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ABSTRACT

' Supervision and inspection, as one of the main pillars of management in the
;:f;:jdzz ;‘L‘;’lz ;g;i banking system, play a key role in reducing operational risks and enhancing
Accepted: 15 July 2025 regulatory compliance. Considering the challenges within the supervisory structure
Available Online: 20 Sep 2025 of Iran Zamin Bank, the purpose of this study is to identify and explain effective

supervisory indicators using the Cost of Quality (COQ) technique in order to
improve the efficiency of supervisory and inspection processes. This applied
research was conducted with a quantitative approach. The statistical population
included 175 managers, experts, and staff members of the inspection units of Iran
Zamin Bank, who were selected through purposive sampling. Data collection was
carried out using a standard Likert-scale questionnaire, and the data were analyzed
using structural equation modeling (SEM) with SmartPLS software. The statistical
results indicated that prevention costs and employee training had a positive and
significant impact on regulatory compliance and customer satisfaction, leading to
reduced violations and shorter inspection times. In contrast, internal and external
failure costs had a negative effect on supervisory performance, while appraisal
costs increased the detection of violations and reduced inspection duration. The
conceptual model of the study demonstrated good statistical fit, with validity and
reliability indices confirmed. The findings showed that purposeful application of
the Cost of Quality technique can optimize supervisory processes, reduce hidden
costs, and enhance customer satisfaction in the banking system. The results of this
study may also serve as a practical model for other banks in the country.
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