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03.2014). 60bs3gds6g b oG nsdn R396L Bogm bagsmzgmmb mE 3mIg& (30me 356330 RoGomgdmm
33930b 30Dobl bLbmMgw dom BngM gobbm(30gmgdmmo Ladsbzm ImaLabyMgdal batnbbol Embal
356baDM3Ms 390089000,

29



34d4(M6Ma0ds. 6030 106. 1-2. 2024. ® ECONOMICS. VOLUME 106, ISSUE 1-2. 2024.
I T N N I N N N D U U P W,

d060010R0 &JJLEN

30RMg dgoeme Rzgbl oge Fodomgdgea j3egaeb 3gegagol BoM3maaragbrga, @3l gaery-
3oL 3odmggm, Bomdmgoanbmam bamabbal dgbabgd bbgewsbbgs 3g(3bngfms dgbgommagdgdo. s6bg-
dmdL mmbo bobol g5635M @ gdo:

1LboGobbo s60b mg0bgdgda, Hmdmomss 3Om@n @0 (8mBLabamgds) 3sbnbmdl absnbal ob bdg-
(303035(300L dmnbmzbgdL (Gilmore, 1974);

2.ba60bbo oGl 3EME G0l (Am3LabnEgdal) ob w3amsdgbo mgabgds, Gm3gemaz 8ogmoa bogm-
3beob go63s3mmdad0 v330ymegnmgdl 8ynazgmol dmmbmgbsl (Scherkenback, 1991);

3. baMobbo ob sG0b, Moz 30dmygbgdada gamanbos (Quality Contrl Handbook/ed.by J.M. Juran. 3 ed.-
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RESUME

In the article - “Assessment of the current state of service quality in Georgian banks” - the quality of
customer service by banks “Alpha” and “Beta” is considered from 3 positions according to its individual
components.

As a rule, the bank’s services are studied and evaluated by the bank’s management, employees and
customers. Each of them has its own evaluation criteria. For this reason, it is very difficult, often impossi-
ble, to compare and evaluate the results obtained. This especially applies to the criteria of the bank itself.

The article evaluates the service quality of two Georgian banks - “Alpha” and “Beta” banks from the
positions of clients and employees, using a 7-point scientific Likert scale. The calculation is carried out
by assigning points to individual quality components, and then calculating the integral index of satisfac-
tion based on them.

The quality of customer service by the banks involved in the research is estimated as average. Irregu-
larities exist in both banks, however, the service quality of Beta Bank is better than that of Alpha Bank.

Keywords: Service quality; Commercial bank; Personnel; Clients; Satisfaction; Integral index of sat-
isfaction.
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