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3. Post modern
4 . performance evaluation
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. service — profit chain

. Data Envelopment Analysis

. Technique for order preferneces by similarity to ideal solution
. Efficiency scores

. Ranking
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1 .Modern service economy
2 . Industry leaders
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1 . Profitability
2 . Loyality

3 . Satisfaction
4. Productivity
5 . Service value
6 . Productive
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. Charnes, Cooper & Rhodes
. Output oriented

. Input oriented

. Radial

. Non radial
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1. Banker, Cooper & Rhodes
2 . Virtual unit
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1 . Bank administration institute

2. leading banks

3. Roth &Vander veld

4 .operations

5 . Operational capabilities ~ Service Quality - Performance
6 . Soteriou & Zenious
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1 . Marketing mix
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Branch service quality of jbranch = _ia

1 . People (personnel)
2 Process ,

3 . Product (service)

4 . Physical assets

5 . Promotion

6 . Price

7 . Place (distribution)
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1 . Best practice branches



ar LI by b 4> s (slisdiy 5 2 5oe i)l S Lo

olead cuiS oL e b lad o mli - ¥

[ ols, SOL bl Slaal 4 i Gl wand (gl o o) e ol
| o Slas U oy LSl 5 5l 5ok oliee @ly 5o 5 W3 oL
Y -0 gz 5o e obed (gl g0 Shas as Ol 6 5ol gl S e Tl
el 02 48|

J3dle 5 aliwy &y Sleds SuhS Gl Joe J> 5l eaal sy mls ebel
VA /D a5 sl eols awsedd S b gyl5k sl s TV 5laeds A olaws EMS
VE Sloas i s 5o cad (o)) adaw (5u50kee 5 090 o Jolis 1y s 5l o0
coiS g0, Sdes wm jo 1) Al Gl el ol 5 loges bl oo B0
B0 o lis Sleas

Service Quality Efficiency

1.00

=3
(-3
23

T

11.00

0.96
1.00
— 1.00

— G
%

0.90 ; H —_— / 2

.88

H0.82
10,80

.71

.58

o
o
46
PR
=0
.
.43
==).50

.33t
.29

i

1 3 5 7 9 11 13 156 17 19 21 23 25 27 29 31 I 35 37 3¢ 4

DMUjg



e Lo yi or

o)'d..v' lg. ‘5;4.]4.»‘, ..\...ﬂ)s » s Cs:.i.‘)}o U')‘:“ c‘_s),i-),.w ‘su")lf o)'d.al
5 el o33l e ams ol ilas o et 1) SIL o Glaad 4y cstbezad
4 glie parass | Jol> Sayy JL3 0 1) Jbo pilie s glan 5 SDlges 9o
@_'}S ‘LS")iL"‘ A U‘li o)l-.\J at’u J..I'LQ.;UA Ls)::o)ldul L;u..a ),.h; u.t.:u ‘5|).o LP',
(a5 s Sl 1y 6509 LIS 031 drslone gl day dmis f3ge

Profitability Efficiency
23

1.00

0.90

0.80

0.70

0.60 -

0.50

0.40

Efficiency

0.30

0.20

.y

1.3 5 7 8 11 13 16 17 19 21 23 25 27 20 31 33 35 37 39 41

DMUs

GLI ad FY 5l amd VY olasl 308 0 as0 398 Jlogei 0 a5 THA ¢ PV

A0 a oS5 1y cand JS G dops VD o5 wiad ool el (g )glog

ax opl 0 cad o Sles uls ol o TOONY smy opl 40 et hl 5eKileo
ol ool Cansgay Jgaz 50 (69, SLes




@ LI oliy b 45> crid s Aty 5 3 ,5oe i)l S (S

5 Sleas cuisS SIS (lles oL g,Sles olad o TISL cnts sl
bl 5 pae e i Sl cand Gl (g b Osdige Sty gl 2L
ol 8 aslio 3 Ange oolizwl 5l wiyls Jhd Cad b a8 gablise yo Sleas gl
Dg
o (S gl -

sanlie (Jy adilige gwyn S0 caad GahAS, GebS Gl (owlel Sl
5ol olass S pa Geisd (S3glgaie 5o 0ad Slyie oL sledae 45 25500

25 a5 ) s § L5 sy 20 e T 1 e SByme LIS |y e
AHP s, 5 eolaial b ol Olo Baiw Shegute 4O oS 4Slan wrilb oo 1)1 ola

P Soge A Ol Olyae 45 padges dle ) bz g8 Shee ol 59 ¢ 29,5

] o..)uJ Csdo

(M)O) )9 | G.LJ.,,:_ u_:blf | Slods- \M—&-{ 6"“)[5 | L5)3—|‘35"" LS")lS

\ \OIY | Ya/# I OO



ot Kiad - o8

caad b)) 42 el 515 00 4 398 Sleisy 5l eolind b le Al pe o
TOPSIS i j oolizl b uns I 45y (1) fpar

oy FA A
Veos \
() Veoo \
¥t Voo \
A1) [Y2eN \
Ya -Jaaas 3
$ «/AYAE Y
(27 J/avvE t
YA A A 8
\i4 /¥ a4 14
3 /X v
L) ¥Y-a A
A %2747 L}
YA 5,7 41 1.
Y JYYAP ) n
A /At 1 4
[ /441 Y
) «[55YY 1 4
14 -/FBFF 1
114 iqtad VP
Yy -Jsrvy 134
\ ¥, 4T\ A
W /3444 "
13} ~IEABY Y.
w -JEVAS 14}
Yo /e85y Yy
' «JJFIaY w
w JF154 41
4 JEVFA Yo
¥4 o[E:A% Y
114 o[f-0Y \14
$ JJE-¥A YA
v JJEevs Y.
\1s JrAtA Y.
W AN "
Y «/YAAY 111
" iiL T w
Yy iy 3N ¢
Y 7An 44 Yo
1" iadk 14
1D JYVEY v
e JAAVA TA




ol Sl oy Kb o cars S Lud) 5 3 Koe il Sl J1o

12k 9 wbe

Adler N, friedman L, Sinuany — Stern Z, (2002), “Review of ranking
methods in data envelopment analysis context”, European Journal of
Operational Research, Vol. 140, pp.249 - 65

Athanassopoulous A. D, (1997), “service quality and operating
efficiency synergies for management control in financial institutions
Greek banks practices “Vol. 98, pp. 300 — 318

Avkiran N. K, (1997), Models of retail performance for bank
branches : predicting the level of key business drivers “International
Journal of Marketing, Vol 15, No. 6,pp.224 — 37

Charnes A, Cooper W.W, Rhodes E, (1978), “Measuring the
efficiency of decision making units”, European Journal of Operational
Research, Vol. 2, P.429.

Heskett J.L, Jones T.0, Loveman G.W, Sasser J.R, W.E AND
Schelsinger L.A, (1994), “Putting the service profit chain to work”,
Harvard Business Review , March — April, pp. 164 — 74

Heskett J.L Sasser J.R, W. E AND Schelsinger L.A, (1997), “the
service profit chain: How leading companies link profit and groth to
loyalty, satisfaction and value”, Free press, New York, NY

Johnson, R, (1995), The determinants of service quality: “satisfiers
and dissatisfiers” International journal of service industry
management, Vol. 6, No. 5, pp. 53 -71

Soteriou A.C, Stavrindes Y, (1997), “An internal service qulity data
envelopment analysis; model for bank branches, Vol. 17, No.8,pp.
780 — 89

Soteriou, A. C and Zenios, S.A, (1997) “Efficiency, profitability and
quality in the provisison of banking” Department of Business

Administration, University of Cyprus, working papers



Cupte KCia s , | o4

10. Soteriou, A.C and Zenios, S.A, (1999)” Efficiency, profitability and

qulity in the provision of banking” Management science, sept,
45:1221 - 1238

ol ali:.ibal)l.‘.:il'.)l:u.ug-G;M'c(\WV)ulk-le_,:,&.A.\\
SR bl o 059" (VWAY) Gl <SG Slthae o,fal 1Y

83 Shee ol o 0597 APV el USGL alalllan oot Y




