG

izca/kdh; dkS’ky dk fodkl lHkh O;olkf;d laxBukas ds fy;s ,d vko’;drk gS

pkgs og laxBu lgdkjh gks ;k iawthoknhA
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usr`Ro fodk’k

 yhMjf'ki %& Personal Not Positional 

fdlh cM+s mís'; (Aim) dks iwjk djus ds fy, yksxksa ds O;ogkj

(Behaviour) dks cnydj mudks lkFk esa ysdj pyus dh dyk dks usr`Ro dyk

dgrsa gSaA vFkkZr yhMjf'ki ,d dyk gS ftls lh[kuk iM+rk gSA

1- fu.kZ;u dh {kerk&<qyeqy ugha

2- çksRlkfgr djus dh {kerk

3- HkkoukRed LFkkf;Ro

4- ekuo laca/kksa dk Kku& lgkuqHkwfr@dBksj&uje@lq[k&nq%[k

5- O;fäxr mRçsj.kk& ldkjkRed lksap

6- lapkj&dkS'ky& vfHkO;fDr dh dyk

7- f'k{kk nsus dh ;ksX;rk& çf'k{k.k f'k{k.k

8- lkekftd dkS'ky& yksxksa dks ,dtqV j[kus dk dkSly

9- fof/kd n{krk& fof/k&fo/kk;h]oS/kkfudrk] dkuwu dk Kku

10-vPNk Jksrk
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usr`Ro fodk’k

yhMjf'ki dh vko’;drk %&

 tSls&tSls laxBuksa dk fodkl gksrk tk jgk gS] muds çca/k dh leL;k Hkh tfVy

gksrh tk jgh gSA

 laxBu esa y{;ksa dh çkfIr ds fy, usr`Ro vfuok;Z gSA ¼çca/kd & usr`Ro dkS'ky½ 

 ,d vPNs çca/kd dk ,d vPNk usrk gksuk t#jh gSA

 çcU/k ds fodkl dk ,d egRoiw.kZ igyw usr`Ro {kerk ds fodkl ls tqM+k gqvk gS A 

çcU/k ij gh laxBuksa ds y{;ksa dks çkIr djus dk mÙkjnkf;Ro gksrk gS] vkSj bl

gsrq mls usr`Ro dh {kerk dk ifjp; nsuk gksrk gS A

 v/khuLFkksa dks çksRlkfgr djuk] leL;k dk rRdky gy fudkyuk vkSj rduhdh

ifjorZuksa ls laxBu dk vuqdwyu cSBkuk usr`Ro ij fuHkZj gS A

 tgka jktuhfrd ,oa ç'kklfud ladV xgjk gS] ogka usr`Ro dh vko';drk vf/kd

gksrh gS] D;ksafd ;g ladV usr`Ro ds ladV ls vf/kdka'kr;k tqM+k gksrk gS A
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Leadership
rhu cqfu;knh xq.kksa ls mij mBuk %&

1- rel

;kaf=d #fVu ialn

Cknyko fojks/kh

vfM;y] vdq'ky] ijEijkxr]  /khek] xaHkhjrk jfgr] 

Hk; ;qä] nwljksa ds çfr #[kk

2- jktl

dBksj dk;Z djuk ilan ij ifj.kke ij vk'kadk

vPNs&cqjs esa QdZ dj ldus esa l{ke ij ykyp esa tYnckth ol

tkucw>dj cqjk pquuk
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.
3- lRo

mRlkgh dke esa larqyu

xfrfof/k;ka cgqr lksap fopkj fn[kkuk

drZO; ftEesnkjh uSfrdrk dk xgjk cks/k

mPp ekinaM

mnk- jru VkVk]xqytkj] okjsu cQsV

lQyrk ij u vf/kd vkaufnr u vlQyrk ij grklk

larq"V ,oa 'kkar

 fdlh ,d xq.k dk çHkqRo vf/kd

 mik;%& O;fäxr ç;klksa ls cnyk tk ldrk gS

 egRoiw.kZ &jktl ,oa lRo dk feJ.k egRoiw.kZ inksa ij cSBs O;fä gsrq egRo iw.kZ

 ;ksx% deZlq dkSlya

vgadkj ,oa bDPNkvksa ls yxko ds dkj.k lRo ds rVLFk
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,d vPNs foØsrk ds lkekU; y{k.k

1½ O;ofLFkr gSa(Systematic)& ;g /kks[kk ns jgk gS tks lksprk gS fd fcØh flQZ ,d pky gS vkSj vPNs

yksx gSaA mR—"V foØsrk yksx pj.k&nj&pj.k fcØh ç.kkyh (STP) vkSj tkus&ekus esfVªDl cukrs gSa ;g 

ns[kus ds fy, fd os vPNk dj jgs gSa ;k ughaA

2½ igys lquks& os vPNs foØsrk ugha gSa tks cgqr ckr djrs gSa] cfYd] tks yksx vius xzkgdksa dks le>rs gSa

vkSj lqurs gSa] mudh t:jr iwjh gksrh gS vkSj gka] ,d vkn'kZ mRikn ;k lsok is'k djrs gSaA

3½ yxkrkj v/;;u& mPp çn'kZu okys foØsrk ges'kk v/;;u djrs gSa fd muds mRiknksa vkSj lsokvksa dk

iksVZQksfy;ks ges'kk csgrjhu fodYi çnku djrk gSA vius xzkgdksa dk lgkuqHkwfr iwoZd lcls vPNk

lek/kku crkdj okLrfod ca/ku cukus ;k viuh çfØ;kvksa dks csgrj cukus ds fy, loksZÙke fcØh çFkkvksa

dk v/;;u djrs gSA

4½ yxkrkj fl[kkvks& ,d vPNk foØsrk] fo'ks"kKrk ds {ks= esa ,d fo'ks"kK gksrk gSA tks yksx rnuqlkj dk;Z

djrs gSa os vf/kd fcd ldrs gSa D;ksafd os u dsoy vius xzkgdksa dh orZeku ekaxksa dks iwjk djrs gSa cfYd

muds ikl ekStwn tkudkjh ds ek/;e ls u, mRiUu djrs gSaA

5½ bZekunkjh ls ckrphr &tc foØsrk vius xzkgdksa dh vko';drk tkurk gS vkSj mudh la[;k vkSj mRiknksa

dks Hkh tkurk gS] rks os vius xzkgdksa ds lkFk [kqysvke vkSj bZekunkjh ls ckrphr dj ldrs gSa] tks LFkk;h

vkSj Hkjkslsean fj'rs cukrs gSaA
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xzkgd iy (Customer moment at each stage) ds 4 pj.k

 —i;k /;ku nsa& ;g igyk {k.k gS tc xzkgd vHkh Hkh ,slh fdlh pht

dh ryk'k esa gS tks vkidh lsok dj lds vkSj vkidks mudk /;ku

fey ldsA

 /;ku & /;ku nsus ds ckn] xzkgd vkids ikl tks dqN Hkh gks] mlesa

fnypLih gks ldrh gS ;k ughaA ;fn og #fp j[krk gS] rks vki ;g 

tkuuk pkgsaxs fd ;g dSls dke djrk gS vkSj vkids fodYiA

 fu.kZ;& vkidks vko';d tkudkjh ds lkFk] xzkgd vkids fodYiksa dh 

rqyuk djsxk vkSj mRikn @ lsok vkSj vkiwfrZdrkZ tks vkidks çlUu

djrk gS] ij fu.kZ; ysxkA

 dk;Z& var esa] vkids fu.kZ; ds lkFk] xzkgd vkidh dh [kjhnh djrk
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O;kikj foLrkj ds rjhds\

 rdfudh Kku 

 çpkj&çlkj 

 Ø‚l lsfyax

 çn'kZuh

 vkmVlkslZ ¼vU; dh nqdku esa vius mRikn dk çn'kZu ,oa fcØh½

 bZ d‚elZ ds ek/;e ls fcØh %& ekbZ xouZ~esaV MkV d‚e ]vestu] 

f¶yidkVZ vU; IysVQ‚eZ lsA
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Ø‚l lsfyax cuke vfrfjä fcØh

vafre ysfdu de ls de ugha] D;ksafd os lkekU; fcØh y{; gSa tks fdlh

Hkh çfØ;k dks çHkkfor djrs gSa] Hkys gh d‚iksZjsV ;k çks miHkksäk] pkgs

vkarfjd ;k ckgjh] Ø‚l&lsfyax vkSj vfrfjä gSaA gekjs ikl gj fnu

ml rjg ds çLrko jgrs gSa] ysfdu ge mUgsa uke nsus ls dHkh ugha jksdrs

gSaA mnk-& daL;wej LVksj esa dS'k dkmaVj ds ikl NksVs NksVs t#jh mRikn j[kuk] flusVjh 'k‚i esa

ckFk:e fQfVaXl tSls diMk Vkaxus dh [kwaVh] lkcqunkuh] pkch Vkaxus dh [kwaVh] vkbuk bR;kfn

 Ø‚l cspuk (Cross Selling)

D;k og fcØh gS ftlesa foØsrk vkSlr v‚MZj fVdV c<+kus ds

fy, ,d iwjd mRikn is'k djuk pkgrk gSA mnkgj.k ds fy,] vki ,d 

yap IysV dk v‚MZj djrs gSa vkSj osVj iwNrk gS fd D;k vki dqN ihuk

pkgrs gSa! ml fcanq ij] mUgksaus ,d Ø‚l fcØh dh vkSj muds vuqjks/k ds

ewY; esa o`f) dh] tks bl ljy lq>ko ds fcuk de gks ldrk FkkACooperative Training Center Raipur, Prepared by Rajesh 
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