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Abstract

The quality defines the level of perfection. The quality is defined as: “the unity of qualities
and specifications of the product and the service, which determines its ability to satisfy the
demand.” This work is exactly about to find ways for rising and improving the quality of
service in banking system. In this work we have tried to find out the condition among the

quality of service, the expectations of customers and the gotten service.

The aim of the work is to define and to analyze the existing problems in the quality of
service. To define the conditions in the service, we have used a quantitative research, which
was precisely organized and estimated in details. The research showed the existing problems
in banking system. It showed that individuals are often affected by others’ opinions.
According to this, during the service the personal, social, cultural and psychological factors

are the main determinant.

Relevant actions are needed for the detecting problems from the banking system as well as
from the government organs at the level of the financial market. Banks must implement
systemic changes to solve the problem of the quality of the service. It is suitable to be created
united system of the quality of service in banking system, which will be in compliance with

the regulative legislation of the quality standard.

Key search words: service, quality, banking.



