
 

 

pôÈXG ]#t#G ]Zt#` ˜&Ë�]# G¿ G¿ ¾SX +õE,† ¦"`Ø 

¾MQU{§ ˜QXZ E¦"Ø /BPR/  EN�B'É ¾N%Á`†G MMWÁ 

/Guideline/ 
 

1. MÓp#Áø 

 

 ¾AÑWy� ¾Ç#P+X]#* ¾GN} }GP† `œ&{N ENÉUÓ œN%ÁÓ±" 

šZOÍ¬† ˜�Æ ]#t#G ]Zt#]"� ±M*§* rg NÉUÓ �¦"½½ E±#CO 

]#qG M�ÓS} ]ò* A"E"� ˜fõ ¾D� ¾]#t#G ]Zt#` NccÁ ‘[ÓXO 

�Éö pM�f^f` FÃ ÃÑ’G½½ ¾ôÈXG ]#t#G ]Zt#` ˜&Î�]# pAÑWy 

¾]#t#G ]Zt#` ¾]¦" Ar} ˜MXZ Ñ"ÇÄ† FÃ �E¦" ŠFò�} pM�^} 

pMËMWÁ šX]"� œl¾ ˜QXZ NFfk* ±M*§ NÉUÓ ÁEp} 

MD� � pMÑ�±r ¾xEÁ¿ ¾E¦"Ø SX¬†� pM`X} FÃ ÃÑ’G½½ "

"

 

 ¾E¦"Ø SX¬‚ }œ"U} ¾]#t#G ]Zt#` NccÁ ‘[ÓXM"� ¦"Ö&~† 

pxN>F* pxf*Ë MG+ MxÓpZ p#D�O xÖ*f¦" xÓqX§ MD� 

pN%†E"p} ÅUÍ FÃ ¾N%Ñ‘"}� ¾WöZO ¦"Ö&~† š¾E¿ xÑp# 

šZOÍ¬†� M¦"]É ¾N%Á`ðGÓ pMD�" E˜ÑGÓE,} ˜]×Ø NccÁ 

�−"` ‘[ÓXO kÉN%Á pM`Ö} E}ÓpX¦" ˜Òº ¾D�¦"� 

¾MQU{§ ˜QXZ E¦ Ø /BPR/ SX¬† pxnM" ¨* ¨* �qZ ¾SX 

B%Å~† FÃ šÁ�B'Å ÃÑ’G½½ 

  

 MQU{§ ¾˜QXZ E¦"Ø /BPR/ O�É�¦"? 

 Dr Michael Hammer: 

 ''Business Reengineering is the fundamental rethinking and radical 

redesign of business processes to achieve dramatic improvements in 

critical contemporary measures of performance, such as cost, quality 

service and speed. 

 

 pNE} Á`fMÖ¦" ]#D�ø ÃC�� }ZÑ"O ¦Å ˜NZ’ pN%œxE¦" 

˜�>‰>� EMME` xP+[˜G½½ 

 



 MQU{§ ˜QXZ E¦"Ø M�c¦  `EO�QX¦" ˜�É SX ¾N%�U� 

MQU{§ ¾˜`x^]r E¦"Ø ]#D� ¾SX B%Å}� SZ�fG pD� ˜�>‰>� 

pME¦Ø ¦^« pD�" ¾SX ˜ðíìO MEœ#Á¬† NE}O p¦Üø 

pØX}* p˜ÑGÓE,} ˜]×Ø õØ�} ˜`Å*h E¦"Ø ENO×} 

¾N%Á`†G ¾˜QXZ NccÁ xÓqZ �¦"½½ 

"

 

 ÃC�� MQU} pNÉUÓ ˜&Î�]#¦" pš`œ˜A"�" š�k`i]&¦" p˜ÅUÍË}* 

¾SX OÅq MOWÁ š* p˜#�`ý+d� MOWÁ ¦"`Ø pN%Ñ‘" �qZ 

¾SX B%Å~† FÃ ¾MQU{§ ˜QXZ E¦"Ø ÁÅUÑ ]#D�ø pš�±#C 

¾SX +õE,† ¦"`Ø pN%Ñ‘" �qZ ¾SX B%Å~† FÃ ¾xÅUÑ"} Ø*~† 

p˜r²’¦" ¦Å }ÓpX pN%bÒÑVp} ÅUÍ FÃ ÅZ]¨G½½ 

 

 pM`œ" p1998®.O. p4 ¾SX +õE,† ¦"`Ø ¾N%Ñ‘" 36 �qZ ¾SX 

B%Å~† pØGf} xÖ�x¦" pMQU{§ ˜�>‰>� š�Ç#E¦Ö" ¾xÁ±¦"� 

¯kÉ œÓr ENÉU` Ã„G ±�É ¾±#C ˜�G ¾D�"}�* Ø*y 

ÁGxËMUq�¦"� A"E} +õE,† œ�pU¦" ˜�B'É pxE¾ M�ÑÉ Mðxd* 

ME¦Ø ˜`ðFÑ# D� xÑ«“G½½ 

 

 ¾E¦"Ø SX¬†� pxMEœx pxnM" ¦"`Ø qE¦" ˜×Çò A"�'{/ Sense 

of urgency/ O+�Á} œ±#C p‰>F p˜&Ë�]#¦" fW ¾SX +õE,†  

¾N%�B'Æ} ¾MQU{§ ˜QXZ E¦"Ø SX¬† š`œ˜A"� œ�pU¦" 

˜�B'É E¾} qE ˜�>‰>� pÓ�qZ fÅO�} p¾SX +õE" qEM"Á¬† 

š�Ç#œ*¦�" ¾N%ÅUÑ" pMD�" š�±#C qEM"Á¬† ¾¾+õE,„�¦"� �qZ 

¾SX B%Å~† pØGf} ð}b¦" ¾N%Á`x�+E"p} ¾M˜E MZD¬†� 

MQU} pNÉUÓ ¾x±ÒË MMWÁ ˜`ðFÑ# D� xÑ«“G½½ 

 

2. ¾MMWÁ¦" ®FN½- 

 

 ¾±#C MMWÁ ®FN p˜&Î�]#¦" EMQU{§ ¾˜QXZ E¦"Ø ®%FN pxÅUÑ" 

fW ¾SX +õE,† ¦"`Ø pN%Ñ‘" �qZ ¾SX B%Å~† FÃ ¾N%�B'Æ} 

Ø*~† ¾M˜E� MZD¬† xœ}E¦" ¦Ø pD� M�ÑÉ š�Ç#œ*¦�" 

pØ*~‚ FÃ ¾x]NV qEM"Á¬†� NÑ³ �¦"½½ 
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3. ¾N%Öpk ¦"Ö&}½- 

 

   pØ*y FÃ ¾N%QNV ¾¾+õE" qEM"Á¬† pfFE" xUÉx¦"} E#xÑrV}  

¾N%†E"} ÅUÍ¦"� ¾Öpf ¾MQU{§ ˜QXZ E¦"Ø Ø*} Nœ*¦’ 

MMWÁø 

 

4. ¾MQU{§ ˜QXZ E¦"Ø SX ˜�B'É½- 

 

 p¾SX +õE,† ¾N%�B'Æ} ¾MQU{§ ˜QXZ E¦"Ø SX¬† 

¾N%œxE"}� Ñ"ÇÄ† ÅUÍ pÅUÍ p³Z³Z NØ*}* Mðxd 

ÃÖpkq�¨G½½ 

 

 4.1 ¾SX +õE" ÇX / Back ground / 

 

  pSX +õE" ÇX ¦"`Øø 

 

 pSX +õE" SX¬† M… š�ÅxËMV / Historical back                              

ground/  

 

 ¾SX¬‚ �Éð B^q§ MQU} /Theoretical Background/øSX¬‚ 

¾N%MVq�¦" KÑ,†ø MWÁ¬†ø ¦.±x. 
 

 pSX +õE" ÁE¦" ¾]¦" ŠÃG ˜ÅUÍË} /Manpower Profile /  

 

 ¾+õE" ¾SX B%Å~† œE&E,† +õE,† ¾SX B%Å~† ÒZ ÁF�¦" 

Ó�‘"�} ˜�É p˜�É ÃðxcE"ø  

œFÃ œx±U±V} Ñ"ÇÄ† õxc ¾xÑ‘"} ¦"Ö&~† pÓGê n�n ÃéóE"½½ 
 

4.2 ¾�q[‚� ¾SX B%Å~† �Éõ Mx�x�ø 
   

  p±#C +õG ¦"`Ø½- 
 

 pSX B%Å~‚ ¾N%œ*¦�" ¨* ¨* xÓqX}* ¦"Ö&~„�¦" 

Ã±U±XE"ø 
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 ¾SX B%Å~‚ pN%ÁGñq�¦" pšÁ�Ç�Æ ÅUÍ¬† ¦"`Ø            

¾N%œ*¦�" xÓqX} p®Ã�} /NE}O }ÓpXø OGG`ø gØØZø 

M±Ó¾}ø +O†} pN%G/ š* pMÖ� x±Z³U¦" ÃfM×E"½½ 

 

 ¾SX B%Å~‚� ¾‰>F ˜QXZ ¾N%Á^Ã MUÍ œQ�Ê† Ã]p]qGø 

p�Éö‚ FÃ ¾xMEœy} MUÍ¬† œ]�Ê† FÃ œx]p]p"} ÒZ  

ÁF�¦" xM^^Ã�} ¦ÃO G¿�} œ¾O+�Á~„�¦" ˜�>Á š�Ç#{Ã 

ÃÅUÒG½½ 

 

 p¾SX B%Åy G¿ G¿ ÅUÍ¬† FÃ ¾N%^xñ QXx»† N%* 

xEÃ~ Ã¦×G½½ 

 

 šÁ�Ç�Æ ¾SX B%Å} ¾N%Á`œ}E¦" ˜N�Ã ¦Ü x]G~ 

ÃfM×G½½ 

 

 p�qZ ¾SX B%Å~‚ �Éö† }�x** õxc ¦k} xEÃx¦" 

œSX¬‚ õQ} ÒZ ¾xÁÁ±" š�Å ¾SX B%Å} ÅUÍ¬† MZ±Oø 

M�²²} š* N�l¬† ÁE" †Ó[† A"E" x±Z³U¦" ÃfM×E"½½  

 

4.3 ¾SX B%Åy ¾N%Ñ«p} ¾p#[ ˜fNMØ /Office lay out/ 

 

 ¾p#[ ˜fNMÖ" p„Z} pxÅÑð `¯G x±ÒÏ~ E¦"ÃÃ} 

ÃfZqG½½ ¾p#[ ˜fNMÖ" pSX¦" B%Å} FÃ Á`œxE¦" †ÓZ 

ÃðxcG½½ ESX¦" Mi*} ˜Mƒ �¦" ¾xqE ¾p#[ ˜fNMØ 

B^r / Recommendation/ Ã]�±XG½½  

 

 ¾x]�±U¦" ˜Ç#]" ¾p#[ ˜ÅUÍË} B^r œ�qV ÒZ ]#�íìZ 

¾N%ÁM×¦" ¦"Ö&} pxEÁ¿ M`ðZ~† xx�rÄ/ Predict/ pØ*y 

¦"`Ø š�Ç#MEœ} ÃÅUÒG½½ 

 

4.4 pSX B%Å~‚ FÃ ¾x]NX¦" ¾]¦" ŠÃG `rØZø 

  

 p¾SX B%Å~† FÃ ¾x]NV QXx»†� ¾N%MEœy MUÍ¬† 

pQXx»‚ ¾}OCZ} ÅUÍø GOÉø +CE,}ø ë{ š* †E,{ 

xÖ*kU¦" p³Z³Z pQ�ÖUº / Matrix/ š�Ç#fMÖ" ÃÅUÒG½½ 
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p±#CO pB%Å~‚ FÃ œx]NX¦" ¾]¦" ŠÃG ÒZ ¾xÁÁ±" †Ó[† 

�E" Ñ,Gx¦" š�Ç#¦Ö" ÃÅUÒG½½ 

 

4.5 ¾SX B%Å} ¨* ¨* †Ó[†* M�`˜&¬„�¦"ø

 

 p±#C +õG œ±#C pò} p�pV} +õE,† xEÃx¦" ¾¦Ö"} ¾SX 

B%Å~‚ †Ó[† œM�`˜&¬„�¦" ¦ÃO Mõ}B'¬„�¦" ˜�íZ 

pSZ®} xÅXÏx¦" š�Ç#fMÖ" ÃÅUÒE"½½ pxÚNWO½- 

 

 ¾SX B%Åy� ENœ*¦� pSX FÃ ÁE"} MMWÁ¬†ø 

N�¨E,† ¦.±.x. Á`œxF<�¦" †Ó[†ø 

 

 ¾SX +õE" ÉZÏ{§ ˜¦ifZ pSX B%Å~‚ +�¦"� 

FÃ Á`œxE¦" †ÓZø 

 

 pSX +õE" ÉZÏ{§ M¨kZ FÃ ÁE¦" ¾]¦" ŠÃG 

˜]FEõ  / Profile/ pSX¦" šZOÍ FÃ ÁÅU]¦" xî¯�ø 

pØGf} ÃÇ]^G½½ 

 

4.6 ¾¾SX B%Å~‚� xÑGÒÄ†* ¾N%MEœ{�¦"� ¦Ñ�† ˜`xÁ¾}* 

kY{ N]q]r* Mx�x�ø 

 

 p±#C +õGø 

 

A/ ¾SX B%Å~‚ ¾¦"`Ø xÑGÒÄ† NE}O pSX B%Å~† FÃ 

pfØ{ x^{ò ¾D�"* E&E,† ¾˜&Î�]#¦" QXx»† `ESX 

B%Å~‚ ¾N%]×<�¦" ˜`xÁ¾~† `ESX¬‚ pN%ÅUÑ" 

¦"ÃÃ~†* pN%]XÛ MÖÃl† ˜N�Ã�} Ã]p]qE"ø 

p˜`xÁ¾~‚ ¦"`Ø š�Å †ÓZ ¾xÖlM" �Ñ[† xEÃx¦" 

š�Ç#¦Ö" ÃÅUÒG½½ 

 

E/ ¾SX B%Å~‚ ˜ÑGÓE,} ¾N%]Ö"} p¨*�} E¦"ß 

xÑGÒÄ† œD� fÅO ]#G EM˜E SX¦" pÓrU-ŠÃE" 

œx]p]p¦" ˜`xÁ¾} š* ˜`ðFÑ#O œD� MÖÃk ˜±ÒÏ~ 

pMpx�* pM]r]r xÑGÒÄ† pSX B%Å~‚ FÃ ÁF<�¦" 
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kY{¬† š�Ç#E¿ ÃÅUÒG½½ ÃC�� EN^�} qr²’¦" 

¾N%ÅÑð¦" SG} MÖÃk ¦ÃO iE MÖÃk N±ÒË} 

]#D�ø MÖÃl‚O  px„E MÖ� ¾OZÝ / Multiple Choice/ 

kZê ÁF�¦"*  

 

 pSX +õE" ¾N%]Ö"}� ˜ÑGÓE,~† œÑ#±&ø œØX}* 

œMÖ� ˜�>Á E#ÁME+yø 

 

 ExÑGÒÄ† kY{ O�ß ¾D�" œSX +õE" �qZ ¾SX 

B%Å~† ˜QX[†* ¾˜ÑGÓE,} ˜]×Ù† ÒZ ¾xÁÁ±" 

Ñ"ÇÄ†� x�}� ÉOÇN' FÃ EMÉU`   

¾N%Á`†E" MD� ˜Eq�¦"½½ 

 

H/ ˜Óqr�} ÁF�� ¾M�ÓS} ÿE#]#¬†* `}XxÍ#¬† 

Mðxdø 

 

 ¾SX B%Å~‚ M�ÓS} Á¦×�¦"� ÿE#]#¬†* 

`}XxÍ#¬† EMxÓpZ ÁF�¦" ÖfN'{* ˜A"� 

š¾xœ*¦�" ¾N%Ñ‘"p} M�ÑÉ œÿE#]#¬†* `}XxÍ#¬† 

ÒZ ÁE¦" x××N%�} p±#C +õG š�Ç#i« ÃÅUÒG½½ 

œ±#C ÒZ xÁÁº�} ÁF�¦" †Ó[†O xEÃx¦" 

Ã¦×E"½½ 

 

4.7 ¾MQG xnN} /Benchmark Organization/ MG�O ¾SX ˜ðíìO 

õxc

 

EMQU{§ ¾˜QXZ E¦"Ø SX¦" ¦"Ö&{N�}  pAÑZ ¦"`ØO 

D� p¦"Ü ¾N%Ñ‘" xM^^Ã SX ¾N%Áœ*¦"�"}� xnN} ¾SX 

˜ðéìO Mðxd* œ˜QX[„�¦" ¾xcE" xP+[¬†� Mk]O 

xÑp# �¦"½½   

  

p±#C +õG ¾N%xŸZq�¦" xÓqX}* ¾N%Öpg} ¦"Ö&~† 

¾N%œxE"} *�¦"½½ 

 

 pMËMWÁ xnNy œxnN†� ÒZ œPF Ñ,ÅG pxM^^Ã 

xÓqX} FÃ ¾x]NV MD� � NUÒÑØø "
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 ˜QXX�¦"� pME¦Ø B%Å} ¦"`Ø ¾xœxF<�¦"� ˜�B'Ê† 

MMZMZø 

 

 œ˜�B'Ç�¦" ¦"`Ø ÖiN% xP+[¬†� ME¾}* M¦"]Éø 

 

 ˜]XX�¦"� œME¦×�¦" pò} p¾M`œ" ¾�pX�¦"� ¾SX 

˜ðíìO MUÍ / Record/ MM³Ñrø 

 

 ˜QXX�¦"� œE¦Ö" p‰>F p¾M`œ" Á`M±Ñp"}� ¾SX 

˜ðíìO WœZÉ MM³Ñrø 

 

 pfÉP¦" ¾SX ˜ðíìO ÅUÍ* p˜Ç#]" M�œG ÁE¦"� G¿�} 

N`F}* ¾¯ÉÑy� MÖ� N^¾}ø 

 

 xnNy Á`M±Ñp"} ˜Ç#]" ¾SX ˜ðíìO ÅUÍ ExnN†� 

¾M˜E Ø*} ÁE¦"� óÃÇ pÓGî N^¾}ø 

š* ¾M^]E"} pØGf} Ã{ÁE"½½ 

 

4.8 p�qZ ¾SX B%Å~† ¾¦Åò} ˜k×Ý* p˜ÇÇ#a‚ ˜xÑqpZ FÃ 

¦"ÃÃ} NÉUÓ* ˜nO MÁ³ 

 

p±#C +õG ¾N%œ*¦�¦" SXø 

 

1. p¾SX +õE,‚ ¾N%œ*¦�"} �qZ ¾SX B%Å~† pSX +õE" 

¦"`Ø MQX{�¦" ¾N%�X�¦"� Å�N* Ö��X Ñ,� ˜�Ø[ 

pN¦"×} ¾¦Åò} ˜k×Ý�¦"� š¾x¦Á¿ ¦"^�' N^Eõ ]#D� 

¦"ÃÃyO D� ¦"^�'¦" ¾N%MQUy} �q[‚ ¾SX B%Å~† 

p�pVp} A"�'{ p+õE" ¦"`Ø MQX{�¦" Á`Ñ‘¦"� ÖfN'{ 

pMM±�* ¾SX B%Å~‚� ¾¦Åò} ˜xÑqpZ œM�ÓS} 

¾ÿE#]# ˜k×Ý* œxÑGÒÄ† õFÑ,} ˜�>Á pMi‘} �¦"½½ 

 

2. pxÚNWO SX¬‚ pSX +õE" pf×Ã MQX} œE&Eq�¦" 

¦Åò} š�È}* p¾}’¦" ˜�G MQX} š�ÇEq�¦" p¦"ÃÃ} 

š¾E¿ ˜nO MÁ³ ÃÑqG½½ 
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4.9 ¾˜QXZ E¦"Ö"� `œ&}* Ós† / Outcome & Stretch Objectives/ 

M¦]�ø 

 

 �qZ ¾SX B%Å~†� p˜Ç#` pME¦Ø œõx’ ¦"Ö&~† 

N`M³Ñr* ¾xÑGÒÄ†� õFÑ,} NZ�} ¾N%„E¦" E#xÑpV 

¾N%†E" pÓGê xrXZx¦" ¾xfMÖ" `œ&}* Ór N¦"×} 

]#„G �¦"½½ 

 

 `œ&} NE} ¾¯kÉ ˜ðéçO ¦"Ö&} / Output/ œxÑ‘ p‰>F 

¾N%M×* ¾{EME}� ˜FN* Ór EN^�} ¾N%Á`†G 

�¦"½½ ¾Ór `œ&} /Outcome/ ¾xnM" OZ} /˜ÑGÓE,} 

¦ÃO ¯kÉ ˜ðíìO ¾N%Á`Ñ‘"} ¾MÚUc¦" ¦"Ö&} NE} 

�¦"½½ 

 

 Ór NE} ÅÓP ˜�É ¯kÉ ¦ÃO ‘[ÓXO ¦"Ö&} 

N`Ñ‘y� ¾N%¦`� ]#D�ø Ór O� MQX} š�ÇEp}ø O� 

ÁCG SX pO� ÁCG ¦Ü š�ÅN%QXø M… x]Z~ NEk 

š�ÇEp}ø N� š�ÅN%QX¦" N^¾} ˜Ep}½½ 

 

p±#CO MQU} pMQU{§ ¾˜QXZ E¦"Ø ¾N%ðÖV} ¾˜ÇÇ#` 

¾SX B%Å~† `œ&~†* Ós† œ±#C p{† œx±U±V} O�à† 

xx�}�¦" ¾N%¦Ö" ÃD*E"½½ 

 

 ExÑGÒÄ†* ÁÑq’G qÄ† xQXßx¦" ¾x]p]p" ¾MÖÃk 

MGa†ø 

 

 œx�ííW xnN} / Benchmark Organization/ ¾SX ˜ðéìO 

ÓOÑN ¾xÑ‘" ¦"Ö&~† š* 

 

 pxnM" `}X|Í#+ ¯kÉ FÃ ¾xMEœy ˜k×Ý¬†  

*�¦"½½ 
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4.10 ¾˜ÇÇ#a‚� ¾SX B%Å~† ˜NXß �Éö† N±ÒË}ø 
 

p±#C +õGø 
 

 ˜NXß �Éö‚ ¾xMQUyq�¦"� {^p#¬† NMFœ}ø 

 

 p˜NXß �Éö‚ M�œG ÁE"}� MQU{§ G¿�~† 

N^¾}ø 

 

 ˜NXß �Éö‚ šZ` pšZ^�¦" ¾N%�íìVp}� M`ðZ} 

˜±ÒÏ~ N¦ÇÅZø 

 

 œfUp"} ˜NXà† M�œG ¾xcE" ¾SX B%Å} �Éö†� 

EÃ~ N¦"×}ø 

Á`ðGÒG½½ 

 

4.11. p�q[‚* p˜ÇÇ#a‚ ¾SX B%Å~† M�œG ÁE" ¾Ñ#±&ø ¾MÖ�ø 

¾¦Ü* ¾ØX} G¿�~†� p�êêZ N^¾}ø 

 

 š±#C FÃ p�q[‚* p˜ÇÇ#a‚ ¾SX B%Å~† M�œG ÁE¦"� 

¾SX ˜ðíìO G¿�} pfFE" E#Á^Ã ¾N%†G Q�ÖUº 

MÖfO* MQU{§ E¦"Ù† ¾{¿q�¦"� ¾SX ˜ðíìO 

M`Ÿ† NMFœ}* O+�Á~„�¦"�O MÓEê ˜`ðFÑ# �¦"½½  

 

4.12. ¾˜ÇÇ#a‚ ¾SX B%Å~† }ÓpX pxnM" FÃ½- 

 

 pM¨kZ* p]¦" ŠÃGø pÿE#]#ø pN%ÖÃg} ±M*§ 

¾MÑGÑÁ MRWÁ¬†ø pSX¬‚ FÃ ¾N%QNV qEM"Á¬†� 

ENri} pSGÖ** ¦±x... UÑÉ ¾N%�X�¦"� š�ÅO{ 

pÓGê* p³Z³Z N^¾}ø 
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5. pMQU{§ ¾˜QXZ E¦"Ø SX FÃ ¾N%^xñ ˜�F}* ¾SX 

ÉZc�¦"ø

   

 p˜&Î�]#¦" f×Ã ¾MQU{§ ˜QXZ E¦"Ø ¾Ø*}* ¾}ÓpX SX¬† 

¦"`Ø p¨*�} x^{ò ¾N%D�"} ˜�F} ¾E¦"Ö" SX ¾N%QXq�¦" 

¾SX +õE,† ¾SX B%Å~† qEp&~†* ¾˜&Î�]#¦" ¾MQU{§ ˜QXZ 

E¦"Ø ÓrU-ŠÃG x¦�Ä† ]#D�" ¾N%œxE"} ¾SX ÉZc¬† 

Ã�X�¨G½½ 

 

5.1 ¾SX B%Åy qEp&} / Process Owner/ 

 

 œ+õE" qEM"Á¬†* QXx»† M�œG EØ*y SX ÃMØ*E" rE, 

ÁM�q�¦"� MZÙ ¾Ø*} p"É� ÁngNGø 

 

 EØ*y SX ¾x±ÒË¦"� MMWÁ* ¾Ø*y� MZA-ÓrZ MQU} 

pNÉUÓ Ep"É�" ˜qF} SX ÁœóõFG½½ 

 

 ¾Ø*y� ¾SX B%Å} ¯E} p¯E} Ãœ{xFGø 

 

 ¾Ø*y SX ¾N%ÁÒØM"}� †Ó[† š¾xœ{xE Á`¦ÓÇG½½ 

 

 ¾Ø*} SX¦"� pxMEœx œMQU{§ ˜QXZ E¦"Ø Ó/ŠÃG 

x¦�Ä† ÒZ š¾xÑ’‘ pØ*y SX ˜�B'É FÃ Ã¦ÁÁGø ¦k{§ 

WÿZ} ÁfZqG½½ 

 

5.2 ¾MQU{§ ˜QXZ E¦"Ø ÓrU-ŠÃG x¦�Ä†ø 

 

 ¾MQU{§ ˜QXZ E¦"Ø ÓrU-ŠÃG x¦�Ä† p˜&Î�]#¦" 

œxnnM¦" ¾M˜E /BPR/ ÓrU-ŠÃG ¦ `Ø ¾SX +õE" 

EN%Á�B%Å¦" ¾E¦"Ø SX pÓrU-ŠÃE" ¾N%¦œE" ˜qF} ]#D�"ø 

¾N%œxE"} ÉZc¬† Ã�X�¨Gø 

"

 

5.2.1 ¾MQU{§ ˜QXZ E¦"Ø SX¦" EN%�B'Éq�¦" ¾SX 

+õE,† ŠFò¬†* QXx»† px±ÒË¦" ¾˜QXZ MMWÁ / 

guideline / FÃ SGÖ* Ã]×E"½½ 
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5.2.2 ¾¾SX +õE,† MQU{§ ¾˜QXZ E¦"Ø Ø*~† 

¾N%�B'Æq�¦"� ³Z³Z ¾ÉZÑ#} MZA-Ór[† œSX +õE,‚ 

ŠFò¬† ÒZ pMD� pÒX Á¦×E"ø 

 

5.2.3 ¾¾+õE" ¾SX B%Å~† ŠFò¬† /Process Owners/ p¾Ø*} 

p"É�„�¦" ˜N�Ã�} ¾N%QV}� ¾Ø*} SX¬† Ã±}* 

ØX} ÃÑMÓNE"ø ¾NccÁ H^s†� ÃQ×E"ø 

 

5.2.3.1 p¦×¦" ¾ÉZÑ#} MZA-ÓrZ MQU} p¾ÅUÍ¦" 

¾N%ÅUÑ" ¾p"É�† ¦"ÃÃ~†� ÃMXE"ø 

 

5.2.3.2 ¾¦"ÃÃ~† iE-Ñ"q˜&¬† p˜Óqp" MÁ²�¦"�* 

xÅXÏx¦" MfM×�¦"� ÁUÒÓ×E"ø ˜`ðFÑ# ¾D�" 

iE-Ñ"q˜&¬† p¾Ñ#±&¦" E˜&Ë�]#¦" ¨* ÇÃY+xZ 

š�Ç#ÅZ]" ÁÅZÒE"ø 

 

5.2.3.3 ¾¾SX B%Å~‚ Ø*~† p¾Ñ#±&¦" px]Ö" ¾NccÁ B^s† 

MQU} M`x�œF�¦"� ÁUÒÓ×E"ø 

 

5.2.4 Ø*~† p¦×F�¦" MZA-ÓrZ MQU} ¦k{�¦"� Örf¦" 

p¾ÅUÍ¦" E`zW�Ó ŸN%| ¦"ÃÃ} š�Ç#fZp" ÁÅZÒE"ø 

 

5.2.4.1 ¾`zW�Ó ŸN%| ¦"ÃÃ~† piE-Ñ"q˜& p˜Óqp" š�Ç#Á±"ø 

xÅXÏx¦" š�Ç#fMÖ"* ]#Á`ðGÓO E˜&Ë�]#¦" ¨* 

ÇÃY+xZ š�Ç#ÅZ]" ÁÅZÒE"ø 

 

5.2.4.2 p`zW�Ó ŸN%|¦" ¾x]Ö" Ñ�p# ˜`xÁ¾~† pØ*~‚ 

¦"`Ø M�x{�¦"� ÁUÒÓ×E"ø 

 

5.2.5 ¾SX B%Å~‚� EME¦Ø ¾¦×¦"� ˜ÖiFÃ ¾ÉZÑ#} MZA-

ÓrZ B%Å} Ãœ{xFE"ø E˜ðéìM"O ¾N%Á`ðGÑ¦"� |+�%�§ 

ÉÒõ ÁÅZÒE"ø 

 

5.2.6 pØ*~‚ ¦"Ö&~† ¾M"œX }ÓpX FÃ EN%QNV qEM"Á¬† 

¾N%]Ö"}� ˜ÝßZ SGÖ*¬† Á`xqrXE"ø 
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5.2.7 Ø*~‚ œM"œX }ÓpX ¾N%Ñ‘"}� Ór®~† p˜Óqp" ˜�x¦" 

¾MÚUc MG��¦"� š�Ç#Ã±"* E±Fh }ÓpX š�Ç#±ÒÌ 

ÁÅZÒE"ø 

 

5.2.7.1 ¾Ø*~‚� ¦"Ö&~† ExÖiN%¬† ¾N`x¨¦k SX }œ"U} 

x]Ø~} š�Ç#œ*¦� œN%MEœ{�¦" ¾SX +õE,† ÒZ 

pk�Ï} ÃQXE"ø 

 

6. œFÃ pxX gØZ 4 SZ œ4.1 - 4.12 ¾xMEœy} G¿ G¿ MUÍ¬†* 

¾Ø*} Ó«~† `N'} pN%]Ø x¨UÉ / logical sequence/ pêA"õ 

¾N%QõZp}� ¾Ø*} outline N±ÒË}ø 

 

 6.1 œ±#C p{† œxX gØZ 1-7 ÁE¦" ¾M˜E Ø*}  0ut line kZê 

             š`�A"� ˜&Î�]#¦" q�B'Ç�¦" ¾A"E} MOWÁ¬† Ø*} FÃ 

¾xÖfMq�¦" *�¦"½½ fW ¾SX +õE,† ÃC�� Model š�ÇE 

M¦"]É ¦ÃO pE&F Mx�} Ã†FE"½½  

 

        6.2  ¾N%œxE¦" š`�A"� p˜&Î�]#¦" ¾x]Xp}* p˜�É ¾]#t#G ]Zt#` 

xnO ¦"`Ø ¾N%�B'É ¾M˜E Ø*} E#Ã±¦" ÃÑqG ¾N%qE"}� 

˜��>Z ˜��>Z Ñ"ÇÄ† ¾Á± ¾Ø*} 0ut line �¦"½½  

 

˜ßZ NÖiEÁ / Executive Summary/ 

 

 

1. MÓp#Áø 

 

1.1 ¾Ø*} M�cø 

1.2 ¾Ø*y ®FN* ˜`ðFÑ#�}ø 

1.3 ¾Ø*y ¦]� /Scope/ 

1.4 ¾Ø*y ¾˜QXZ `G} /Methodology / 

1.5 pØ*y FÃ x^{ò ¾D�" ˜�F}ø 

1.6 ¾Ø*y ¦"]"��} /Limitations / 
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2.  pSX FÃ ¾N%Ñ‘" ¾SX B%Å~† }�x* / Analysis of the Current 

Processes/ 

 

2.1  ¾SX B%Å~‚ {W�§* �Éð B^q§ ÇXø 

2.2  pSX FÃ ÁE" ¾SX B%Å~† �Éö† }�x* / Analysis of the As-Is Maps/ 

 

 p±#C SX ¾¾SX B%Å~‚ �Éö† px*ÖG Ãx�x*E"ø p¾SX 

B%Åy FÃ ¾N%Ñ‘" QXx»† ÁF�¦"� x^}ö ÃÑEéGø 

 

 p¾SX B%Åy ¦"`Ø ¾N%{¿} ¾}ÓpXø ¾OGG`ø ¾gØØZ 

¾M±Ó¾}* ¾+O†} ÅUÍ¬† / Steps/ ¾N%¦`Æ} Ñ#±& Ãx�x*Gø 

 

 ¾šÁ�Ç�Æ ÅUÍ r²}* ¾N%¦`Å¦" Ñ#±& œ˜ÖiF¿ ÁE¦" ÉZc 

š¾xQF pQ�ÖUº ÃfM×Gø œš�±#C }�x*¬† ¾N%¦Ö"} 

œSX B%Å~‚ õ]} ÒZ ¾xÁÁ±" †Ó[† xÖiE¦" š�Ç#fMÖ" 

ÃÅUÒE"½½ 

 

2.3  xEÃx¦" ¾¦Ö" ¾�qZ ¾SX B%Å~† †Ó[†* Mõ}H&¬„�¦"ø 

 

 p±#C +õG ¦"`Ø ¾¾SX B%Å~‚ †Ó[† œM�`˜&¬„�¦" ¦ÃO 

œMõ}H&¬„�¦" ˜�>Á pSZ®} xÅXÏx¦" š�Ç#fMÖ" 

ÃÅUÒE"½½ 

 

 š`�A"� qE¦" GOÉ ¾xœ&Åp} ˜QXZ †Ó[†�ø 

 

2.3.1 pMQU{§ ¾˜QXZ E¦"Ø / BPR / ¾N%ðy †Ó[†ø 

2.3.2 pð×� N`x�œÁ / Quick Wins/ ¾N%ðy †Ó[†ø 

2.3.3 xÖ�~ pN%¦]É `}X|Í#Á§ šZOÍ ¾N%ðy †Ó[†ø 

pN%G x�}� N`fMØ �¦"½½ 
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2.4 pSX FÃ ÁE" ¾SX B%Å~† ¾xMQUyq�¦" {^p#¬†ø  

 

p±#C +õGø 

 

   ¾SX B%Å~‚ ¾xMQUyq�¦"� CÒ§* p#[+X]#Á§ {^p#¬† Mðxd* 

p�qV ˜QXZ FÃ Á^ÅV}� xê¯� š�Ç#A"O {^p#¬‚ E¦Åòy ¾SX 

B%Å~‚ }ÓpX ÁF�¦"� ˜Óqr�} / Validity/ Mðxd* pÓGê N^¾} 

Á`ðGÒG½½ 

  

2.5 ¾SX B%Å~‚ ¾¦"`Ø* ¾¦"Ü xÑGÒÄ† ˜`xÁ¾}* kY{ }�x*ø 

 

 2.5.1 SX¬‚� ¾N%QV QXx»† ˜`xÁ¾}* kY{ø 

2.5.2 ¾¦"Ü xÑGÒÄ† ˜`xÁ¾}* kY{ø 

 

3. œ¦Åò} ¾SX B%Å~† ¾N%Öpk `œ&}ø 

 

3.1 pSX B%Å~‚ ±"WÁ M�ÓS} ÁE¦" õFÔ}ø 

3.2 ¾SX B%Å~‚ xÑGÒÄ† õFÔ} /Customers Needs and Expectations/ 

 

4. ¾SX B%Å~‚ ¾¦Åò} ˜xÑqpZ }�x*ø 

 

4.1 SX¬‚� p˜&Î�]#¦" ¦ÃO pE&F N¯œF§ ˜�G NQX}   

   /Centralization /ø 

4.2 SX¬‚ p¾MSWÁ p&y š�Ç#QV NÉUÓ / Decentralization/ø 

  

4.2.1 SX¬‚� p¦"+G* EMSWÁ p&~† ]Ø~ N]X}  

     /Delegation/ø 

 

 4.2.2 SX¬‚� MSWÁ p&~† M"E"  pM"E" xU+p¦" pX^�¦"  

š�Ç#QV NÉUÓ /Devolution/ø 

 

š�±#C ¾SX B%Å~‚� qCW šÁ¾� š�Å˜M†�{�¦" ¾O�ÖfOq�¦" SG~† 

*�¦"½½ pxEÃO pxEOÊ ÉÒõ ]Ü pN%qE" ¾SX +õE,† ¦"`Ø 

¾N%ÅUÑ"} ¾MQU{§ ˜QXZ E¦"Ø Ø*~† š�±#C� œFÃ ¾xÖf]" É�Q- 
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B^s† œ¾xnN�¦" qCW ˜�>Á šÁ¿ p]ó ¦ÃO pÖpp MGœ" E#ÖfM"q�¦" 

ÃÑqG½½ 

 

5. ¦Å {]p¦" `œ&} EMÉU` ¾x×E" Ós† / Stretch Objective/ 
  

5.1 ¾x�ííW pMSWÁ p&~† ¾˜QXZ GOÉ xP+[ø 

 

5.2 ¾xÑGÒÄ† õFÔ}ø 

 

5.3 Ós‚ š* ˜ÇÇ#a‚ ¾SX B%Å~†ø 

 

6. ¾˜ÇÇ#a‚ ¾SX B%Å~† }�x*ø 

 

6.1 ¾˜ÇÇ#a‚ ¾SX B%Å~† ¨* ¨* MZD¬† / Principles/ 

 

6.2 ¾˜ÇÇ#a‚ ¾SX B%Å~† �Éö†ø 

 

6.3 ˜ÇÇ#a‚ �Éö† œSX B%Å~‚ ÒZ pfØ{ ¾xÁÁ±" †Ó[†�  

   ¾N%ðyq�¦" `G~†ø 

 

6.4 ¾˜ÇÇ#a‚ ¾SX B%Å~† ˜NXß �Éö† MOUÝ MM±’¬†ø 

 

6.5 ¾xMUÖ" ˜NXà†* O+�Á~„�¦"ø 

 

6.6 ¾fÉP¬‚* ¾˜ÇÇ#a‚ ¾SX B%Å~† �êêZø 

 

6.7 ˜ÇÇ#a‚ ¾SX B%Å~† p˜&Î�]#¦" FÃ ¾N%Á`œ}E"} ¦Üø 

 

6.8 ˜Ç#]" ˜QXZ p˜&Î�]#¦" FÃ ¾N%�U¦  š�ÅO{ø "

 

6.9 ˜ÇÇ#a‚ ¾SX B%Å~† œE&E,† ¾SX B%Å~† ÒZ ¾N%�X�¦"   

  Ó�‘"�}ø 

 

6.10 ˜ÇÇ#a‚ ¾SX B%Å~† œWöZO ¦"Ö&~† ÒZ ÁF�¦" x××N%�}ø 
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6.11 ˜ÇÇ#a‚ ¾SX B%Å~† œ˜&Î�]#¦" `}X|Í#+ ˜k×Ý ÒZ 

ÁF�¦" x××N%�}ø 

 

7. ¾˜ÇÇÇ#a‚ ¾SX B%Å~† ¾}ÓpX ¯kÉ /Implementation Plan/ 

  

 7.1 ¾Ø*y ¾}ÓpX  SX MMWÁ / ToR / 

 7.2 ¾Ø*y ¾}ÓpX MZB-ÓrZ / Action Plan / 

pMÚUcOø 

 

8. pG¿ G¿ qEM"Á¬† pÓG* pÒX ¾xQV}� p±#C MMWÁ /guideline/ 

¾MËMWÁ +õG ¾xMEœy}� ¾Ø*} Ó«~† œFÃ œxX gØZ 1-7 

pfUp¦" /Outline/ MQU} ˜Ö*k[ ¾Ø*y� ¾xÖiEE ]�É / Blue Print/ 

Business case/ E`zW�Ó ŸN%|¦" NkUrø 
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p±#C MMWÁ MQU} p�qZ ¾SX B%Å~„�¦" FÃ ¾MQU{§ ˜QXZ 

E¦"Ø Ø*} ¾N%ÁÅZÑ" ¾SX +õE,† E#ÁÃ¨�¦" ¾N%Ñp" ¾Ø*} Q�Ê†* 

êA"ö†ø 

 

1. ¾˜ÅUÍË}* ¾SX OÅq MOWÁ T`} ¾SX B%Å~† ¾M˜E Ø*} 

]�Éø 

 

2. ¾]¦" ŠÃG ˜`xÇÅZ +}}Gø ÓOÑN* ÉÒõ MOWÁ ¾SX B%Å~† 

¾M˜E Ø*} Q�Éø 

 

3. ¾˜&Î�]#¦" ˜ÖiFÃ �qZ ¾SX B%Å~† �Éö† ØX³ I š* II. 

 

4.¾˜&Ë�]#¦"  ¾`}X|Í#+ ¯kÉ ]�É Uhkø 

 

5. Linden M. Russel/1988/ Work book for Seamless government. 

 

6. ¾]¦" ŠÃG ˜`xÇÅZ NccÁ �−"` ‘[ÓXO ¾SX ˜ðéìO f×Ã 

xÓqX} WÿZ} ØX³ 3/ {CRS 1994 ˜Ç#` ˜pq/ø 

 

7. ¾M�ÓS} ¾¦Ü ˜`xÇÅZ gØØZ NccÁ �−"` ‘[ÓXO WÿZ} 

ØX³ 4 / +õG 1/ø 

 

8. ¾˜ÑGÓE,} ˜]×Ø NccÁ �−"` ‘[ÓXO WÿZ} ØX³ 1ø 

 

9. ¾S�-OÓqZ NccÁ �−"` ‘[ÓXO ¾SX ˜ðíìO* f×Ã xÓqX} 

WÿZ} ØX³ 2 /+õG 1/ø 

 

10. p]¦" ŠÃG ˜`xÇÅZ NccÁ �−"` ‘[ÓXO SZ ÁE" ¾xEÁ¿ ‘[Ë+~† 

Áœ*¦*>�¦"� xÓqX}* ¾N%Ñ‘"p}� ÅUÍ¬† ¾N%Á^¿ WÿZ~† 

œ¾‘[Ë+y N�'Ë[† ÖÃl NÓ‘} Ã„FG½½ 
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