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Designing a Model for Improving the Capacity to Implement Quality Management System Policies in Banks
(Refah Bank case study)

Abstract
Purpose: purpose of this research is to design a model for improving the capacity to implement quality management
system policies in Refah Bank.

Necessity: understanding and efforts to improve capacity of implementing quality management system policies in banks
can improve the quality of banking services and processes, increase customer satisfaction, maintain the credibility and
competitiveness of banks.

Methodology: This research is applied and in terms of strategy, it is a survey. using library studies and experts' opinions,
factors of failure in implementation of the policies of the quality management system in the bank were identified, and
then the research model was presented with content analysis technique. statistical sample was made up of 15 professors
of public administration, managers, experts and experts of Refah Bank using a targeted sampling method. The tool of data
collection was an in-depth semi-structured interview and a researcher's questionnaire, and the techniques of Fuzzy AHP,
FTOPSIS and DEMATEL were used.

Findings: 21 components were identified as effective factors on failure of quality management system policies in Refah
Bank, and 12 components were identified as failure reducers. a conceptual model was presented and suggestions were
made to improve the capacity of this system.

Conclusion: implementation of the policies of the quality management system can improve the internal processes of
banks and ultimately lead to an increase in efficiency, expansion of customer relations with the bank, and improvement
of customers' attitude towards the bank. Therefore, to improve the performance of the quality management system,
improvements and changes should be made in the existing policies and procedures.

Keywords: policy implementation, quality management system, Refah Bank
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