Unit-1 _ GEMe AHAT STEEIMR]_ ATEROT

(Concept of Public Affairs Management - PAM)

9. UR=T (Introduction)

Jras=e AMHAT STIEATIT (Public Affairs Management - PAM) 3 L- Wgﬁiﬁ PHIRIEEAEEEC)
UH HEATU T AGATANHEG HAGRON &1 | ATGMH FAd-Ad T5d SATETH GHT, RS
o, [l &, e T aradied Memeed=d! draeara-adls geqiad T THEsR gxal
YA T JOTEE Tl SHATCATHT T6AT 3 AESA b W SHera 8 |

TEFRATT ® YA A TE (Public Administration) @5 Had GBI AW, AT T
FHTATETIRT HER AT TS GBI PN 2Reedl | a2, Sial srdrsdies! Iaaddi Tsaet
ATHBTAT ATUHT TN, THUSAH, QAT Wiafeeh! frehrg T A et st
FreE AMHATHT ST Bl HUHT G| PAM o Had WMEMHE T30 (Control) AT
Wig HAles s & (Public Interest)zbzf LT, Elg-H(IObI{GIMIS’S%T*ImI e (Multi-
Stakeholder Engagement), T AT YATEHT JATEAHINAT <aTST 9IS i?i"%% |

3. YQaF T ATIRUMHF FHE (Theoretical and Conceptual Framework)

TEAAE WA SUaeA TR giedd SN UeERE TS (Administrative Politics),
Frata® AT (Public Policy), Toitdes A (Political Economy) T TF&ICHE RIgT-aa&dl
ARG G| TIH! ATIRONCAS AT qed TTA O =0T fFree T 2 afbeg:

o  JORETA Grawe WIMET (Traditional Public Administration - TPA): Woodrow Wilson
T Max Weber I gFaaT ATenRd I9 ROTAT HHARIGT  (Bureaucracy), TaaTaT
(Hierarchy), HTAH! FHER AT T ACEAAS PAM HI A ATIR A2l |

o AN WHEWH® IGEIT (New Public Management - NPM): 94850 I THIE
SREET A=, HrfarrE, A, giaeadt T Fol ST srEeauda dEeh
ANT (3Es: Economy, Efficiency, Effectiveness)ﬂ'lé T AMHAT SHACATITR! Hegl
e |

o AN QEe T (New Public Governance - NPG): < 9 EIRGIEAES gbqldgﬁ o8-
T 9 (Network Governance), 98-3cd1a+ (Co-production), T CIEEIRE? oY REE)

(Public Value Creation) @5 PAM Ea) angﬁEF ®Y HHT 9reiahl F |

3. GESME AT STaedaHT THE AEFEE (Dimensions of PAM)



frafrarada T wiRe 3FETET PAM FT AEHEEATS Sed SR fHE 1 afh:
%) FEWM® AT AT (Public Policy Dimension)

WA D! TAAT, BRI, AT TAT HATET PAM BT HEATE Bl | ST B &AAT
FHEIN AT T, AAH] ASHIE FAY T T ANRGH] GHEABEAS L qFareT T Tl
ot i st o9 |

) WM T4 STaeqqe i AW (Administrative & Managerial Dimension)

TG rEaHE GEAEEd! G5&AcHE T, AFE Gid sqaedqa= (HRM), facita soaeams,
T gESHE TS GRS A6 | T9H] Hed €9 “qAaH ARMGAT AGEHTH T
AT FAT JaTE I 2|

M) Toide T didai~as® A (Political & Democratic Dimension)

PAM A WA AT SATaddeE cqaedds A aled, Al Alb A% Hed-H-IaRT SASUaHT
B | BIID! AEH, qich TABIH, A AUBREBT L, AHIS S AT T AT TqHT
A & g

) AR T GABRATA 9G¥ AT (Public Relations & Stakeholder Engagement)

AGHEH PAM AT GIAHT &% (Right to Information), @A &R (Open Government), T
AR EETH! FUEiT TR 3= WISl {575 | 9PN T ANRE S=h! [aarges
@A (Trust Deficit) FH T AT AW [UTEEH 575 |

Y, FEse AT STaedaaHT Hed faRiaie® (Key Characteristics)

o WEWM® Hed T ©T (Public Value & Public Interest): il Saaeama=a! A Sg¥d AT
(Profit) TSI ] g7 W PAM &I Af-dH A& AN Heal0l T WA Hed [oT T
el

o VATHQRAT T URERIAT (Accountability and Transparency): e AT FAAT TET
ARCTARATH  ATFHTEE G9E, TAIANAHT, ARG G T AT AT IO €A T JAETT
B9 |

o TE-GUBRAT GA (Multi-Stakeholder Networking): TT 2T 970 LTI FHHEE
(Non-state actors) STET- TS, WS 8, AN SIS ¥ AT GHATAATS A AHATAT
TIER IS PAM T ¥ o & |

o AU qUT Wﬁfﬁ A (Constitutional & Legal Legitimacy): PAM &7 IO LD
PRaTHe T SHaBREE Sqh! Hel HIAA (F(Fer) T J=ierd UA-HaeT aRiahm dima gads |

Y. el sgaeamae T rEeiHe WiRer sqaeaTee T (Comparative Analysis)




S SIEEIRED AR SHEE IGEil YA (Private
(Basis) (PAM) Management)

qEwe  fod, g T T | ATRT A (Profit Maximization) T

T v REll EEIESERIITY

< % e, Wigar T HTd j;fg;ﬁ% (Shareholders) T HaTe
Fofa wEear ::%Wﬁﬂﬁ AT T 74, A X TR/ EH Hiad
Terreiroer zw (Taxcs), TAEA T AT fosft e, TR T el AT
— qATH  qoHIdEs T GTHISS P S

ERIE]

&. %Y (Conclusion)

Frifre WHET sFaeamdT (PAM) Taefier ¥ el Aaamon 87 | TRFRETT AreeT-Ha==or
(Command-and-Control) AT TS qe ﬂ'QTJblf I ATAT AT W, A T AN D-
Flad YATHT TUART HSHHH] G | AGME TSUAGEHT IJoda HUHT S A1 - ATAH
YEEAEE (SEd: W] qRadH, HeTard, oifdfeh JGaar) oré AXehE Uerelel TG T
are | awd, aoa, el 8 T AN It bR T aHacd s WA WA st
HIHATH! 6 T ATSAHE! SqaedrTT q#9d g |
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9. UR=T (Introduction)

qraste WA TaEq9T (Public Affairs Management - PAM) &1 3fdeT® T e gat ar
Tw, aRfeafd ¥ ARREHT Radeia agaEEd My wqdRd 8 w1 A
KL E-ET) {13"(73113%% WWW e FEMET (Traditional Public Administration
- TPA) T FIFT Joah! HOR FUATITAT T (Weberian Bureaucracy), Ta@ma, Faaa]
strict T T qoHITceh TEeddrar Wig Ut B | v, arged!, aeragdr St € 3=
ANTART HTR0T TR EHel R0 41 STATsEish! Jaqdeh! Sieel Qs A TArdeesh!
AT T o |

FHATTEY, QA AIHAT SAGEAATH Al THE ATIRONHE TA0EE  (Paradigm
Shifts) S@T U

1. AN WESEE SqaedqqT (New Public Management - NPM)

2. VAT grdee ¥ar (New Public Service - NPS)

3. FAM grase AT (New Public Governance - NPG)
H A AR ArEE SAET T, ANREETHT Wy T YA GAEH edelrs
THET T FH-FE B F&dd o G |

R. TAI WEWH® €T (New Public Management - NPM)

F) TS T 32T
1260 BT THHI A7 T 4350 & TUHD] EATHI dadd (ARRE ear=R) T AHRHT

(TTee TA) 91 NPM &1 8T 9UHT AIH~g | IFINTT TeTETehT AT, GLhT Gl
ﬂ'ﬁa" T AT W FHRT "FEH T FRAT GBI (Reinventing Government) T ARIHT A1
NPM &1 {aema 13 |

§) 9@ <Y < Rgra

NPM % H& T WD T TAEAAS ol oAb Sq@AS FUAA T T

Jiaeraicad Rgra AT AT W Tl 21| Tt Christopher Hood o UTHT&= T
3Es (Economy, Efficiency, Effectiveness) HI EIE] ié"& |

M) e famaes




o TANREHE WEF (Customer) ATA: TNNFHEEATS YAWTET ATH THS TAHT UEH' HhI
TIAT B T SHE®HT A9 (Choice) g WAHHAT & |

o TaFEgIHwr T :lﬁﬁ'l'ﬂ'@ TR UPFaT weaT ui Afae (Results/Output) @5 He ]
T | HAEAIFEEAS HTH T Taaadl & (Let Managers Manage) T INe&ATg
AT AL A3 |

o Pt T SEr gl (Outsourcing/Privatization): {H Ao ﬁ PTH Tlﬁﬁ qrar
TR-graiE HreE Fo SEers sHmr B |

o FRETEicH® AAER: WERN NEmEEd qar e T TEi A yiaeqsl TRuT
AT ER T3 T AN HeT3 |

) AT T GRS
NPM o T&AT 91T 9 T8l ANRG S Had e AT AT 07| e ), g9, T

o (ol enN o o
AdlepdllrAee Hed-Hiddlete Al tﬁ| EISEd WQ NIENISER- K EAREZENIRIE RS NISIRIINED

TG TSR AT AT |
3. AN qrd9iMe ¥4t (New Public Service - NPS)
%) qEIM T ST

FT R000 FH TMHHI GEATH! UAS ST8IE T e S81E (Robert B. Denhardt & Janet V.
Denhardt) & NPM [ g #TA=HT T4 NPS 1 AFURUT A &K | IHE€H! ATAL GLHR
F SANE B Bgd T ANREEE Hael JTHRET/IEH BrgH |

g) o <9 < Rgra

NPS I Al T "WRHREB HH Fa9d AAS (Steering/Rowing) BIg, ANNEHHI qar
(Serving) T 8" Wl WFIATHT ATHRA | TIA A=A ANNGA  (Democratic
Citizenship), T THNS T AERA (Public Interest) A8 TMAAHT H-GHT TEF |

RV IERE RIS

o WT&WF& A AT (Serve Citizens, Not Customers): AHgees SAIE AEH
TS ATIBR T Hded MUHT [NINE Bl TIHT AT T |

o Gawe P! GO (Seek the Public Interest): ATEW-e [&d Wbl SARHIT Rde®d]
WIE a7 AThI-STaThT & A BIg; A1 ANINHeediIHhl 9, Ggard T A,
gretr 2|




o THId® AT T TG FERar (Think Strategically, Act Democratically): STaIwe
AT T FEHHEE ANEHH! Y& FEARAT T AhdA% FEHAEE AT T4
FHTAAIT AT |

. Wﬁiﬁ AR (Value People, Not Just Productivity): 99be®& hdcd IS 4l
BRI S B 3 | 1 ) G R e e | D i e R 2 || e B B E A R P A LA P
§jqa§ |

H) e T GAEE

NPS ATEadl T AEHCHFETHT JehE WY UM STFETHT SI-AreeehT AT BRI 9
ARINHHT ANEE rield TTAT GEE T4 HieT g7 |

¥. ST grawe I (New Public Governance - NPG)

%) IBHW T ST

9 @l AT GEATTE (BT T THH A - Stephen Osborne I AR AR
NPG T 5T 51 | ATSTeT Araiiies T o1 qHeaee (Fed: Ferdarg aed=, Te, Herad)
Ifq wieet g 5 @ 7 9 WHR TFael (TPA/NPS), T T oSX Udelel (NPM) GHIEM T
g Wl Fehyd! T NPG HT 32T 9T |

g) qa <9 < Rgra

NPG I He 39 e, El_g’-‘T&ﬂ'q AT (Network Governance) T ¥g-Icue (Co-
production)" BT | T TFSICHS G T TEANTT T (Institutional Networks) T8 IS

g
) e frmaes

o %—W YA (Multi-Stakeholder Networks): 9T& YA T (State),ﬁﬁﬁ
& (Market) T NI FATS (Civil Society) TTs THIT AHEARST €IAT Tahihd T |

o YATHT TE-IET (Co-production & Co-design): ATESH I T Jarhl fgog" qow
YATEHT ANNE T GURRATAREAS JTeT ©IHT JEHNT TRIS |

. DTHTAT GFIT T PE: AeTHTAT ATST a1 FESAT (Contracts) W H7aT TEATEE T
fEauRFeEaT®! SHHE Araeaved, A T e 9 5|

. aﬁﬁmwﬁﬁm (Public Value Creation):ﬂ% TEEEH! GId T AAS ch?lccbd RIE)
FHSH] AR AT ASD Ao (AT T |




¥. PAM T SMTHT TI-AVRED! TATCHE [TATT

NPM (New Public = NPS (New Public = NPG (New Public
AT SATER .
Management) Service) Governance)
: afd® REgra T dwditas Rgrd | ageacas REra <
kN EEIRCEI R T AT TqATA
ARG HT AEER / 98-IcdeH
e (Customer) AR (Citizen)
‘3@75[ (Partner)
Rpcarea) EIREFERIE) Y /e sishdr A /qarE el
&ﬁﬁb‘l‘ (Steering) (Serving) (Facilitating)
s TEAT, UdEgal T | 9EwHe Bd ¥ Hedd, 9ud T
: ST (3Es) A% Ted AESHE T
IAETRAAHT IR T HEEEEA | GEgE, TR® T Sg-uE e T
TEq LEED A TEINTT qFaeg

[N

&. @ (Conclusion)

WA AHAT STTEATT (PAM) AT ATTHT AT a9 GRAAT (Paradigm Shift) < FETEEHT
fTFEHaaE TAEE | NPM o 9@ & SEal < Afdeiel Hewd Al NPS o
AHAIa% e T AN AGHRATS TT-EMT T, 97 NPG T AT TRTHT Sieel e
FHTIHT AN Eh < G AT IMEAD! el T@UH! 3 |

F U U3er Rigra ATHAT 90 G| AT ATEHE T SHEET Aredsli= JeEEer NPM
TEAT, NPS I @ T AAl-A% Hed, T NPG HI Febid T qaIiells Uaidhd T
"IIE T AN - irad YA Jomed Hfor 1+ stmaeass o |
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FTYRI T Hexd (Concept and Significance of
Strategic Management in Public Sector)

q. 9= (Introduction)

THATHAE AT TETHT Wi Saaedra= (Strategic Management) U% Feae TI%C_ONﬁ
T ATY SHTEATHIT A BT | 9 &l sreredien! qiad=efer wfafar, srvg s, At
&l AU T AT AA-AgaHT o Wt Hdmeedrs TEsEi sae WHds ae T

Yiodlepl ATRYh Al Y] §Tl

TN ETHT WIS Sqaeaa=elrs e & a1 97 & (Military Sector) AT T HHS
T T HooT T HATETHABT ©IAT WA ST | T, T Grasies saaedqmd_ (New Public
Management - NPM) T TET ATLROTEEH! Sl Ardoli-e S| o T8 Wi
ST TR | FEasd &FHT WHIde sTaearas Tallel "gLhTa a1 graviHe Mbraged
AMFN SHBTAT a (Vision), T&T (Mission) < E%W'@ (Objectives) B ST v
ArarEiy g T8 WEifdeE agar T, e srtaae T X A G T 981y
YERAT A1E TESF |

R, Wﬁ? W '{U'F'ﬂ% W EERIEUIE (Concept of Strategic Management

in Public Sector)

e &HT WHIdE cqaeaaT had Uk Uch edias 13T HMH A Bied, a1 Udh
f=ax T Wfaefer %6 (Dynamic Process) 81 | T€el ATEWHE HHTIgEdTs TFITETT AT
e T e yerafe s (Day-to-day operations) H ITAATE A WW—W
(Future-oriented) TAfST-hirgd (Result-oriented) W |

F) THAIGE STTEIITHT A ATARAT TTEE
AEAAE &AD] A% AT HLITAT A FeT TAEEH] I WIoTAT Bivgd Bra:

1. B sfeer wat B2 (Where are we now?) — SEITH! a0 Rafd, Awarke® &dHar (I
T gl UEEE) T AE AAE (AFEE T IAEE) H At aHiEr T |

2. B Fat qi ﬂ'l%f_s,al? (Where do we want to go?) _ earel AfFsIqT Wty T @il
HHTA e, T&d T ARG ILIe€ ad 7 |



3. B et BEY TET (How do we get there?) — ST BRI T ATA9IH WHAIKEE,
FHAS, T T AIA-A8HT TR aR=re T T |

@) et T v 8= WHifde sqaeama=ar =T

ST ST TEiTds STaedmaAah! qa 37 Hideqdicid @l (Competitive Advantage) T =TT
MG (Profit Maximization) T 575 | X, AN &FAHT TGHT T 47 HASb qed fosiar
(Public Value Creation), TTHITSIE =1, AN A=df® T B! Tl T4 TR B T
|

3. UEVM®  §FA WHIke  caaeddTel  Wexd  (Significance of Strategic
Management)

EHE SAH WHITd® Taeau=Hh Heed T AN=cAers 28 Saiierasm Jaeedr Fegd
AT @0 T Ao

9. TF SEbRIT Iy T qadarset d=cd (Clear Direction & Elimination of Ad-hocism)

AESHH HHIEE W AUl GHEdr T 2 TS BT Afes T | A
I GEATATS Ud SIERKRIEE] (Roadmap) WaTq T|§| T @il AT 9 SARhH I
TAAABT ATAAT HTH T4 deddE (Ad-hocism) HT AT T HHTAT T T AT
ATAR HH T WEd T |

R. WESHEH He T T (ST S (Focus on Public Value and Results)

TEORETT JeTEAel I, 6a1 T aeie @9 WAl % WU (Input & Process) =l HAAT HIA
e favear | T oaearael "aTHI TR HIHAIE TREH! AETEdCll Heal IR
A" W AT (Outcome & Impact) T BIEEIEES H T (Public Value Creation) HT EIE]

=g |
3. W Fa-argaat AJoAdH STANT (Optimal Utilization of Resources)

G FrebreEed T oore, sefts ¥ wqa g Afd geg | WEilde caaearaTel arrEia
AT ATE S WEWEdT W SeEE ueee T Sueed Gid-grEgaars fon
AT Hiad (Prioritization) T HEAN TATSS, T &I HAH! Fola@™ T IGRITAT
RUEEER

Y. STET AATEuRIT AP Adl (Adaptability to External Environment)

AESHE HBEEE TSldd, ATd, qHTNE, FiEdide T Haemtd (PESTLE) ATdraRursie
YA YA gl WTde  SqaeadTl SWOT Analysis (@ e, g UL, A T




GAEE) Whd FTE] A TS IRATTEETE THATH T8 TIAFaR A T FriHa
TRATS T A= T AT Y& T |

Y. 99 VAThsedl < IRGRIAr (Enhanced Accountability and Transparency)

TEIAH  STIEAIAAT TAF  ILIHT AN TIF HAGFIET qa%e® (Key Performance
Indicators-KPIs)TW’iﬂﬂT?ﬁ%@@l W‘W‘T;ﬁﬁmm AT Hid BT T
el FH! 98T AT T4 Al gog ¥ AN, §8% T4 HaWe Mareedd Saeaticed
ahalE g |

&. AAL-MHE THaT T A A6 (Inter—agency Coordination)

AT AT et AT - A qHEATEE (FEd: TR SR, Serry uRkad=) F uger
HATTT a1 BT Uahelel THTETT T4 GaaT | e sqaedmTel [ et NaHueE,
Aol & T T qaTse gHeaT, e T 9 (Network) AT 79 reame T e |

¥. Fs®d (Conclusion)

AEH A WHIGF STaedde Fad Uel dgedd a1 TeEHE Had 7 e, Al
QIR ¥ AN -Hivgd a1 YaEH! Uh AW o 8| TG Qe Hbreeds
AT &TAAT T AT ATAETEe Miefiel Feqer HEw T4 THedhl daEagE e T
AT 1SS |

T & [AErTE TMEEH WHIdE AR AT g T qa Toiie raagarst

) o o N\ o
FHH, A Tl thael ¥y ¥ HOR FUAIAAT HIAHT BRI HAaaT &7

FANR WHl G| 99, WHde TIeqITdE BRIGTAT AT FIHd 0@ ATHBTAT @9
gieT (MTEF), Aded@l aoie T HEFIET HedisTai HeSeh ad A6g TS AT
eI a9 2 |

HESAe AT WHATdS TGECIIT_ TAIB! Y3641 (Process of

Formulation of Strategic Management)

q. 9= (Introduction)

e A WS qaedI (I\fi*ll (Strategic Management Formulation) AT Ebd"f qf5
TIHT a1 Aol [Tl ATFAT SEFTAT Twded, de T ILYUe® WH THHT i a8
THIEE T FHAGARE TR T Femmeas qar [ua qeearers Jsg | ar Sad
FHWETAT AT W B AT BIg; AT GEAThT AT S0dT T @l ardraerey aefier

*
AT TS U suafeud T dsiiHe f&ter 8|




S ST WHIGH AAEAT Aoar &7 (ol S Wed Bl AIET A1 SR Heell T
el W | Tt ARG ST AT, GAdiHb FTIc, FraTSs =0, TaEsveb Gl st
(Public Value Creation)Fﬂ—% Heg AT O WHIdeE AT Tlﬁf_iﬁl ar Uk (g T D)
R 2|

3. TAIAE STIEAIT TSHIHT THE SMEE (Key Steps in Strategy Formulation)

I SHAEATIT AS(AT T UhaTcrs Hed €A1 SeE@E! & 9c] Hid UEEH! [aHe
TR & Aihrag:

T q: AHBTAA @?’,W T G%W'@?f IREGU (Setting Vision, Mission, & Objectives)

I ASATD! qieell T ATIRIT HIH ! GedTh] Afeded T Wiasdeh! {8 T€ T 2

. OFHEEIT G (Vision): GeATe Aiaega MG @ (W=d: ¥ a1 90 a¥) W HEdr
T BT T =grg Ao dreareiy B (Ieeon "Rived, oredf T mifes-
Hivgd JeHHE qar”)

o TA AET (Mission): TEIATHT ARTAHT A HR, HIA FgE T HET TMAA % B2
T GEITT FHEHT AN T o B T, Wel T 1T |

o TeYUEE (Objectives): A ¥ A&T U T[T NI AMBUHT WIS, AOTATT T
qHIdg d&gg% (SMART Objectives - Specific, Measurable, Achievable, Relevant, Time-
bound) |

TT 3 AAETT =AY (Environmental Analysis)
T TSTAT TTFeATE T ST AT YR AT U | T€T AR gEAe AREE
‘;I?ﬁ"T Wz

o TGN ATAEXT AT (Internal Analysis): GEATAHT qaeT T&T (Strengths) Tg_@i‘?l'
& (Weaknesses)ﬁ e T | T9 A-aiid SHeh el gerdr, wiary, i ot T

FFACHS GAATHI HeaTge g |

o Hl@ 4Araradm B ETr  (External Analysis - PESTLE): 9€J¥wal AEHT FFAT
(Opportunities)?ﬁ?ﬁ/‘@’d’{[ (Threats)aﬁ o | TEEr qeHideE (Political),
E1IDES (Economic), qrarfors (Social), PIEIERIG (Technological), Wl_'\fﬁ (Legal), T

AATEONT (Environmental) FREEEHT ALTTT T |

SWOT Matching: AR T USEEAs AE] ATEEEAT AT T oo T&eears gar
¢ HTEl FAEEeTE S Y WA SHree A AT dfart g |




T 3 WHEID AHede®d! Ao T HedrgT (Identifying and Evaluating Strategic

Alternatives)

FrAEiT AT Ysasuy a8 ek T e genfed ser a1 Heede® (Strategic
Options) M ATIT |

o IY I "EHRAT A& TS T Hiddel Ahede® ga?" AT AT g |

o UYIUF TAFHcUR! ANTG-AH AT (Cost-Benefit Analysis), TEIEIAT  (Feasibility),

S dH O T T SIRIHaT Feargd g |
T ¥ 'H?ﬁ@g LUERTIRET) ET'hE (Strategic Choice & Selection)

UgA TINUHT (A= fadcdeede el &Hdl, IUasd doid, T ol /arHieid
THFHIATHT ATIRET FAH=ET TAEHT W Foe g |

o ESH® &AA WHIA GAE &1 T9el WawEe qed' (Public Value) Hid RS g
T AN foramE Hid fieg 9= 0 g Fuiasdl g7g |

T Y W ?hw,a%rc: < (;L‘ﬂohﬁt-\or;\l ('I\fil-ll (Developing Strategic Plan, Budget, & KPIs)

FAIE TMRUHT WHITAT FRAIAITT FATST TIF WHIdH AT et (Strategic Plan
Document) dITL QTW |

. FRHA qA Coarme: TR B T A AA-ge BHEEH T4 |

o TUC T QA ATIEAT: ATATAG HETHFHTAT @ &=l (MTEF) T MY ST TS
T facfT | dre |

o FHEAGHRT qEHe® (KPls): HH WU-TAUS] AT 1 TE, TRHATCHS a1 TUCHS
TAHEE Al |

o TEIGE T SERAT: FT B FEA T BRAEEH TREET T GEHEEHR AT e
FHEr w9 91 |

T &: GUBRATAEERITD] ITHI T 3131%3_'{ (Stakeholder Consultation & Formal Approval)
S ST AT THTET g aae |

. TR NRUH! FEEMET ANRE TH, W S, HHE T A e T gawd T
FAEEE GHEL TS |

o ICHHT, GEEIA HeATd, A-AARTE a1 AR Fahae 3 Wi A rars
ﬁWTﬁTJF ?Oﬂifﬁ (Formal Sanction/Approval) ié%"& |




3. Y (Conclusion)

WEANHD & WAdD ATEATTT TAAT T Wbl TeAqTelrs aadaa (Ad-hocism) S Heh
T UH [iEd T AfdergEr AniEEer @eeg B e 9 T wEd [uioEe ge w8
At @, Hebeus®l FAE T MTEF WD! old ATEgarasd A3ET WHIdd aofHl
EIE R I e

I STEAT FHEHE TMEEAT WAIAH ASAEE BRH THY TAT Y A FE ]S
SWOT Tl it T el AW ATTZATHT BT WAAEE BIAaATH] T DT
| a9, Wi aefar &t J adte dudr T Sia-araasl 9 dfha 10 A
T HATFEITART AT TS AT ATATAHT & |

ESM® ATHT WHIP sgaedaTe! sr-aa9 (Implementation of

Strategic Management in Public Sector)

q. 9= (Introduction)
AT A WHIdD SAaeAITD] BrT~adT (Implementation of Strategic Management)

TATT HEHT TAR GIRUHT GTHbIel A, A&7, Hiid T WHIdeeds aedd®  I98l,
HTGSAT T ATSHT TAATT T AHATAS AL | HIGH AT THT ]

AT (Formulation) WAGHF IoFE T A6 WU UM A G GHEH10 Fraf-aa+ g7

N

b W I haed BE e A1 AT &1 70 |

9@@ Waﬂ_’ﬁ%ﬁ{ Thomas Bonoma T 3T, "FBHAT TTAT T JchE F1gaT7cl %—5’}
A [ GFe, T GeBE AT T FHAT FAATT FE FGHTA T faeeg | A g
AT WA ST Wi Frafaa 88 wiee gg; Bt 7t Torifas wormE, s
ST, Tg-AUBRATAH] HIh-FH AUET T HER HHAT-AT G (Rigid Bureaucracy)

g e wf agge g |
3. WA HEadH T9E AAH T J6A8E_(Key Dimensions and Process of

Implementation)

HESHE & WA ATl AhAdId® HATaaT T as] Hed AAHEEH! e
) WHIE AT T e AEE (Resource & Budget Alignment)

T AT AR dedl T SR ol S giRtaaar & |




o UMIdE AeTeTcAs HETHHBTAT @@= &=l (MTEF - Medium Term Expenditure
Framework) X @M% F9CETT Yog&l A AGIIE |

o SoiE forTERT AT O g7 AUl I WAl W HIaE AT I e e
U ECE CAE I EPIEE I TG EEY

) G5oIca® YCaATH! U (Structural Realignment)

FAEAIAHRT URE @ "Structure follows Strategy"%f W wed Tt e et T
T W e SNt g w9y |

o T WA ATER FHH T GEAD] GESACHS G, MEREH)  SFHaN, T
AlPRB! FAISH (Delegation of Authority) IRHTST THIE |

) WHE A Sgaed_ T FHAT 9% (Human Resource Mobilization & Capacity Building)
T = T qed Hedd HHA B |
o TG ATARHT FREE GFIEA T GEH, IR T T& FAIch IR=red TH9E |

o HHIANIEEAS AT WHID T FETEET dAvged TS FdT difer® T &Hdr feemraednt
FHAHH AT AT |

CINNIGIEES %l?j‘c_ﬂf T UREAT STaedaT (Leadership and Change Management)

AT HRAFEET & e WA T aifeae qiadas! Had (Resistance to Change) B
g |

o T T Widerg Acael HHABEAS WHIAH ALABEATT TR T, TE FAR T T
IRATTATS GEs TIAT FAHR I ATAER SIS |

) AJHT, HelTgT X e (Monitoring, Evaluation, & Feedback)
Frateae yRnar Feified femar Te@H g o g 9 B A AT qeaeas® gy |

o ¥ HHGHEA qa&e® (KPIs - Key Performance Indicators)ﬁ ATIRAT (T A9

T

o @ ATAEIH! GREATH ATTAT A1 AET ATIR HIH THIAT Tl GIRIHE HIH
(Corrective Actions) e |

3. Grisie ST SIS qe THAEE (Challenges in Implementation)




AT ST [AHTAAE SUEEH] QEsd &A1 AT oAl Sd 9es ardee, Hraeaas
w7 3k A 9| e wHeaEE S S g

o quAifde T NATa ARNRAn IR T HAlE® aFR UREdd WEieal  dAftiedl
TLHRHT WHIAE TIHEAEE AATT T a7 Fafer |

o WHIA T oI D! AGFI: WA AT Hecalbial axrgd a¥ dite seic
T BRHAA TH AR THH [T 781 |

o TERIHE T HIR FHAKAA: Ad (Outcome) H=aT U I, HIET T Ut
(Procedure) AT F&T €T v TRFTRITE AT |

. FANR SUGEMIE T [EHR/IVSH 3E: WHITH A& B 0 Afshrieedrs
HRATE g T A B e1s AedE Aag IR’ |

. I FHEGHIRT TEHEE (Vague KPIs): WA ATT 7T TA€ T aXGHE GAHEEH]
FH g

¥. Fved (Conclusion)

HESHE & I AR AT THH! T {2l T TAEHRT BT g
R g | OEilde FEFaaT wad WiEEd B AT B, AT T AeHide Fidegd,
A TEAT, i A T AdSTHE GERdR] Thidd €9 o |

AH! AESE FIGTH THIGH AGHEE SIS ad T8 dd Sraad qe a9

fhaell e U@ g qud, WHIaE Aers soe (MTEF) 31 HEea 9Y JEg T8,
Fdcaars A IEE TR T gg@ ATAA qAT {37 J0ell (M&E System) TATIAT
T HA FES i+ & TG cqaedIsh! Tohel Ao qo i &7 |

e A1 WHIdS STaeddT_ Brr-ad-H] GHEAEE (Problems in

Implementing Strategic Management in Public Sector)

q. 9= (Introduction)

raEE HTH WHIS FaeqITh! Sr-adT (Implementation of Strategic Management)
TATT HEHT TR IRUHT GTHbIee ar, d&d, Hiid T WHIdeeds aedd®  I98l,

o o o c ) o IS .
RIIATSTAT T AIASITHT &Y= Tﬁ' Ab Yledlg S{DS-HS?}H LAlld e dlst—l daiHl (Formulatlon)

T Wiagd AFMHE T SAARAT U AN DT AEAEE ARl BETEaI GEEr 5 iR
g9 |




TSl & Qe AW ST I ST wr=ae A Wided, Tt
T gogelier grg | Tt o =Ry T S0 {9ea) &ar T0E T U Jeed Erg A
S GAAT TE-UBRATADT  AULN, TSl BEAS, BIIA HERAT T WA
JOEed ST favueE WU gl hoeaed, Rrawi § (@ @ e s
faTETE TEEEAT) WIS AR HROH AT g ¥ FATad-TH] aeal AT o
e T GHedt ! g |

3. HESM® SAHT WIS Sqaedd Hi-adqH] 4ed GHEdEE (Major Problems)

WESHE A WHIAEH FaEAGT BT T q@l G GHEAREAs d8dl Hed
NfFeedr AT T giEg:

9. T ATCIRAT T Waagatel AT (Political Instability and Lack of Political Will)

o TR GREGT g TAR@An TR, Aol a1 qomide 1qcd qRadd garard et
FLH FAYHT BT WHIAH AAEE AqTS I a1 IF g T |

o AT ABOAAWC SAM: TAANATE® T Y aWepl A a5 a1 AeuHIe
AHMT (Populist) PRIFHEEHAT dGT Hirgd Frag, T8 &1 q0-q% a0 LrHBHTA
TS G AT T |

R. BOR T ‘J%Fql'ﬂ'@ FHHAQTA (Bureaucratic Rigidity and Process Orientation)

O E DR A I E o 1 éf Araw Ao A= WERETT B Haraeael  "Hids (Outcome) ED
A" 9eaT A "I T FAT (Procedure) T AT 6 AU 9ol HUAT W18 67 |
o HAUBR BB T GeGE: Wil [Hoies ga Tiaar ferqad g, a2 aresti-e
[eEEdT TEEIE (Hierarchy) T WTgel HHISH WRAEI W&l HA=FTH gerg
T |
3. WM T AN Toiaaae! AqF~d (Resource and Budgetary Mismatch)
. WECATHIEN AT T WA Fore: TS TEATEs oAl a1 gl T WEcalhia] qedee

AR, T A aie & &l ias! HH g7 |

o MTEF ¥ fhaell stergan: WHiide AeTars AeaHaeTeis @9 o=l (MTEF) T s
Sole ST FHETEHT A SNSHHTHT o, T a1 ASH THAR T T9e e
W T g |

¥. S T AT AEIEE (Ambiguous and Conflicting Goals)



. TENNE A UHUCH AME T (Efficiency), AHINE FHAT (Equity), SHTSRTAT

T Sl Fe e HEH 0 g |
o A ITYIEE FHATT AACATHT THTIRH AT 3T TS Aqcd H WHAers e
AR & W= HAT G g |

Y. TREcHHT I T SHATeT B (Resistance to Change & Human Resource Deficit)

. TOUQI HENAR W At Orifde Tat Rl ut seidesi T At
JOETeT Ag | ) FHEKEE WH @8 ®afd (Comfort Zone) AT o1& &aTG gl
AT FEATFEITST ATANH @ (Resistance) 5 |

o TE TAYIH] STE: WIHITdH ATSTATATS A(TATAT Tger FMe WATde H, Fayuneas
ETHAT T YD AT AUb! Aeolid HHAEEA HH g |

&, HHAAR AJITHA, HeATET T WP /TS Ul (Weak M&E & Lack of Accountability)

. FIE GEFHEE (Vague KPIs): WHI(H A& BRI FAT/AGT HAT AT T IHATICHE
N Y qEADHEEH! HH B |

. IOGEHRICAR! AWE: AFFUHT WHIAS T B T AfTbreees F HRAE
& T THT FIH THAE Feded Aiege aRardrer et wrafraamdiee el e |

3. GHIEMS] GIRIcHE IUIEE (Strategies for Improvement)
A EHT WA cqaeITH] T HAAITH] AN SeH] HIHEE =led ATALAH
EX
. erifas T A Fearan: afta aecassT Wi AemeeAr e @At (Political
Consensus) TIH T BRI IREds U = Aifawa Feeaear e

o AVNCHIMH! AMAE ATHGAT: THITdE TS FEAHBTH @ g (MTEF) T a1fies
FICHT TAST TIH ST AA THa T |

o TARSTYE STRETRICE: Uei HATed TqE a1 GiEeeT HrEardE G (Performance
Agreement) T ST ATIRAT TEFR T TUSHI L g€ T |

. R T TRRER T ER EA AR welied 18 Ried T (e
Governance) T qﬁﬁ'l’flp@ Eﬁrﬁﬂ"@% AYATIA |




o GI3 ATTAT WOUH: aTedicl qHA (Real-time) AT WG AGH T Fiebl T T KPIs
AN ATIHT TN AT P (AT 0 |

¥. A9 (Conclusion)

AW SAHT WA ST Haa T Had UIel Wiaied a1 JeaHs sl A7
T A SIS Tidegd, i S, TWEHe  SAar X IRadd sgaedaT (Change
Management)ﬁ Qﬁﬂo_cf TEAT 2|

T, WA A eears gra¥ "SR Seaes” | A HHT T0@r o dereedrs |-
AT (M) HT G, TMEHF FoR, T T ITEAEAIT AT FHAT AA A1
&AW LI SAqEqITH] ATEdad Bl ANNHIFH ST |l |

I A1 e R M s L o S e 2 L DR P

[ELDICEN

F U GEAT AT GEAHT qHEAl TGB! HHANEEH] AT, HFLNAA T Feeed T
HTHHT THEHIRATHT X U6, | GEATHT STHBIAT a&d Bl T HHaIg®Hh! b d &
T AT e A WE A Aersy dHard grg | A9 weafur SHeree caee
(Performance Management) Ud eI Wj‘f T aﬁﬁiﬁ ﬁw YA IS 31T§7§§|
TA FHAEEH! HTHH Hedlgd T4 A TWe ey Mi-al AN T Wredmes fod
FHE T |

W"lﬁ? W EERIEIN (Concent of Performance Management)

HAGEET STaCATIT BT TEATHT THT 2T T Ie9T WHHT AN HHAEEd! BIILTHar
AElg T, INEEDH! BB FINALT T4 T [T IR @ U Faredd qear 2l |
AT AYHT A=A TR 3ﬁ'cl_°!Tﬁ_OF HETEAEA Hedlgd (Performance Appraisal) AT ﬁﬁ; g
ﬁﬁ ﬂf@i(&i"l QEFIr'\'I("CI( YR (Continuous Process)g}l

qEId: HEGFIET SATEqITA WX THE 6T THET T

. W& NG (Planning & Goal Setting): TEIAHI TET FATAR FHAAHT AN T T
AT AT aF g |

o IJMHT T AWee (Monitoring & Coaching): ®TH B ELEL) EREL é"“‘f T %bg T
AT TET HHAATS IS/ ARE T HH 573 |



o HEAET T YARA (Appraising & Feedback): ThUHI THIAT HEGFIGAD] TS
F3ad T AfdeTaR FaE gewe e |

o JUWPR Y [EEar (Rewarding & Development): 3ChE HH TS qar=ATd AT NSRS
fievg 9 FHSR IRIUBT EAAT AMCTHB] Al Mg |

Collect
Data
& Analyze
Results

Plan and

Set Goals

Performance
Management

Use Data
Jfor
Cozmw;lcale Decision-
esults Making

==

Fig. HIGTIIGH SHATATITHT =6

Wﬁ? W Hexd (Signiﬁcance of Performance Management)

AYHF  TACAITHT GRS AT T HEaTe A | T9H THE

HeTaeedls (MFaR I8 91° A6

a4 He<d / BIgal

q. TN AET BT | 9T HHATIHT SARKIT IIdcATs eIl qHT HITIRAT
T Trﬁ_si?,@ (Strategic Alignment) |

R. SARHE T WF A% T A WARRAT (Feedback) TISET HHATIEE
FEAAAH g AT qUT EAHATRT AT B T |



a7 He<d / wIgal

3. A fAe™ T FHIRST 9o T FHNR U TS W AT F qierH qaaT
AT AN T FREHH I T Agd T |

Y., Fum ufeamr | e, TOd 9, 9ear a1 TEER el A S9rd et
qRERfr FuiEE feaer T qearsHr e geg |

Y. FHHADH! ARG T | AT BB ST TeAET T Ha GaT HHADT ATCHIA
F"_g[% 9gg T 9T g X (Employee Turnover) ¥¢g |

& F: HIEGFIET HAEATT AT FHAITE T & a1 el THIA TAGTHT AR
BIE, A1 SHEEaTs 98w U SEaRAl A 9ersy UF GedNcHs HIedH o |

Gz

TR ¥ Tl EeT FHveET At TMEE HEEEIE  Saaedad UuTeidl  HiHeT
AT o | TRl AT T FHASN GHIX TFI=e FIIH TEHT T GEATTS oI
GieqgTcH® T qae 13T HEd 6 | el qeblel AN TR HIAEFIE caaedrd—el gedl
T A gA! AR B T whiy ghEE vy




L s o O I B 2 e M G

(Discretion, Integrity and Ethics in Public Sector)

IELCICEN

ES® JET (Public Administration) TSA T ANNFA=H! A& Tl 21 | SAdTells (egel-
?,Qﬁ_cﬁ T YEHT AT Yae Tlif, NEUGE] (Good Governance) HTIH RUC IS AR T AfeTmRT
AW T EASAHE &AH] NAHD e 21| Tg Acacrs Fherdiel Qe G Tl Al
FSae o a1 dEHE MeagEr m TRTIHTIEEHT [dae (Discretion),‘ﬂ?qﬁ'BT
(lntegrity) T (Ethics) T JURA AFEd Ay | A 9 doage 3 Wﬂﬁa’? BIEEIEED
SHAETIADT A ST TTFAEE g |

q. WEN® 9% (Administrative Discretion)

WA HATAT [ddd WaATel I T FaHeT aRfaha @ aifald aqar 3, saEee T
IR i o wa AR T ARarers She e |

FAT T AfdEed GHSET G qEAlEd RIS wHeT G| o, Qe
FMEFEEAS TRl TR, ARG RT AT H T T 6T [Rglrdars eam e Tar
TAfEa® JART T ATER TEuar g |

N I H: WS s wb] Ta=geamar (Arbitrariness) 2184 | A faa@aHT TRT
oer, aREel T WEeNE BAH 9O 9 I9] R T AUHRS] FeTANTdTs SR (7 |

. GreSiMe SFHT 9<aMBT_(Integrity in Public Sector)

TAMST ATHT SARKIT Tard, T T TEEeal AT IET AT HAcde® SHHERITa® <
forafera =1 o€ o T 21 A FoaAer AW O T A A, % B AesT U GE B
T 2

s ATFTHEEIT TASHT A, WET ¥ ATHFRF! A g7 | TSI TaFHeears:
« YT 9T T AUHREN TETN g T |
o AT AW A FEEREE 6T e |
o TEWME Grae! Tl T Haeudt v 1 uika e |




3. EERE éﬁﬁﬂ (Professional Ethics)

A WIAeEes JEg | vies A Afaebdiel e, TRafRldr, sSErmsRd
FANEIH FFATS Faad T |

S TR el T T IHE i Rgaee:

o FUEar (Impartiality): B W TS, STdE, 91 SAfha qawE W w@S
AR TAE STd@R I |

o TARRAT (Accountability): ATHFT 0l T HH-FRAEH! FEER Aher for |
o UREMRIdr (Transparency): eRar ¥ FuigeEars Gedl T Y T |

B2 I s R s L 2 O B R s
A YAmET A AT ATURON Ueb-ABTHT TR ATl

L] e AT S ICIERC)
IEEED Al T OEER® | GcmST T AEdr BT e eegE
(Discretion) BURRREE IPEILS TYE 99 T |
qamsT THAMER ¥ FE W | gHsS WEEdE  [@aedl 98l T
(Integrity) I TQWCI;Uf TN T AARE o (4 |
Afear e T T gearsd | Aidbdrel  Gesie Baer e
(Ethics) HITIS ARTGY Y&TT e |

Gk

s G e, qeaer T w4 Agivas [ qe gge; A Aniesh
ToAIAHT A (Public Trust) RFTS #6qvg | o T BT | GUIEA <a1S Fa;
AGFET M A FaEEE wEn T AW ge Af® o ¥ 9AWEl gy dEavas g
qrAF AfFTiees A TEfEamare Geasl T Sfahars FYE T FAN VA A
THE, YETERAT T A GHHT AT F99d g7 |




L1 1 [ R L W o R e Ol o s | G AR B KU
Frer e

AP AHBATAD HT JUTAAT rEsie6 FTET (Public Administration) TR T TS
ST WEA WEAW 81| ANMREHHT AaHd T T, FTATHT qa WS ¥ fawra-Fafome
FrieEars AY Fered SEE aEete Fewm T et FrRa agiaseen g |
S JaTels e, TAEH, SHHE! T R Fars-eT ol {4ae@ (Discretion), TeST
(Integrity) TXR&AT (Ethics) AFaT acage® AURIREIEEE U SR EE SR A BEatiEL e
AR T Foof ypared anteef e

9. WM [aeedl ATERIT (Concept of Discretion)

ASF FIETAT [q9%  (Administrative Discretion) ¥aTl @AM &I, A T st
aRfafE @ aRiEald agEr S, deasa T ey Foi o ge aiieRas e |

o FEAYIHA: FA T FAHEE WA T FAATH g | el qHSET AR B
fafere T sfea Rafdars afeer 3 Taiqar 79 GeFa | 8o, SRl THEar THIm
T SARAHT AN FAEEHATS E@laad FART T AgHR [GZ0H g7 |

o O BEE e WA T A1 TEegrE (Arbitrary) g g Bgd | A1 g8 o
33" (Rule of Law) 198 | 4% Rrarae qeafigr T Afcsbarare oo Tiar s 7wt
ATHFRBT TETNT T IEERATS HFArSF |

. TAMSIHT_ AT (Concept of Integrity)

FeAMST (Integrity) Wollel T STETAT oo Hidd Fod-A=dl, THFERT T Hoaemamn
AR I T 27| JEeh! Arer ot AT deadd I €9 MEEe w " e

o A TH: GAWST FAA AT FAH AT FHIAHT ST HIH T A SIS AT T AR
AT A T AT SCTHT gog | HaT T4CaT a1 AHT et i aey, Fowey
T =l M T T AeAtST €|

o FEAAHE SAA AWHT: WASNE TEIIHREEHT ToqH] G, qe T b 75 |
FAMBT Igedrs sahid €@, JW, Yald a1 qoHide  geneval A 36T
- Baar | T IRkd T |

3, IRFAH! TR (Concept of Ethics)




AT (Ethics) STer B a0 T AT FHISAT 9 AR A" B T B A B AR
fior w1 v g T AuETgeed! auEers Tede | At S AT sAEai
ﬁﬁw (Professional Ethics) A |

St & BT TG e HH g

o S9E@r (Impartiality): &, 9T, o1, a1 ToHilde STEATHT ATIAT HEHE T 9T
TR T |

o TURERIAT (Transparency): MU WERATAS el T TO€ TG Al ARG FF Qe
GESN

o SATHE(RAT (Accountability): ATHFT Ul T FHEIEEAE T Y= e %"ltfl

W‘lﬁ T AN (Empathy & Service Orientation): AR HT g“@ﬁ&:ﬂ?@ Tgl:@'{

FAWET FFASAE TR T |

I 16 B O R | e CAR R EA LIRS A i )

S HaeTTH A AAIROEE A IRIEFT T EH §rg:

AR | HET HTER ArAGF T BT
R | T < R R < s R R

Hedlgd

o~

arar®d FEr T fE@er gemam ga ARk araRe FEe

‘ ECIEEEY (Internal Compass)aﬁ BH Tl?gS |
ol T SAadde | aidee 9ataT & T/F T el HIEEe
ARrar
HYevg (Guidelines) T&T9 % |
Eica

IS JATHT T, AT T BT GUEAbT ATIRFETAT | B SHags Th 9T
9 TS FART T cafh A AfdE Fa T GeAET WO A GO BEE g qae |
AEH ATBTAEE ATHATS T TAhab] ATABRAE Foo Hiciebal T FeATSTHT HhaT

TET TN AT HA ANNEHR TSGR a8 G358 §7g T q9E GASID] (AT aqe
T |




rav[e A9 HaEs SFaedT (Discretion

Management in Public Sector)

IELCICEN

AT TRETAT i AT T4 FHrafvasTsm Haa Ausaeears s qriam= @
uRitad wqER I Fuim fom ga safger feguaet geg, Seens wene e
(Administrative Discretion) =+ | ERGIEY Hifdeee wursH T FER T WA REUDINEIEY
qfeed qATTHM T T AUHTT JaT FAEATS el T SAagiNd gAee [Hawb! AfER
AATF UG | T AGA TEH TRUST [AaFmR AGERAS WEl ARl WART, FEer ¥
e TH T LUCRIED) %ﬁﬁmﬁ TG (Discretion Management)_@ |

ﬁ%ﬁ W AT (Concept of Discretion Management)

o &9 Eeabd! UaedTaT Halel YeHE do7 JEabieedrs [GgUhl Tadasy
AYHRHT TETANT §H AGs TqATE ANME T8, GUET T 7A—HT TG ATHTH FANT

RS HHEdE THSE |

EECARELICEED e T HHT TEEAHT A %Ralé@wﬁm (Arbitrariness)w
A T TS MIHasd fda@ (Structured/Regulated Discretion) AT EA=A0T T 2 |

T HH: e T 9 FE=ar el T FeR T e (Rigid) I W fEdrs
A FIEET ISR T AT (Nepotism) o W5 UNSe | 8, Sirerds T Fa=aureie]

TE el Hearad o b sraed 2|

e gIeAITHT THE S A AR e
qradHE FEm gemate FEasdE MEE 99 SJEeddd W HEied SUEE
AqArgTey:
q. _Gb—l_tl:'ﬁ T it 4w (Legal Framework)
. WAEE T FTIN R FEwsr waw @ @i, U, Faw T whie ww R
(Principles of Natural Justice) &1 EREX @?ﬁ |
o WUITE T FEEE qF T4: Foia qBrarers aeqHg g eT e Ml (Guidelines),

FHHATAfer (SOPs) T AMGTEE®E TAR g, Tl T a! Ui eaarens iz sxbr
ARTRE TE |

. GEINT T GEIcHS (A=A (Institutional Control)




o HEHT T BIGAT AGIAT: WEHS [Huiaesedt A gaaeis (Judicial Review) T
YL WHIEEERT AHT T A€l g7 |
. WuRE/Marel Remee: aedr TernT agaeaH AEn, W 96w, T
T AEA AGBR AN el FHebrresed AdbRb! EIART 9/FqUHT e
T |
3. WR* T = gs‘(.ﬁw (Ethical & Moral Control)

o FCOMST T ATRERAT: WIGHEEH 359 Hidd T, GeHE T caragiie Hoqemamen
T RIS ARAR TS HeTgHT Y el U5+ |
o TRGERIT T Wﬁuﬁf UPRATATS TREEN ST W %% (Right to Information)
Ahd ANNEHATS AT T GeTH aeeg |
LIERIECA e M EEC A IR R CA N

= He<d / HIEar

1. e T .
< ATFRD! TEIIN, IEER T TGS AT BT hT T T |

e T FaEEsa Mgl rEete Qadidel AR @E (Public Trust)
TR |

3. AR X TNREHA | FHET T S FoueedT FEr U AR aRdEd qEedr qEre T
qar qTEEE ael @leg |

Y., vameRar X | FulamdiaE o w@fede Fofreesr e i T sr gers
gretefar (Reasoned Decision) STET rE |

et

A ST FeTais o U R qee Sed BraEE! e TNl ANeers EQ)
T =t 4T v 9 EUANTel QAR W 3 WehTSE | o, s ool w9 @ed
a1 AT A WeaT U TAE HYEUE, YRAMEI ¢ 95 Hide Hed-H-AdhT AEAHeE
TN STEEAA T = AT s caaeIqsh] qed Sl T ATaeaear e |




R wdse ST Afdeara sqaeaT (Ethics Management in Public Sector)
IERCIER

qrAsi® FIMET (Public Administration) VTG aHT AT, AUAT T ATTHRe®H] TXEAT I
TSTET A TGI8 | EAWHD HHEAT BT TEIASNEEd ToaH! G A,
with T WA-AET gRIUHT g | A9 WH AER T Al el WA T SHed aad
THHT AR TEAH S QB (Ethics) F SURA AFETE g | O, Faa Add
Rigrdee g 7 T g4, & Rigrrdeedrs Srefi saseear Sar, Geand T T e
AT T yurelers %WW (Ethics Management)ﬂﬁ@'l

AT sqaeaaTH FTLTM (Concept of Ethics Management)

D AT Al HAEATT Hellel A s Hed-A=aal (Ethical Values) T
AR A, Ta@ A, T T o T Uhidhd 97 SR g JEes |

TEH! Hed I5 s JardT AT AR, YETER, FarEE, T €@rE® 375 (Conflict of

Interest)?‘ﬂ’% ﬁﬁﬁww, tﬂ’@ﬁﬁﬂ‘,'{ TR & dT HH Tlﬁ il
AT SHFEAT Heaa: Aaer gre A g

1. AT (Compliance-based approach): W,ﬁm T ATERERATRT HST Il T3
T Joelgd THelTs qfved T |

2. [mr (Integrity-based approach): U@WW ATd® aﬁ_ch_ aﬁ_*lT, THMETY T Hel-

Hi~Udlerl aobl%l UEUSE N

3. GES®Wl (Enablement/Institutional Infrastructure): Iw F AATET RS T T
e BT (Ethical Dilemmas) 7T 3R wret & |

R aEETITHT ERC] ‘fﬁ‘ﬂ'l'{ TAT IUEEE (OECD Ethics Infrastructure)

Afde Wedd T FE™ WIS (OECD) HT ATAR B SAHT Hicebdrhl THEHa
SALEAITHT M [T dae] THE G- ® gius;

9. ARG STFEE (Guidance)

o WTERURAT (Code of Conduct): TEITHEE TIAAT T HTH, Heied, AfHR T i
HHEE TIF YA qlMHUHI AERIRAT T T |

o e e s Ferad Farar weer wef T A dafewe Feea dfae W,
EEE MET T Aeg- A garaFedl dierd &t I |




. i@ W (Ethical Counselling): Fvfar et 3w Rfrar scaar womr 3R weare
oo salie Tg== a1 AfHTHT e I |

R. AEAIH AT T ALFTHA (Management)
o el AHT (Ethical Leadership): S57 T3€Y Aiiebrig®el Ta i Am=R0l qgui

REUCEAFER) q&dd” (Lead by Example)Tﬁl

o TS g SUAEAUT (Conflict of Interest Management): SR T T WA
IRca SIBTAT GoT s T a1 g UHRamEe. ARy T8 HIA- cadqedr

T

. GEIRT ERT JEIST Saae: WEsE TRER T SARheed AT S TH AT
T IRARET FFIRT @R 97 9 T Wbl grEee I |

3. AThsRar T Wcare (Accountability)

o I TAT YLEAT YU (Whistleblower Protection): HAFIHA T Y€ ATR%E I
& T e ¥ A fo Safhael A M |

Q c__o c
e TEHR T TUSH! SHAE: A ¥ THMIR HHAS redie/ [EhR & T ofas
FT Tells UA-aH ATER FHET HRATE! T |

qrewE AT Abar sqaeITH Heed

= HE<d / BIEal

q. SR (Public Trust)y | o9& T @ Ja1 YaES ARIREGH! T9F I 6T TRt

EITE |4 AT T AT € A |

AANE a0 T AEA el W AAaar T e
R. YRR Fg=aur

TETN FH 575 |
. 5 i gfparar arafefan sarwefear T = giEa w8 geraast
' T T |
Y S FHTAAIAT GG, TEIT T AA(dh Fa0E Ad W Ta€d T

JHTETHD aTdqral o+ |



et

A AT HABATH! HTEATT Had HEST H =91 ARG AT SIS @ 8ig; A
T YA SHTEAH Hide HIEEEH (Ethical Culture) FIET T U FReaw ufar &1
FHIT AHETS ] AT g7 76 97 Afqehdre WiHaeh! A= SIS Tl e
SRASE | WEwE qaTbieed o9 Aidd qed-Ar=aal T GeaHsrers ATl S
AT AT A JETSIHTH, TTHE! T T Qs e FEAS] H0 G99 g |




Unit-4 QAW QdTehl SoMUHT_(Marketing of

Public Services)

BRI EE

ATATAT FSMAHT (Marketing) TeTaTs (HSll 414! ATHT HHAIS, q€q A4 FaT ozt T a1
=T T SR MAfEiEET WeY gieg | aY, AgHE Este sqae T (New Public
Management - NPM)ﬁ Faren faw ﬂ@'ﬁ TS AT U FAAH TR GANT SATIE
e YN | ToTGN ATFAT ANRB TS FaT T [STeT, T, qRe, Qrtses Sea, a1
BT /AT STl FEEAE AAEEAS TG, G, TR T GHEHT A3 At
AT ToMABT (Marketing of Public Services)_Oblf Rgra aueEg |

e Yarh! SoiHH ATIRIT_(Concept)

AEANE YATH] AAUAHLT HAHT AR FAST Ieedel a&q a1 941 o= argd | T9H! 0
TH ANREATS Had YA A TS "AEE /TR (Customer/Citizen Orientation)
BT T IH THIHR TG T IAGEHT ATALTHAT, AYEAT T FrEells AT TET FATHT SFE qd1L
I &

AMNE TANHT T qEAF Jare! aeamd=sT qed Maaee e afesmr o
FIW:

IR [EEIEEICEItERU] RICERCANE CIRCEIHERU]
e AHE AT T T ANR BEE | WARd WEET T T ANRE deqe
I TS | TS |

e GRE AT HUHT AT Aed | GATSIEHT 9] aRTea (e 8 fae
qqg (Target Market) | T qg?ﬁ%r&ﬁ_ﬂ |

T AT ¥ ATRTeRT ATIRET Sl &
Yo A1 TIATH /AT o |
(Price) qreeg | © - -7

F=7 Aol HTIEEdT Yaeqel | WA UEESR (Monopoly) AT AT

9 | CEIEER



WA YaHT TAHH! T (Public Service Marketing Mix - 7 Ps)
sy & e EHE FEHT O TSFTET WA THE AR (7 Ps) WA T

1. /7€ (Product): TN ATEYAHAT ATAR ST TRUHT TURALT FaT (e
T T, AR TR=9, @9 HA=HH) |

2. e (Price): TAWEIT Ao ToI& qodb a1 YT (o AR 0, T T S5 (Non-
monetary costs) |

3. EFT/RAT (Place): ¥T YATE g TR € =1 fefieet Wreaw (Wed: =981 wrfe,
AT e |

4. 99 (Promotion): THI T, A T HAEN ANNFAE SNEH TAST IR
AW (FEATHT &, o=, artoe a9l |

5. MY (People): AT Y&TH T+ T&T, 9 T AL W/ml

6. 9PRAT (Process): Jar gre T feger, W T ureeft wrfEte (SOP) |

7. %ﬁﬁw CIGIERUI (Physical Evidence): EARIREal ISEGEAIER i) SYIET, EIRIEEa ESEER
T 2[HA g |

Rl L S M S R E R E A B P

IS FIETATS AT T ARMHHAT SIS TAABLHT AT Heea ol Ewe:

o NI GEQRAT gig: TARGHT ATETHAT T2 Ael ATAR a1 Ja1g &1 et
Tt e 7gs |

o GO T TS fAEa: ey, e, a1 qerarerdl WK i adr gEadeE
o AR T |

. WIEF® TEAT T FHLC heT X Sfee EFI_'\'|3_"‘|3[ TERATATS m‘«ﬂqm (Red-tape reduction)
T A1 JAEHT fCAgedl A= g |

. QAFA T GAERICE GENEH TGis TRUHT W TEN gaaee s daerd
AR WHI 13T Agd T |

GG

WANE HATH] AAIHT AT ATHHT AR THE TTed, GIMET T ARG G @ CoTHT
S AR TR U AT SAaearaahia AR € | F8el AEwiHeb ] G T HER
GIeels TUA0 T4 "N TG (Citizen First) 1 AT BTG T | Wb FHebrreees
AT FalT, URRAT T WS AT dUEn AqER URASH e SerEsT WHiEE

SIYAIUHT HIA AT FHAHT TR Lii\(fibc'q"ll NIEZES g_"l' SECH




WHRH! @'EFF T FUgE (Role and Functions of Government)

IEL I EE)

e U R SR i, GeET, geaaedr T e B b i qeasht TeHiias
TAT TMEE ATHR TART T Far=e W § GBI (Government)al TFHR TTET U
A T SAAeiel qed 2, el TSAHT GANHET T JLIAEErs qd ® vy | aEuRd
FHITHT GLHRH AHBT Had M-q-FLET HIIAA T T FHT IS WA AT (Laissez-faire
State) AT | T Mg THAW FeAEHEN TT (Welfare State) T GUMEHH! AT
THRHT BT ANREHHT THIRS FIFFAHT GFIUT AAIeEHT [Fedr 9 g |

TERE! ‘Eﬁ?ﬂ (Role of Government)
AYHE TEGH GRS TS qWpT FeiE 16| & ger ufEearn S
AT FHHT T Aiheg;:

o Y LEHAICHD ‘3@75[ (Protective Role): 3@ ATHHTTET NU=Eal AETHERT T AGUSATH!
TE THHT T AT TN Id-GREAT T AHTTAT B T |

o FaaE ‘3@%—[ (Regulatory Role): Eh"l_j:'ﬁ M (Rule of Law) HTIH T =a9-

FHTATEE IS, TARH =g, Faeqd] HEH TH T THMIHR a1 ATHRHI TN
A |

o HANHN qur ™ Fafornt @W (Developmental & Welfare Role): fove, Tareey,
AT, WA STEdT GATIRD! FHE T T THSHT Ggie MRUHT s A
AT Y& T |

o =N A - c
o TEHH T IAHH! AHHT (Facilitative Role): FST &1, el T TRACHR TS
AT afg T AR RS AN ATH AT qar TR |

WHRH! IHE HRIEE (Functions of Government)

FHRE] FUZEAS Aed T AEFH ATIRAT [ FRPrere g wiee;:

9. AT ATHRAT (Organs of State)



Bl W AR (Principle of Separation of Powers) AT FLRTLRT = THY Azeedl
e ®riee grg

WHRH AT TG &
SHAEHT YT A AEIAH F T Afde® SR T, Feie qid
(Legislature) T

ffifer 1 T et Hrf-aam T, THE Fere e

HTAIRHT (Executive) T

TR SATEAT T, el gl GLET T+ T =a1 Feqre

qraiiersT (J udiciary) =y

Q. WAAHar T AEIIAHATHT ATHHAT HAgE
AGMD HAVHR ToIHT GLhRHT BRTEAS Jeaddl qF AT & TTiee:

®) ANEE BREE (Essential/Primary Functions)
A HriEE Toah! AT T M-q-GEETHT ARl TR A=A €@ T+,
o AN AFA-GLEAT T FeAaedl BN T |
o T GHAT TE T WEATHGADT GLEAT T |
o Q%Fa‘lae‘ ¥ (Diplomatic Relations) HTIH T
o I HGT T °|’>|'\‘|3“|h| MEART 9Tedq T M3 |
o O T T |

) ﬁj%ﬂ'? ELR B EC2) (D2 HUEE (Optional/Secondary Functions)
A HEE ANNHHRT SAaTed? IHET T ATAIE [FHTEHT R Teg:
o ToTET, T, T @AM ST AU AT YaTe T |
o U, fOISTell, WA STEAT qATaRaDT AT T faear T |
o TN AR T SIS qHEAT FHEE A |
o ATAETT FEAT T WHA% Ha-qgaahl @1 saqedm I |
) REEcHE T FANHR FUEE (Developmental & Welfare Functions)
o SUY TN, AAFAT HUHT SARE T ATAaNTHls Qs e T 9 & |




o ufeE Tlea wEm T Aifgw o B Afdes qoEr T smtEE )
. ﬁ'q_{ SIFEATIA (Disaster Management) T &d T FAAT T |

Fved

YEHR F UM G T qFiod TUNEHN Feqvg o1 | qoal ug, TNEHT Geel T qenas
FIIH T TCHHT THEHRE FUeafd s ard geg | sngHe Taaar TR aithel 99 S
TRl U A AR (Rl e T AN ) @ e ¢ Rame T e
B T IAT TEA g7 AAAH A= | €I A, Traeh [, Feaer gemaie gae+ T s
HHSTADT AEARAE WA GBI ATET ATcae® Gherdiqad I T4 qag |

HEvHe 9al 9418 JUTetl_(Public Service Delivery System)

[ELCICE)

TET ATFAT NHEETS ITAsd TS T, e, e R T AaaEedrs Ha-gi,
T, Foaer T wEAga aET TS W UhiEd URRATTS |idsMe dar Yare qumet
(Public Service Delivery System) W(ig] | T9F T ANIREHTS SIgH HeA HEAW + WHolisb
AT TATE B | ARG EHRET JURAd T THESTRATDRT AT BRATATRT BT, ATATSA
AIded, a1 ST TEAT UG FATHTG | TG | A, st A JATe qOeders gemaeht
Q_"ﬂ (Mirror of Good Governance) IITEI"_%Q |

RIE S A L L N L C A R 12 A I K

WESHE T FaTE Wb Haed BN A T a1 Al dig] A 8le; AT T A AR RT
Jar W Afraw e SiRuHT USer WOmel (System) &1 F9 WO Ao gfem,
T G, Wife, Sefch T qane! T sglay dease draiava-ad grag |

AGHE DA% TCTAT AT FoE FEITAT Aac] AHERATR AT 5o

o WHE &7 (Public Sector): TR, VBT, TM--TL&T, T ~ATT el HIHTHN T

AT AR |

2
o TS & (Private Sector): UAETITHE TR, IR, A(Hg, T AEIF JATEE |

o TGN TN GHERD &7 (NGOs/Civil Society): TTHISE T, GATAHI, T
T qEh HAS [T HUFHACE |



G I EIREN AT RgTae® (Basic Principles)
TATEHT AT FATEHT A i fgrdesers qre T A= g

Rgr=a =qredt
q. g | ¥ET T T €, R ¥ ufEt we A (e @
(Accessibility) AAFAT AUHT T DT SAfch) BT TGl I |

. MA@ T T | AU AEIE AMAE T AR A AAA T

(Affordability) “IATH ARTTHT 1 ITe=e FIIH |

3. Pwgar T wEm@ | BEE 9@ A e, g9 i g6 3 e
(Equity & Fairness) EEERIS Tlﬁ_:[‘?ﬁ |

Y, TRERIA X QAN | A W I &, e 960, Yok T ATEad BESaE

(Transparency) WY TR (ANRE FEaa ) E@ﬁl

®. SRRl | HAHT EATgE a1 Al HUHT TG AUBT AH]

(Accountability) FREr [ T A Al saaedr gau |
1 1 O L ke O 2 O 2 IR L Y

TEAATS T T SATHE! SIS AT GHIAT (A= AeqHeed] TR e:

o NS SIS (Citizen Charter): HTAAIA JTASH I eI, AN THA, TEX, OFHA
ATHFR T AN Gl AIBTD! Ao Gergua! el |

o TgdT GEUET (e-Governance): ¥ATETE URERHEAT SIS delig AeeH, ANNE U0
(Nagarik App), T feforear E?FIT'?[ JUITeTTehT W |

o TSGR & Juretr (Integrated/One-Stop Service Center): BrECIR R EES REIFLS (STEd:
Tt R, Toied) USe Wad a1 SATdale WaT T saeT |

o SIET ARiE (Door-step Service): IS 7|T‘TP(7>F AH AT STTTI_OFF FRaTeRT TR ‘§|}_cﬁ
faifeR o1 eeed WK Far v wefa |

AT FATE YIB! THE TAEs




ETErTE S9TeEdr AT YATE YOTEerd Sested! FATEsH SHge (e e Wbl g
. WW(RedTapism):ﬂ%ﬁWWﬁﬁ%?ﬂﬁamml
. W G| v T Rivea B ai dmm gratie T R g aan

AR HH |
o WEER T AURGRIN: ST o, FrmEmE € g e |
o IEH TIH T JAWER! FH: ATHAHEEAT "MEH" 79 "WAH" Tl HARIB
AT |
e

S AT FATE A FBTHT HABIAAT T Sl AT T Gl A 81| Tl arae
AT Ficreh! A, el T ARE g 9o He F ToAUTb] FHSE q e | el UEhArers
AP T4, GO HTRT AHTH FAN T T AEGAFEEAT IO AdE Ged-AIA T
AT AT TR WA FESlih ol Jagers S, FAEelt T EE S Ay |

WA AT AR TSI OHIeE (Marketing

Strategies for Public Services)

[ERRIEL]
RIEEIECRENIEEE T N E U U (Marketing Strategy) Tl LI a7 AT

FepEed TNNEST AETHaT ARa T ATFT J4T, FEAHT T Aideeds THEwN,

TEHANT T ATHUD GFel ANRBHAAHA TAST ATAGT AUBTAT TN SHBTAN AT
FHALY | SN & aEHEH Hed e AHT FHAESY T AR BE qersd gy W
qrESE A TgH qel €4F Fled YA G, WHATSID HedoT Afeig g, TR
AHRCHS STABINE AT <197 T AT HER TG 575 |

o o S e O S R E R C IR R IR B TR

qEWHE FHEEEEd ARG . A8 T IAeedl WEHRAT @3 (e




q. IR A T Afe 99Hg T (STP Strategy)

o S AN (Segmenting): TNIRFEEATS IAEEH! ATALAHAT, JU, ATIEA, AT
JuRAid = AT Fafd agEr Bie gHgar afier g |

. QfEa qHg =1 (Targeting): e qar AEvIE W WEE (T SUY AN,
A, AT, AT TIHHBT AMY=aT) ATs TAHFAH T@N YaTH! S TR M |

« UINEFE (Positioning): TXH FAT ARFHHT HTAT WLl "Fgiied T feamgea”
T G Feel "WREENT, IREel T angie g M g |

R. AN T W (Social Marketing Strategy)

T AT e FodT &7 A 98 ANREH] HaeRAT GhRIcHS TRad oarsT a6
e |

o TG T AR GREd: @19 HEHH, gHA B e, oifthe FawaT arer,
TLRTE, AT H TEHIHIET STeal [T AR ers SREd RIS T-HT TAT 1 |

o AR ATEGHH! WART: TLHT LA, ARSI, qrioles T, T Blie g sehd AT
I T |

3. ﬁ'ﬂ’(‘ﬂ'ﬂ' T Roice ST W (Digital & e-Marketing Strategy)

gt FerTaRi o yare T AR AFerEah oo ATE] AWEE ATEeadd ah
G |

o TRfSiee wicwrd T TugE: RS U9 (Nagarik App), ATATE YU /AN AT ATIEH,
T AAATZA A€ HTHIAT Ul STEaT HIEGHeE Har drdr ANied! Aega

FHFISTH A |

. e 9@ T fEuelm e veas, e (Rae), a1 wEer Yues W T
AT TETET T ol ¥ T Foree qregeft wwar ardsfe 7 |

¥. © Ps I (Extended Marketing Mix Strategy)

TSl JaThl ToIHOTHT Foil &FhT ¥ Ps AT 99 3 9l ATIH Sie O Ps WHIA
AYATS <<



ATTH qEvME ST JqHT TN

AT AN, TeEHl, TEwed YA a1 9k

Product / )
R/ |
Fgferaaql/ Mg TER qar a1 *w @y qw1g T
Price (&4 /ANT) -
AT DT AR |
Place (€8T /f4a=0T) FST HATE, TR [{IR, a1 Bioee aiéaene axa w8+ |
TRE LA, WEAE GIAT3, T AR g Ahd
Promotion W)
A |
People (SFTRE) FAWTEI T4, qred T ATl Teasd HHam |
Process (AR fel-gRal T UHER (One-stop) T |

Physical Evidence (ﬁﬁa’?

AATEATHAT HTATA, BT I, T AHT TATETeTT |
EIIERL)

AR FRtEagTE FHdeE
AW AT ST WHIT o1 T8t HeE Bl THdee e gw

o AT SOE T Giaeet o TS 8 STed I A sieeg et wi gelr e e
T R |

o WEHE HORA: At gl a1 WEfd queed TERET A S Sars
fEat=ee |

. TRNea e (Digital Divide): 8 o Affaa T aeR (iea asmismmemT
THIEE I 94 |

[GhEA




QA FAHT A TSI WHAeE FH A AR A T9E AR Hiega
FIET (Citizen-Centric Governance) TTTAT THHT WM B | ANRBHT ATEd(eb AT
A T4, SRR FE TR e, T IREeT 99 WHIGHTS T AT YaTE AT " A

LAY ANRGH! A T duecd Awdlg g7 aaeg |




B L 5 2 s L o L B 2 | R C AR B G LR [

(Emerging Management Techniques in Public Sector)

IEL I EE)

TR I Ese JIaees Hel TJFT@—"ﬁ fFaw, Sfca wrdfEfT (Red Tapism), T
A AR AR TAET T BTl qE WG dredhT Saadeht Tat
qrEawe ogaeqdq  (New Public Management - NPM) T {MqT (Good Governance) Ea)
AR b AU b &bl BN Gell ®U=ad0 AUHT § | diF Taar
TeedH! WAt e, TMiesr Soo aregan, T 9T da-aeesr S angiar e
feeept it wrestte S folt gt wfaeadt T Afasrae Biftes fsagusr 5| B Tt
FIIR, AR T AeAEEals qEdE HAH T4 sqaequdy ARE®  (Emerging

Management Techniques in Public Sector) ﬂial"a |

qHg BE R ELRIREARN ﬁﬁ%‘@ (Kev Emerging Management Techniques)

AEE JUEAcATs A3 F¢T HAFI, TREEH, T @l ars9 g TARTH AHT THE
Fa fafoeears MFmaR avfisr T saredr 19 dbeg:

q. Tt A% sgaeIdT (New Public Management - NPM)

NPM < IFRATA :ﬁaﬂ_ﬂlﬁ (Bureaucracy) =&l el &er 3Es — Efficiency (Q?F?iEFQTFI?IT ),
Effectiveness (Qﬂﬁib—lﬁﬂT ), T Economy (ﬁawiﬁ?n )ar o i

o FATIOIT AT SAAEATIT (Results-Based Management): gERar a1 g qresEr 9=
e g AFTHAT WH gAAST (Output & Outcome) 5 HET HIISTE A |

o TIFIHWT T TEEAAn Aol FHHT T T-aFheeddls H1H T ATTHR T Tad==dr fad
T el ATER IJAET I3 |

o YRTTET T AKSCANS (Outsourcing): -l St FUEE (s REGEAEN
LT, 1T STIEATT) Sl a1 S&7 TOCiAhd gerad 9 |

X, @Eélﬂ R T YAt TAIRT (e-Governance & Digital Administration)
AT T AR Y@ (ICT) I FANTS AEsiFE dal Jae ¥ AANE Faedaaare quid:

BT TLhT 7 |




. RFNEa Ja1 vaE: d9 T e, IS U9 (Nagarik App), T 5-UH=E JUTATHTG T
Wi SuRaftEmT F Far YaE T |

o T-WFHC (e-Procurement): TLHTY SFT T GRE WHATeTS IREelt T Ufaeadt swrsw

ATATZT AT ATE T g T |

. AEHRET grefonrg (AN T fBRT en wrete @t v T aenfaa sifew
TATTHIART IR TEATFHT LT T |

3. ArEM%-[e AR (Public-Private Partnership - PPP)

Tl sifdes qataR (Wge, St Farese) T qHfe ST arisHeedr g §of T
AR Tl &rret of, wfafer, ¢ soaeaaehia pererdrars e e 1 &l T pppEn
T TodT Forelia M weres T oeady e o wed e

¥. S oI (Knowledge Management)

TGN T ATHE, TLATE, A, T Gugeds aga T iiea s e Tu T o@ars
o Fuig gfFamar o wanr T B S A e €1 ahe g1 HHErd e
U U YEINTT THT (Institutional Memory) T &)

4. P TUER STIEATT (Total Quality Management - TOM)

TQM o qrEaiF® Mhad YaE T 84b 94T "R ga (Continuous Improvement) T
"R QR e oAl Teg | I¥H JArh! [URAT HIOT T ARG F€9A (Citizen
Charter) TS qJas (Public Hearing) ST&dT AREE FANT TR |

i 1 B | L CA R G (e A I e
FEwHE SAA A At f[AfgeE AuAsTHl HeTads ME ATER T N gidhg;

e ED He<d / WIgal

TeRaTAT ARGt T FMuiasmatar Sarhefear dfafy wE vEEm

q. TEHS gEad U

. R T GHADT | TS T WETHAT YUCliel MR T WOhR GARI A adl
EEn afde AN TS |



a7 He<d / WIgal

TR GO BT WA ATAR HTH §al AEsib qardidan]
ERIECICINCEIPEEEN

Y. Qasl Aeqw | DT TE Teie T AEH-giad] Aeeaw aed (Value for
ST Money) I8 &7¢ |

A T e gear s wrEEr Ry o FEew A B TEE THdEE g

o TOURTT ARG X IREdTHT T (Resistance to Change): et qear
il T BTl aered sRew Rsfesmee |

. TFea A= (Digital Divide): T T o= avia¥ W@ T greca! T 10T |

o TE AT T AR srE: At ¥ watar Fuier aft smavas o gonr foaed
|

. GAIE SRR [ Gaq: el & BfUee sraged Suarder aiRrerg /e
e fage T faue ot e afd g SiaH |

Gica]

AYHE AR G GO HEATEET Seiee e e e, Weied,
ANRG-Had g AT TSTHH! G| Ta qaeduaH Hfdeee qases s 9w,
TICETE, T GEET TS ATIR YW Mg | 8, oIl el FHae-q@ AEeeed ATl
qraTi- A1 aiae T i saren Tes A A4 Ffewas wemEtE dEem
YEAWTT T4 oS ATAHT AT € |

TAYAG TR SIGeAIT_(Innovative Management)
for wew

7 TAHT Wglehl Wety fEw, dig Se dideadl, T e q9r Weswdt qieEd-eiier
TTAEEFT HROT ASH] AGHF T ERAG ATeqTE qAle® auaid o T
T IO T, FST B FIH, T FER LA A FEARTT Fherdl STe T AaeayTs:
B TEAl AATATHT WSS e, A=l T Ufaeaddt aagaaat it w4t qie, AT€Rem, T




fafere®st T afvard g | T8 T T TATAGABI STaedqT (Innovative Management)
=1 Rigr=a argiis Bl o WEwHE & a1 U RhITe AISIeB] TTET IS AT
EX

w W ST (Concept of Innovative Management)

TATIEABT SqFCAqT WeAlel GU&AT 74t =R (Ideas), WA (Technology), T
(Process), T LURIIREES (Strategies)a'ﬁ AL ﬁ,ﬁ?ﬁl’% THHR T T TEERAT IART TN
TE B T ATYHEF AAEAIH T FRBTATS T |

Tl B A AT AT YART IeUEA T FACTS WA GHIA, T8 W e (Mindset),
THEAT gAY T AT (Problem Solving), T TSR AP 'H@% (Organizational
Culture) AT IHFRIHE TAFAT <13 HAATS TS |

FATTG AHR] SHAEAIAHT THE AAHEEAS (HFATTAR MBI Fobag:

o UPFANTA TaYa& (Process Innovation): FTAEES TAHA I, FHAS BEST T
ATYgF GRata®! TAN T el Jaedls el ars |

o IEA/IANE Ta9daT  (Product/Service Innovation): gk dIl AN ST A3t
AELIHAT TR I ERH] %] a1 GEaes [ T |

o UTTICHD A GiEHdd TaqTE (Structural & Cultural Innovation): HET HTHTITE
YIS BT alell (Teamwork),@?ﬂ AT, T etefierarens dcares
EREISIEEU B IEE

G GG AR R | b G s (MG LK I FESY

1. it ¥a@T (Fostering Creativity): T8 HHANEEATs 74t fTaRe® warsH
T TIfsT AST AF T FFT (Out-of-the-box thinking) T IR T |

2. WIH Hiew @A (Risk-Taking Ability): a4 TN & F@HA g1 HET 6 |
TG SIS AR AAATS I i&gobl T PR dTUTHT ©IAT TAHR TE |

3. W —fa"fé?ﬁ'“T (Tech-Driven Approach): ElREARRE] 3%%1@!7@ (AI), forT é_c'.T, <
fefiee wiewd StEar sge wafeers [ 9f6ar T Jar yaedr WLy |

4. FFENGTIN T AR (Adaptability & Flexibility): IREA(T a7 aTdTEROTAT ATST YT
ATAR GIETHT WHAREEATS qord HIgT G &0l Teg |




HE LR E A R CER IR E EA K Fe |

a1 HE<d / HIsal

q. EIReIRiCa | At ety T EERET TR AR ar "ar eE

(Competitive Advantage) ST AT TE |

— — g;@gﬁ%mmmﬂm@ﬁtw
TorEad, fgel T argiNe A W gEr qanndin

. R /TRH qqe
: / e ¥ a9 gy |

Y. EqWT fl | oRedmiie adEerT aqEad g7 9a e IuE
(Sustainability) ST ety e g |

& P TANdeT FEHE g HeA Bed; AT 9 Rk oA IR RN 9ERR

(Continuous Culture) Bl

At

YT =0 T T Foaur Aaid cqaeael NETdg FAmedfdardl (Static) TSS
T TAYFGABI SATECATIT GISHAT MAfar (Dynamism) 0TS | AT 39 AT yraEE
e o1 Fol TEE e O G B bt i AT giers AR qat e,
reer T Rsiefierdrens seaata T Beq 9 | aad, qqea deel SeHNA Tt s
TR T, H Ao fAfFEEe W T FauEagdasmrd araEer {e T desfiarg
WA TRT AT A TSI A IRag |

el TUTEAT Sqqe91 (Total Quality Management - TQM)
fowa gam

F U TSB! THEA AT IR T qEq AT GAE T JArhT UEAH 9 I |
WieqgicH® AgHH WA UEH a1 TRHATS G IH e TEFIRET TNHT BTH TR




A | ISR TR A, URRAT T SAeIRhers AR GURET GiEre T A
AT I %gﬁf NUSUSELEISIEE] (Total Quality Management - TQM) 2l

Tl A ICAEATAT M TG TXAT (Quality Inspection) HIA BIEH; AT T TSR &l
FREAA FA FIR A8 T UERATS SN HEDHRBT AT (@618 T Thipd Tulett

(Integrated System) Hi

P UL SAACAIb] ATERIT (Concept of TOM)
TQM T FTURIEATE TGHT AN YeE®dE Goied e aohe:

o Total (FS/TAN): GISTHT T HE=E® (Wideel qeafd docll deqeq), g
oITE® T GFq0T YERATeEd! AR FedTNIT |

e Quality (VTEAR): We a1 JATUTEIHT ATATAHAT T AULAEEAS U ©IH I T |

(SN N

+ Management (STAEATTT): ER HAA TAHH] ART ATELAH AT, e, HI=0 T

fAaT Antee |

TQM FT | HH W] "IRell Iedh T EXF UeH el HH " (Doing the right thing right
the first time and every time) T "R g (Continuous Improvement - Kaizen) 2T |

TOM %! H€T RGN (PDCA Cycle):

TQM @5 SFRRHAT IAH HEeIqd1 $He % (Deming Cycle) &I TN :

1. A (Plan): GIR THI &4 T A&7 qfe= T |

2. HEFIIA (Do): AT ATAR - ARATT o FANEE & 7 |

S (Check): TTH A(STHT TedTg T THTH! AIGTS T/TLHT & |

98]

N

. GUR/FRAE (Act): TR AfTSTaTs GEANTT T T 99 GIRH @ w4t a6 qo
T

TOM b AT ﬁl@lf_dg@ (Core Principles of TQM)
TQM @18 TMIEHRI €A 1] TH HeAffed Hed Rgraee qremn ieg:

o WEH/JAUTE Fgq (Customer Focus):‘\'[ﬂrl"v_cl'{ﬂﬁ Aeqy Fulasddl ek a1 ANIE
T SHEEH Tq® | ThHAAH TeT HITE o |

o  HHAUH! Tf TeWIREr (Total Employee Involvement): &R F!%f FHARE &S
AYMTH B (Empowerment) T AT GIRDT AHATTHT FEHRT T35 |




o UCRAT-HFEA E'fé?ﬁ“T (Process-Centric Approach): At A= %ﬂ‘cﬁ REICISE I ]
YPRAT (Process) ¥1% + AIRIEd ¥ g€l S1g |

o TEATSHT SATEA MU (Fact-Based Decision Making): STTHIT AT AR SATITTHT RS
ArEdad qeaTs (Data) T GEATHT @@ T FoiT ferges |

. PR garL (Continuous Improvement): TUTEAT EEEa) _gbd"f e eaed Biga, A s
Eﬁi%vﬁ AR ATAT 2 |

TQM &I Wexd (Significance of TQM)

e He<d / WIgal

. UREH/ANNE | TG qE] J90 qAr WH gET YA @A T Aqeaed
T atatE T |

D

. URW T WA | GO e B MG GAHR (Rework) T TEA, STl W& G,
oA [T T FHIH! Faar Afheeg |

3. dfoeadt gwamr | ST EEE e BE 9ered X WEsd An e HEH
afg T HET TH |

Y. HHAND! AAGA | Al B (Teamwork) T TEANIATHAE ATATERIT FHHATEEHT
i) YO T AT TS |

Fel VAT SHTEAT (TQM) F AeqehTeAle Wi a1 srearrdt i €rgey; a1 Eie-enrs 3o
FAST U AMHHTAA 290 2l | Sl IUNT-sqadraaie g% HUH! TQM 1 AN AT |rasi+dh
T, f¥vem, T TAey WEAT feeAr N Sfah wEawr g wuh g1 e 8
TEH! ARhe®d RS ATl deell Haed AR Mdy gara! el AuAgHr ArA
FEIRTT Al T GIETH! AT gt T Aiohg |




qEvME HFAT A gaeqa=T (Knowledge Management in Public

Sector)

B yaw

29 & YAl W T GEAHT I | A HE cHAEAITH AAers i o1 ifes weat
qie éf TEART T T Wﬁqﬁ T _(U'Fﬁﬁzﬁaﬁm I (Intellectual Asset)‘:ﬂﬁ@|
YrEVHE GeETa 3% T gell g i fuiges, deree- aaeed, qeas ¥
ATHARE [T grg | A oHed GE, AW T dUsedls SeEd B THT g, WIS,
ATRTTATT T I PRI Qﬁﬂv_cf JUITeAIclTs AT Sqaedd= (Knowledge Management - KM)
aHvg | GrEdHe HeEar [ sqaedqdTd Tid HArs Uiddd oqra_ T "ar JargH
SRR A Huias I Weg |

AT W EECIEIN (Concept of Knowledge Management)

AN SHT A SHAEAI TSl TSAMA T AMMex Wbl A9 ad ATHdeears dedrd
T fAarE SUgT WA, SUTh SARhEFH TS T GEINT MU WA WA IS
AR UHHATAS TS |

S HEATA G5 THRHT TG

1. 3eTH WA (Tacit Knowledge): AT FHHANGEH! ATAE, AT, A=qg® T o=meAr difwa
g | AT ARTHAT T ZaT A6 ST a1 HRISTHT 3aH HET g |

2. s W (Explicit Knowledge): a1 U, 4o, ufdees, et Rivear afer@ =r
gfdagTeT 9 foifgd qor T98 TIHT USRI RUHT 714 2 |

T SFeITh! I T IR (KM Process/Cycle):
1.9. 9T 9fRa T fAoiAT (Identify & Create):dfeeil =<,

AGHATS Bl S AT o TR T T A, A a1 3o ATATATh ot [
Rt T |

2.3, GFAT T MUER (Capture & Store):3&T =TI

FHANEEHT EHl AeUhH Aals e T4 (Biiea e a1 afieresr qiard
T |

3.3, JEES T G (Organize & Refine):TdT <RT.




el T T QOIS AEYAHA ATER Gorel A T A {TBT (Categorize) T ATEE
T |

4.¥. AREYEH T AR (Share & Disseminate):T‘ﬁ%ﬁ T,
AR, Tege, a1 Rfee ToeiArhd TRTeAsHT o= FHHaN a1 Hemeed T /9 arem T |
5.4, FART T ITANT (Apply & Reuse): A-qH =R,

ISR TRUHT A T ATHacls Tdt i A1, GHEAT FHIEM T Ha1 JaEHT SAa8id: AT
T |

K G e e O L O R 1 2 B e

WEANHD FAHTATS EH, AAET T G TG A HACAIAH] BIZAEE A+ ATAR

a1 He<d / WIgal

q. FEIT TAWT | QOAT T ATAAN BHAEE YA o1 Tl WO SifaT
(Institutional Memory)ﬁ W U SHEEs! ENCERSE K ‘GITIE'E[ ﬁ'{f&}lﬁ &g |

ATAE AT VAR ATEIRHT TWE [T qeds,
YidaeT T ATTRT ATURAT TR A a3+ qgd
T

. JTHIRT e Wi [Ratr

(Evidence-Based Policy)

UIC THEI GHIUHET ANl ARFER USE ALAAT Al
YA TRIET T, Tl TaT qChT @ T qqT A

g |

3. B T Ga@ SRR

(Duplication) T HH

Y. fvig yiFamr gaar T frwdr aqwd X IUensd @Al W T
TR YU el T Wel Mol o e |

Y. R®E AET (Learning | FHIMEEAT M- Reh T F9 WM&l T Gepidan]
. QA A
Organization) &1 A& [T 9$ TS ATHAT TAALTHRRT o+ |

2 1 G s e | B (R R M C A B G T R )




TR WIS GF=0T S SATedMqT @] T4 Hel saeeliid SAIes HEd g

et

N

TEATIH ! AATE: AT FTHEE AGF a1 TR ST g T Heath AT
IR ®aAT gie W aRrdl FHSR BT |

WA Fedl UEH: AP g HHAIE] qeall Ml S9el Bleel ! [Ed
M T ATAE ADT BIAAIAT FEAAL g T3] |

T ST YAk (Knowledge Hoarding): FTes ATFAT SRR 9Tk (Power) ST
AT GEHHEET A W qare |

sgie aftwr AR Ta: THiEHa TWEr Sered ¥ RRed SM saaer T qorer
(KM Systems) &l qﬁﬁw RERE

AN & A SATEATT Had Faid a1 qeeady Mg A aied; a1 -t &=, stgwa
T Rieprgars SeanTa 19 TN S el | TaTe FEdT [Aama-ad TEEHT |d T Qe
AT g ATHT U D! AT FANT T AH FGT ATATE gog | 79, ot
AT TEAANHLCTE A T, Ted gAAH AT FEAA (Handover) 1 T9€ i

8o T A WG] AN T Tl SETe@ [HHI0 TAT A G T THEH e
TAEH! LA B T Wb |



FHECIAHT fAfaear sgaeaa (Diversity Management)
faw ya

AYHEF GERAT F U F9T, GAT o1 W& Thel FIAT a1 Giehias o dfa g7
FHFI (Globalization), TAEES, T QHISE FHENEITHT AAEEHT BRI ATEHT
FCIAEE AN oW, HET T ISHHHT AAHeedh! Qe Il s+ G| Qe arg-
-ﬂ'ﬂ%ﬁ HIETH T3 el T UHAT o [Siaegdr sqaedna (Diversity Management) BT | T&Jel
FEIEar FiE d=cd T8 WA TUE AT T GEHM YA T ATrERe st e |

Rl sgaea=TSl FAFERIT (Concept)

faferear saaeaTaT WHb! FHaAd HIAAT a1 HIeT Tl (Aspirational/Quota System) HTAR Hiah-
Tk JEUHET HHHEErs S i 7 BTg | AT @ QSIS Blh-hih DI,
AT, T AACIEETE o HET 8 (Aol ATeherd GGUANT T WA AT |

fafererar Heaa: 35 dew fme TR e

1. 9@ a1t 9cad fafaear (Surface-Level Diversity): 'ﬂﬁ% sfee i aar A
e STed: oy, SHL, S, 9T, T eors |

2. AR a1 Aqae fafaear (Deep-Level Diversity): RIIEREa l%l?l'l'(, T-ﬁ?[, Hed-HI-IdT,
ATHE, BRI, T cafheaar go freree |

fafergdr sueaeaTH I AW T SUEE
(o} oo o [N anN o
DU AH]  [dldeddlen] H%’f NEREIN TFT cdddMdcl  [Hldldd AHY TliAllde  SHldew

o UM IFEET T GHEEN W (Equal Opportunity & Inclusion): AT, GAIe, TaTard, T
ACTAAT F O AT Fwra g feger iy Fafor 7 |

o Hi(‘Tlr(\‘IGh AT < A (Cultural Sensitivity Training): FHATIEEATS ATTTHT Uch-
ABIH] TH, |, FEHIR, T TEIAINT TFAE I T b3 dieTHe® qered I |

o e B HAEWT  (Flexible Workplace): Il'%T’lT, ?a'g 7|'|1Tﬁ\_ch_, a9 AYTFAr HURT
FHAHT RN G TEaR (S Y, SeaeR. Feg) T el HrEaaas
SEET T |




o AN YT (Inclusive Leadership): 0 wRFamar wamsier & =wf T ggufient
FHATHT T T FEWIRiar gHrer 1 |

faferear sgaeureT Aexa

o

EETH fafaedrens IET el sqawa T&1 WH g THE BIEame (9 Jgar g

e ED HE<d / HIEar

{.  TOEET T BRI TEHMW T AN WUFT cAfthe® UF SISHT BT
[EERRIEK el Tt 9, FaER T Reimiie fEreEst I 57 |

fafag gEwvEe wweEr fFamn e g Rvree

o o c_o c
I, AEAE T FAEH grg |

R. T Fvig e

3. Wit SN | gATEEl ATrEReT WUHT TS ST AR HUHT SARhee
(Talent Attraction) ATHTA Frg T HHA Fl Frgd 2 6y |

Y., OW® WA T GEISH el ST G g e et o sqaanaii
FEA TARE T AEHhH! Tae Avdig g5 |

urerh! gead T THdiEs

A TSI, TG, TeNfiier T Fgaeh s HqH e | Tqerehl Sfaerier 3 Fomad Far
T AN SAH AR T FAAANGS Adiacded] sqaedl (GFRIcas [aig / Ae)
THT F |

o QTN W < S:qc?‘l'l'{u'l'l' (Stereotypes & Biases): EJUTD R ?ﬂ—% = Gﬂﬁ, forg =
AT ATIRAT GEH ETHT T0T &1 Fawd |

o ITOREEErET TV (Interpersonal Conflicts): %ﬁl’l’{, |, dr Tﬂ'ﬁ?ﬁ?ﬁ AtHeaT
FHHAGEA AT H [eaal o AGHHAS B |

o IREAT T ANIAEEH] Grler: THIALNHTATS (Lol [$aT ST (Meritocracy)
T ARTATTS RS |




Gz

faferear coaeaTae %+ qHEA A1 SHAEAE A eg; A T STl U FGed ik <
FFIRY (Asset) B | -l WAl T (¥R HUSHT ARhaears U3c HICTH TIaT IHeed!
SHATHT FEl JUANT T AT A Wl MAeferdl WH T Febeg | q@d, qorel sl
ATl RIS WEAHE T2 o g3 geer e thar #1 Rgraerg srewar v
BHTICITAT FHEL T AT ATArEReT [ T AHad draeg |




