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Jty Lo s 5y (ma 5 055 bl LB 6 Ciyemn g oY gyl cilorall e
Jal e 130 allee) 318 ) (g 1385 (shalial) Gl 09 5) Cypians Gl Gelill A8 Casnas i yemally
e dbyead) Larall aa gl Qs dlgiy g8 Coplaadd) ga dabail) Jaall 51 JASY) 8 el ansl)
.(Strauss &Frost ,2012:108) JiLisal
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ind g ] daa ] Gen g

(Quality of banking services)

Lalig alld) Lo @iyl ) cyslall 4 (Challenges) wilaas sie 4als cilalaiall

e il elp cilabaiall (G dudliall sas 53l N ol 511 ,aY1, (Globalization) dasall (b
Omainall alaia) Jae (K85 Cinval Gy 83sal) At (e 3 Le 138, alal) g Uadll ol alall ¢ Uil
gl () and Cas, Gupdiall Ol Al B Al Al Cladind) Calida 8 cfallly sl
Gl Lae, Joal) laleal 8 550€ Al Jia ol Al o) Jlae 3 Lala |yglas Cangs 5,,8Y)
L)) Baluyg Allal) Loadlal) Byaall N Jgash) Ja) (ias, lgerie (o 8224 (Competition) dudlic
Aaals aladd (e an oyl Ll sasall ()8 Ao 3l oyl salall Cpall () ans Gll], dpandl) ciladaiall
e e ol dualis i€ ol Aatiad) cladatall Calaal Gind 8 v SV Gl s3sa) das g
Lydal) Lagylgal AaDl) Cagydall yudsn N seas o) cladaiall ad (13 2 2002¢ 39en) el 2a
o Ll e 1205, (Summers , 2009: 47 ) agd digesiall Jlae ¥ 13 & e e 153550 (0silasall)
LA e 1o pS) oYy S (Y Akl (Loyalty) aghy Sy LN e See 222 S0 Qs
Lo bl Aoy cladaially duaiy Lasd Bagall doeal 500 Lo ey, dabiiall (g5ima a8y () adnnday 535

—:aa¥) chadll Gl acd (B

B, Bagall ploil, Bagall (ol dalye, Bagall il A)Bl skl 535al) a5gia)) cdsad <Y/
(3292

(((@lsdl (milas ,cladll ol (alye Al Zastl) ,Lass) aggie _ Aesll)) rdasil) ;Luilh
ala , daodl) sags z3gai 48 peaall daddl) saga, Aeddll Basn asgie )) Sduduaal dosilf Syga LI

. ((@)AAX\ AAll ERPEN
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Quality 54sall :¥4f

(Concept of Quality) : bdpad) aggda—1

e Lald Jl o)l 8 Operation Management Jlee¥! 8o aoalge at) (e Bagall e

slhe) 8 cpfiallly Uil o daill cilgag GBIl ) (60 La 1y sleai®Y) Adlse s Audliall 2
: 2000 , all) (5h) s 5agall e GUAT, Lgy Lealal) sialial) Cannat s sasall dans iy
2 (88: 2000, gyshill)— s Lasd Wl Lgale (aial) agilillaias elaglly (53l eliayl Lesls (496
a3y el danb St g (Qualities) i) 4alKl (e diidie 4alS o (Quality) ol )
5 dabed Claaally (ailiadll degane Lol 5352l (Etzel et al . 2002:280) s, ,4te g LaY!
Lwlas Leils Lgdje (Goetsch&Davise,2006:35) Laiw , Ll clals ¢ Ldl e 1g3)08 aaas daad
Robbins & ) lgiay i€, Laadll 53l jaiced) Guunill DA (e Lacadlis 538 bl djlail) Jlec!
Leale ading 8y50m 40355 () Len payids Le 5255 O 4eaall sl dald) 5508 Ll (Coulter 2007:577
Laadll ddleaV) Glisally (ailiadll degane o (Stebbing) Ledie s, agiladsiy (ALY clals i
leie Ly ,(18 12007 , bl ama) 43l ys aalala g Ludly Gonill Lin) (a3 e 8,08 (5% il
& pall gl bkl dathaall o) ahanud add) i) e (Kotler & Keller , 2009 :169)
OsSne I3, daliae clillia agl eSaw (LI Calide o) A (Stevenson,2009:405-4006) , wuexl
Ll L (3 2009 cy55815 sl Labse Liads AL S dgny 58 835l cualiall Ciyal
©53) (5 Ay, lalial) Al 6 i o i i Aedl) ol dalodl 2 Gailoadlly
O 138 e ah Lag ddgaling Le IS sl (ALY o) e SBIL 33 B39a0) 0L (33 2 2009, olaasas
(Krajewski et al. 2010 :198)wleaslly aludl o)) oo aSlilly (il Jlai¥l Callaty 13ag, o<l
Beardwell& Claydon, ) ,cpasall ae 4nla lile cling agicld A (5355 agilalia) an caulin
Basall Y lgimead (il Aadaiall cilaine ol L3 el ) g L) cpayeall e (2010 = 237
axa 3-8y (James,2011:25) Liagy ,cilalaiall clatina jai el pwail) DA (4 (3827
el 13 508 (uSaty el Al il Alalal) Gailadl) e gene Leil o (Knowles,2011:10)
4xa 345 (Russell&Taylor,1998:3) Joli Lawy dviaally 4 allall cllalall g &l e
Ol a3 3 (7) IS B dsiage WSy ALl paaiiall dai  igag (e B2sall (- Porter,2011:12 )
Lo Dad dle Jobean Loy Al andigiy Lo (of doedll daill ao ciladgil) ddlaae e Ogian Lily L3

( 1
1 3 )



TN D TP S Gl 1Y) Sl
CalS Jal a2 ) (gl S e Slianadill dilas (i jal Bagall (3 Oinad aatiiadl W, lgacl

O Ggiasall 1Y 3aaat o 850l8 Laliy) Claaddl 5<5 of 0 M B3 o Jle g () Jgadl

.82 jaj\
Sagall aa
gial) 5 s Gsi Bkl
UM:L'IS‘ 433Uaal) o Bagall 3agall ddiUaall & Bagall
> FEAN] e lial) 3 Juaall e—————
L) pladia) is dagal) G
08

.(Russell &Taylor)s)) cwa 5152l asga (7) IS

Source:(Russell S, Roberta & Taylor W ,Bernard ,((Operation Management Focusing on

Quality and Competitiveness )),Prentice Hall ,Ine ,1ed ,1998:82)

A3lhe DA e asledgis O3l Holiiar i (Basal) b Tse 53l5) Cajlatl) (e itiansy

3525 Ozl shaie LS (e aSal) (Ko Ml culaiall a3l (oil) ciladsh o claiiall ledl) o1V
Basall Gsaran Gabad €al 38 aild (a0l iladign aan calatiall (S 136 lgede (g Basal

(The Historical Development of Quality) — —: sypall S Ll ehil) =2

Lapd 2300 Tygda Ll () 2 5asal) Ce Gand) 8 il Aulea) slias) Gee dady DA (e

SES JiS)g Slall U a3l i Bagall jeda o Auydid) cliaally flill asdiall aag Cus o
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T D Sl Gl 1 Jg¥) Jeadl)
mhlcast) saddy o s daall Al liaall sadly cud 8 Basall o) W iy sllaiall 138 g,
sl9,(21-20: 2004 , Sl 5 Jadll) Lgials joli 8 Caagady Laall cacy ) dasdll dnilosY)
S aabitly Jaall ) Gng 5agall ladaially lad) calalaial jeda i 3 Aadl) jgeaall ) Gylas
St elall ja a8, alges LeSle 2y oy UL lian]) lgiarka LAy dapill cibliasl) Gilsd
=t lgie Bue dalye 8350l

el Jalall s dlsya,(1917-1890) (AsY) ddajall o

O Al aoieatl) Ladagl el il Al s3sall Jlae 3 skaill sodad Jof s sall o3 aa3
Lolery (it (lggune Fle Ao ad sagadl 2l dulgguse ) 52 Aajall 038 jaan Ly, e aulil)
ar Osall eYia OISy ayba Caslals Cpdall sealiay dasll alis aSladll gl CulS Gum ,B3gall Javia

(6: 2007, cpall 5 aglatial sagal) aul (saay ol
Bagall Slaa¥) Javall,( 1940-1917) Lol Aajal) o

On Gl Ay ol saseiall calbanally bl 4l Gl aladiuls Als sl sda aui
Sl dblie e SEL (b piall dal 3 GalaY) 13 e digllaall Clialsally ) Le
Oanadio agias A Gsasty (Al @& Gsiydall OS5 23e o) DA Gla i) e
A(137: 2008, cuhally culaall)
csasall b aadie cilabie jsels,(1960-1940) 43NN dayal) o
Lraall e Basal) Jaray deaadie dakiie jsels lgie iyt Bae dlajall o3 il
osels XSy, Basall (e Jgstall (ggieall aas (e 138 4l ey, ASQC 525l Javial 4.5 ,0Y)
- (24: 2005, Olsle)OLLd) & Bagal) el
B3sall (et dls 5s, (1980-1960) daslll s yal) o
Bl asgte o) QL (8 Cyels A sasall s 3 ek llia Jaadl Alayall oda
bl o3 (ag Bagall Granl Cpalhgall Apmdls 5aL03) Barstia galyy ils aadl Lia , sasal
(6: 2007, ¢l L) 8y sl 0 granaall el malinng miial) 8 Cagie 39mg p2e malin
(TQM) alolall sagall )0l dls 16,(2000-1980) daldd) ddspal) o
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(B yemall ZadiT) B3ga)euvienriitie ettt S i) 1Y) Jaadl
OY ¢ Analadl Ludlall sk ol ayseds iy 1980 ale ALLAl 829all 5))3) aggda yebs Cunn
Jyemnlls rany Lgilatia o lghulas 8 Laalually , laalady Lible s lalie ol b e i daliia JS
el (e L) A aliy (3l ad ALl de b al) 7 L)y 4 i€ae A4S L il A lle ~ Lo e
Ourdall gl A clleal) 5 b adels i< dbug JIEY Cus (Heizer&Render,1997:95)
oda i, (Slack et al. 2004:717) 3l clakaiall 8 Laliyly Lobeal) oLl 520531 Loalal)
Coygls NSy, Bagall wlijlia (b OLSRY) pgaadlic o Bodills lp3al Ganlild) e liall )l syl
.(Robbins&Coulter,2007:48) sasal) (puad (il Lald zaly
(21 Gl Al ye) Aasbaad) s pal) o

A ye OsSie Lgils hasall 12a 8 Lpalall Sa ) Ll s ) (2000)) 2y L dlsje
Gl JAL Ade Jgaanll dlsgs Ao yan Cin (e ,daliily 4ud idy andi A (e (sl alaiay]
.(Knowles,2011:13)

s je IS ey Bagall sk Ly se S dabyall Gaw (5) Jsaadls
Bagall ki Jalw (5) Jsaa

. BysSiall clud) e alaeYl daldl i) :jaadl)

(Entrances of Quality) —rodeadl Jalia -3
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Bagal) mlhias LAl A Sleall 8 CDBAY) Adaadlay, sasall Calad plabmiad PIA (e

=1 & Jaladll sdag Jalae Bae (e Basadl I Hlill e Y GUA daadtioal) dgall Cadladly calidn Gus
(Preference Entrance ) —daadil) JAaa e

GlaSy 8asall Sl (& (edsaall Bl 223 GlN Preferenceducadil) (ulil) alaeal a3 52521l
Cre o2y Suailly Aald)ll Cadlye (555 Jaaall 138 s Bagall anid Sagall delu g8 (aSly) delu
(16 : 2010, (ssball) Leaskid anall
(Entrance to the Basis for the Manufacturing) —rppiall) Gulad JAda o

Gua Jlee¥) Jlay daaall 12g 239 ) doarg clewalsally juleall dailaall  Jiad 5392l
(Product Entrance) —: goilal) JAda o

e gsiiall slyial (grie S5 b 483 Waayads sasall (a8 zsiiall Jare DA (e oS
Ggail) el ualic aal diiag edlal) gdsall o Jyeanlly culgll 3 Sual) Mia diune duals
2007 , ol o) @il Gubdll pcalall sl e Hlae s3sal) i Lia ey ,(21: 2008 , culadl))
(10 :
(Focus on the Customer Entrance) =1 Qg (A uSl JAaa e

3 2S5l (aalie ) U3 @A) aglyiSall ysklly 2 WY Al Lgingd 3 clyslal) (i

iyt zvas Ol () (62) Lae (Huxtable ,1995:20)qaly J<a il G3lsd) e sagall BT cajgla

Liaally Lppllall el clals 4l 85550 Glardlly aluall (8 ddsadl) (ailiadll de gana 3152l

O 208 Lgardts Gulaag Lgalad Juug Lenles dabaiall Caaa (g3l sy @llndg ,(17: 2010, sslid))

i ol 8 gl ans ledaiall Gl (57: 2009, mllay Cilgall) dslabialy asbie ) dilaia|

i aal) il Jan oy Al b iler Ay el il J s Lad Lgh s 535 o)
.(Johnston&Clark,2008:417)gillas!
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(The Stages Application of Quality) : bygadl qubai Us)a—4

,(Fenton et al .1995:2 ) pgie Opfinldly QLN (4w 22 e (3d
s gl (e dalye 32 dlia (), (Foster,2007:24), (Qoetsch&Davis,2006:24-25)
=i o daball sdag sasall Gali vie lgile)

(Quality Planning) —: dagall Jaads -1-4
ALl Cladgs (st ) i Ao all Cililaally, Al clatiall jighas (5350 s3gal) Jasdads
—: AV lshadl) 2w Ala ) 538 (parag
- L a8 (e aaas
o clals e Caanl)
- Gl clalal Cuaid (ailady claiial gk
- agllal (ailiadlly - baY) dakiiall o ) Cilleally Ladaiy) sk
Asen deall @bgical laladll i

.SJ};ﬂ @:\:\b:u.nY\ Ja_.)la;ﬂ\

(Control on Quality) —: dagadl Ao Hlhad) —-2-4
Taga dulae 2 s35all e sy of (55 (FOStE) (i 5 35all e sphaadls i Lo L

Bhaall Ll 3ula Ja) Gag gl 2535 pie (b ilatiall s vie ldaiall Cilaal kst Ay g
=1 4V Clghadll ¢ Lol e Y 3sall e
- Bagall lad clol oy
. e gungall GlaaY) e iaiall el o2V i
- Aaald) )l Hash YY) clilai) dalles e Jaal
& Bae Lusall 555l Bangl) Aliiasll LessS 35l (o Bylaradly da]hall Al Lgis€ bl duea) sl

.SJ}#‘ uLA.aA
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(A pamall LadR) BIGR) . virni ittt e i S Eamaal) 1Y) el

(Quality Improvement) —: 83l ¢l s —-3-4

V) ladlls Cpeentl) Aulae ey 83gal dalie Aulgjune

- Bagall (s9in Cpeund Jaal (5)9 pn cpilshl) pgha

e Cpend ehal Alglany Chraall Lali e iyl

- Bagall b Cauand e IS JLSY Jaans oo (318 Gl

Jsdall sslaty, diall Lgpboed apaatl JSUED (mddi e 108 (s aaling Las g pduall g3
Pl (3 s aaliy

Bagad) Gk dalye (8) JS&) Gaus

3agad) 1) /

535l e 5 asd)

5580 s

Bagall ekl Jala (8) JS
Source :(Foster S, Thomas ((Management Quality , Integrating The supply chain)), Printed

In The United States of American, 3ed, 2007:24).

R oY) s pal) Aty Jadye EDEY pad sagall okt Alee o) Ty (8) JE PR

BEPG'K 5.{5;}‘ é:u.’:ﬂ dAbA (e ‘;‘9\)!\ MA‘)AX‘ & M;)AS‘ AV 53‘9;5‘ 8)lal E\J;JA ) EJ}JL&M‘ AAA‘)A
calaaly cabaslyiwy |y Jaladl) gy 0 er Bagall Gudail (Wl jas a0 LgieS Al yal) sda daal
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(A pamall Zadal) BIga).vevreiie ittt S Emaall 1Y) il

asall e 3 Clilae (s Al jall 03 Basall e slarcd) Al e gd Al Al pell L, i
8sa Cppeentll Cililee iadg B3sall (preent Alage g BN Alayall Lel, CYSEAY) pia dlglang Cillssl
e cisie 58 e e xill 6lV) Gy Sl lRA) eha) ol oLbaY) pasad dlslaey dpaliV] Cilileall 6l

(Slexdy al) laiiall s3ga e QAL UB (e Jadll 250 danSal) Al ddee Pla

(7ype of Quality) : Bagall £laiS

gl Ao Bl Bygas 55 Bagal) e gles) A s oL ,(Gitlow et al .2005:21-22) ¢x
Gl Aals pa ol Amiiia Al Talaie Yy, BLaY) (e Lo ol (e dayng ilarally alud)
—Z‘;Q tb-\\}“ b..AA}

Quality of Design tasaall) Basa  1-5

Glalial) as aawd Al Glatiall 839a Gallad a3 e pguall lailid 2y ssecaill 529
Pla e claiiall ol o areaill sga O 223 3, Bagll g 128, diiee 4dlCg Godl cilae )y
Jalatis el laey b Coadl o o meaill saga Joa @lahall o3l lals Lijea pai 4asil
2aaT Ay, Ol Glala b Al Glatial agghe maat ) 535 Le deaddl clidl Jalaty ilandll
Basg el et Cilatiall asgial podail) ddee o 2 G ,(9) L) IS 6 miage LS il
Labiall calaiie (& LYy Greatl) alee 00 Yy, Lgmaan Aadaiall 958 G (e 5ang) 403S5e
degane sl Cigan (A L dgualally, Ol dagan (8 dalaill Lgie allay Laily ,cileadll L agaasy
(il gl pealall 8 elga ol ciladys Clala Adjea (inayal dabaidl Les agd Sl SlelyaY)
Glals st 2y Laie saaaiall claladl ddjaa (ayal 40y90 §guan Laeha) dadaid) e caagny Glld
el A e Slalall daad Oy Lgieg deaddl dalal)l Clisalsalls aggtal) Lual maly uan )l
aaling Loy O3l 2530 Lgianadas dalaially dabaiall Gugads oy Baaaall Clalall Gl (Ao Seaall &5 (e
ciblla Al e o
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(A pamall LadR) BIGR) . virni ittt e i S Eamaal) 1Y) el

8 s Clala sl
Glaaaall 5 il gal) Jalald g3l Eigan Gk
cllh Judad g clagal)
NN
— g gall g PJ@AS\
Oa el i) i) ga
daliiall pladl aran

i) Ladaial) > o
M\ das (9) J<é

Source: (Gitlow S , Howard & Oppenheim J , Alan & Oppenheim ,Rose & Levine M ,
David ,((Quality Management)), Printed In Singapore ,3ed,2005:21).

Quality OF conformity ((Aaidkall) dilaal) Baga 2-5
LN e Ay pe LY e Lgaignay dabiiall (San a DS (0 o0 2l 2

JSAl B daiage LSy maeail) Baga 8 s Al Bagal) (ailad e Al il dalac Yl
Lo dllaall dolee Ta5 L Crag el Baga (8 Canas 28 Clialsall o) JSA mag Cn ,(10)
(Schnoor, 2008:26),45 )04l 5l cjgn Al cilalally, (AL 4y craa saaaall clalall Jeay
il dlee sy il Cangll o lnanally clialsall @l lail sy aed (o) deliiall e

Baaadiall L Gl )y alals ) dagill ga sl

——
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(A pamall LadR) BIGR) . virni ittt e i S Eamaal) 1Y) el

Gladaad) g clial gall sadanall clalall
/4
(Laidlall)Aiidaal)
Aalatal)
Gl s

daidall Baga (10) L
Source: (Gitlow S , Howard & Oppenheim J , Alan & Oppenheim ,Rose & Levine M ,
David ,((Quality Management)), Printed In Singapore ,3ed,2005:21).

Quality OF Performance DoY) Baga 3-5

prasatll Baga il (B 83sal) pailad juad 4K aaas e ol V) 5aga A cluhall S

N ,(11) JSa 4 mage WSy Goudl b Lguals 2aaSs dblaall 53sn s A S5 G,
Gleasdl bl sty cilanaall dalatg aoill Eagan cilahy & £la¥) Bagad eyl cilga¥) ol Laadls
825m0 2gemiall (51 , gt BELYly Aisma daliia (o ehall Cildee 3 sl A2 Aipaay (ALY UB (e
@ Are PIA (o CYNAY) maat Aglag dasiall Classll Joa (AL Jad 393y La & IV

anSal) 33l Alia a3y clead) el ALY

]
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(A pamall LadR) BIGR) . virni ittt e i S Eamaal) 1Y) el

hal sl Cliial ga s oo Ll
?:\M:\S‘ dale)
i ——— S dakaial O

1) Baga (11) J<&
Source: (Gitlow S , Howard & Oppenheim J , Alan & Oppenheim ,Rose & Levine M ,
David ,((Quality Management)), Printed In Singapore ,3ed,2005:22).

Quality Management : od¢all 5)l)-6
lhad) o), @liadlly alildll Pla Lpedll cileladlly deall o IS & Cang 5352l 8)55 0
Bagal) elpd el 8 (e oyl agl Laiad (QM) sagall 5))a) 98 5y550) sda Caagl ardiall aladl
JB (e captie) claally H<8Y) ) (W. Edwards Deming and Joseph M. Juran) agiw crag
8 2 Js8 el OIS (g saniall NS 8 (ppenliall o Qi agh (1S Cilisastd) b a1 6Y3a
381, sasal) lijlae 3 OS] agdlio e Gsially asbill) g liall 331 cpng, ALl ilalaid)
bl ) oa(Deming's and Juran's) lSa) cuilSy sagall 50y Las JSI 8ylas Ganpall o)l
O bllial Llaiuly paiesal) sl J303 50Y) 8 dewdd o Bagall 5o ), asall 3252l 5l
S albplill Gahasl oo agall Hlal o)), Jeall A il Gawsill s sasall Hla Caaa o), ailadsig
O AlSal sl 5 a8, Apa ) 533l auasl) skl 4 Askgl GRS ) slieY) e ciaded

Csee lall & yalg , dakalgl) 4210 90 (el s (e O996S9 dnlle Baga (590 (e lia i (5
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(A yemall 22 B3g)eenveerrie ittt S Gl IV Jadl
5agall 5ylal Asealy lgwenl a gV (L) layalic e nell lgudag 5agall 510 Aseal (V1 (oY)
.(Robbins&Coulter,2007:48)

Aagall Ly oo sgall Bla o 55 savatie i Julge lia L, (Foster ,2007:67) gl
(12) IS8 8 daiage LSy Aol Ay, adinall Ly

sagadl 3l

-

Lala) dag) il Ay Lagall diy

8agall 8 Ao Bigall Jalsad) (12) J<i
Source : (Foster S, Thomas ((Management Quality , Integrating The supply chain)), Printed
In The United States of American, 3ed, 2007:67).
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Service :daessl) : Ll

Concept of service sdadil] aggda—1

oo S we lpans S5 s 431 Y1, Ladall Clinyaill (e uaall Zaal) 5V il cujeli)
glhdll & L) saill 5o dpalall 3gdall madle Syl (3o O 23 Can Ciladll 23¢] AS A (ailiasld)
Lals axty il Ciladall (o CABAS 5yion Bygams 520n Cilodd joelh 1) (53 L liag , a2d)
pre o 35 dandll Canlat alana ol 225 ,(76:2008, casn ), (oS sLal) il (e [yaS
stisall adlie adty (usale e it Ll deasll (Heizer&Render,2001:186) sy Cun , Lawsaldl)
Lt s pssale (ol e Blom adlidl) o2 (e it Yy Grae sl (i agn pladn W Ao
o Aexdl) ) and Cus lajlake a8 (K Yy Augale e Jadll @il (Schroeder,2007:75)gias
Jie deaadlly (3l il Baal Lgaldial aad o deddl) dalaie (e allaing Aty gl & cllgin o
: 2009 , hally Ual) Lodiall Lardll (Gsise s odhall ilaral) 53sm5 , dediall Cilerall Ui o) s
Badsa 09SO oS Addasll oday Lgale Cllall 2 daudag g3l (228 2010, and) Wdye o (B5,(91
() il 2ard) Jie saaaal) s o) (V) Gyl 033) e Lpasldl) Sleddll 3 LS liseas
s e oo ity Byilie Bygemn Gl (3 LuluY) Ll a(Evans&Lindsay,2011:56) i <l
G o g5 s L) CDERT o), illy el (e o3 3 Baiaall alidl 52 sadl
Ol Alimiy L) clanally sty Lagh o L) Ao 6 (ela) pmiall o 1) 61D gayng dandl)
Agn Crag LIS B S (490 (a9 oy S Laadll 2l g0y llia Dia (yg0) JSI Calida (5K (andgig
Gy (A liag ooy cllia ) (g) deadl) pake ps A8l deadll cabay o) (& ey Os0) dla (553
w35 () plall ag Silianll Bygally Lganii (AL Clardll adie e cany ,(Frei et al .1997:3) L)
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SETUP.EXE w

Vlsual Studlo 6 0 Professional Edition

The Visual Studio 6.0 Professional Edition Setup program will walk you through
installing the applications and components you'll need to accomplish your
programming tasks.

Use the Next button to proceed to the next screen. If you want to change
something in a previous screen, click the Back button. Y'ou may cancel the
installation at any time by clicking the Exit button.

If you would like to view the Visual Studio 6.0 Professional E dition
Readme file, click here.

View Readme

~xane Y "" AnLCOH
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“*« Installation Wizard for Visual Studio 6.0 Professional Edition

End User Llcense Agreement

Be sure to carefully read and understand all of the rights and restrictions
described in the EULA. You will be asked to review and either accept or not
accept the terms of the EULA. This product will not set up on your computer
unless or until you accept the terms of the ELLA. For your future reference,
you may print the text of the EULA from the eula tzt file of this product. You
may also receive a copy of this EULA by contacting the Microsoft subsidiary
serving your country, or wiite: Microsoft Sales Information Center/One
Microsoft Way /Redmond, Wa 98052-6399.

END-USER LICENSE AGREEMENT FOR MICROSOFT SOFTWARE A

IMPORTANT-READ CAREFULLY: This Microsoft End-User License
Agreement ["EULA") is a legal agreement between you [either an

individual or a single entity) and Microsoft Corporation for the Microsoft
software product(s) accompanying this EULA, which includels) computer
software and may include "online" or electronic documentation,

associated media, and printed materials (“SOFTWARE PRODUCT"). By
installing, copylng or otherwise using the SOFTWARE PFIDDUCT orany o

HINNDATES fa P ST, [ W AP, s ey iy Sy Dy | et Iy ySR—————" L o

Press the PAGE DOWN key to see more text...

[ Taccept the agreement | [ sl Us L) 1
" | don't accept the agreement

< Back I Nej I

‘.. Installation Wizard for Yisual Studio 6.0 Professional Edition

Product Number and User ID
Please enter your product's ID number: r a3 ol Jaass J

|aea - ]1430035

Please enter your name and your company's name ™
l J

Your name:

IAL_MUKNA |
Your company's name: r ECg¥al _J
IMDK ]

<Back | N@ | Exit
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Mlcrosoﬂ Virtual Machine for Java

The Installation Wizard must update your Microsoft Virtual Machine for Java in
order to proceed. The system will reboot after the update is complete and the
Installation Wizard will automatically continue after rebooting.

| _,g_,j'. 13 alls b Sl 350 50 JIS " L Ul Jieadl |

—

—

IV Update Mu::losoft Virtual Machine for Java

! Y\\\'\%‘::; YA corh

computer.

oi'll}

Installing Component: Register M Secuu;g.Setthgs for
Internet E xplorer

*.. Installation Wizard for Visual Studio b.0 Professional Edi... @

The Installation Wizard will now reboot the system. Jleall JiaSi sale) Juzais

.»."
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Studio 6.0 Professional Edition

Vlsual Studlo 6. 0 Professional Edition

Select Install Visual Studio 6.0 Professional Edition to define an integrated
setup of products and server applications for this work station.

Sel;;:t ts:uetvel Applications to skip over the setup of workstation tools and
go directly to server installation
-.r‘t Syl Ceaad Sl s Maa '
Custom - Server Setup Dptions T
| = Install Visual Studio 6.0 Professional Edition |
7 Server Applications

Choose Common Install Folder

‘You can choose the location of the files that are common among Visual
Studio 6.0 applications. The common files should be stored in a folder
called Common.

If you need to change the default shown below, you may click the Browse
button to explore your hard drive and choose a new location.

("ot e s )

Choose a folder for common files: —

ogram Files\Microsoft Visual Studio’

Browse. ..

[ Qoeail Lo jusd

The minimum space required for the common folder is 50 MB.

Drive C: has MB free.
"'\'J‘\‘“ N“COM
LavoT
o sl
[ dml,adite laa) —“"
<Back | > | Exit |

Microsoft Visual Studio 6.0 Setup

Starting Visual Studio 6.0 Setup. please wait...

‘! (‘\-\I“ SR,

3% and
A
e
"‘lﬂo-‘
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Visual Studio 6.0 Professional Setup g]

% Welcome to the Visual Studio 6.0 Professional installation program.

C oot mmmin B Db
= W LOr W moL i

any open applicatio

| R f‘1_. P PSS P I - e f | P

—— - » [ = =N P
aywu WU D S IOITU IS B L

- = POl - VAU i St LR i o
WES Sie i USS. DEInIe CoMiNUInNg, Tioss

WARNING: This program is protected by copyright law and international treaties.

You may install Visual Studio 6.0 Professional on a single computer. Some Microsoft products are provided
with additional rights. which are stated in the End User License Agreement included with your software.

I ! &W“ \_..,..\L"—":’M

.;_ur-\e'

Please take a moment to read the End User License Agreement now. It c-ontams all of the terms and
conditions that pertain to this software product. By choosing to continue. you indicate acceptance of
these terms.

Yisual Studio 6.0 Professional Setup

Product ID: 82898-888-1480035-96063

T his is your Microsoft product identification number. If pyou want to call
Microsoft for technical support. you will be asked for this number.

For your records. please write down this number in the designated portion of
vour registration card. After the software has been installed. you can access
the number by clicking the About... command on the Help mernu.

&7 o
F1s
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Visual Studio 6.0 Professional Setup

To start installation. click the large button.

— " " ags " ;!LJ‘JC-‘Y‘ - >~
DR -
com

. Setup will allow you to customize w ponents to install

Folder: :
C:\Program Files\Microsoft Visual Studio Change Folder... |

I ’m“?w-.-. o : E xit Set

R A it Setup

Visual Studio 6.0 Professional - Custom

In the Options list, select the items you want installed; clear the items you do not want installed.

A, grayed boz with a check indicates that only part of the component will be installed. To select all components
in the Option list, click Select All.

'-lf‘“m pcOM
Lo}

Options: Description: R MOTHA
!

[v Microsoft Visual Basic 6.0 48102K Installs bitmaps, cursors, icons, metafiles, and
[¥ Microsoft Visual C++ 6.0 365142 K | wvideo clips for use in your application.

[v Microsoft Visual FoxPro 6.0 78790 K N e .

[V Microsoft Visual InterDev 6.0 51246 K el o 1 hasy

v ActiveX 41234 K _—

[¥ DataAccess 13513K |
|v Professional Tools 10020 K

[¥ Tools 19336K | - :

Folder for Currently Selected Option:
C:\Program Files\Microsoft Visual Studio\Common\Graphics hange Folder |

Space required on C: 607084 K
Space available on C: 7575008 K

;@u& 2 Cancel




é:ﬂjd q \;“P - 'lrvh a.' ‘;ala . -.!

Visual Studio™ 6.0, Professional Edition is the complete
suite for rapidly building business solutions that unleash
the power of Wind and the Web.

Features Include _
A complete Web development environment

End-to-end debugging support

Integrated Professional Visual Database Tools
Productivity-boosting tools like IntelliSense technology.
A complete development suite for Windows

Visual Studio b.0 Prolessional Setup X

Destinaton File:
CAWINDDWS \system32\DDBCTLI2 DLL
| [

Visual Studio 6.0 Professional - Restart Windows

g You need to restart Windows to complete the installation.
- ™o o

=2 WA .

N\"‘”‘"‘AM

Before you restart, close any open applications. including MS-DOS sessions.
and save all current documents. Remove any floppy disks still inserted in a
disk drive. Then, click the Restart Windows button.

If you choose to restart, the screen may go blank or flicker. Please be patient
while Setup restarts your machine.

(’J_%.,L.anmuw _| [ cssde. )

Exit Setup I

-

(
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T he Microsoft Developer Metwork Librarny contains all the documentation
and zamples for all of Visual Studio 65.0. To view your online
documentation for Visual Studio 6.0 applications and components. you
must install the MSDM Librany.

To install the MSDMN Librarny. insern the MSDMN CD into your CO-ROM drive
and click the Next button.

wve & newer version of the MSDNMN Library CD . vou may use it in
the Yisual Studio 50 MSDMN CD.

I fnstal MSDMIJ«==2.551 138 S g ¢ (5220l S g g Sye 23 W

—ans VES L COES

A
PeUTRSV oS

AR XA
PN
CeUJt J.J o0 wbl....!\ St J}’d cabja o el & c»bj.\\ ity Anp 31 J}.AJ\ c.& ).\.\ali

bl cligad Hlodl dless ashy o aadiasal o sl Jaads sale) 43 o an
2\_:}3:5} c.ALD.M Jeaal) Z\.inj Y (Program) ot dald Z\.Laal;qj Sl J21a Bagagall
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Pprogram start

data save
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Abstract

The study aims to design a computerized program to assess the quality of service
banking submit to others who concern about that like: departments banking at
various levels as well as investors and its related entities other. The program aims to
diagnose the weakness in performance that was to sign it through cohabitation field
in Iragi banks before the study , and the lack of software standards for the diagnosis
the defect and measure the quality of banking service in preparation for processing.

Relying on the criteria that got the highest percentage agreement between
writers and researchers, namely, (reliability, responsiveness, empathy, Assurance ¢
Intangibility) through my application questionnaire prepared for this purpose
included each (30) question by six questions for each standard formulated according
to fifth Likert Quintet scale, the first form directed to managers and heads of
departments and staff with expertise in banking study sample Which their
number(148)reach to Director (28) of them in the testing phase and (120) in the
implementation phase, and the second Form directed to customers banks sample's
(240) customer (30) of them in the testing phase and (210) in the implementation
phase.

The program tested in two banks from the governmental sector banks as that
found that there are different views bank managers of the test sample with respect
to the application of quality banking service.

The program implemented in six Iragi governmental and private banks, since it was
found that the majority of the views were close regarding to the managers and the
customers view.

The study found a number of conclusions, including:

-The results extracted from the program to assess the quality of service banking
match results extracted according to the equations of statistical applied in the
process of testing the program we can use of the program rather than equations
statistical and release the accurate results and highly efficient, effective and free
from the risk of error.




The study found several recommendations including:

We suggest on the CBI and the general managers in both Al- Rafedian and Al- Rashid
banks to popularize the program in its branches and departments and making it as

a general program to assess the quality of banking service.

- The neediness to open training courses for staff to work on modern computerized
techniques for the purpose of turning the banking operations from papered to
electronic one and this the efficiency of this operation and reduced the efforts &time
in addition to the cost and the level of quality of service banking.
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