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Factors Affecting the Implementation of Quality Management System
Policies in the Banking Sector (Refah Bank case study)

Abstract

purpose of this research is to investigate factors affecting the
implementation of quality management system policies in Refah Bank. The
research community is 15 public administration professors, managers,
experts and experts of Refah Bank. tool of data collection in the quantitative
phase was an in-depth and semi-structured interview and a researcher's
questionnaire, and its validity and reliability were checked with the opinion
of professors and experts. Fuzzy Hierarchy Analysis (FAHP), FTOPSIS and
DEMATEL techniques were used to analyze the data. Based on the results,
the model for improving the capacity to implement the policies of the
quality management system includes 5 main components of scientific
leadership committed to the implementation of policies, effective and
optimized processes for the implementation of policies, training and
participation of employees in the implementation of policies, regular
evaluation and feedback of the results of the implementation of policies and
Facilitating effective and two-way communication between the organization
and outside the organization was formulated, each of which has sub-
components. Therefore, some measures can be taken by Refah Bank in order
to reduce the failure of implementing the policies of the comprehensive
quality management system. The correct implementation of policies is very
important because it ensures that all activities are carried out in accordance
with the standards and regulations of quality management and to improve
stability in banking performance and services to customers. Finally, in this
study, the conceptual model of the research was presented and suggestions
were made to improve the capacity of this system.

Key words: policy implementation, quality management system, Refah
Bank
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