Bmy5000 bs®molbol 9gbgxgbEH0oL Mrrgro l5sdsblm
19gdBHmMol 8363005090530

6060 gmggbsdy, sergdlsbeotyg glid0s830¢00, MoaMme gmebsdy

bs8sg0bder bsdmmdo fse0maoagbocros ogrosl bsbgerdpogm
260396609990 80Ybgbobl Uiz02¢00b  %3539¢799HOL 8o Bblol
3@8obolbho®gdol 4969x896¢hol dsgolbd®ob sz5c09000960
bs®olbob 8060,3980b 800b26960b d9bsbsdobsco

36HMyM5d5: 00BBYLOL 5ET0bOLEHMOMYOS: F9bgxT9bEO

15893609MM 653HMAOL byerddmgsbgero: omMyo olis3sdg

sLm306750vo 3GmBglmeo

oosl Babgmdfoxm Mboggmlodg@o

0dogolo, 2018



29653bsO

>3 Homygbowo Lsdsaol@®mm b5dMMIoL 533MGMmYd0, 353bs©Idm, Mmd bsddmdo
0o60m5o96L B39l MmEM0y0bsc® 65839356ML s 56 FgoEogl Lbgs s3@™M9gdol doge

5300@) 339309600,  30mliogzgybodero oty 96 @alvgagse  fixdwpgbow
9sLoengdl, MHMAEdoE BsdOMITo 56 GOl dmblgbogdro b 30GH0MIOMo Bomsbsm
DoLgdol Gglisdsdolsc.”

60bm gma3bsdg, sengdlsbotg 8glEosdzowo, yMmoyme gmabsdy.

0d0¢olo, 25 0g¢rolo, 2018



S3LEHMSIEO

331935 9bgds boemobbol bmgoso 9969xdgbG0L Mals s 253w gbsl Lodsbzm LggMHmU
396300569d5d0. 65dOMT0  BMIMBOMEYds 085BY, 3MBIMYGHMWI© OMAMO0S  Jo3e9bs
bs6oLbbol Bmso d9bgxd9gbEols (Total Quality Management) Lodsbzm Lgd@mebg. ofg393L
ol 3wogb@ms  dgbos®Bmbadsl,  sboswo  3wogb@gdol  dmbogzsl,  0bmgsiogdols
©593300060905L, dsDBsOBY 933039 3MBOEoOL 3539058 My F9bs®BMbYdLL. BodMmdo
49650090l 535b30gdl 030l OEPIBsDY, ) MO 30M56Mgdss BIGOLLOL  BMYsEO
9969x96GHOL 3Mmmbom  LodsGmgzgwmdo dmddg 05639080, OHMymEM0s Josmo 3bmd0gMYds
BM5000 boolbol 3969xd96&0L (TQM) 800G gdom.

090l Jglolifogwrs 0 OMYMM0s 58 B363900L Bg3s WS 3MoEH03s boMolbol Bmyso
9969x396GH0L 3Mmbom s My JIgomo bsdoxgdo 0©ATds boGolboL dorFxmdILgdOL
90050 gdom, 1939, SMOL MY M, O OMAMMOS JMEOIES30S DMPso badolbols
99bgx9bBHLS o LOdIB3M LBIOML 2563000500l JmEOL, 53 JoBbgdol dolom{gzs
33w930L5L  259myqbgdeo oym m30L93M030 FJPMEO- J0OOL30O 0b6EJOZ30v) LodIbIM
bRBIOML BHm3 I969xT9bEHOL Fo®mBmToYgbegdmsb. slig3g, 9OmgM Mo 39MHAM 30d35600L JogM
BoBHoM90ME0 MH5Mm©IbmdMH030 332935, MMIgeoa §oMdmoagbl Igmes dmbszgdl o
9bgds ImdbIsE1dgEms LdS63M 3OHMPNIEBgdoms s LgMzolom 3doymzowrgdols ™bol
d9LFo3esb. (303356058 0liy35 IMRYBo oYM ,,063MmaboEHM©™)

090Lom30L, ®MI MZ5¢LIROBM gmgzgowoym mw Hmym®os TQM-ol 36sd@Hozs dbmgwomdo,
OMam®  9bgbgb Ubgs dJ3ggbol 3563990 TQM —ob Fo0dsBHgoom sbghy3sLs o
396bMM 309 gL LodSB3M bLBIOMTo, 33w 930Ul FlHogErowro 0ym 53 3Mmbom SOLYdMWO
5O3Y)  obg  6M35mOmo3bmgsbo 33193900, MMAgwog  3vdmd3gybos  Lbgossbbgs
L53936096M™M  go8Mm(3999080. 3309308 BoGIRRGOT0 o965 BYOMEO BMYsO boGolibol
d9bgxAgbGHOL  2o3agbs  LdSB3M  LygPmbg  Tguhogwrowos  3Mb3MEGMwo  d5639d0L
3ogoombg 96 obBMAS©IOM0s  BMYSI©  LOFObIBLM  Bgd@MmMTo  SOLYdMEO
9o gmdol dobgzom. J390mm Asbbowrmwo 33193980 BoEIMJOMW0s 0mMEsbosdo,
LoEOL 5M9dgmOL bydgxmdo, GYdobgmdo, boggMosts vy 0bmgmdo dmddgwo ds63900L



35290mgdbY. 3019000305, MoMOIHMIM03Ts S LOgMMSTMOOLM 33¢0939dds gOHMTSBgmMOo
3953L9L s IMY3(39L LBOTMOGdS Foy39obs0DYd0bs DBMmso boolbol 3Mmbom Joorew
L50563M BGBYIOMTo sOBYOIEO BoE O30S s 8933994)35398065 93mT9bs30900.

doM0m50 Lsdogdm LoBY3gd0: ,,b3MOLObL Bbmyswo TgbgxdgbBHo®, ,L063m Lgd@Em®mo®;
“botrolbo”.

Abstract

The research concerns the role and impact of Total Quality Management in banking sector
development. The work focuses what is a direct influence of TQM on banking industry.
Moreover is it lead to retention, attraction of new clients, creation of innovative approaches or
is it a favorable condition for establishing a competitive position on the market. The work
focuses on finding out what the situation is in terms of Total Quality Management in the banks
operating in Georgia and what is the level of awareness regarding TQM in banks. In order to
determine what is the vision and policy of these operating banks regarding TQM, what kind of
effective steps are taken to improve the quality in the footsteps of implemented or planned
policy, whether or not the correlation and what kind of correlation is between TQM and
banking development? To answer the abovementioned questions we used qualitative research
method. Also, we used quantitative research made by the private company which prefers to be
“Incognito”. Survey is related to the level of consumer satisfaction with banking products and
services. Both research methods were complementary and allow us to analyze the overall
performance of the Georgian banking sector in the current situation and develop
recommendations. During the work were used face-to-face interviews. The paper also provides

examples of research made in several countries.

In order to be aware of the TQM practice in the world, we have studied international researches
which were conducted in Jordan, Africa, Saudi Arabia, Nigeria, India, and Romania with the
aim to learn how financial sector in other countries are successfully implementing TQM. During

the reserch were also used Secondary data.
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