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Abstract:

The increased competition among banks era of globalization, total quality management
has become the trump card in business administration, is aimed primarily to satisfy
customer by providing services with good quality to correspond with the expectations or
exceed them in order to gain market share and expand it.

The beginning in quality movement based on the study of customer expectations and
identify the factors affecting it, therefore interpreting this topic to the standards and try to
make them work through the performance of employees from one hand, and benefit from
the process control and evaluation from the other hand.
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