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SUMMARY

Modern society demands certain requirements to banks in connection with
their financial activities. Banks’ work should be highly effective. That’s why it’s
actual to assess efficiency of bank’s financial activities. It should be noted that there is
no single approach of efficiency determination in the world. In economically highly
developed countries effectiveness is determined by the increase of the bank's stock or
business price, while in less developed countries, it is possible to evaluate the
effectiveness by means of profitability and rent ability.

Moreover, the modern banking sector is characterized by increased
competition and the existence of a global crisis. In this case, assessment is
concentrated on the evaluation of banks’ sustainability and reliability. On the other
hand consistency and reliability is highly dependent on banks' capital structure and
enough to cover this risk, balance sheet liquidity levels, asset quality and structure,
risk management policy, risk - Management arrangements for quality control.

In order to survive in condition of increased competition, banks have to offer
new services in accordance with international standards. The banking information
technology degree becomes important.

Improving the quality of information technology is the problem of each
bank, especially on the modern stage of the development, when the "quality" becomes
more important. Use of information technology reduces the number of errors, provides
safe work, the better the results, additional benefits for clients, working on changes in
direction, etc. In connection with this every bank seeks to promote and use modern,
reliable, efficient, affordable prices, etc. - in a word, the qualitative information
technology.

Qualitative information technologies contribute performance of the banking
functions in time and with high quality, and also significantly increase the level of
control of the banking system.

The aim of this PhD- thesis is to assess the quality of information technology
and banking services in time of increased competition and economic crisis.

The following PhD-thesis consists of. 165 printed pages and structurally
includes an introduction, 3 chapters, conclusions and a list of references 39 naming.

In the introduction there is shortly characterized modern society in terms of

economy and performance characteristics of the banks, which is due to the increased

vii



presence of competition and global crises. It is noted that banks' efficiency, reliability,
consistency, stability and other properties of greatly depends on the state of banking
information technology and quality.

In the first chapter there is discussion about issues such as banks’
effectiveness assessment, it’s definition and assessment methods. There is also
description of the banking crisis contents and classification. It is noted that bank
sustainability and reliability assessment come to the foreground during economic
crisis. In connection with this the aim is to develop a model for assessment the quality
of information technology and banking services in time of increased competition and
€Conomic Crisis.

In the second chapter there is discussion about characterization of the bank's
business strategy and its trends. There is also characterized the bank's strategy in the
field of information technology, represented by its components in detail. It is noted
about close relationships of the banks’ business and information technologies and the
fact that the IT strategy should be focused on supporting the business. There is
represented the banks’ information security issues, characterized the banking risks,
given their classification, characterized an information management issues and risks.

For solving the tasks of the third chapter there is proposed machine-based
method, which enables to solve tasks in undefined conditions. There are also proposed
criteria, factors and factor system for banking information technologies, in particular,
to assess the quality of software defined and banking services. These models differ
from existing models in that they provide the opportunity to assess a bank of
information technology not by a single specific index, but a complex of various
parameters. During the building system of criteria, factors and parameters the defined
security issues that are not commonly implemented are foreseen. After that for quality
assessment the multi expert method, based on general sets methods.

At the end of the doctoral thesis some of the main obtained provisions and
conclusions are presented, namely the fact that: the reliability and stability of the bank
are directly dependent on the quality of information technology, which is based on
the content of banks’ business and IT strategies, banks’ strategy focuses on clients
and new ways of banking services delivery to customers. Both of these trends are
realizable only on the basis of information technology. Bank's information technology
strategy should support efficient business operations, Information technology plays a

key role in ensuring the effectiveness and efficiency of quality; in this regards
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reliability and efficiency of bank information technology plays an important role.
Except other parameters the quality of the banking services depends on security and
reliability of the bank of information technologies. Fuzzy sets theory method allows
one to evaluate the bank's performance in undefined condition, which is caused by the
economic downturn and increased competition; criteria, factors and parameters of the
system allows to envisage a multi-level, and not only one particular. On the basis of

this system, multi-criteria method of estimation can be used.
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- 250330635 Md0;

- 80BbgL-3569MmB0WgdGOMb MON0IMHJT)WJOJIOL 45mTXMdJLYDds;

- Q505EblYdMEO 3963006900l MBEOHMB3gymgzol Qo

3063769630 930653 9LMmdgd0L Jomfiggzol dglodergdemds.

24. 0sbs0g0Mmzg  dsb3oL  0bymOIsgomeo  MLsgOmMbmgdol
906639 ymys
2.4.1. 356306 06xMEBoz0MEo MLsGOHMbMYdOL MBOHMB3gEymaeol
393000 GOMBS.

0bxm®dsgomwo  MLsgmmbmgdol  MBOHMb3gwymRol  Lszombgdo
565890039 35630Bm30L Lobogmabermo 3608369 m3560s.

30639 ©ogdo by 500bodbml, MM  d630 0bxmOIs3zomwo
MBOBOMLMYIOL  035eLOBOOLOM 9GOl “BMBs@gowo” Mobzol 3md3sbos.
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05630 73mEboeo”  gmeools 0039mygMss.  98sbmoboagg  93@™BsGH0HYdMwo
Bodob3m  LobEGYds MBOHMB3gYMBL  A9IbEYdOL,  3MJOEGHIOOL  do:39d0U,
LobLEYOOL oo Hogbol  @s  Lbgsms  3MME3gLgdOL  gobbmEM309wgdL.
50356155, M LYo 0bBMOT>30000 356Mmbm  Fsb03M0MHgd5d Fgodergds
209mofjg3oml 36093690 ™m3560 ©sbs3sMqd0 [29].

dgm6Mg, 9bsdgMmzg  ds630  g3035HMBAL OO MOMmEIbMdOL
LYMH30LgOL 3930060 gdMl B3Ol  0bBMMIszomwo  LolEgdolodo
oLABEoMe 3mIsbmsb. gl 960l 3gOLmbsmMo 0bEgeby@B—0s630690,
330656LE0  BsBOYOoLsTo 0bEHIMbgBH—H3™aol LolEgds, gwrgddHOmbmwo
©M3999963HdMMb30L  LobiGgds s FMvzseo bbgs 8. 93 3mBo309000
05630 560L Loxs®m Jugargdol (0bGHgMbgdol) s 3mIgHEowo Lszgobsblm
Jugargdol  (Western Union, VisaNet, SWIFT o Ubgs). “gos3ggool”
D9 Gowo.

dgbodg, ©EgoLLM30L 3563900 BWMdPP O  LHObGFMEOIsGoM
LobBHYIgdL, MMIgdog dmo3s39b  “Back-office” Q5 ”Front-office”
b5MMgdoL  (Q9dmygbgdomo  3OMyMsdqgdol) o  6s3Mgdl,  bdoMo
39390M96Ml.  bmgom 53 LbobEgdgdol  FsN3s 239ODMEGOIOW0
303560900l A9IO0GHMMHOMOo 3909000, 36535¢Mobmzs60
ROW05EJOoL 5 MmGBoLYIOL SMLYIMOOm.  STBME MobsdgM™mzg dsb3oL
063353009000 LobBgds FoMdmoagbls 356308 MomMJdol yzgws JoMHOMOEO
00DbgL-360HM39LYdOL BMbIE30MboMgdOL Lygzrdgzgels.

Q5 3, 356300 065Hgds ImJowsdggdol 3gOLMbowmMo dmbsigdgdo
Q5 ™300  30gbBHJool - 09MHO0EOEo 3060930l 3mbxzoIb0s GO
0bgmMds300.

439woxgmo gl 935360 Jmmbmgbgdl  vygbgdl msbsdgMmgg 05630l
30O30m65309wo 068335300 3308 LobiGgdsl,  MMIGEmsdsbs3
doMOMHQOS 3M039JlHMdY, 06@ 926060939 mds, 130656LwG0o
bsbIOIXGOOLO©T0  5933GMIOMOS,  WIR0A0TFNOMDS,  FIOMZO MDY,
359390MH MBS 5 IEYMIOMBS 8BYw969d900L 0o .
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9569300090 MOYSbMgdol ABGOEIE 35638 sligzg Homgwaobgds
9653500  ImdbMmzbs ©@o  ©93096s309d0L  3MA3gJbol  Fgmo3535Hgds
0653m®353009000  MBsBOMLMYdIOL  YBOHMb3gwYmRoLsmzolL. dom MHoabzdos
J39960L 0bg3m®ds30Mwo MBoRMObMgdols ©53)bogdgd0 Qo
0bLEGHMMJ30900,bb3oLHIS LBogOMSTMGMOLM  BEBEIMGHJO0  BoQO0MS:
ISO/13569 «Banking and related financial services- Information security
guidelines», Basel II 9mmbgbg00, LogOMITMOOLM F5IHBEPGIOL Lb3olbgs
dmmbmgbgdo, dsgowoms LEGHbsMGHo Payment Card Industry Data Security
Standard (PCI DSS) o bbgs.

056306 0bxmMEIsgoMmo  MLsROMBMYdoL  LobGgdolb  doMomo
999963 9dL ("LogmbGH MMM 090E0gdL), MHmIwgdos 6>
999L505890m©bg6  BoMYPMWOMIDIO  MOYPSBMIdOL  FMmbmzbadl o
LEobIMEGHIOL, B0937N369ds:

*  533MM0DI305 O 3YMIDGH0R035309,

o 5335 9MLBI30M90Mo [i3MBoLsAb LolEgdgdolowdo, s,
dmeol doo Q33 05630l 0565896 egdol
3655643060900 H3MB0LOR6;

e ©533> 0mbo3gdoms  oo3gdol  s6bgdols,  Imbsi3gdgdols
900@056Mmd0L s 9GP ™dOl YBOHMb3gYmRs 360095EHJOM6
0683000353000 253300l EOMU;

o 99dGHOMbMmo  LsdMmgdol  owEGooo  360d3bgwmdOL
0bO2b39wymB;

¢ 0b6xmMI>30wo MBsBOHMLMYdIOL 0b30I5EHIOOL FsOMZY;

e 30Bbglol Fodmgdols »fig3z9@EHmdol Josermgs;

e 0b6xmMI>30Mwo  MLsBOMbMYdoL  LobEGHIIoLb ToEs @S  FocY

SYIOGO0.

98



2.4.2. 3o30vMo 39393900 Ldsb3M LobBHYdgd by

59 9b0bos396 MmO doGomso @Hodol 89¢39g390L:

3993900 “front-end” LobGHgdgdbHY - gb vMOL 993900 J0TsOMDO
A®56%ogd309d0m 35603 0Mm9dsBY, o0 FmMHol BobBLMGOMsE. gu
d90dgds  0yml, Fogooms®, 99393900  GH9Mdobsergdbyg  (pos-
G9M3oboergdbyg s 0563mAsEgdDbY), swift-3Hgm3obscrgdby s Lbgs.
50b0dbmwo BHodol 89@g390ds 56 Googl  BIGOM Fo3MEILIOS,
30650056 GM6Bsg30Mo Lobi@gdgdol 0bxmMds>3090
MBOgOObMYdOL  MHBOMB3gmygmzs  ©Ixdbgdwos  dEYMOEO
3O03GHMAMOIBONMO  SERMO0MTGOOL  39dMmYygbgdabyg,  HmamO3
©s30x3moLbm30L,  0bg3g  9wadAHOMbMo  bgwdmfgdolsmgol.
90050M0,  M3Lsg  Mbs  809d3gl Y gds gl sGoL
3oL50gd9d0L  obsforgdoll Boodgom LolEgds s GHgMIobsergdol
530D03MO0 MLOBOHOBMYDS.

39993990 “back-office” Loli#gdgdbyg. gl sG0L 99393990l yz9waby
339960 Lobg s ollobo LMW MYdS MM oty ol dos
(0BLs0gMgdOLs) 0MmOMEGHIBMH3ggd0L dog6. 39593900
9085005 dmbs3gdms 33Hgd00 35603Ww0MmgdsBY, MMBEgdo;
bmO 309909, OHMyMe(3 565600900l (359my9gbgdomo
36MHmyM5dq00L) dogm, sg3g 30MHEI306. 5 T9E93900L 03900
do0sb 093600, o390, JODIOMNO Y39 oDy 3OO
Qb 900l “Vogrosdo™b  Godob  99BEg3s, OmEgbsg  SBysM0do
93500905 LolivwEzgen 9bMdsd©Y Qo Lo FoOM
90056 gdom. §0bs50dgamdoLsm3zol dgodergds godmygbgdwyem
04696 3mb6GH®OMboLd0gdgdol  Bsmm  B3gdBHEo.  gu  SOOL
dmbo@mMmobyo o  9Mo@o, {iI3Emdol  FoMm3zs,  BoBOIMOO
MLOBOOBMYDY, LomOPsb0BsgoM 0mbolidogdgdo,
©3360M9d3HJOgdol 56MgdMmbs s BoM3gMOE0M 2oMIML Joymas
Lbgs.
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2.4.3. 06gm®ds>30vo MLsxaMOmMbmgdol Loodgm LobEGgdol sggds.

mbs  500bodbmlL,  ®MmI  sOLYdMBL  Lbbgosbbgzs  doymads
0bxmMI530990  MLsgMHObMGdOL  doVIXIHOL  IR93d30L  FoToMIm.  SMOL

9900b393900, OMEILsE BobsBLYIMO OMYJBHMMGO0 s bywddm3sbgwrgdo

»

g5 gdsL 99393907 0683mEBs30Mw  MLsRMMbMgdsll dbmerm 35906,
MHmEgbsE Logdmby bm®mEogwgds 339 0b630096EOL Lobom. B3zgmEgd®0o3
Sbgo  d9dmbgnzgddo  0fjygds  AobOMgPMwo  3dsmds  0bxgMMIs30o
MBsgOHMbMYdOL  BolEGHgdsdo 653e0Mm35693900L  5BMbInbaMgws©, 8sLmsb

9OM5© 0bstxgds 89300 B, bmwm MIML3wgl d9dmbgn3zgd0do 9x39d@o
99@o 99603369cms.

bdocMs 06830mMHT530ME MLsROMbMYdsDY LoblMdo gsdmoymas IT-b
93900569mxz0ol 30X 9gEH0WID, B3 Loghmm® LBHMMO 56 5O, MoYsbss IT-0b
Q5 0683MmM3>30wo MLOBOMBMGdOL d0BbYd0 Lblsolbgss: 3NO3MMHE0WwO
063353099000 LobBgdol Jobsbos B0BOYL-3MMEgugdol IT-U IbsGsFgMol
b9wdobsfzmamds Qo 9899 3H05bMds, bowe 0bxmMHIs300
MBsRMHOHMYdOL Lobgds MBEOHMBb3gymxal dmboggdoms
30b6x830©g6305MOMBSL, FW0sbMISL, 330l LoLEBHIIOL  Tgbo@yzolmdsls
9md09o 396MmbYdMISLISb.

MO 365d3Ho3zs  9B39690L,  0bBMOTs30M  MLsROMBMYdSBY
2309mogmxs IT-b d0gx9gEHol 5-10% 0bxm®dsomwo LolEgdol gobgzomatmgdol
Mmbol dombgs350. 0930 b sbMs 00BbgliolsmzoL
©535bsLosMYdYE0s BB Fo@owo  MOL3gd0 @S  0bgMmOIs30Mwo
MLsgMNbMYdoL  bogombgdo 306039 3wsbBy Mbs 0L (Fsm TmGob:
063m®m3s300L  3WsboR03s30s  B0DBBJLOLIMZOL  Tobo  3MOEHOIMEMdOL
dobgzom, 35Lgbolidygdemdols 3obsfoargds 065335300
MBOBOMbMYdIOL  MHBOWb3gwymzol  Lsgombgddo,  LobgwdgzBrmemgdm
MOH00YJONMOIOOL Bo0MYSE0d90S 306583096305 MOH™MIOLS Qo
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9dbobEgmdol  mbol  Fglsbgd,  0bxzm®Tsgoo  MLIBOHDBMYdOL
MBOHW639wymaol  3OMmEgbgdol s 0bRMmMIsEzowmwo  MLIFOMbMgdOL
LobBHYAoL 9gdb03MM0 5OJoEIJBHMMOL 52905).

AbmRwom (5993560 3033560900 JoMHOMI© IMEHYISL sbmdEogwgdgb
©5330L 360939630 BmIgdbg, MoLZdOL  bsE0DBDBY, 0bgMOIsz0Mwo
MBsRMHOHMYOOL JoMrm35Dg, o0 ImMoL fiy3z9dHo doBbalol MBEOMB3gymaol
36Mm39LYdOL 539gdsbY (disaster recovery), 0630©gbEHYdIOL oMMy (incident
management) o Ubgs. 59 ©mboldogdgdool d60d369wmdol  250oFoMdgds
db9ge00s5. 306500056 v "LolBgAoL 49BHIHZS” - Mo30LMOz5 LoboBsMMs, G580b
0653353099000 MLOFOHDHMYGOOL FsOIMZ30L LOLEHYIOL 56 SGLGOMDSA Fgodegds
dbmwnE  ©53dodmlb  sbgmo  0b30gb@gdol  Fggaqdo.  s80GH™As3
LoBEZ9MRMJNOL B0MIJOo  [obolifo® 5390539090 Lo30mbydl, MMIgdo;
0539300690905 Fgloderm 0630IbGHJODY Mgog00M905LmMb, 0dsbmsb, vy
OO0 0mbolldogdgdo Mbs BoBHsMmIL 0b300I6EHOL sIMLnblm s,
dobo  g5dmdogdol dobBbom, G®MI Sbgmo  LoGMO309d0  T9dEAMITo  SMIM
230609mMgl. s S1Ygmo BoEAMTS 0dEg3s MO30L F9YRIOL. FoQIOMO
d90dgds  9mg0yzsbmon  CardSystems-ob  dgdombgzs, Mm@gbsg  8Mm03sMgl
063m®3s300 40 b 3EslB03MO B3MWNDBY. FoOMo0s, 339605 dwogH
QIDIMOES, B30T A5IMBY.

B396m9b, Lodo®mM3garmdo, LEAHMHIOMP JOMOMOO WIFMEs 3900
39460360  LodMogdgOOl  3MI3WgJuby, 3039w Goado,  JugwrGo
MBsgOMbMYdol  Jobbom, b Lbgs Lodygzgdom, 39MH0dgBHMol  s;330L
d0Bbom, M3 LOMWOE 9O 603bs3L 0bBMMTS30Mwo  MLIFOHDLMIdOL
LobiEgadol sa9050.

3sbbo  F93000b35HY, M08gbo by sobsOIXR ML 0bRMGODs30eE
MBogOMbMYdsBY, Fgodegds  mMma33l  dbmem©  ®ol3gdol  sbseroBHdy,
LolvE39005 M3MEIbMdM03ds, MMEILSE 3356006 BIMOWO Fodmolobgds

30636093 BMws© 860d369mdgddo.
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Mbo 339bdcmL, 6™a 0bgmMdsgommo  MLogOHPbmgdol
OPON639wymgs - v®ob  figgaho  3OGMmEgLo,  bawrem  Redmygbgdriero
©mbmldogdgdo Mbs 9@IMYOIL 3mI3gdue s 30939630 bBolosML.
3093 9OHmo 360836gemzsbo dmIgbGo: 9x839JGHMMO ©s33s 99MIgdgEos
6560B53029w0 Mbolidogdgdol 3ma3egdlols gocgdy.

Mbs  ogml  obLeBO3AIMWo  0bxzmGmIsgomo  MLsROHMBMIdOL
306900, 5dmEsbgdo, 3M0MMHOGH)BHIO0 ©d  MHoL3YOO, 9T FoJEGMMGOOL
39035¢0olfobgdom  Mbs BsBmYowodgl  BmmbmM3bgdo  0bxgmMIszomwo
MBsgOMbMYdOL  LobBgdobsdo, bs  Jgdmdsggl  0bxzMmOIszowWwo
MBOBOMbMYdIOL  3WoBH03s o FoMm30l  LobBHds,  MYRWsIIBGHIOO,
36 390v)M900 ©s bbgs. 5330l 39dbozm®o LydrsEgdgdol 9gMbBg3s 369039
b5 94MHbMdMEL FobslHot Bs@o®madme Moliggdols sboerobb.

0595L505d9, 05630l 0bBMOT>30MWo MLsROMbMYdOL Lol  s3gds
30Dsbdgfimboos  sofigml 356308 doBomso  BoBbYL-3MMEgLYdOL,
0653m®5d530Mwo LobGgdol Qo 5MLgdmo 0653m® o300
MBOgOMbMYdOL  MHBOMB3zgmgmgzgol  obLGHOIIbGHJdOL  3mI3gduyeo
0536mbGH03MM0 2350M3309300m. 3OO O 0bg3mM3s>30mEo
MLsg3MNbMgdol  LobEGYIol  godm3zgzangzs (599©0G0) 0dwg3zs LMo gdsls,
5306l Jgglsdsdgds vy 56 03630l 0bxMEBs30E-Egdbmemaom®do
6H9LOLIIOL MLORODHBMGOOL EMbY 5GBGdI FMPOBMZLYAL, 56 sHOL M) 565
MBOHM6390yMmBoo 0b6g3m®ds300 LobGgdol M9LmBLYdOL
306583096305 Md0L, gHM0sbMdOLS s MYLMOLYOOL f3Mdol vEOWgdgEo
3565093H6900. ©0536MLGH03MO0 33930l 3MM3gLdo  BIMYdS  MHOLIGOOL
365¢00b0. 06gmMIsz0mwo LoliEgdol Mbscols Jglsdmfiagdws, dgwderos Aol
09 965 admfoml  Gobssmdgamds  sMLobjgombotmgdmmo  Fgmfigzol
(P30mdol) 930090 MdIOL s  0bRMOT530009  DgdmddgEgosl, bobsbsb

30D56d9fmboos Bs@omgl Ggbdgdo 990fg3obg (H3mdsby) [29].

102



©0536mBGH0379M0 3309306 F9JOIRO© 9O M93mTgbo30gd0Ls

fobssgdgdols d90dgds do0gdyew 0g65b 5360M9J3H9JdIO

0653353091000 MLsRODHMYOOL LoliEgds.

05630l LBoob@m®As30m  MLBsBOMbMGdOL  LoLEGHIIOL  3MIMYEHIOOL

Lodv)domgdo 8m0o3s396 8999 600X JOUL:

1.

0bxzmMds309o  MBogMHMbMgdol  MBOHMb3zgeymaol  3mbiggool
090990953905, d0M0o0 d0BbYdOL, 5dM(356900L,  IMPbM3zbgdoLs s
3939 LOObFMMTs30m  MBOTOHPBMGOIOL  LoliEgdol  vggd0lL  bmyso
LEOGIH00L ZoblsbP3zMms, 30103030 0bRMOTs30mEo MlMLYdOL
0963053035305, dMmmbM3bgdols s  FoaMIGIOL  goblobrgms
B90m©o0b0dbMo 399643Hgdol MgswobsE00do;

0653353009000 MBOBODHMYOOL 3@ 030L 9949353909;
0b6x3m®3s300  MBesBMMbMgdIOL  Fo®mM3zol  LolEgdol  dmgeol
090990953909;

063m®m3s300  MLOBOHObMgdoL  LobGHgdol  9ddbol  BHgdbozmMo
053502900l 8MmdDsYdY;

0bxmM 3530990 MBsgOHMbMgdoL LobEgdol dmgeol d9Jdbs;
063353001000 MBsBOHMbMgdol LoLEGHdol s dobo 6o gdEmeol
d9J9bol  3gdbozmo  LsdMdsm  3OMgdBHol  899w98539ds.  beagnm
063m®m3s300  MLOgOHObMgdoL  LobGgdol 9ddbol  BHgdbozmMo
Lodwdom 3MMmgd@o Imo3o3L 9999y ™IMIGHEHIOL:

e 0b6x3MMI>309o MLOROPMbMgdoL LolEgdol dgJdbols doHomswo
399603600  35050Y39¢H0wgdgdols s 0bxm®ds30meo
MBsgOMbMYdOL LobEGHYIoL 9JudEysESE00LsM30L dMTIBoIGdIOL
LoMOYIBOBOGOM MbOLA0YdGOOL >MgM;

e 0b6gmMI>30wo  MLogMmbmgdol  LobGHgdol  IgMbgmero
30093mbg6GH00L ILdMIGdS S T30 obMH3LYdOL 5P GdOL
239BLsBEZMS. F98ds3900 (330l 3OMBOEGOOL SOfIES;
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o 06gmMIsgommo  NLsgmmbmgdol  LobGgdol  3H9dbozmMo
Lo gd9d0L 3mA3gdlol b3gE0B0IE0Y;

e 0b6xmMI>30Mo MBogOHMbMgdOL 333mbgbgdol
399164 300Mb0M9d0L IMTsMrINZ5 S M9:03900L Q6LSDBEZGS;

7. ©3360Mm9JBHJdMo  06xm@Ts3omwo  MLsgc®mbmgdol  LobiEgdol
GILGHOOY0s bHIbbY;

8. 0bgm®dsgomwo MBsgOmMbdol  LobGHJdolb  LomOysbobsgom-
L5dEIbgdM ©M33963 900l 39005390 0bx3mMH 53090
MLBsgOHMbMYdOL BOHM639wymz0L dobboom (30003900,
36MM (3900900, M9gasdgbGHI00 s 5.9.);

9. bsdMBom 36m9dGHob 99099953905 (399my9bgdyeno Q5330
LodMEgdgdoLs s 5EAobolBMoMgdol  faligdol  ©™3dgbEsgool,
0653353099000 MLORODHMYGOOL LoLEBHIIOL gJudEYs@SE0sdo 8gy3560L
392008 s Ubgs.  Bosmgwom),  0bxgm®dsgommo  LobGgdol
9mIbo60e9gd0l s IMALabwEg 39OLMbIEOL Lfs3egdol sa9ad3s.

0653 ds>30Mw0 MsgOHMbMgdOL LobGgdol 30Jo@gd@mcol

©3360M9BHgo0l MMl Mbs  oyml  avm3z5eoljobgdmwo, ®md  dobo
9839dAMOMds  9odergds ogmlb domfgmwo, mvy ygzgws dobo 3md3mbgb@o
o60m© 9600y Bo@oEbsdolbmgzsbo  25s(Y3930gdgdol  Lsbom,
OmIwgdog  BMbJ30mb06Mgdab,  MmamOE  ghmosbo  3m33egdlo o
3bsHowgdmmo  LolEgdgdol dgdmbggzsdo  goshbosm (396G 0BYdMwo
350039, 06393M0M0ME0 go5HY39BH0W IOl 53905 M HOMB39gEymal doge
60y 3005BHIBMOL, 39MHdMmE: 06x3MOTs309w0 MLIROMBMYdOL LoliEgdol
Bmdoll  ©oMgdMgdol  F9d30ocmgdsl,  0b39LGH0E0gdoL  dMBgdOL
(50mEgdol)  3mgxn03096EHOL  oBOEIL s LoLEGgdolb  FoMMZoEMdOL
2300% Md9gLYASL.
0653353099000 MLsFODHMOYOL Lol oL sOJoEgdBHes Mbs

39653096 BoRMMbggdol JoMOMO© Jsligdl s Mbs IMo39309L J90IY
3033mbgbEHqoL:
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¢ JUgEmsdMOHOLM 93056060900l J39LoliEgasU;

e dos Jugemo MlGLYdOL o330l J390LEGHLYTL;

o Web-m9bmmlgdol oggol d3gbobgdsl;

e 39360 508mBgboLs s 369396300l J39LoLiBHGISL;

o 56@03060mLen J39LoLEgdsl;

e 06396693 -36553030L Gogmo3Lol 3mbEHGMEolL J39L0LE9asls;

o JmdbIsM9d9d0L 95E96EH0B0ISG00LS S 53EHMMHODsGOOL
939L0LE9asls;

e 0b6x3MMT>300L 3OO0REHMYMIROMWO ©I(330L J39LOLEHYI;

e ©5330L LTS YOGOOL 3OIMEHMIMLOMYOOL, SBFHMOTRIOOBS o
dmbo@GHMm®obyol §39LolEHgdsl;

e 30YB03WMO 5330l J39LoLEHYIS;

o L53Mdsm LoYMMGOOL o330l J39LOLEHYIS;

e 06x3MMT>039w0 MLsBOMbMYdOL JoMmM30L J39LoLEHYIL.
©5360M9JG9d9o LolEGgdol sbyMyzol 99dwgy LsFomm bpgds dolo

b6 FYMS S Mbbengds.

2.4.4. 35630L 068MGT>30MEO MLsBOHNBMYdOL 3meod 030l 9dmdsggds

0630635309000 MLsRODHMYOOL 300E 035 w96 3498530 gdMEIL
939460l 0683MmMHT>30wo MBsBOMbMIdIOL 356MmbIYdMmdol s J3gybols
395GHMMH0 856300 bMOT>E 00 M 39dg6E OO0l Fglsdsdobo. ol Mbws

9m0(353009L 9900099 30O dgdL:
- 3IOOGHMMH00L 56M5LbJ30Md Mo Fgm(ig30Log9b ©o339;
- 05630l ©M39996@dMMB3580 06RMMISE00l ©OE3S;
- 0bgmMo300L o335 3H9Ib03MM0 MHYI0WID 450bJIOLHQSH ;
- 3996039960 L5dMOgdgd0L gJu3eIsES3Eo0L 3OMmEgLldo Tgloderm
Log3mMbggdo, MHMELsE dgLsdEgdE0s FoEObYds S 0bRMMTs300l
960056Md0L IMN3939;
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- 39960379600 1585 gdgdOL FMTomdOL MbsMOL IMM3939, 39MIM :
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Lo0SB3M  0bBOMIs30Mwo  BHdbmgrmgool  smddso  baGolibols
Lodmoemdghimboero  Ggxsligdol  gosbast0dgds  yzgws  9dudgMGHol  sBGmOL
3°035¢0b{jobgdom Ggodwrgds 3sFomdmmm d99gy0 BMGOIMwom:

M
C, = ZVVICM , (5)
-1
bos3
W, - I- 9du396@&0b bea®domgdmeo fmbos;
C,, - -99u396:@0b d0ge 50Jdoo bamolbol 3603369 mds (Fob0LoBOZMYds

ROOIMWS 3-0m).

3.5.6. 1sd363m 06xGMI>z0MEo Bgdbmemaool dmbsgrmpbywro bsGolbol
296BMe50MmgdMeEro 153w)sErMmPgfimboo gxoligdols gosbys®0dgds

1505630 068MMT>30wo 3H9dbmemyools Imbswmbywo bsGobbols
Lodmsermdghimboero Fgz3olgd0l AosbysMm0dds Y39 9du3gMEHOl sHBEMOL

0599853900 990939 890dgds 0gmlb 3000 d9990 BMOIMWOom:

M
Co = ZVVICUI ’ (6)

-1

Lo,
C,, - I-994b396HGH0ob Imbogrmbyeo baGolbbols 603369 mds (4096456089ds

b5 BNOIMWS 3-0m).

157



3.5.7. 153563 06xMMA>30Mwo FHgdbmemyool bsGolbol germdsgm®o
3095303069630 395695003905

bsMHoLbOL QMO mO  3m9B0309bGH0L Qe 259635003 gd0LIM30L
d90dgds  250mygbgdmeo 0yml s@3EGH0MmdMEo  dgomolzs SERVQUAL
(890030900 50Mg305¢ G “service quality”) 9090 Loboo:

Qo= C— Co, (7)

3.5.8. ba®obbol 3m9x303096EG 0L 2o9mm3Es MOMMgMEo 3MoEgMomdolsmgol

bsGmolbo 39953030963 0L Q 23903 MONMIIEO
360396030LsM30L Y39 9dudgBHMEGHOL sHBOOL Qom35¢Lobgdom dgodwgds
35{o6MHImmm RmOIMwoo:

Q= Cui-Coi , (8)

bos3
Chi - Y39s gbd39MHEHOL sSBOOL FoM35eolobgdom Mo 3G0EIMO0MToL
bo®obbol 503500 3609369 mds (58Mmabyo0dqds begds Mmoo 4);
Coi - Y395 9J39MHEHOL sSHBOOL FoM35eoLfobgdom i-mMmo 3M0EHIM0mdol
bos®obboll  dmboermbgwwo  36003bgamds (299639600905  Fo0mgdl
RMOIMWS 4-0 0sbsbds).
3bg h396 30090 MBdM LYBIB3M 0BZMOTs30Mo BHgJbmemaools bstrolbols
MHobmdMog 3600369 Mmoo, 29963060090l 3603 9m03900L
96000 oMdOL Bsggr)dz9wby.

3.5.9. 9du3gMGHgd0l sBMOL FgmsbbIGdMEMdOL Tgxsligds

5 9MLgdIMBL  oblbgeggdmwo  doymdgdo  9JudgmGgdol  SBOOL
9905bbdgdemdol  dgx3olgdolodo. FodBHmMgdol  Momgbmdol £
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994b39MGH9d0lL CoMmIbMdOL m s 35380MJDME0 MBIl 56 sGMLYdMdOL
230035¢0olfobgdom, gJudgHGgdol  sHBEOOL  Tgmsbbdgdemdol  bsGolbo
23960LsBP3MGds  3MB3MOOEO0L  3mgB0E0gbGHOL W s X 30M0@EgmH0dol
LodMsEgdom, MMIYEd0i3 99509b9b:

128

W=—-2__.(9
m*(f* = f) ©

e 128

=——— (10
mf (f +1) 1o
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5336900

1. BsdsB3m Logdosbmdol Ggxi3sligds mbs Ho®mdmgdgl 356301 9339dEH0sbMdOL
d9535b9d00m;

2. 56 5OBYdMOL 9R9JG05bMdOL Fqgz35L9d0L gMM0sbo LOLE YD, Foa®msd 3PS
39630005693 439946930 - 356308 9BgIBH05bMds BoLEYds d630L vg30gdoL
©00MgOMgdol s d0BbILOL WOMGOMEgdOL BMOm; bmem  bs3wgds
2496300056090 439969ddo gl Ggodergds Jglcrmergl dmdagd0sbmdoly s
6963909 OHMIOL J9x85L9d0m;

3. 300Bolo 306MHMmd7ddo 356308 Loddosbmdols Jgx3slgdsdo 30639 3esbBy
399m©0ob dolo by0dYEMOOLY S FEYMIMBOL TGRBYDdS;

4. 153MYVOGH™M  MOYBOBIEOOL  Logzobsblm  BEyMsEMds oMMy gbl
3033wgdue  Bsb3z9bgdgwl,  MMBgErog  SLvbogl  d5630L  LoodgE™dOL
0563969090 4969 B9yo3wgbgdol d0dsmm. ol dmoEsgl dsb30L, MmamM;
Lodsb3m  LobBgdol gugdgb@GHol  daMdsegmdols d9dwgao  dsB3969dgd0l
99x3obgdol:  3930GHool  LAHOMIGMOS s oo  by3BOOLMdS MO gdOL
LR35, BoBLOL 0330MOMOOL MDY, 5903900l LEHMMIEGHIOS
bseolbo, MoL3gdol Fserm30L 3mo@03s (Fom35wolfjobgdmwo  Goliggdol
LEAHOWIHYOS, 3VoOMZILMOOMO J5)Y39G0WOIOOL J0MgdOl 3OM(39IOIOS),
60L3-0959% 369BHOL MMABOBYOOL botrolbol 30bEOMo;

5. 356301  Lo009gMmds @5  FEAMIEMDs 300306  ITIMIOWIOIYOS
063353099000 39dbmema09d0l boeolbby, Mog 98mIobscmgmdl dsbzol
00Dbgl s 06RMOB530E0 FHYIbMEMY0gdoL LEBHMOEJHO0L F0bs5MLOWIL s
3500 9oL 3538060:0¢5b;

6. d5630L LEBHEMOGHJQ05 B0BSOMVIE0S 300963 JODY s LdIB3M LgM30L9gdOL
30096390056 dofimgdols sbowo 4bgdol dmdogdsBy. mm03g gb GH9bgbiEos
6950H9050005 FbMWME 068MOT>30wo 3H9dbmema0gdols Lsggydzguby;

7. 25630L 0b6x3m®Ts30mo  39dbmema0gdol  BEGHGMsBHYR0s  FBIOL b
39O 9gL 356300 9839JGH0s60 3oBbgLOL HoerTmgdsL;
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8. 25630L  5dd0sbmdoL  9539dEH0sbMdOL  MBEOMB3gwymasdo o M@l
050503 06x3m®Ts30090  3H9dbmemaoqdol  9339dGH0sbMmds s  bs®olbo;
50bodbme  Logombdo  9608369wm3zsbo  saowo 35305  LodSBIM
0633530091000 39dbmMmy09gd0oL BLoodgEMdILS s JB39JE0DMISL;

10.  Lodobgm  LgM3zoLgdol  bsGolbbo  asts  bbgs 3565893 Mmgdols
©53M300090)0S LoOSBIM 0bgm®ds30mwo 3995mma0900L
MBOBOHMbMYdIBY s LE0TIMDSBY;

11. 5659358300 LOIMS3ggdoL MJMOOOL FJoMEYBOL A5TMYghgds LodsEgdsls
09935 d9nobogl 05630l Logdosbmds  gobmlsbn3zmgEmdol J0MmM™d9dJ0,
Omdgwoi  godmfi3gmmos  93mbmdozmeo  3M0Bobgdom s  FMmTo@G oo
3M63796M9b300m;

12. 360039608900b, BogdEMMgdoLs s 35639690 gdol LobGgds bodswgdsls
00935 om35¢0L{obgdmo 0gmlb geHmOOHMwWs© M350 85h396989w0
Q5 565 35OGHM 9hmo 3mb3M9gEHwo. 58 LoLEGYIOL Lyxzmdzgebg 2odmoygbgds
99b39OEGHwo F9x35190980L IM53500300EHIH0MT0sbo Igmmo;

13. 96535 36003HgM0560 9Ju3gO GO F9x351939d0LdgoMmEOL  LsFsEgdom
d9L5dgdg 0 3993569 MMM LoOSBIM 0bgm®I>30mEo
3996mem 0980l s LobEgdgdol, s1gzg Lodsbzm Lgdzolols bsGolbo;

14. L5ds63m 06835300 3gdbmermyogdol s LYM30Lgdol bsGolbol
d9535b900L  3OMEgL30  Q9mM39eLH0bgdMWos Bs0TJEOMBS S MLOFOMLMYDY,
OMIwgdog 25059(Y39@ MMl 15350md6 d5630L  MLOBODBMGdOLS
900M500Md0L M HEMMB3gEymz3580;

15. 565035300  LBodMS3w 0Dy  ©IRMIbgdMo M35 3M0GHIM060
9Jb3gBGH Mo 99xsLgdgdol  FgmmEOolL  4edmygbgds  BIMMEGINE0S
3600Bobgdol  3gMHomdo s  dMIdEgdMEo 306316096300l  30MMdgdT0,
OHMEOYLOE 96 5MOL F358300M 256LOHBOIOMEO B630L Loddosbmdol 3oMHMdIdO.
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