qug 2
AT 9 HAR Uil ud g

39 WS H Q1 sHEAr B |
SHIS 4 UANRIA H godl 9 FEAR WD B
AT

SHIE 5 UWRINMMEG ATed ARG qadT 9 HaR
ST SR GaRT &I 3R
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SHI3 4 AN H a1 9 GaR dienfal &)
T

LEEEI

40 W

41 TG

42 YR H AT 3R HAR Hrenfiier & e

421 JAAR® y=maH
422 Ao 3R fAoTIE
423 a1 faawor

43  IGRME

44 H& AR

45 9e¥ UG I oG

40 92

X §DIS Pl LYY PR & U ATY:

o NN & HewWYUl &3 H o IR HIAR RISl @ qJAdr o
e &R Fdh; AR

o WRMHA H Yol AR HAR WENfa! & g9l draaae & foly Ui
T i |

41 AT AT

1990 & SAD B URH H YHSAIHRY, ISNIHRV, 3R FSliadxor & e 4
DRI, IRV fAbrRTeie Qo & WIBRI, 7 37U MU 3P GIRT B
JFATERYT Ta1d H Uil | Sai+ AHINTd AR 3 gonferdl &1 gord &=+
&y foy, s yHeciax faeg & gvrdt <1 9 9 ufoRget o 6o |
WHRI & JTATHR & U IFar 4 AR g9 91 o | UsTehd,
PR, AR, @&, @, AR SIBRU W & diad HIA Tl
qRARTTT AIGRATE! =1 U YDl 1 IRacHl gRT Ied~1 gArcar 4 forr
T | S 31 AR g Eired, gA-AAd el ufdarg, Rorifae
gdge, fad<iaxv, Yed WPeR SR fREen, ged v, Rerfeed,
HEHIIT], AEANTHD GIEDI0l, FAISH, TAT I B, e, AR
T & oIy W B TIR HRAT o7 |

AT R AR Wrenfied &1 anfawia 39 uRad=l &l Gae AR FeH I
H IR AE & w9 W AT & | AT IR AR Wenfia! sofiag HieAi ot
JAERAAT AR AR B UihAtell & YAMAT qAT JHTET IR HEanTeied
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o d e g g8 B | gE SR HeR SEifrel aRkeEres, 9[-,
gAAL, SR g @1 98 APy e dRT H ARSGRI DI HSTId]
IR B T | g iR HaR drenfrer & A MR AT g fumt € i
oy #= # 98 "UrETRRAT (stakeholders) @ HSWIRIAT o |l & | §A+
Hifa, freR—fawe, &R Fratees § ArRe! &1 FganT ura a=a § Agrd
D 2| I AR FAR WEfral 7 gemEs e T orf iR uRwmr & 7
39 URI G&l, STRGR, 3, srfharelid, UReRll, =TI, o,
AEANTHT, Afed, §RaeN, HIToRfRd, AR e 8 1T & |

9 SHIg H, TeMET & e 9 Agwayol &=l &l gdx a1 H G

IR FAR Hrenfia & qfier w® g4 R
o INdR® TR,

o I IR Mo, 3R

o yar faaRur

42 9IS H gl AR GaR utenfrer @ e

LAl IR AR HENfa] 99T & SRIGI0 & oI DR &3l I ORd d
AR AR, U T& 3R YHIEGHRI G911 © | I8 IMARD ISR AR
AT B UfhATall 3R 3MARD BIRIBRUT BT ARATHRIT HRD T
@ ATdod Bl & e # FERdT @Rdl 8, 39 UBR URGRIAr iR
SaraqEl Bl AedfRd BRdl © | $9@ SffaRad, Al iR AR diefiar
JEUUEIRAT & AreEE W Afo—fEr @ gaR e 8 Rrew wema
Aayei, fenfacl, ol &=, 9w A e, SH9dR JIegH),
el R AfhAl & [qaRl iR gemal &1 |GAde Afa—FEer § @)
Adhdl T | $D SR, I8 HaT [IaRvr & 3ffde Giaerse adHR A
B AT AT 3R WA g BRa © |

3G B g AGRI W fawR 4 =@ e |
421 3ITdRe A

LA IR HaR WEfI®l 9 Jemad & WERRd SRR § golagi«db
HURT QR fHAT g iR 59 IRER)], IR, [Ad<igd, iR ARTRE—
®fad (citizen-centric) I | o AR FAR W=D

o M /el & faf= wWRI §RT S BIsal IR BRIAR! R+ AR
AT g1 # IA B dTeN X DI HH bRl & (T T ) | A=
P WR W AT B U F oA Sod Wk UR 3MMde R Hraaral &l
IR W Tfafafrt ofiFergT & T 2| Uh e gRT BIRd W
T & Uyzarg S TR IJIAGR & U 3AFeArsT WOl S Fhal 2 |
39 BRU GHY P g9d Bl 8, Hifd Bigd bl IRAITT wI T Al
ST ) 3MITIRAT el BT | HFER ATheT Fad IucTel 8 & HRT,




BIgdd BT Aeared Y & Sdl 2 IR 399 [ d 99y, ol fafa=
fayrfa Wi TR ygol oTar o, o9 FEl BIdT g

Bsdl 3R Bfidmsl & dwIdpd AUSRY Pl UAed dadl o | 399
GGG AT B ST ®, Faedd YITT 8 Ol ©, HSRT I+
HH BT ST 2, 3R GReTT BT SIRGH T Sl 2 | s Bigel 3R s
TGSl WU H W I 8, ey Ry iR ufdee WRel ®
AT B 3R AT B W gEd B B | WY brIed g€ womell

SolagIM®IHd B T8 T

T & HHaIRAl & 419 T&T FaR UOTTell RIfUd &l 8, S99 99T
P gaiel HH Bl 2| WEfel, e & 9 degdr 8k Meedr
AT BT WATRT BT & TAT T SATGHAT 9 g T SR 7
FH B U TP UBHIPd Db H BM A @ oY IADI urcdnid
P T 3O T DI AITSH B HHANRAT I o9 BT 8, dfed S
ANTR®T B WY 9 BIaT B, NI 3/ SRR draferdl § &H STE—THT
Tl 2 3IR 31 URERIAT &1 orpva 81T 8 (< Td 3r);

AFE UfhaT UHdi (standard process sheets) TAT HHATRAT B QeI B
JMMIel, WIFIARYT 3Teel AT AHRY Afdsg 8 (general provident
fund) @& IR & forg T8 FFerd women @I WIE okl 81 59 Hfehan
UHP] DI ISP TR H Soldgi=d wd H g91¢ T Sl AhdT ©
(T T 3); SIR

qT FIH gRT JAUET &9 IR Serl @1 gfg el © | I8 9Rie),
HEATRIAT, AT Fedod AR TS & gRI aRad-ee faeaeardy
gRaer & oy HeATHS SIfeR™ SR JFfiaxer &l gax a9 2—
FATRID! T & YbRITcAD Rigrd | gof gRad |

3T URFERTETT U ¥ ST golaglMaigd Tema- H 3fdRul 8ol & |
AT R HIR Wenfrel FEfoiea a8 § uemae dRiaRe &

JRARITA TR BT MEaIhRoT el 2:

URERIT W gaagIF@Ied g
o YR WRHH BT BIgel PHHYCR IMYTRT BISed
o USTHHD DR qeanhgh
o LT U A Rh I3 AT BT A ALRBIBROT
o T YU B e meE
o i NEGEIRIGY
o IT YRR (a1 AATer) M AR ARET  (AET IRee
NKIES))
o facifad arfmH Felq AT
o facifaa srgfehar ceeblel Jrfeha

EMIGE IR G
q AR uenfrar
CAR D
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o HT3rA STeT UG S IRCARS MR

o T TGN TR & forg Sifs | gorrcdsd s & oy 31t awa

HHY
o IS BT WY AT drEirer uRka
o A Refay AR GER

AT SHTRIY R, ST US TS T
yHIaeN) ATaRe yems & ferg wtenfia

TR &1 JMAR® BrRISR0 FfelRad I3 & SN | U9EadRT 8T
(T T 37=):

ddR I3 (Wireless Devices)

JIR AR I, S AelelR BIF Serc & AMTH HR- § AT dx
Fad 8 | Sy Al BIF ¥ @Rl & §—Hol AT 91859 9ol A ol
UETHT W9 B, a8 J 31U Hraferd ¥ 9ieR 8| "ewayul ofiR o)
Al R dodblel &9 Qa1 ST AT ©, 9ol &1, 519 JIferl draferd |
T8 B g1 TR g RUE & ¥R 39 UHR & daR IAT |
THIHRT = JAEHN] AR Pl Y 1T § IR Icaradhdl (30 Ffrer
TPh) dels © | 31 JaR WENfIel | UHIHRoT BT fa9rT & J9aaRT
BRIGIUT B U R fhar S anfRe | ST&f a6 orTa iR a9 @t
AT B BT YU 8, 90K 5—Hel, TH.UA.TY, IR IIs98d oI o=ali
& HRH 9 Aldsd dH 9 IARYS HRA B [y SUYH Tl Bl
FHIIE fHaT ST AT B

UdIgHd dael U9l (Unified Messaging; UM)

TG ALY U0 YHdhd AR BT 91T 8, S SUARhRIT & e
AW, -4l AR 59 HA—PI b & A IJIRYS ol THTel
BRI W FP8oR AT JIR JRHYH 99 A 9o, U R A IR
FHAT 2| 3T I§ I daR IRRAT AT JHTdd PP R TSR D
A ¥ 9g9QY — 9189, had 3R g—H — BT AMH HRAT 3AfH
AT 91T © | A B H Hhad Ao # 319 80 Ufawrd dd BT aH Y
I U WMg 2 (@eRE iR @imu) | swfo, waled <ider dwor
UTIhRT AR Tl gRT faeyer RN faurT & S8l eHenRal &
9 @R MU H FaR e BT ®, WHY SR ANTd dI §ardl ®
TAT SATSHAT bl IS B |

—ddl

Ul HHAIRIl & URWRS IER 3R AT FaR Bl G
AT B, Rifh Ha JIR—UR goldeli~eh A F 9ol dor gra fby i
Ao & 3R SIS TaE W WO g qRd U By S |@ahd | sraRad




AR Bl RGN AT # EMT BT FAN &R & GURT AT 8 | F&f
qe & AldTsd 9aR YRAAT, S A B 6ael ATH HR & forg
WRh Bl Hdhd © | O SUIRhRI & IMfARE fd HEYER 3Tl
JE—IRITS Al B AHhd T |

BIse ofdhT dAisge

| BIgel b HNT H GO 39T H T U S (desk) H TR
S H FEiRT TPl § IR 8| ®Isal ¢fbT Aisyd (file tracking
module) ®gell @1 R &1 d<g RPHrs @ # AT HaT 2 |
Sy, 519 |l WIsd U S A1 Sird fd75 (check point) &1 UR &=l
2 ddfd gEe e Rere § g9 ufdse ovdr 2| saforg, o
AR AfEpRl IR W Sl ERefd | T BT IMATH PR
AHA & | 59 AT ¥ 9 bdel Bigel SRS G B IAGeISH Fihar
P BT 8, dfcd soldel—ed wU H doid WH H Uhd Bisd I
ST TR STHHRI BT gaT o+ § Feryar W Ay g, e o
e A fHar ST WedT B 39 UGR IfPd  qerdl, SR
IATEHAT AR HH BEGNT BRI AT B U BRIBGAT Bl ARTH
3ifTeTeg fobar ST Aebar B |

422 oA iR fAvfas

AT R FEAR dEnfel FEfaRad sy 9 Ao &R Ao |
HBTIAT HRell &

I guTTell (Information Systems)

SolgS e sl FaAT + AT FEHIo 3R 5 ol AR S For
& forg HETaqUl FUTEAN Wiell € | 39 UPR & Jadl $l Ae Afme
d@l @ w9 H, v # e @ forv sffest e @ wu H, a9
AT 99 IR §f§ & ®U H W ST AT © (@ 9 ) | TP
TS & foly Uehd @1 T8 AT A= JerR &1 il iR Al
& o0 g Wgeh B S |l © | RN gaT Jonferdl (geographic
information systems; GIS) 3R ¥&eq §a=T Yomferdl (management
information systems; MIS) ¥ WR&GRI {9 §RT THa®GRI Aot fHofa
g < A 2|

wimiferd a1 uomell (Geographic Information System; GIS)

ATiferds o gonferdl o g™ yonferai (decision support systems)
@I Ry 2o §, ST Sfdipd AFRE! BT TN R gU SAldsT T,
HSRUT, Sifd, THIHROT, fATIyor, R SHHT Ued R Bl & | Tdd
R#re a1 Jidipd a%g @ el AaRefT il & | W1HE (spatially)
THIHAT §RT RGN IHRT I, FHRaT AR, iR fAves & forg
Il S PR GDHd ©, SHA d AYAl IAeHdT AR Ul @
Ol 9T Adhd © | Hilfold ol Uoell & ARl | RI1H

EMIGE IR G
q AR uenfrar
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A BT YA SR faveior g aMifore—anfie @ & |l |9d
g, S A FHEOT & ol JiTeel MR U&H el 8 | WTifeld
JOell GAaRed TR AT &R, Tcdd WIUT &, < dI By
AT 3 AT BT ATHed PR, X Fded A UIHidd FARHAl Bl
WS B T gRT JARRAT AT Bl URISHAN [IHRIT B
% forg ugh @I Sl © (9 9 3 |

HRTITeTeh a1 Fomel] <% H WIHR R R 6™ Ao & ol 3w
@1 Ol & | e iR e fqeT = <= | v Riefor G,
3ifhs IU B dTel AMHIVN AT IR—IRHNT ARIRA & IR |
WIFY WR R @™ o & oy diTifers e gomell memRd
Uil R Gg<h g 9@ PRIHH (United Nations Development
Programme; UNDP) ERT Weal Wi URAGHT &rifad @l B
URITSHT, R <!, WMfeld a1 YUMell 3R I 3iTdhsT ARV
Jfaerail BT TN B I TR B 1T g9 H FSIAT BT & |
Qe R Ty, O Y—cRid e gaed R oy |er dfsye
(decision support modules) MR TR @I Aol O STel  GTEA
UdeH, YA TART AT, Holl olfed AR MR WaT & foly Igwh
BT T (http://www.undp.org.in) | S IMfART, ToRIT & He6 ol
# Aiifers o omel smenRa ol wera el wriifad @ TS |
qT JTCl HA&UT 3ffheT & URIRTT 3 o Ferad axall © | [57err, g
(Ee SMal &), MR I AT R fafa= sifesi o1 dag I@aw
TR fRar a1 Y—3ifdhs] §od WIFR TR R R® o a1 &
oy ugw favam S 2 (http:/www.undp.org.in) |

Y49+ {941 Uvllell (Management Information System)

o &R QiR AT FEior § gaed FEar gomell & AN H IS
@ el @ A= el 2| Wty # R favmr 9 98] mees
AT TOTMEll URA @ 8| 5T & Wiead Uurell § #AaTera (Aftarer) |
TAT & | §9 TBR 9 WRI IR T GaT BT 3MM&H Y&H ARedl ¥ Bl
g R Riarg et den AR g 3= wnfed fear Smar 2
ead W gEadl A dRerll 9 §9R & oY Sigd—3id Acdd

3R I edd & foy $eRAe 2 |
difsat SeNew=pRIT (Video Teleconferencing)

drplfeld W@wd & dWel R Ao &= & fow aRs ifeRal &
WAL, T Ib PRI A [9FT gy &, NS SABERAT B
A W B Ahdl g SO 3Mdd A W I IABRITT A
R ARd 8T, I Al & forg off Arer—arer iR 8 wahd € |

311 U<T WRBR BT Jegq &F cdd 25 YT WM Bl e g, 5
sffrgr, @ ik QAT FarR & forw ugd foar oar g1 59 &
faumT 3N SHIgAT BT 3T Acdd B FEIAT I AT B b B |




YE TCdd I GATAd DI Telr iR ere’i | vHE @IHEl 9 Siedl §
3R AT TAIBIBRET U&H HRaT &, oIt TN geawEl, /3l 3R
et faf= wRimHl @ TRER e R & fog aRd § | I8
WplIh IMMUGTAT & Ydeg TAT GET A ¥, WReY FHEl HASHRI
T o1 H, B Awred o1d e d SR AT BrimH den
vl & fou 5 @l i SR &R 3 JAed PRIR U™
g gor 7|

Tl 7 fofa axe | faRivar, ArRel | d&6fd wrelt #
I FEHIRIAT §9a I8 & | §HT & e amusd AR fawga fawai
® &3 H, &9 wgel & arier), fJeR fauel iR ==t ol =hiT
gRT g 9118 7S 2 |

AT R AR WEfdl 7 gelagi™e 7d (e-polls), Felagiid IR
(e-consultations), SolagI® FaAY  (e-discussions) 3R SolaeI=dH—
AAG™ (e-ballot) ERT Tldhdd BT YUET ®©U FIRH HAT | IoHIAD
T, AR RN, IR—WRGRI G7ed iR Hifsar Fw=i "Hal o
HE<qqul el IR Solagld—ad & AgH I ANRGI I - ol § AR
Ay BRAl § | WRGR gRT Al IR AIfd FHior & forg gema
AgwaqUl $99C B | BT 1 H &H S Jaisi &l MfI9ia @ o &,
ST Afa—fAr #§ ARed iR a1 AT B AFfeld &R | Ag<agul
A g 81 %8 2

423 9491 faawor

AT R FEAR HERa! WEsie Jd & S8 AR YHEHR] a0 R
ARTR®T & Ui (Ul Hoed e H TemaT & el dRdl 8 | gadl
R IR drenfier | dar faarer & g FEfoigd da gee
TR FHT &

fri de9dge R, faevaR, WIFR 9T H, uTed SR faga
AT | TRBR B AR Al IR SRIGAT § FEd a1 TaRT &
oy gevre &R Jedrse ugw fFy Wi €| WRer) favrr i Jerge
W AT W YT SRRl iR ddwH <4 | 39 UaR
AT TSGR J9TE FAR Y53 BId & | 34 ARBR Iv Hl o]
TS R Al B, O gor SR gawmafud et v ' @ 2 Rt
3T JRIBION, FAER—TF 3ffe Iueed &1 8 & |

B T RPN, S Y TS, BYel, AR, HAlcd, T 3,
fgurl derse © @ B, R ARl B gEar iR |ad S |
IucTe] 8l Webdll & | SUIIAICT a1l SR Hearor ArTail IR G, Sl
= fag U §, fgund dedse R Ry o % @

1. 9 Rofs Tl arior dary;

2. gford Harg, i, UH. 37s. MR, USHHRYT R @rRI—url A4l 4
Feferd W

EMIGE IR G
q AR uenfrar
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3. AMIfSIe ¥E, S URE ASENG, gopl SR fauamei & fou
I8, ININRB®T T PR B foT0 AN, A9 Bls, o AR

Y, YA ST/ ST ARl JH107 U3, 31fa;

4. AESIE AT, O™, ASRIR BRATAI  TSIBRU, ISR 3FaLR,
qe 9RO, SRUdTe /IRl @7 Sudterdr, Yod gy |l
RS 9Ag AR, IR IAERIE, WReN B, ARGRI
RISEIECHIE

5. SN Gl GAAN, oY, 9191, HIeARd qdgdl, Sadb, B T,
A QaA SIR deIR q;

6. SYARCT A Had o, fasrell, gl 3R Sl & faai &t
RUKIEF

7. B IR AR = (Red wgd) 3 ddfta amftfas |arg;
3R

8. AMR® JauW, S f[Sell, drll, <ollbM, IR &rs, AHS,
gRagd onfe | Hefa Ao Rierd (JE) |

ANTR®I BT YhIdhd AR ErET HaTg | |1 HaT Fararsn, Jamil iR Ja
AT DI AN BT G HaTl UG B & foly Tabldd (BAT STl = |
39 faf =T ORI WRI & d1F qUT 3e37Ie, SABE IR Hal HISvest
& AR o9l 9 el wu @ Jal fAaRe wRAr §9a ' AnT o
U ATTLIHATS B ITAR T (Fanfed, Bee, Udbidd, RS 3iR
THE) B H WAl W PR Ghd © | 39 TR d HaW WK dRA D
IS 9] b RiTTel fawel <X, (single window centre) TR IUA % |

Thd Ragad! womell s RiTa fadwsl A< te &1 g ereaiq o9
gcd R 99 WRGRI Halg 3R AT 3ielsd UaM BT | ANTRBI
& 9 RY U & AH W Uew o7 9ad €| Uhd RIS
Ol Ul a¥ids H RGN Harsll & Hbold, U, 3R faavor #
AT BT B, el A=~ 69 Harsll bl @il BT, S DAl
3R H HRAT ANIRSI & fou el & rdr § (T@r wE 9L 9
=) | gfaar iR Agfe gHRkad @1 il 8, wifd 3d gerdd vl
AN 7 Fohar 7, o B 1 [ 9 iR el Y 999 e 9
gfaemyde Sucter fHar S | 2 |

39 IHR 91 fqaver § g iR §ar denfrar 9@

ASIH FAAHAT AHTH §U & | I§ WPHR Bl ANl & §R W
S B I8 ANl B ARKTT ®U ¥ fUET # M @ mawaedr &
I S a9 WU g s W 99 9ag J&H Bl © | IR
SEMNE! B T R, qaife gliureme e # venfid o gfaer st
@ ARIH W J ITd qUEd] B Ha8 7 Gdhd © | WRBR A AR Bl
Jraem iR AW ueE fBa1 2, |ifs AT HEl A AT &R Bl o g
DI AT, U SOAR, AESih Faell & IR H glAurgde




IR FHd ©| WHN AT IV, oncd, IR fIgd warg iR
LAY SARTE BT 781 @l e Wi § § 9 |

3d UM Bl 9g—HaT IRV oFd SUSR © | WRBR Udbihd ddl
I, oI SN, Tellfdod, $exde, dadige, driey, diel, Alge
3 IR YRAAT afa Tar fAaRor # JaNT el & | ol AR FaR
Wl 7 - geR @ JaU fRIveER 39 geradi I,
o Arrgar iR defaY (bandwidth) TR 2, d% ugam @ forg
TE—golagINe e UaM by 2| gar iR FER HEiel 7 s
IR T [aT o9 FHferd €

GAE gHRed fhar a1 €| RN [T ATl | e AgHrer
FH H IR & T 2| 3| P W Muegar JE @ 3R wRII g
S H G 8 AT 7| g8 AN ® oY e & ieR @ ged
CAGIRIACIN

ITRATYE 3R &Il 961 3 | URIE 31 FHRAFh 8l 17 &, Jifdh d
Al BT FUeM AR wRd 21 RIa RN (he—Tvs) IR uwamq
R (@@—T8) IMI W Har TR @iepd B 4 ufafed dAdbsi Arn
B MU 9T BIsd B H Y B9 9 9 99 T §, o wemad
3F PR AT AEIYU AWl TR &H < Fhal o | S99 Al d
e w endRe AR Wva &, R @i & 89 arell 9,
R 3R YCTaR ¥ qad fhar M1 8 | U JATdedl bl HRAT qT
Heferd faumT, R 9 Wafda € & wrw § uReRiar 98 T 2 |

afafafer

1.

T UD ISI & QRIS & [QURT § wrRiifad fHy ST e B/
AT R HAR Wil IR & IR #§ aadry |

2. g1 IR FAur bl & ARgH Y MU &F H WH Ferg gR1 &
ST & ANTRE Hareil @ ==t B |
43 ORI

YT H, ol iR HaR HiEifiel & yRUFRawy AaRIs [dard gai

2| E SR HAR wenfer wulia gema @

a1 faaRer # AFR® ygEdr 318 ®;

WRHRI f9EIT & GI69eT g8 ©;

JER v, weE, RER Sifa 8iR Jeaid &1 9@ &
TeTdT SR STeddl § IfE 8

AT gHTfaehdT, FEITa SR ey et ¥4 g3 ©;

EMIGE IR G
q AR uenfrar
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o iy foHfor FEarTS 3R FEwrfht 99 T B
o AU IR ATIH JIFTRIAT HHT g8 ¥: 3R
o ITHA AT IR, STaracE! iR fda=<iidpd g8 ¢ |

44 B ARV

$u¥T (Ethernet) : I8 I &5 § Acddl & foly A SMMRT HHIER
Seafh T RNl 81 I8 1990 & G A S ddb Aa™ ed ATIH w™Y
A TR A B 2| R IR H BH Uh Ude 2, Sl W9 fold IR F93WI &
fou sifsa faar mr 21 Yo 9t aMYfe FIeR sl § I aEd
BT IR TP ¢ |

SelRT (Telemetry) : IFATE U F FHGT T IR TR A 7 AR
RAAT WM FERIHAT (real-time) ATHSl & 376, SR AR HABYOT
DI Ul B | FE U Wl 7, s Sxadt 99 qen 9 fSeigeR A
HHREG §RT ATEl T3 a1 B RAfET & S Fahdl 7 |

IUANT (Application) : I8 UH AT AN, ST+ sifdpeT Had
(STed) UM, € dRR (I |9ieE) iR Bisdie (g uad) 7|
IR AIFedeR TA1 & W WR RId Bl &, Hifd I8 yared aF 3R
Red gfefelew” @ a1 9 81 |FahdT §1 I8 HIEX AFCRR
Syl & wa H gR9IT fobar a1 €, Sl HFgexr o1 &Harsl bl Y 99
ST IR T B, fOR SUARHT AT @R R |

favga u=® sar Wis e (Spread-sheets): I TET WAT AT AQHR
UUM 8, S W W OURRdl R dfem @ 21 g @l
IR B, T SYIARDT Wi U fegay 3@ ¢ |

45 gd U9 I A9
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SPIS 5 YNNG Ao AEPid: Il 9
AR vlenfral sremfd gaRt &)
3R

LEEE

50 W

51  UEITAAT

52 TS AXHia @ st ok W

53 URINNT® W6 WG ol 3R Far Heifie! & foy g
54 URAfId HTeT AP B AR

55 YRR

56 ¥ TG 3] ol

50 Q¥

A TP BT JIT HRA & YA, 3MU:

o TGN HISH! P HWHA BT I TR DI,

o fITHM UG EEHd H IR oM & foIg SrIfaf &1 weor @
HADHI; 3R

o AR BT AU HR il 3R IR FHARFT B & folw Iurg aer
HH |

5.1 AT AT

G Afth B AT 37 TBR Bl WA I TIN Tl BIAT AR,
3P ARPR A TghR Bl g1 A=Al el ¢ |" I§ AT 99 F 8l &M
g, S IR P deN ISR MRNE I BT AR IHA T AR ST & |
g &1 ET B @ 7, ST Aon SeW @ "ed 9§ dga) fhy S 9ad € |
gCifh BT AU WRGRI & foy amaxer 7 2| W9 & wwang
faermm €, P gaver R = FHRREd w1 & forg f&dl w5y # o
P fIEME @ g1 PR P &F g8 Ahd §, IR I R OFANII
foefRar ouRer 8 ik afe @' Tar g o I8 #wewayul € b wog
ARTR®T BT HH A A AT iR WP I f¥d giaer o1 & fafr #
3O BRI B | SHY UBl VAT HHI 78] gofl &, oiarl & o 8 3@ 8,
AT AT Bl GOIRA & oY f[ddbetl R R &= @1 o™ g3o 83
2| JO 39 U IR § 9gd 9 UK T, U] ' S fafi @1 sma
BT B, S A9 IH WA 3R ANTd yWrdt 2| ¥ e # arafdwarn




Tg B 5 gu iR Fur Wenfrel @ Su™ g Surdl @ arer Sifid
STARTT 3R g Rig g1 2 |

AT 3R FAR RIS AET & "eayul gcdh I WS e
BT BUCRY B H e 8Y €| IE JHSIPRT & Had H I3 Bl
ANTR® Hivad AR FIHET g9 § Fg<aqel T FHRT © |

9 3PS H BH YIS ST Wb W eI dfvgd Il 3R ggad

gU URJY H fhd UeR Gar IR HaR Henfiiel 39 Hwpid a e Bl
ARTR® Hfvad 3R Tfefia a9 8, R R & |

g UGG G, RGN WIS, R AIdNImel AT Il @l

TN, QAT & oY, qe—dad & b & |
URY &Rd & WIS e & GWpfa & 3fef 3R #Agw & fId=aer ¥ |

52 UN® Aied A 3ef R #ga

fefl i HTeT @ ARpla, SH WA & AdRS aRawr g, 9 F7e &
SR AT B & | I8 B/Y WLEDHRI FIeAHd [Afkre g, A
farR & Tl a1 e, IR ¥ & IRM 3R d% H§ Siad S gRI

qEaEl Sl 8 | JafU aRdd H AWpid, diTe fSors a1 uReedr &1 9rT
T8l &, i N Wi iR fEoga g deq & Afder o darem & forg

U AN B PRP © |

TGS AP, I BT e (V) &, S Aadl Dl WK IRl 8 (&
e B IEwl & oY 991 2, I8 dY BRI Rl © IR I8 R Jgeayui
TSI & | oD AP WG IR IRAIBR @aeR & 9R A
HEdqUl GAT <ol © | SMHIY Faud WhR B § & gge AR WK
IS HEhid Tdgad Mvid 3R =1 Hieardd fhardhay & oy
WeW @I AWM @Al (commonframeofreference) UM @R+ H BTl
HRC B |

AT Ao B Wi ARy H acll & AR GReAUH & Jdl §RI
JFIRH T BIA B | SIH—oid 189 & §Rpia f[adbd il &, faf=
iidl, Bl RG], AR SR Scdal b1 enfaWia BAT B F ARG Bl

RITAIHT IR T 2 |

53 UMNEM$ HTod A¥Ppld: T 3R daR
gtenfirer & fag g

fIfes 519 TRBR & U S a1l SOIRI ARTRGI BT @7 Sl 8, df Uh
U Iodl © 6 T IAD! TS AT ATeMRAT BT YRT BAT F9d © AT
Tl | IR, ST 984 Afdd §, Safdh Ut FHEH 980 BH © | FHART
ORI AR 3eT Bl & |
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Y g HSARAT €, SN FH—HIT FArFET IR SHRE & T & BRI B
g, 9afs 9gd IR Ffed w@ared s geref wu # fhy = @1 ergAfd e <4
2| 950 W TR W AMRI JHHUAAT AR ATRATE], T TR dF F W
g 8, W 97T BN 2 |

o BT faene 9, 9@ dR—fR U1 raRen # Ugd v ®, Wef Weded
urg a9 S8 A g 4 PR QA 1 Bifd 59 Wad dree I8
AP & b ATRAA BT AT DI FMALIDHATAT DI GRT BT & oIy HUIART
o ST SaeaS B |

9 PUT BT 980 IR DB Ol bl &, R 39 AR Plg S JIH T8I
fhe U 21 39 gl @I, fod W aRads @ a7 eFewEr o= fdar T 7|
JE I W Plz Al W TRl © [P IRId BRI R T SR AAMM el
2? U® 9 Avad: W B e g 9adia § fARka T8 g sk T &
IYOTRI H | H ORI & TRET Bl GURAT ©, &H BB ST HRAT
HEl T |

IS EXGRI [TIRT H I UhR @ MR 8 2 | Ugell, 98 & Sl AAR®D
I W I9H [JUAM REAT T A ORI, Sl S IUHMRDIRI & AT
faemm 5T &, 52 89 AFTR® ®ed o | JAARe wU F HTed Iugh AR
T GOl & 3T & HIRUT JWHAT B AART H I 7, o aed
®U H I8 YA ANTRDI DI IS Rl & | TRHR H 98d U4 8, I 98d
3IfF FRIMR # 79 U €, TTafs Suw 9gd e W € e o 984
DH BH © YT d BM & BRAl el ded & | $9 BRU F I§ AR BRI
T oA © I8 THAT el [JeqH € 3R B 39 I 9 T o |

el off R &fth & foy WReN) Frafer VA w8 W8l Wiset Mt
gl € A1 B I 2| A Brrorad fAeme ySIERat & |l W JoRd
g el 9l WORl W SIqud B BIT FYEAT Bldl g | 99T IR Ig gIdl
g 5 Sae g # emgofar g 2 R e folg g € o
FH—FHT 9 IR HH—PHY Y@UEIR dP 8 & |

ARBR] GG § AIBREE] G Bl B 29 Rl gR1 ygarT Sl
g, o Fraa el den yg MeiRd d&di o wiftq &1 wrerfdedr <1 i)
2| I8 dyerRe gedmwell, yonfedl, wed: aRwfta s ik gihgas
31 ¥ fFgiRa Arfesll Rigral iR Uil R SmEmRd €1 Aievare
TS B AMBIAT 39 ARAFAHAS Tehl b I = 8, i &1,
BT & FHE, UKTHH, UIRIHR & HH, FH<ad & giedlvl, dar g3 g
WIH DI Uhdl Ydbigd ATST JoTell H gRAMNT R © | ISaud, SR A
A BT FATH, TT TATART & URIAA! H W Bl §g X&H], 39 IS B
faermarg & | Al &R fharfafedl &1 rgura T 3ee @I Yhdr Rigr
DI 3 BT ol H gl & ST & | YN 3R SReH o, e Rl
TAfl Bl €, & 98l ARl B AT HH F BH PR W ARD qe




foar Smar 21 AT & IR | wfedg Aot I8 © Py o=, srgs

Hed 2, 8 JRaE dHOR) BId &, S dTofhIaremel deT eRd ¢ |

T qui HoTTell fAvelvor g8 gie R Adhdl @ [h 59 FHRl BT 'd 3R
AR Wvg 2, e g9 |red & (MfEa 9 MaiRa srifafer § denffrer &1
R T T | ARG wY W, Wrenfrer g a8 ghlead a fF
ffSpa =fRh srue srue! 81 four Jahd iR ol |grr yonfordt Iga<h
T W AT @ TS YA B IR W gge Rafd # 2Rf| 9 wu 9,
arenfire ghed sl & denfrer f2d gomell 4 |wa faderedi= o™
3R UeTUId B T (AT SN AHAT & AT WA Bl T WY H QT
S, S f WRGR &1 Ieed BT © | ol iR AR urRifar gef
IIRS DI qAHI 1 Fhd 8, IRg Add 81 39 WP Bl A8l dad
Fhd | AP A UG PR D folg GOl gfhar & FIeAIHD Wi
e I §¢ 3981 Bl AMRY AR UATC AHIMER P $H Y QT ST
ey |

A P DD AMAIRAT YRR Bl ARTRG—dbfsd a1 2 AR G-
PRAT 2| W 39 @ oY IS BT DI HY AERYT SR BRAT
JATTYH 2| YUTell ATyl gRT, UAP BRI &I Taad fhamafori iR
THRI—ATS! IMTATREGATRN BT FHATG HIAT BN qAT AL g Al Ao
IR ARCIBT gRT W8l YR # |al &fth &1 @1 arm | fafi=1 Ul
W FRGAT B oraT & foy IRafdd aRsm @ mavadar B, afe
IR & <8N Bl GURA H DIs WIfd d1 ¢ |

fhr 1, sH®T1 ATy I8 =8l © fd Wefid! ue Iy &y $1 Fe
I Fahell &, Rifd Igd W 3 BRb Wl Bl &, Sl JAIIT B Hdhd o |
WR<], I8 W | & & el g9 o B H U Afard quRER ok
=

54 gRafda dea d¥pfa a1 AR

T2 Apfa @ i & forw ag anmavgs € %

o T R HAR Wl & FHEag S9a oy yeRid & Sy, St
5T oIy 38@ &

o IIGHAl Pl FTIIC DI GAUT IUAL IRIS TG,

o ITXT A I W IxRA & aId U By S
o ST AN BT ANGE @xA B fore sifaRe ufkaT S a1 S
o SUIRDRI & [Ty FHRIHAD &Y T (role models) TS fHT TT;

e TGl & dIHUCAT Pl TN IWH & oIy 95 SR g&™ &
3R
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Wrenfiel & edRIaad iR e & fog wenfier &1 v fear
S |

A1 B, F AP FIASH DI wealdiT & Aegd A Siiel ST amfey 3R
|l ISUIRHISH & U 39 SIFTH HRA DI GIAET B ALY | eafdbT &l
S GeAl & A HrAed [@ATed SUANT ¥ Yaigd fhar ST @Ry,

T 3ffbsl &1 JdTg AT W 8 9d | 39 A1 8, Welfiid! & Yadd
BT FHGT A D oY Th D1 I Wenfira garg’ | g9 9y |

541 {gAE

TR AIARRATE FIBIT Bl HERoige, AEd, oeill, qAT Tl
M D folg TH-d] qAT ATeAHD IR FIfHd wWR W W TR 9

A & | 39D (Y HB Yo ~ird Gy Y &

gRads & forv sEaaR $9 99T (Make a Compelling Case for
Change)

Ahd Tl § UP Aeayul a1 IWAMTS BRIl 83— @ gRomH #
AEER B &, d GRG0 ®I Al o & | AePier Jgaem d
A g AT § b S—o gRads @Y Savdhdl & folv wHaTRAT Bl
T A T2 B, A%t @1 &} W TS 2| safery uRads & forw
TCRAT IT G&Ial U7 HRAT Ag<dqyl & |

S @R A U 93 Ugell § Fheldl U< &I, I8 §B A1 3 BRI
B Ul AUl YUTIRAT Al Whalesyi & oy U arddm
D ST SR sH dd fhar? 39 uegdl A f¥eiRal &R
HUAIRAT § IRTdd 3TuT I~ &N U4 Wied H gRddd & foru
BT I H Aherar S1fid @I |

AtvaiRe v sHlvaiRe wu 4 gfad &A1 (Communicate
Formally and Informally)

ey Haw—d3sd 3R AII—3Ma%Idh &, U< I URad" 3R
AHH BTl § gaie e 8 | FHAN ST d18d 8, ¢ e S
fea—ufafed & o 9 fog TR F&fdd &1 It TR R IR
gRumEl I fhg YR aEg B |

EM 981 IR YUH—YA® I8P  ARM Ts QAR AT PRI |
TG ARl iR AR TR Fdal &R & AR DI qAT
PN |

3fferpTer SARBINAT IR FHARAT BT 95 o A1 =R T80 iR
TG PR A Ugel I AAMS IR FAAT AEIH BT © | I8
faoly ®U 9 99 9 ©, 9 B B b AU NI Qe ggioal 9
g AT H A B 21 O 81 9 gRadd & aR H gAd 8 iR =l
A & b I8 AT @ Al @ AT B9 UER HT, dr d




AFARTS S I YA BRd & [$ 39 AT dRIdl BT AT Hd 8¢
I HE<dqUl BRI BT YRT DA BT | Ag@qol gRadd g o a1 |awrg 4
21 BIdT, dfed SooRg- I HUTIRY & folU qHY AP ¢ |

eI B AARPHRYT (ARGTT a7 o) ¢ W forw g T Qe 27
(Personalize the Message : What Does this Mean to Me?)

PHART 39 IR H YT BT SR IEd & b gRade S $d wrfad
BT AR STRT B fHa gbR yRafdd sR?

IRIdT I8 T WU I I YIIfdd H, 7 399 ffsdd 8 Iad B |
39 SNM ST b BRI TR BE B b folU STd] AFRIGIT STl&]
&l Bl 2 |

FHRIUTAS TR W AGE Afh & W8 Tl BT SR« Fdhd © | dHar
SFGRI I &R & folv 3 widetadl & <@ 2| Riaer i
TIRY IR o Rderdl & Ui BRIl dEaN] 9 IR o H J
a9} B |

Eliifdh, G STRI &) SR Y@ 3TA9d 8, SAfTU MY RIT W-d &
3R T & A €, BT Uh T IR &Y |

Sl | SFd 8 89 WdR dY (Acknowledge the Unknowns)

fm—"% amud! 99 HB AT HHI, W9 G FY GG SR —Rad
@ Rty 3 &M T2 da1 3| gRacs @ @ H HHaN RHnRd
B & | ZAfTy TATHS Il BT oY A1T 1 S9! FERar a) Fdhdl

=

T PedAl, “H T IHar & [emd gIA q S @l Ifue S1fdd
TEI® T | 99 3T IR Hel SFd 8, HHARAT F $g, MY IR S
IR I© Gfad d |

BT B 9 WHR B 8, O 37 IR od da § aggef g T
GARFT PR of & 7 3 7 81 WY, afod ITR 4§ U & Bl ue
T8 HEA SUYh BN b e U Il DI TSR T8l 2 |

Iparg &1 e v Revar @ gfid (Surface Rumours and Fill
in the Blanks)

g W TGN HISAl H HFYSABRT Bl UhAT Feld T, BIHDI Bl
Bedl Tl 3hale BR R ofdl & | I 3Thdle RUl |irad H Sffreie
Bl S 2 | PHINT 39 YhR & A Bl dRddd J99 o Td & | 39
BRI d IANTT & T & R STD] SATehdT § HHI 31 Sl 2 |

IpaTe favad- i a1 @ M H herd! €| Udh M W 91d © o
Tded B Adhd 2, 9 Fafid U A e 9ad €, I8 9N ke 9T 87
A AT AR T 9T 57" ABATel bl Gol H M W d 37U

ENINIEC R R G
HEpIA: a1 4
AR ;ﬁ‘eﬁﬁmﬁ

B 3R

63



AT 9 GAR
glenfier va
ERUEE]

64

Uqd @I S 3 SR 9SGl W o ded AT faeRa el o
AqHT B |

T haTel BT WS PRAT Fe@yul &, W, 9 ol & 4 9 &l
Ahd 2 | AhdTe 39 IR H R W <d € P onT fha & an ¥ f{ifod

2 3R I g W e # feama el | 81 @ 8| qeArHS I
YT B AT 3T B IR H FGell =i B |

dar € wgeR S ol 39 HATE ad @ (Practice What you
Preach)

ST9 UeeE @1 Hraardl uRad=i, S Ged & ST @l | 9 Jnfed
IRA T, W HA el ERNl 8, Al SHd HAIRAT H Hedl I Bl & |
U TS H W—AHRar S\ @l faRiyarsil w1 QR fhar, e W
D AT IR BT & IR H AQY AT ORI WM | 98 Bl & forg
Had d1d B PRAT AT, WRef W—HaTelT & g bl BT 3/l T8l
X AT |

A%hd gRIdT @ foly HTed @& daa = TR | & 78 Ifig ol
TR ¥ gRac Smfeid B Wem JEud 3 HHATRAl B gRadT &
@ forg 98 wed € It 9 W uw My A & foU sw8d T B
FH—p) T foars 21 ® f6 PRiued R ded & IR R’T Hd o,
g TNl B dE S AR BIAT © | SWIY Sl P W BReAl
AaeIH ©, A HaER & MR iR R dear | g1 o
qD |

HHal frd #wgw 24 &, 8@ "=ar @ 3R 89w FEfor Y
(Acknowledge and Build on What Employees Value)

IR @1 JFaer § AT Ig WG b oy doRdA HEy ad @, o
9 HY HEdYUl A © | HHARI OB & AER WX URafkid T8l 8, d
O G B oIy gaeid 7, AN, Sl I oTY HeIadT 3feral Ag<ayul
&l |

gaIae, HHARAT & fog e @e 9 9 SR &) 8§, SHST 4I
T HE W HRAT Fal el 8l Bl © | glalfdh, Ie A dd |
U gOT WY A1 ol &1 |ds 9 8 H Gl Aedl § | dHar
e AU WD F B IR BT AR AR B 2 Al ST GO,
"I RIS DI ARKAT T 7, T 89 P wR @ g0 S whhdl
B fha UBR Y aei § S8 &SI Fadl 2

AR B 6 R Wb TG AT dHeH o1 A | U G99 $ oy
JENA o, WY gAMWW H I8 Iug<h T8l © |

gfiRIe @ gAX9AT (Reframe Resistance)

S HHANT AORE B ©, Al a1 WHIdd JgRT HR 8IF &I Bl
g, s HR Y I € a1 g9a 1 & Sl 7| IReg Radd @
fcfehar WIS He<aqul a1 BT Ald 8 Ahl o |




9 R BT AFAT 3R 8, O BB HHARI 99T B & 6 aRafkdd
el H 9%d 89 & forv 98 <erar, fafoat ar fhanfafet Wiew & 9
3T BT, AT I UK §% AR BT FHI el BT | Il HHAR W
@ Gha B H v €l oxd €, 9 ¢ N IoHH B fay
3fegd B & 3R Py IR 5 Gey G B gegdhdl 4l T8] &d
g

3o Ufifted aR® | U Hael I [ael Bl ol H FeeT &9 Yha
M, Sf U9 e 9 Wl 81, O $Han! Suyth a1 SNl
A © | G9aa: 9 {6 o9 & forw uRade @l amem | o 81
=, RTS8 THRIAS AT 8 |

IR & R H fUBel oWd uWIfdd & 6 wHART acHe
gRacd @ Ugel & WA &Y &d & | o9 fUse aRads & wra
3B, JBR AT A% U &, AN WHIdP wd ¥ godd aRded &
ufr wierg BT | 99 oMU fB BT U8 dEd g gAd 8, I8 uRddd
el P el HI AT g s Wl ASHT T 2T ANl R
A gRadT &1 gde | fhT M @1 99d 2 | I8 de—fadd dEad
TE BT | g e SO B el 21 I8 A T B oY i
edie o 6 ARFd wom & 9o @ 2| 399 & Suarlt g
ST B Whd 8, I aaH gRadd o Rl | g9 | YS! FErar
M | 399 Y A g1 Ahd & b U8 997 o Il 59 999 g3
ol I 39 gl BT, S 399 99y URddd &I 31fdd Ihel a1 Thdl ¢ |

TR U VAT odel 8, I Al @ YATe ®I dIe ol & | UfRe 98
g, 579 ®Is 9 BT BT T8l dx 38T T, O 3T I BT A &
AT IAY DR DI AT BRI © | G 3R gGb BRI Bl Sl ggdlel
DI |

dHarl uRadsr &1 ufoRler 98 &vd 2, d SR-SEaEwl @l
fadler @xd & (Employees Do Not Resist Change, They Resist

Coercion)

T8 TAd gROM 8 & oRT gRads | gom &_d & | aRad H, o &
HY UREc, g R gAd 8 | A Bl faddre Bl g B4 AT
ME oF1, Tefred o1 a1 faqel Fgie o anfe | 3 |0 Sitaq gga
arel aRadT €1 iRl AT 9% gol w9 Fd 2 | Afdwie 9
QART faReT R 2 AT OaRE &, 99 URRARl §RT 99 R yRac= orar
ST & | ¥sed: T 9l gRacdt &7 ke a1 S99 gom T8 axd 2|
Ig HEqd a1 ST =1fey & 9 arue oy yRead &1 faRe F8f dva
g; SR STeRERIT $T faRe a2 |

e Heayol uRadl bl A1 RAIDHR B, T4 I SIR—STaRGRI
39T BRI & | adfddar a8 8 b fadt @1 +ff aRafda s erdva

21 IRIdT & PRUN Bl W By dAT HHARAT & YA bl FHs,
AT < 3R I8 YR BT A BT AR < |
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|1 s T §HE ] R T8 daoll AR $9 [Hega A1 daar T8
= | AT ATSA | BIs TR WIF 2, S8l d Hewdqol 8 Hdd &, 99
W H I G B YA BN AR AR TG 8, A T M do B
ferg <eTIem &N |
e \HTIHfa® BT (Empathise)

e # URadT & T AARS IR FHAN JeHDI B U O
S Se el SR el B | U Al fewre €, Sl B8 Wad § 3l
qQT AT BT T |* 95 W UH B AHA & A hg Wb & AT 3 IR

H A g iR SMUB $H IRE W HAEGd PR DI VAT PIg HRT 81
gl

ardfdeedr H, uRed= d afd sraiifed & T BRI, awwEl, <,
faeryerar ik gomgd Reifa @1 &rfcr | gRed= & SR 3RS Fal B
JGHT PRAT AN & T AMRT € | FATl ol fe@rdr 7 &R 4 I
AG[E B ABRT A8l S Fahdll; FacAD Ufafhamell & F9sH
Aherd!, aRad ¥, g o 99d d6 9@ AR g & ¢ |

SHBT I8 AN 8T b URADl DI AANASRT BT JHBT T
TGN DT T=T <R, S aRdfded 3R 9 2 |

aRfdD YR § qHI o1 8 | 99 URad @ ®B € qrel § Q1
T8 far ST \aar | 1 dan | Agayel gRade, s A3 fafet
e wAd €, S fadl ok Hwrel H 81, afed Al iR auf H
AT ST 2 |

AHHT ® SRME SMUBT YR dgelil; sHfery w5 gRRerfaai qeom
AR BT A & foIU GIR B | HTed & 3fex 3R deR, aHi 3R
A U 3 AT B SMER R oledl qAT ATl & GRSHRU & 325h
g | BIST—BIET W BT AT g91¢ IR S Bl W BT Seqd 910 |

IR & folg aegdRl BIRT DI gl Y FaR TR 3RT dY AR
DT TNU IR 3B, 99 AP HHAN] Ig YT ART T N b
PR T T T H B o |

arferfafer

fpdfl W ARPRY fIURT AT ST BT SRT B AR Il BRI JOTMAl Dbl
AT BN | HHATRAT 3R ARG & FaeR iR fhareli & g o
3O JIIT & IMEIR TR FASATHD TP W Thdd TIR N |

55 AR

AT 3R FaR Wefre] 1 RSN Aol H Temaie Gpia & G-
@ AR WER H T gad FEfaled o oeafRd wR o S=d iR

oD BT HHIT I Bl o




Gel, URSE, e 3R fddfsd e,

o T HEHIGH 3R FAR—YER (sharing and dissemination);

e T, IMM@E 3R IISHIId ITRAMIT & IRFERFTT A SATHD
AP 9 uRad;

o RA—yfafda & &1 # wfa, uRygar 3R e,

o e, WEATTE, AN wHTd, iR rgfasareiial s i,

o TINIG e H o+ R, o9 WHre 9 foaw fust, donr diedie
ANTRET & &, AR

o {rdWfAh Hdrdesl U H AT BT Iy |

56 WaH UG I o

Bridges, William, 1988, Surviving Corporate Transitions: Rational
Management in a World of Mergers, Start-Ups, Takeovers, Layoffs,
Divestitures, Deregulation and New Technologies, William Bridges and
Associates, Mill Valley

CA Boisot, Max, H., October 2011, Knowledge Assets: Securing
Competitive Advantage in the Information Economy, Business and
Economics, Oxford Scholarship Online, OUP.

Derby, Esther, 20011 A Manager's Guide to Supporting Organisational
Change, Associates, Inc., MN US

Emery, Dale, Resistance as a Resource, Cutter IT Journal, 10 Oct. 2001, US

Harris, Philip, R., Robert, T., Moran, and Sarah, V., Moran, 2004, Managing
Cultural Differences: Global Leadership Strategies for the 21st Century,
Business and Economics, Butterworth-Heinemann Ltd., Britain

Kotter, John, P., 1996, Leading Change, Harvard Business School Press,
Boston, MA

ENINIEC R R G
HEpIA: a1 4
AR ;ﬁ'aiﬁmﬁ

B 3R

67



ignou
THE PEOPLE'S
UNIVERSITY




