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Item Statistics
Case Processing Summary Std.
N % Mean Deviation N
Valid 30 100 vl 1.93 1.048 30
Cases Excluded 0 0 v2 3.73 0.868 30
Total 30 100 v3 21 1.242 30
v4 3.63 1.066 30
v5 3.6 1.354 30
Reliability Statistics ve 3.7 1.393 30
v7 2.33 1.348 30
. Cronbach's wl 4.23 1.073 30
Cropbachs | AphaSasedon | Nof we | am | 0w |
w3 4.2 0.925 30
0.822 3 w4 2.7 1.557 30
w5 3.37 0.999 30
w6 4.1 1.029 30
vvwvl 4 1.174 30
Vw2 3.93 1.172 30
Vw3 3.27 1.413 30
Vw4 3.77 1.251 30
Vw5 21 1.269 30
VVV6 4.13 1.224 30
w7 4 1.174 30
vvv8 4.03 1.129 30
Vw9 2.87 1.408 30
vw10 2.6 1.354 30
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Abstract

The research aims mainly to study the method of Benchmarking as a mean
for continuous improvement of quality and the possibility of its usage in
the Syrian banks, and to figure out any obstacles for such application

therefore finding the right solutions.

That the research consisted of two sections, the first contained the
theoretical study which talked about the issue of quality in the banks and
the benchmarking and the effects of the application of this benchmarking,
whereas the second included the practical study where a special guide form
(proposed form) was offered to apply the benchmarking in the Syrian banks
following detailed steps to aid the organizations and the banks willing of
applying this method. In fact the proposed form was applied in two banks

in the province of Hama (the comparative and the partner bank).

The researcher reached the following of which the most important were:
The researcher noticed the weakness of the Arabic researches regarding
the concept of benchmarking and its application, and because of the
novelty of this concept in the Syrian banks the researcher relied on the
other foreign researches to elaborate the suggested model for the
application of benchmarking in the Syrian banks, that this model includes
detailed sequential steps taking into consideration the special environment
of the Syrian banks therefore guaranteeing the success in the application.
The application of the Benchmarking in the Syrian banks is a possibility
and it was applied in realty with success in the banks included in the
research with a specified stages: inducement of the higher management and
getting its support, stage of planning for the application of benchmarking
and providing awareness and qualifying and training, stage of collecting the

data from the comparative bank, stage of searching for and targeting the
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partner for comparison, stage of primary data collection about the partner
bank in order to specify the services and operations that could be done
under benchmarking, stage of collecting and analyzing the data to specify
any gaps in the services between the two banks, stage of specifying the
goals of current benchmarking and the executive plan and the preparation
to execute this plan and the execution itself, stage of monitoring the results
and fixing the resulting variables, stage of application of benchmarking on
other weak operations and services, and finally stage of considering the
benchmarking as a mean of continuous improvement in the bank and The
service that was chosen to be put under research and to apply the
benchmarking for it was directly related to the difficulties of which the
customers suffered according to the complaint form which was designed
and distributed by the researcher. This service is the ATM service and the
effect of application of the benchmarking was noticeable on the quality of

this service through the decline in number of claims against it by 44%.

the researcher framed a set of general and specific recommendations
includes some for the comparative bank and some for central bank and
others for the universities and institutions with banking courses, the
administrative and economic associations, trade unions and chambers of

commerce.
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