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[04] 

› ,xldfõ Ndjd;aul Y%ñl mßph 
 

.ï,;a" Ô' wd¾' Ô' à'" mSßia" à' tia' tÉ'" je,sl," ã' tia' tï'" ùrfialr" ví' tï' tï' iS'"  
iaj¾Kud,S" B' ta' 

 

1' ye`Èkaùu 
mqoa.,fhl= jYfhka iEu wfhl=gu Ñ;a;fõ. fyj;a yeÕSï we;' mqoa.,hka úúO wjia:dj, 
§ fuu yeÕSï m%ldY lrk w;r th Ndjd;aul m%ldYk f,i ir,j ye¢kaúh yel' fuu 
Ndjd;aul m%ldYkhka wjia:dkqrEmS hehs ;¾l lsÍfï yelshdjlao mj;s' mqoa.,fhl= 
uqyqfKka" yeisÍï rgdfjka tfukau bßhõ ;=,ska ;u Ndjhka m%ldY lrk whqre tÈfkod 
Ôú;fha § wmg ksÍlaIKh lsÍug yel' tlS Ndjhka m%ldY lsÍug mqoa., woyia" .;s ,laIK 
mdol jkq we;' jHdmdßl wdh;khla hkq úúO mqoa.,hskaf.a tfia ke;fyd;a Y%ñlhkaf.a 
tl;=jls' fï ksid /lshd mßirh ;=< ld¾hfha fhfok fiajl fiaúldjka ;=<o Ndjhka 
m%ldY lsÍfï úúOdldr yeisÍï rgdjka ksÍlaIKh lsÍfï yelshdjla mj;S' fujeks 
úúOdldr yeisÍïj,ska iukaú; fiajl fiaúldjkaf.ka hq;= /lshd mßirh ;=< Ndjhka 
l<ukdlrKh (Management of emotion) b;d jeo.;a jkq we;' úfYaIfhkau fiajd wxYh ;=< 
fï ms<sn`o by< keUqre;djla mj;S (Leidner, 1999)' ukaoh;a fiajd wxYfha jHdmdr ;u 
;r.ldÍ;ajh mj;ajdf.k hdu isÿ lrkq ,nkafka fiajdjkays .=Kd;aul ;;a;ajh u;hs' tu 
ksid fiajd odhlhska yg ;u Wmßuh bgq lsÍu i`oyd ksrka;rfhka ;u fiajl fiaúldjka 
keUqre lsÍug fiajHhka W;aidy .kq ,nhs' Ndjd;aul Y%uh wdY%s;j y÷kd.;a ixl,amo 

we;=<;aj tys Y%S ,dxlSh miqìu;a, wjidk jYfhka fhdað; ks¾foaY lsysmhlao wm fuu 
jd¾;dj u`.ska bÈßm;a lr we;' 
 
2' Ndjd;aul Y%uh (Emotional Labor) 
Mann ^1997& olajk mßÈ yeÕSï iy tajdfha m%ldYkhka yqfola wdh;kh ;=< úêu;a iy 
wúêu;a wdldrfhka md,kh lr fyda l<ukdlrKh lr we;' tuÕska fiajlhdf.a we;eï 
yeÕSï m%ldY jk w;r we;eï yeÕSï hgm;a fõ' fufia ;u wNHka;rfha u;=jk ienE 
yeÕSï uev mj;ajñka wdh;kh wfmalaId lrk wdldrfha Ndjd;aul m%ldYkhka bÈßm;a 
lsÍug fiajlhd orK jEhu Ndjd;aul Y%uh f,i Tyq olajd we;' 

 

flfia kuq;a fuu Ndjd;aul Y%uh wdh;ksl W.;=kaf.a wjOdkhg m%:ufhka f.k tkafka 
Hochschild ^1983& úiska fv,agd .=jka fiajfha fiajlhka fhdod.ksñka Ndjd;aul Y%u 
l%shdj,sh ms<sn| is¥lrk ,o wOHhkhla uÕsks (Morton, n.d.)' Hochschild ^1983& y÷kd.;a mßÈ 
Ndjd;aul Y%uh my; mßÈ bÈßm;a lr we;' 

“iudÔh ksÍlaIH i`oyd wod< jk mßÈ jla;% yd YdÍßl m%ldYs; ye`.Sï 
l<ukdlrKh hk w¾:fhka fuu Ndjd;aul Y%uh hk moh Ndú; lrñ. 
Ndjd;aul Y%uh jegqm i|yd yqjudre jkafka thg yqjudre jákdlula ,eî 
we;s neúks'˜ (Hochschild, 1983, p. 7&' 
 

Hochschild (1983) f.a wOHhkhg wkqj wdh;ksl Ndjd;aul wjYH;djkag wkql+, ùu i`oyd 
fiajd imhkakd úiska jHdc yskdjla fyda iskduqiq o¾Ykhla ujd fmkaùu i`oyd mqyqKq úh 
hq;=h' ñka woyia lrkqfha iudch iu`. l%shdlsÍfï § fiajd imhkakka úiska ;udg 
fm!oa.,slj ±fkk wdldrh fkdj wdh;ksl wjYH;dj u; Ndjhka m%ldY l< hq;= njhs'  
mdßfNda.sl ;Dma;sh Wmßu lsÍu i`oyd fiajlfhl= yg ieuúgu iskdiSug isÿjk nj;a" 
mdßfNda.slhd iu`. iqyoj l;dlsÍug isÿ jk fyhska tys § ;udg we;sjk ye.Sï fkd;ld 
lghq;= lsÍug fiajlhdg isÿjk nj ñka meyeÈ,s fõ' kuq;a Hochschid (1983) ;¾l lrkq 
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,nkafka fiajd imhkakka yd mdßfNda.slhd úiska fiajd imhk wjia:dfõ § m%ldYs; 
Ndjhkaf.a iajNdjh ms<sn`o fomd¾Yajh ;=< tl`.;dj yqjudre lr .; hq;= njhs' tu 
tl`.;dj iudcSh kshuhka" jD;a;Sh kshuka yd wdh;kshl kshuhkaf.ka iukaú; úh hq;= 
njhs' tu kshuhka m%ldYs; kS;s (Display rule) f,i kï l< yel (Ekman as cited in Johnson, 

2007).  
 
tu m%ldYs; kS;sj,g wkql+,j fiajd fhdaclhska ñ;%YS,s f,i yeisÍug n,dfmdfrd;a;= jk 
w;r" fldamfhka isák mdßfNda.slfhl= bÈßfha jqjo fï wdldrfhka yeisÍug isÿfõ' fuys§ 
fiajlhska ;u iajdëk;ajh md,kh lsÍfï whs;sh wod< wdh;khg mejÍula isÿfõ' ta 
w;rg ks, we`ÿï we¢uo we;=<;a fõ' fuys wruqK jkafka wdh;ksl m%;srEmh fiajlhska 
Tiafia iudchg ta;a;= .ekaùuls (Johnson, 2007)' yeÕSï l<ukdlrK (Impression Management 

(IM)) úêl%uhla f,ig o Ndjd;aul Y%uh ye¢kaúh yel' ta yeÕSï l<ukdlrKfhaoS ys;du;d 
wkHhka flfrys ;udf.a yeisÍu md,kh isÿ lrk neúks (Gardner & Martinko, 1988&'  
Hochschild (1983) y÷kdf.k we;s mßÈ fiajlhka ;u Ndjhka l<ukdlrKh lsÍug l%u 
folla m%Odk lr .kS' 
 
1 jHdc m%;srEmh (Surface acting) 

fiajlhska úiska ;udg yef`.k Ndjhka i`.jd jHdc Ndjhka ndysr iajrEmh ;=<ska m%ldYkh  
jHdc m%;srEmh kñka y`ÿkajkq ,efí' ta i`oyd uqyqfKa bßhõ" lgy`v Wmfhda.s lr.kq ,nhs' 
WodyrKhla f,i fydag,a fiajlhskaf.a Ndjd;aul m%ldYkh ±laúh yel' fldamfhka isák 
mdrsfNda.slfhl= Tjqkag nek je¥ko tu mdrsfNda.slhd yg fmr<d iskduqiqj m%;spdr oelaúh 

hq;=h. fuu l%ufõoh Ndú;d lrñka fiajlhska úiska ;u ndysr Ndjhka m%ldYkh isÿlrkq 
,efí' 
 
2 wjHdc fkdfyd;a yDohdx.u yeisÍu  (Deep acting) 

fiajlhkaf.a Ndjhka wjia:dkql+,j ;u mqyqKqj yd w;a±lSï Wmfhda.s lrf.k tlS 
wjia:djkag WÑ; f,i uqyqK §u fï ;=<ska woyia flf¾' fuysos ndysr iajrEmh" bßhõ 
fjkia lsÍulg jvd wNHka;r ye`.Sïj, fjkiaùula isÿfõ' Hochschid (1983) úiska fuh 
fldgia 2 lg olajd we;' 

 iafjda;aidyfhka Ndjhka md,kh lsÍu' 

 mqyqKqj yd w;a±lSï ;=<ska wjia:dkql+,j Ndjhka md,kh 

 

Hochschild (1983) úiska .=jka iud.ula wdY%s;j isÿlrk ,o wOHkhlg wkqj .=jka 
fiaúldjka úiska WÑ; Ndjhka m%ldYkh i`oyd fuu l%ufõoh fhdod .kakd nj ;yjqre ù 
we;' 
 
3' fiajd mrsph ;=< Ndjd;aul Y%uh (Emotional labour in service context) 

fiajd l<uKdlrK (Service management) idys;Hhg wkqj Ndjd;Aul Y%uh hk ixl,Amh 

fiAjd wxYhg wdod< ùug fyA;= .KkdjlA mj;S (Bowen & Schneider, 1988). m<uqj bosrsfm< 
fiAjl fiAúldjka wdh;ksl .Kqfokqlrejka iuÕ uqyqKg uqyqK,d lghq;= lsrsu ;=<ska 

is¥jkafka .Kqfokqlrejka wNsuqLfha wdh;ksl ksfhdAckhhs. fojkqj fiajd lghq;= fndfydA 

úg isÿjkafka fiAjd ksfhdAcs; yd mdrsfNdA.slhd w;r uqyqKg uqyqK,dh. f;jkqj mdrsfNdA.sl 

iyNd.S;ajfha mj;sk wúksYAÑ;;djh óg n,mdhs. ta fiAjd wxYfha mj;sk ksrka;r 

fjkiaùï yd .=Kd;Aul WoaNjh fyA;=fjks. 
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 isõjkqj fiajdjkays wiamDYH nj fya;=fjkA mdrsfNdA.slhdg MA ms<sn`o ksis we.hSula lsrsug 

wmyiqùuhs. by; ioykA l< fyA;=ka y;r mokï lrf.k fiajd ksfhdacs;hkaf.a yeisÍï 

rgdj ms<sno jeä wjOdkhla fhduq l< hq;=h. th ksrka;rfhka fiajd .=Kd;aul nj ms<sn`o 

mdrsfNda.slhd ;=< mj;sk wjfndaOh ;=<skA oeäf,i n,mEug ,lafõ (Bowen iy wka wh, 

1990).  WodyrKhla f,ig ixpdrl fiajfha fndafyda fiajlhka bosrsfm< fiAjlhka f,i 

oelaúh yel. iDcq mdrsfNda.sl iïnkaOhla we;s fuu /lshd ixpdrl jHjdihlhskAf.A yoj; 

n`¥h (Wharton, 1993). Campbell, Devine and Young (2013) úiska bosrsfm< fiajl ld¾hh 

ixlaIsma;j fufia úia;r lr we;. 

“fiajd ksfhdacs;hka úiska wdo< wjia:dfõ ;u ye.Sï Tskelñka hq;=j iïnkaO 
l<hq;= fõ. Tyqg fydA wehg iuyrúg ñ;%Ys,S ye`.sulA fkdoefkkq we; . kuq;A iq¿ 

fõ,djlA ;=< ;u .Kqfokqlre iu`. ñ;%Ys,Sùu Tjqkaf.A j.lSu fõ” (Campbell, Devine 

and Young, 2013,  p.114-5). 

 
ñka woyia lrkafka fiajd wxYfhA Y%ñlhka ;u iAjhx NdjhkA yd m%ldYkh ;=<ska 

i;=gqodhl /lshd mrsirhla f.dvkÕd .; hq;= njhs. 
 
4' Ndjd;aul Y%uh ixl,amShlrKh (Conceptualisation of emotional labour) 
Morris iy Feldman (1996) Ndjd;aul Y%uh hk ixl,amh udkhka y;rla ;=<ska f.dvkÕd we; 

. tajd kï, 

 iqÿiq Ndjd;aul Y%ufha m%ldYk jdr .Kk (frequency of appropriate emotional display) 

fuh fndfyda mrslaIdjg ,lajQ Ndjd;aul Y%ufha wx.hls. Ndjd;aul Y%uh iïnkaO fndfyda 
mrSlaIK jd¾;d fiajd imhkakd yd .Kqfokqlre w;r wfkHdkH ls%hd isÿjk jdr .Kk 

ms<sn| wjOdkh fhduqlrkq we; (Morris and feldman, 1996). fuys§ wdh;ksl we,aue;s md¾Yaj 
fndfyda ÿrg .Kqfokq lsÍug leue;a; m, lrkafka fiajl fiaúldjka ;=<ska f.dvke.qkq 

úYajdih yd f.!rjh mokï lrf.kh (Wharton & Erickson, 1993). fuys m%;sM,hla f,i 

fndfyda /lshd N+ñld i|yd iqÿiq idudcsh Ndjd;aul m%ldYkhla i|yd jeä b,a¨ula mj;S. 
ñka meyeos,s jkafka Ndjd;aul m%ldYk jdr .Kk jeo.;a Ndjd;aul m%ldYk o¾Ylhla 

njhs. flfia kuq;a iqÿiq Ndjd;aul jdr .Kk u; muKla mokïj Ndjd;aul Y%uh 

ixl,amShlrKh lsrsfï §, th Ndjd;aul Y%uh f.dvke.Sfï ixlS¾K;d uÕyrskq ,efí. 

ukaoh;a ta ;=<ska ie,iqï ielisfï, uÜgï md,kh fyda Ndjd;aul m%ldYkh úêu;a lsÍu 

i|yd wjYH ksmqK;d y`¥kd.eksula isÿfkdùu fya;=fjks (Morris & Feldman, 1996). ta ksid 

w;sf¾l udkhka ms<sn| ie,lSu wksjd¾h fõ. 

 

 wjYH m%ldYs; kS;s ms<sn| mÍlaIdldrs;ajh (Attentiveness to required display rules) 

fojk udkh jkafka /lshdj i|yd wjYH jk m%ldYs; kS;sj, mÍlaIK uÜguhs. by< 
mÍlaIK uÜgula wjYH jkqfha by< udkisl Yla;shla yd ldhsl wdhdihla oersh hq;+ 

/lshd i|ydh (Morris & Feldman, 1996). wjYH m%ldYs; kS;s ms<sn| mrslaIdldrs;ajh Ndjd;aul 

m%ldYk wjia:dfõ fukau Ndjd;aul m%ldYk ;Sõr;djfhka iukaú;h. 

 

 Ndjhka m%ldY lsÍï wdldr (Variety emotions required to be expressed) 

f;jekak /lshd N+ñldj i|yd úúOdx.SlrKh jQ Ndjd;aul m%ldYkhhs. úúOdx.SlrKh 

by< Ndjd;aul m%ldYkh i|yd by< Ndjd;aul Y%uhla wjYHh fõ. ;u yeÕSï fjkia 

ùïj,g ,lajk /lshd wdod< wjia:djg wkql+, jk mrsos ;u N+ñldj fjkia l< hq;=h. ta 
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i|yd Woafhda.su;a f,i ie,iqï lsrsu wjYH fõ (Morris & Feldman, 1996). fuys m%;sM,hla 

f,i ta i|yd jehfjk udkisl Yla;shg idfmalaIju Ndjd;aul Y%uho jeh l< hq;=h. 

 

 Ndjd;aul wñysrs;dj (Emotional dissonance) 
Middleton (1989) ks¾jpkhg wkqj wjHdPj oefkk yeÕSï yd wdh;ksl wjYH;dj u; 

m%ldYl< hq;= yeÕSï w;r >ÜGkhla we;sfõ. m%ldYs; kS;s wkqj /lshd i|yd wjYH 

Ndjd;aul m%ldYkh, Tjqkaf.a wNHka;r ye.Sï iuÕ >gsgkh úfï oS fiajl fiaúldjka 

Ndjd;aul wñysrs;dj w;aolskq we;. fmr isÿlrk ,o m¾fhaIK wkqj Ndjd;aul wñysrs;dj 
Ndjd;aul m%ldYkfha wys;lr m%;sM,hla jkq we; (Adelmann as cited in Morris & Feldman, 1996). 

flfia kuq;a th Ndjd;aul Y%uh f.dvke.sfï oS ie,ls,a,g .;hq;=h. 

 
5' Y%S ,xldj ;=< Ndjd;aul Y%uh yd ne|s m¾fhaIK jd¾;d 
Y%S ,xldj ;=< Ndjd;aul Y%uh ms<sn| isÿ lrk ,o m¾fhaIKd;aul jd¾:djka we;af;a iq¿ 
ixLHdjls' Ndjhka m%ldYkh fndfydaÿrg rgl ixialD;sh yd nef|a' f.!rjkSh cd;shla 
f,i Y%S ,dxlslhkaf.a Ndjhka m%ldYkh yd Bg olajk m%;spdrh ngysr rgj,a iuÕ fjkia 
jkafka tu ixialD;sh mokï lrf.kh' fï fya;=fjka rgl ixialD;sl .;s ,laIK 
Ndjd;aul Y%ufha m%ldYkh yd m%;spdrh i|yd b;d jeo.;a idOlhla fõ' Y%S ,xldfõ 
ixialD;sh ms<sn| úuid ne,Sfï oS ixfõoS;dj" f.!rjkSh;ajh" wd.ka;=l i;aldrh tfukau 
l<.=K ie,lSu w;ska by< ;;a;ajhl we;' Y%S ,xldkq mrsph mokï lrf.k Ndjd;aul 

Y%uh ms<sn|j isÿlrk ,o m¾fhaIK f;dr;=re my; idrxY lr we;. 

 

 fm!oa.,sl yd /lshd mrsir iu;=,s;;dj Wfoid Ndjd;aul Y%uh' 
 fuu jd¾:dj ;=<ska wOHkh lrkq ,nkafka /lshd mrsirh ;=< Ndjd;aul Y%ñl l%shdj,sh 
mqoa.,hskaf.a fm!oa.,sl cSú;hg n,mEula  we;slrkafka l=uk wdldrhg o hkak ms<sn|jh' 
Y%S ,xld .=jka fiajfha fiajl fiaúldjka 200l f.a iyNd.S;ajh u; isÿ lr we;s fuu 
m¾fhaIKh ;=<ska ;yjqre ù we;Af;A wdh;kh ;=< Ndjd;Aul Y%uh" Ndj;Aul wmf;A hdïj, 
(Emotional exhaustion) ueosy;AùulskA f;drj Y%ñlhkAf.A /lshd yd fm!oA.,sl PSú;h iunrj 

mj;Ajd f.khdu i|yd Okd;Aulj n,meï lrk njhs. fuys oS Ndjd;aul Y%uh nyq 
udkhlska hq;=j y`ÿkajd oS we;' fï ;=< Okd;aul" RKd;aul yd uOHia: n,mEï we;=<;a 
fõ' fuys oS ;jÿrg;a Tjqka wjOdrKh lrkq ,nkafka Ndjd;aul Y%uh Tiafia Okd;aul 
ksujqula lrd .uka lsÍu ;=<skA fuys RKd;aul n,mEï wNsnjd hdfï yelshdjla mj;sk 
njhs' 
 
fojkqj Tjqka wkdjrKh lrkafka Ys% ,xldfõ fiajd wxYfha fiajlhka ;=< Ndjd;aul Y%uh 
m%ldYkh lsrSu mgq rduqjlg fldgq ù mj;sk njhs' fï fya;=fjka Ndjd;aul m%ldYkh 
fiajlhd ;=< msvkhla we;s lrk njg ;¾l l< yelsh (Perera & Kailasapathy, n.d). 

 

 wdh;ksl bf.kqï l%shdj,sh ;=< Ndjd;aul Y%uh' 
Ndjd;aul Y%uh Y%S ,xldkq mrsph ;=< l%shd;aul jk wdldrh ms<sn|j isÿ lrkq ,enQ 
m¾fhaIKd;aul jd¾;djlg wkqj Y%S ,xldfõ nexl= fCIa;%h ;=< Ndjd;aul ksmqK;ajh 
idudkH uÜgulg jvd by< w.hl mj;S' Y%S ,xldfõ nexl= fCIA;%h ;=< l<uKdlrK 
uÜgfï fiajl fiaúldjka kshe|shla f,i fhdodf.k Ndjd;aul nqoaêfha N=ñldj ms<sn|j 
fuysoS wOHhkh lr we;' 
 
;j ÿrg;a fuys oS meyeos,s ù we;af;a Tjqkaf.a Ndjhka f;areï .ekSu yd l<uKdlrKh lr 
.ekSug b;d oshqKq yelshdjla mj;sk njhs' tfukau Tjqka ;=< kj woyia yd tjeks woyia 



udkj  iïm;a l<ukdlrK rYañh 
udkj iïm;a l<ukdlrK úu¾Yk" fj¿u 4" wxl 1" 2014 31 

 

l%shd;aul lsÍfï by< m%jK;djhka we;s nj ñka meyeos,s fõ' óg wu;rj ta ;=<ska 
wjOdrKh lr we;af;a Y%S ,xldfõ ldka;d yd msrsñ Y%ñlhska w;r Ndjd;aul Y%u uÜgfï 
ie,lsh hq;= fjkila we;s njhs' fuys oS ldka;d Y%ñlhska idkqlïmdj yd iudc iïnkaO;d 
;=<ska bosrsfhka isák w;r msrsñ Y%ñlhska bjiSu yd wd;au úYajdih ;=<ska bosrsfhka isáhs' 
óg wu;rj ldka;d Y%ñlhska ;=< by< iudc l=i,;d mj;sk nj;a" ldka;djka kdhsldjka 

f,i ñ;%YS,Sj" iqyoYS,Sj, iudch ms<sn|j ixfõoS;djhlska hq;=j ;u lKavdhu yiqrjk 
nj;ah' fuh idrdxY .; lsÍfï oS Ndjd;aul Y%uh Okd;aul yd ie,lsh hq;= f,i wdh;ksl 
bf.kqï ls%hdj,shg n,mdk neúka kjH;d ms<sn|j jeämqr wjOdkh fhduq lsÍfï 
jeo.;alu o fmkajd oS we; (Dissanayaka and Janadari Et Al., 2010). 

 
6' Ndjd;aul Y%uhg n,mdk idOl 
mqoa.,hska Ndjd;aul Y%ñlhka f,i lghq;= lrk wdldrhka i`oyd my; ioyka mqoa.,sl iy 
wjia:dkQl=, idOl n,mdkq ,nhs' 
 
01' m%ldYs; kSs;sj, iqúYo;djh (Explicitness of display rules) 
/lshdjla lsßfï oS tu /lsshdjg wdod<j Ndjhka m%ldY lsßu isÿl< hq;af;a flfia o hkak 

ms,sn|j wOHhkh i|yd m%ldYs; kSs;s ^display rules) bjy,a fõ' m%ldYs; kSs;s wOHhkh 
iudch iu`. wka;¾ls%hd ;=<ska w;a±lSï ,nd .ekSfuka isÿl< yel (Morris & Feldman, 1996). 

  
02' ióm wëlaIKh (Closeness of monitoring) 
iqmßlaIl úiska fldmuK ióm;djhlska hq;=j fiajlhd wëlaIKh lrkq ,nkafka o hkak 
wëlaIKfha ióm;ajh fõ' /lshdfõ iajNdjh u; wëlaIKfha ióm;ajh ;SrKh lrkq 
,efí' Ndjd;aul yeisÍu wjYH /lshd ^WodyrK f,i fiajd wxYh& iy ióm wëlaIKh 
w;r Okd;aul iïnkaO;djhla mj;S (Morris & Feldman, 1996). 

 
03' ld¾hfhys mj;sk taldldÍ nj ( Routineness of Task) 
tla tla mqoa.,hdg tosfkod isÿ lsrSug we;s ld¾hhka tlsfklg fjkiah' fuh fiajd 

wxYfha /lshdjka i|yd o tfiauh. WodyrK f,i wdmkYd,djl isák úl=Kqï fiajlhl= 
iy uqo,a whleñ yg mejfrk ld¾hhka folls' fudjqka fofokdu fohdldrhlg 
mdrsfNda.slhka ;Dma;su;a lrhs' fuys oS l<ukdlrKh i;= mQ¾j kshu" ixialD;sl úê mj;s' 
fuh Ndjd;aul Y%uhg iDcqju n,mEï we;s lrhs (Leidner, 1989). 
 
04' mdrsfNda.slhdf.a ;;a;ajh (Power Of Receiver) 
idudkHfhka mqoa.,hka ;ukaf.a Ndjhka m%ldY lsrSu mqoa.,hdf.ka mqoa.,hdg fukau 
wjia:dkqrEmSj fjkia fõ' WodyrK f,i .=jka fiajfha oS .=jka fiaúldjka úiska m<uq 
mka;sh yd jHdmdrsl mka;sfha mdrsfNda.slhkag wfkl=;a mdrsfNda.slhkag jvd iqyoYS,Sj yd 

úYajdijka;j lghq;= lrh s (Hochschild, 1983). 

 
05' ld¾h úúO;ajh (Task Variety) 
úúO /lshdjka i;= ld¾h" j.lSï" hq;=lï úúOdldr fõ' yeÕSï m%ldY lsÍu jvd;a jeo.;a 

jkafka fiajd wxYfha /lshdjka i|ydh. ta ukaoh;a fiajd wxYfha /lshdjka i|yd 
mdrsfNda.slhd iuÕ Rcqj uqyqKg uqyqK,d .Kqfokq lsÍug isÿfõ (Morris & Feldman, 1996). 

 
06' wka;¾ iïnkaO;d mj;sk wdldrhg (Form of Interaction) 
fiajlhd .Kqfokqlre iuÕ wka;¾ iïnkaO;d mj;ajk wdldrh Ndjd;aul m%ldYkfha oS 
jeo.;a wx.hla fõ (Morris & Feldman, 1996). fuls wka;¾ iïnkaO;d mj;ajk wdldrh u; 
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Ndjd;aaul Y%u m%ldYkh úúOdldr fõ. uqyqKg uqyqK,d .Kqfokq lrk /lshd i|yd ;udg 

wxjlju w;aoelsug is¥fkdjk Ndjhka laIKslj m%ldY lsrsug is¥fõ. fuysos Ndj;aul 
wñysrs;djla ks¾udKh fõ (Morris & Feldman, 1996).   

   
7' Ndjd;aul Y%ufha m%;súmdl (Consequences) 
Ndjd;aaul Y%uh fya;=fjka we;sjk m%;súmdl jdisodhl yd wjdisodhl f,i fldgia folls' 
jdisodhl m%;sM, jkafka" 

 fiajl iïnkaO;d yd lKavdhï ne`oSï j¾Okh 

 jdKsclrKh jQ iïnkaO;d yqjudreùu 

 md,kh lrk ,o ye.Sï wkdjrKh ùu' fuh fiajd l¾udka;fha ;r.ldÍ jdishls 
^Hochschild, 1983& 

 wka;¾ l%shdldÍ jev$ld¾hhka bÈßm;a fõ' 
 
Ndjd;aul Y%uh ld¾hM, odhl;ajhg Okd;aul iïnkaO;djla mj;S' tkï Ndjd;aul Y%uh 
jeäjk úg ld¾hfha M,odhS;ajh o jeäfõ' fuh mdßfNda.sl Ñka;khg Okd;aul f,i 
n,mEï we;s lrhs' tfukau .eUqre p¾hdjka oelaùfïoS fyda Ndjd;aul Y%uh m%ldY lsÍfïoS 
mdßfNda.sl Ok wka;¾ l%shdldß;ajhla m%ldY lrhs' ;jo wjxl" i;H" m%ikak ye.Sï 
m%ldYkh ;=<ska wdh;kfha úl=Kqï j¾Okh lr .eksfï yelshdjlao ,efí' tfukau 
fiajd$NdKav ms<sn`o hym;a woyila we;s lsÍugo" fiajd ia:dkfha m%;srEmh j¾Okh ioydo 
Ndjd;aul Y%uh bjy,a fõ' tfukau Grandey (2000& wkqj fuu Ndjd;aul Y%uh ksid by< 
mSvkhla iys; /lshd mßirfha isg wvq mSvkhla iys; fm!oa.,sl Ôú;h fj; udreùfïoS 
we;sjk udkisl mSvkh wvqlr .ekSug o yelshdjla ,efí'  
 
flfia kuq;a Ndjd;aul Y%uh ksid isÿjk wjdisodhl n,mEu" jdisodhl n,mEug jvd jeäh 
^Grandey, 2000&' tfukau oS¾> ld,hla mqrd yeÕSï md,kh lsÍu ;=<ska wd;;shg;a" wOHd;añl 
f,i fiajlhd msßySug;a ,laúfï m%jK;djla o mj;S' jHdc m%;srEmh (Surface acting) u.ska 
wd;;sh yd ye`.Sï wñysßnjla we;s fõ' fuys oS isÿjk ujdmEu fuhg fya;=jhs' WodyrKhla 
f,i iskdjla uQyqKg wdrEV lr.ekSu fyj;a fjia uqyqKla oud .ekSu oelaúh yel 
^Grandey, 2000&' yeÕSï wñysß nj ;=<ska i;H yeÕSï yd m%ldYs; yeÕSï w;r mr;rhla 
ksrEmKh fõ' WodyrKhla f,i bÈßfm< fiajlhska ^Front desk employees& úiska 
.Kqfokqlrejkag b;d i;=gq f,i Woafhda.fhka iqN m;kq ,nhs' kuq;a we;a;jYfhkau tu 
wjia:dfõ oS fiajlhd miq jkafka wi;=áka úh yel'  
 
wNHka;ßlj yeÕSï m%ldY lsÍfï oS wNHka;r ;;ajh fyda yeÕSï fjkia flf¾' fï i`oyd 
wjOdkh yd iïm;aj, Yla;sh jeh fõ' tu ksid Yla;sh yd iïm;aj, ys`.;djhla we;sjk 
w;r wjidkfha yeÕSï wmf;a hdula ^Emotional exhaustion& isÿfõ' fuys oS fmr ieliQ m%ldYs; 
kS;s ^Display rule& fudkjdoehs oek.ekSug wjxl fyda wjHdc jEhula orhs' tkï i;H f,i 
oekqKq yd m%ldYs; ;;ajh w;r mr;rh wvq lrhs' tu ksid /lshd mßirfhka fiajlhdj 
bj;a lr .ekSug b;d ÿIalr jkq we;' tjeks by< n,mEula we;s ;;a;ajhla ;=<ska mjq,A 
miqìï ;=< o wiïmSvkhla we;s lrhs' ;jo wd;;sfha m%;sM,hla f,i RKd;aul Ndjhka 
m%ldYkhlao isÿfõ' WodyrKhla f,i u;amekaj,g weíneysùu oelaúh yel' fiajl 
m%jis;dj fya;+fjka by< Ndjd;aul m%ldYkhla wjYH /lshdjkays /lshd ;Dma;sh wvqùula o 
isÿfõ' iajhx wNsudkh fukau fi!LHfhao ySk ùï we;s lrhs' ;jo mqoa.,hd yd /lshdj 
w;r úiïnkaO;djla we;s lrhs' th mqoa.,hdg msßjehls' /lshdj yd iajhx wOHd;añl yeÕSï 
w;r m%udKj;a mr;rhla kv;a;= lsÍfï yelshdjo wju fõ' WodyrKhla jYfhka .=jka 
fiaúldjka .Kqfokqlrejkag ix.%y lsÍfï oS ;udf.a wNHka;rh ;=<ska we;sjk RKd;aul 
ye.Sï hgm;a lrf.k /lshdj úiska wfmaCIs; Okd;aul ye.Sï fmkakqï flrejo Tjqkaf.a 
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jev uqrh wjidk jQ úg ;ukaf.a i;H ye.Sï jixlrf.k ;ud fl;rï wudre ld,iSudjla 
miql<do hkak ms<sn| wjfndaOh Tjqkag oefka' 
 
ixpdrl u`.fmkajkakka ygo úYd, jYfhka wd;;s ;;a;ajhla we;s fõ' ukaoh;a úúO 
ia:dkhka ms<sn`o úia;r lsÍfïoS yd NdId mßj¾;khka isÿlsÍfïoS o Ndjd;aul Y%uh b;d 
úYd, jYfhka iQCIuj Ndú;dlsßug isÿùuhs' tysoS ixpdrl ia:dk ms<sn`oj ixpdrlhka 
flfrys we;sjk we,au" leue;a; ,nd.ekSug Ndjd;aul ye.Sïj, i;H yd wjxl nj b;d 
jeo.;a f,i i,lk neúks ^Wendy as cited in Johnson, 2007&' 
 
fï wkqj meyeÈ,s jkafka Ndjd;aul ye.Sï jeä jYfhka fiajd l¾udka;h i`oyd Ndú;d 
l<hq;= w;r tysoS jdisodhl n,mEïj,g jvd wjdisodhl n,mEï jeä njhs' wd;;sh" /lshd 
w;Dma;sh hkdoS m%n, m%;súmdlj,g fiajlhskag uqyqKmEug isÿfõ' 
 
8' Ndjd;aul Y%uh m%Yia; uÜgfï mj;ajd .ekSug n,mdk idOl 
Ndjd;aul Y%uh m%Yia; uÜgfï mj;ajd .ekSug my; i|yka idOl n,mdkq ,nhs' 
01' iudc iyfhda.h' 
Ndjd;aul Y%uh m%Yia; uÜgul mj;ajdf.k hdu i|yd iudc iyfhda.h b;d jeo.;a 
idOlhla fï' fuh fndfydaÿrg fiajlhdg ;u /lshdj ms<sn| mj;sk fodïki" fjfyi" 
wd;;sh wvq lsrSug WmldÍ fõ (Ahr, 1974). iudc iyfhda.h uq,sl jYfhka fldgia 03ls' 

I. wdh;ksl iyfhda.h (Organizational support). 

II. iu - fiajl iyfhda.h (Co-workers support). 

III. mjqf,a idudcslhkaf.a iyfhda.h (Family memebers support). 

 
by; i|yka iyfhda.s;d ish,a, Okd;aul fõ kï mqoa.,hl=g ;u Ndjd;aul Y%uh OkjdoSj 
mj;ajdf.k hd yel' 

 
02' Ndjd;aul nqoaêh (Emotional Inteligence). 
tkï mqoa.,hl= yg ;ukaf.a iy fjk;a whf.a Ndjhka f;areï .ekSfï yd l<uKdldrKh 
lsrSfï yelshdjhs' mqoa.,hl=g Wiia uÜgfï yeÕSï ms<sn| nqoaêhla mj;S kï th Ndj;aul 
Y%uh m%Yia; uÜgul mj;ajd f.k hdug Wmldrs fõ (Brown, 2010)' 

 
03' ia;%S mqreI Ndjh 
idudkHfhka ia;%Skag mqreI md¾Yjhg jvd /lshd mrsirfha oS fukau fm!oa.,sl mrsirfha oS 
;u Ndjhkaf.a l<ukdlrK yelshdj i;=h (Brown, 2010)' fï wkqj ia;%S mqreI Ndjh u; 

Ndj;aul Y%uh m%Yia: uÜgul mj;ajd f.k hdug fjkia fõ. 

 
9' jevmrsirh ;=< Ndjd;aul Y%uh (Emotional labour in work context) 

Ashkansay yd Daus (2002) úiska olajd we;s mrsos /lshd mrsirh ;=< Ndjd;aul Y%uh 

f.dvkef.k wdldrh rEm igyka wxl 01 ka ms<sìUq flf¾. 
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rEm igyka wxl 01: /lshd mrsirh ;=< Ndjd;aul Y%uh 
 

 
uq,dY%h; Ashkanasy,NM & Daus, CS 2002,Emotions in the workplace, vol.16,no 1,pp 2 

 

rEm igyka wxl 01g wkqj /lshd mrsirh ;=< mj;sk úp,Hhka" /lshdfõ iajNdjh yd 
Ndjd;aul Y%ñl wjYH;d u; /lshd mrsirfha yeisrSu yd fiajl woyia ;SrKh lrKq ,efí' 
kuq;a tosfkod /lshd mrsirfha isÿjk úúO isÿùï fya;= fldgf.k fiajl" fiaúldjka úúO 
w;aoelSïj,g uqyqK fokq ,nhs' tjeks w;aoelSïj,g fya;+ lrf.k fiajl fiaúldjka ;=< 
mj;sk /lshdj ms<sn| woyia yd Bg wkql=, yeisrSï i|yd fm<Uùula we;s lrkq we;' ta 
i|yd Okd;aul yd RKd;aul Ndjd;aul Y%uh n,mdkq ,efí' fuu n,mEfï os.= ld,Sk 
m%;sM,hla f,i fiajlhd ;u /lshdj yerhdfï iïNdú;djla mj;’' tfukau fï ;=<ska 
fiajlhska iudc úfrdaê l%shdjka i|yd keUqre ùfï m%jK;djlao mj;S' wjidkfhaoS 
tlsfkldf.a Ndjd;aul nqoaêh yd .;s ,laaIK u; Ndjd;aul Y%uh mqoa., iajNdjh u; 
n,mEï we;s lrKq we;' fuu kHdfha we;s jeo.;alu jkqfha th Ndjd;aul Y%u ;;ajh 
olskq ,nkafka uQ,sl woyia f.dvke.Sfï yd Y%ñl yeisÍu u; mokïjh' fï ;=<ska 
wjOdrKh lrkq ,nkafka wdh;kh ;=< Ndjhka m%ldYkh yd ta i|yd mdol jk iq¿ isÿùï 
mjd fkdi,ld yeÍu isÿ fkdl< hq;= njhs' 
 
10' Ndjd;aul Y%uh iy udkj iïm;a l<ukdlrK mßph (Emotional labour and human 

resource management) 
fiajd wxYfha jD;a;Suh iïu;hka ie,lSfï § Ndjd;aul Y%uhg ysñjkafka b;d by< 
ia:dkhls' mdßfNda.slhd wfmalaId lrk yd ;Dma;su;a jk wdldrfha iqyo yd ñ;%YS,S 
fiajdjla ;u fiajlhd ;=<ska ,nd §ug fiajdfhdaclhd lghq;= l< hq;= fõ' fuys § j¾;udk 
udkj iïm;a l<ukdlrejd i;= ld¾hNdrh w;suy;a jk neúka udkj iïm;a 
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l,uKdlrK mßph Ndjd;aul Y%uh flfrys n,mj;akd wdldrh wOHhkh w;HjYH 
lreKls' 
 
Ndjd;aul Y%uh uÕska Wmojk /lshd w;Dma;sh" fiajh yerhdfï wNs,dYh" jev Ôú;fha 
wiunr;djh" wd;;sh jeks whym;a m%;súmdl fiajlhdf.a hyÔjkhg fukau /lshdfõ 
M,odhS;djhg uy;a ;¾ckhls (Ang Et Al, 2010)' fuu .eg¨j úi£fï § udkj iïm;a 
l<ukdlrK l%shdj,sh foi kej; jrla yeÍ ne,sh hq;= fõ' tu ksid wm fuys § m%Odk 
jYfhka f;dard .ekSu" mqyqKqj yd ixj¾Okh" f.ùï l,ukdlrKh hk wxYhka ms<sn| 
jeä wjOdkhla fhduq lr we;' 
 
01' f;dard .ekSu (Selection) 
/lshdj i|yd iqÿiqu /lshd wfmalaIlhd f;dard .ekSu fiajl M,odhS;djh ;SrKh lrk 
jeo.;a idOlhls' wNsfhda.H;d mÍlaIK" fm!reI;aj mÍlaIK wd§ úúO f;dard .ekSfï 
l%ufõo fuys § Ndú; l< yel' fiajd ia:dkh ;=< Ndjhka l<ukdlrKfha § yDohdx.u 
yeisÍu ^Deep acting& jvd;a WmlÍ jk w;r ta i|yd fiajlhd i;= by< uÜgfï Ndjd;aul 
nqoaêh ^Emotional intelligence) úYd, f,i WmldÍ jk njg idOl mj;S ^McShane & Von Glinow 

as cited in Ang Et Al, 2010)' ta Ndjd;aul nqoaêh by< uÜgul we;s mqoa.,hdg ;u Ndjhka fukau 
wfkl=;a mqoa.,hkaf.a Ndjhka o myiqfjka yeisrúh yels neúks' fm!reI;aj mÍlaIK uÕska 
Ok wdfõokd;aulh by< w.hla .kakd ^High positive affectivity people& mqoa.,hka y÷kd.; 
yelsfõ' uE;ld,Sk wOHkhka ;=<ska y÷kdf.k we;s mßÈ  Tjqkag wkHkag idfmalaIj 
Ndjd;aul Y%uh fyd¢ka bgq lsÍug we;s yelshdj mj;s (Chu, 2002)' 
 
02' mqyqKqj yd ixj¾Okh (Training and Development) 

tÈfkod  jev Ôú;fha yuqjk úúOdldr wiSre .Kqfokq lrejka yuqfõ ;u mqoa.,sl yeÕSï 
hgm;a lrf.k .Kqfokqlrejd i;=gq jk wdldrfha .=Kd;aul fiajdjla iemhSug wjYH 
mqyqKqjla fiajlhdg ,nd §u w;HjYH wx.hla f,i ie,lsh yel' 

 

Ang iy msßi (2010) fuu fiajl mqyqKq jevigyka m%Odk mshjrhka ;=kla hgf;a l%shd;aul 
l< yels nj olajd we;af;a my; mßÈh' 

1'wkqia:dmk jevigyka ^Orientation programs& 
2'wLKav mqyqKq jevigyka ^On-going training programs& 
3'wd;;s l<ukdlrK jevigyka ^Stress management programs& 

 
fuu mqyqKq jevigyka l%shd;aul lsÍfï§ wdo¾Y yeisÍï ^Behavior modeling& mqyqKq l%ufõoh 
b;d mq¿,a f,i fhdod .kq ,nk w;r th mq¿,a f,i m¾fhaIKhg Ndckh jQ iy by< 
ufkda úoHd;aul mokulska hqla; jQjla f,i ie,fla ^Taylor Et Al as cited in Ang Et Al, 2010&' 
fuys§ m%:ufhka fiajlhkag Ndú; l<yels Ndjd;aul l<ukdlrK l%ufõo y÷kajdoS tajd 
wdo¾Y jev mßirhla ;=< rÕ oelaùug lghq;= i,ihs' wk;=rej wëlaIlf.a m%;spdrh iy 
we.hSu ,nd foa ^McShane & Von Glinow as cited in Ang Et Al, 2010&' 
 
n|jd.;a kj idudðlhska wruqKq fldg.;a wkqia:dmk jevigyka uÕska iqÿiq wdl,am iy 
m%ldYs; kS;s ^Display rules& y÷kajdfokq ,efí' fujeks jevigykl flakaø.; wruqK jkafka 
.Kqfokqlreg WKqiqï ms<s.ekSula yd y÷kd.ekSula fiajlhd úiska ,nd §u iy;sl lsÍuhs' 
fuu wÈhf¾ § .Kqfokqlref.a yeÕSï ms<sn| uq,a;ek fokq ,enQj;a fiajl md¾Yjh 
ms<sn|jo wjOdkh fhduq lsÍu jeo.;a fõ' tfia Tjqkaf.a woyia yd yeÕSï m%ldY lsÍug;a 
tajdg úi÷ï fiùug;a bvyir ie,ish hq;=h' fujeks mqyqKq jevigyka uÕska fiajlhskaf.a 
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Ndjd;aul Y%uhg l<ukdldÍ;ajfha by< ms<s.ekSu ysñjk njg bÕshla ,ndfoa ^Chu, 2002&' 
mqyqKq jevigykl § ,ndÿka Wmfoila my;ska Wmqgd oelafõ' 
 

“Tn jrola fkdl< wjia:djl § lsishï uÕsfhl= Tng ;Èka nekjeÿfkakï isys;nd 
.kak Tyq ta fodaIdfrdamKh lrkafka Tng fkdj Tn ye| isákd ks, we÷ug nj' thhs 
Tnf.a N+ñldj fv,agd .=jka fiajlfhl= f,i'” (Hochschild, 1983, p. 110). 

 

wLKav mqyqKq jevigyka (On-going training programs) j,g jvd wkqia:dmk jevigykaj, 
jHdma; ùula f,i olajkq yel' flfia kuq;a fuuÕska isÿjkafka fiajlhka yg .eUqßka 
jev lrk wdlrh ^Deep acting& ms<sn| l%fudamdhka wdY%fhka Wmldrhla ie,iSuhs' fï 
wdY%fhka Ndjd;aul Y%u Ys,amSh l%u fkdlvjd fhdod.ekSu ksid i;=gqodhl m%;sM, 
fiajlhdg ^ksoiqka( /lshd ;Dma;sh by< hdu yd Ñ;a;fõ.S Y%dka;sh my< hdu& yd fiajHdg 
^ksoiqka( mßfNda.sl ;Dma;sh yd iqyo ix.%yYS,S;ajh j¾Okh ùu& w;aù we;' yDohdx.u 
yeisßï ^Deep acting& mqyqKqùï ;=<g we;=<a lsÍu uÕska Woafõ. l<ukdlrKfha wNHka;r 
l%shdj,sh md,kh l< yels fõ' tuÕska ndysr yeÕsï m%ldYkh jvd;a wjHdcj yd iajNdúlj 
m%ldYkh l< yels fõ ^Chu, 2002&'  
 
fuys§ wjOdkh fhduq l< hq;= ;j;a jeo.;a ldrKhla kï" fuu mqyqKq jev igyka bÈß 
fm< fiajlhskag ^Front-line employees& muKla iSud fkdlr l<ukdlrejkago ,nd Èh hq;= 
njhs' Tjqka Ndjd;aul Y%uh fiajlhka yd .Kqfokqlrejka hk fomd¾Yjh flfrysu 
fhoúh hq;= neúks ^Chu, 2002&' 
 
Ndjd;aul Y%uh iemhSu udkisl wd;;sh f.k foa' fndfydaúg thg m%Odku fya;=j jHdc 
yeisÍuhs (Surface acting&' Ndjd;aul Y%uh fya;=fjka Ñ;a;fõ.S wjidoh ^Emotional exhaustion& 

we;súh yels nj m¾fhaIK uÕska fidhdf.k we; ^Jackson, Schwab & Schuler as cited in Ang et al, 

2010&' tu ksid mqyqKq jevigyka yd iu.dóju Ndjd;aul Y%uh ksid we;s jk wd;;s 
l<ukdlrKh lsÍug Wmldr jk jevigyka l%shd;aul l< hq;=h' 
 

03. f.ùï l<ukdlrKh (Compensation Management)  
.Kqfokqldr fiajh ;Dma;su;a f,i mj;ajd .ekSug Ndjd;aul Y%uh jeo.;a fufyhla bgq 
lrkq ,enQj;a fiajlhdf.a Ndjd;aul odhl;ajh l<ukdldÍ;ajh úiska wvq;lafiare lr 
we;s njla we;eï lafIa;% ;=<ska olakg ,efí' WodyrKhla f,i fydag,a l¾udka;h oelaúh 
yelsh ^Chu, 2002&' tu ksid Tjqkaf.a fiajfha jákdlug iß,k §ukdjla ,nd §u isÿúh hq;= 
nj wmf.a yeÕSuhs' 
 
11' ks¾foaY 
by;ska i|yka l< ish¨ lreKq i,ld ne,Sfï oS Ndjd;aul Y%uh fiajlhskaf.a tosfkod 
/lshd mrsirh ;=< jeo.;a wx.hla jk w;r fuu kj ixl,amh fukau Ndjd;aul nqoaêho 
wdh;kh ;=< .kqfokq lsrSfï oS jeo.;a fjhs' fï ksid wkd.;fhaoS id¾:l l<uKdlrejl= 
ùu i|yd Ndjd;aul Y%uh ms<sn| mq¿,a oekqulska yd th ksjerosj Wmfhda.s lr .ekSfï 
yelshdj Tjqka i;= ùu wksjd¾h fõ' ukaoh;a RKd;aul j;djrKh wdh;kh ;=< wdh;ksl 
yd mqoa.,sl j¾Okhg ndOd we;s lrkq ,nhs' fï fya;=fjka tls wjia:djkag uqyqK oSug 
l<ukdlrejka úiska wkq.ukh lsrSug iqÿiq l%ufõohka 07 la my;ska y÷kajd oS we;' 
 
01' /lshdjg Ndjhkaf.ka we;s n,mEu ;lafiare lsrSu' 
/lshdj i|yd Ndjhkaf.ka we;s n,mEu y÷kd.ekSu b;d jeo.;ah' tys Ndjhka tu /lshdj 
i|yd w;HjYHu wx.ho hkak fuysos i,ld ne,sh hq;=h' tfukau w;sYh Ndjd;aul /lshd 
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j, ^WodyrKhlA f,ig fyoshka& uqyqK mEug isÿjk wNsfhda. ms<sn|j l<ukdlrejka fmr 
iqodkulska hq;=j l%shd l< hq;=h' 
 
02' Okd;aul yd ñ;%YS,S /lshd mrsirhka ks¾udKh lsrSu' 
Ndj;aul m%ldYkh i|yd ys;lr jd;djrKhka wdh;kh ;=< we;s lsÍfï j.lSu wdh;kh 
i;=h' ta i|yd /lshd ia:dkh ;=< Ndjd;aul wjfndaOh ms<sn|j wjOdkh fhduq l< hq;=h 
Okd;aul Ndjhka i|yd WKqiqï m%;spdr oelaùu jeo.;a fõ' kdhlhska ieu úgloSu ;u 

woyia m< lsÍfï oS yd m%ldY lsrSfï § wjxl úh hq;=h. 

 
03' Okd;aul Ndjd;aul jd;djrKhla osrs oSukd yd ixfú;k ;=<ska we;s lsÍu' 
wdh;kh ;=< Okd;aul Ndjhka osrs .ekaùug lghq;= l< hq;= w;r th uq,Huh fkdj 
jdÑlj tu wjia:dfõoSu fiajl fiaúldjka meiiSug ,la l< yelsh' óg wu;rj /lshd 
we.hSul oS ys;lr Ndjhka wod< wruqKq yd yeisrSï we;=<;a lr ieliSu ks;e;skau 
fiajlhska Okd;aul yeisrSï rgdjg fhduq lrhs' 
 
04' Odkd;aul Ndjd;aul woyia we;s wh n|jd .ekSu 
/lshdjka i|yd mqoa.,hska n|jd .ekSfï oS Ndjhka m%ldYkh ms<sn|j Okd;aul woyia we;s 
mqoa.,hska muKla n|jd .ekSu ;=<ska /lshd mrsirh ;=< Ndjd;aul Y%ñl ixfõoS 
ixialD;shla ìys lsrSfï yelshdjla ,efnkq we;' 
 
05' Ndjd;aul nqoaêuh yelshd yd Ndjd;aul m%ldYk ms<sn| fiajlhka mqyqKq lsÍu' 
/lshd mrsirh ;=< Ndjhka md,kh ms<sn|j fiajlhka mqyqKq lrùu wjxlju Okd;aul 
Ndjhka m%dldYkh i|yd oDIAá l,Amkh (Visualization), wjHdc yeisrsu (Deep acting) mqyqKq 
lssÍu jeo.;a fõ' ta ;=<ska Ndjd;aul w;Dma;;dj yÿkd.ekSu yd ld¾hlaIuj ta i|yd uqyqK 
oSfï yelshdj fiajlhkag ,nd osh hq;=h' 
 
06' /lshd m%;sks¾udKh (Job re-desing) 
/lshd mrsirh ;=< fiajl fiaúldjkag ;udg iq¥iq mrsos Ndjhka l<ukdlrKh lr .eksug 

yelsjk mrsos /lshd m%;sks¾udKh l< hq;=h. wi;+gq mdrsfNda.slhl+ iuÕ ls%hdl< hq;+ 
wdldrh ms<sn| Bg wdod,j .;hq;+ ;srKhkag wjYH n,h fiajlhkag ,ndosu 

l<ukdlrKfha j.lsuls. fï ;=<ska fiajl woyia yd pd¾hdjka fjkia fõ. 

 
07' wdh;ksl ixialD;sh fjkia lssÍu' 
Odkd;aul Ndjhka m%ldYkh osrs.kajk wdh;ksl ixialD;shla f.dvke.su ;+<ska fiajl 

fiaúldjka ksjeros Ndjhka l<ukdlrKhg fhduq l< yel. ta ;=<ska Wmrsu fiajl 
ld¾hlaIu;dj wdh;kh fj; ,nd .; yelsjk w;r th wdh;ksl j¾Okh i|yd 

ksrka;rfhkau osrsfokq we;.  

 
13' idrdxYh 

j¾;udk wdh;ksl rduQj ;=< Ndjd;Aul Y%uh ms<sn| úfYAI wjOdkhlA fhduq ù we;. 
ukAoh;A wdh;kfhA fiAjl fiAúldjkAf.kA Wmrsu M,odhs;dj ,nd.ekSug ;DmA;su;A fiAjl 

msrsilA wjYH fõ. MysoS Ndjd;Aul Y%uhg iQúfYAIS ld¾hhlA bgq l< yel. udkj iïm;A 
l<ukdlrKfha uq,sl wruqK jk ld¾hlaIu udkj iïm;la ìyslssrsug kï wdh;kh ;=< 

ys;lr Ndjd;Aul mrsirhlA f.dvkeÕSfï j.lsulA udkj iïm;A l<ukdlrefjl=  i;=h. 
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