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Abstract:Abstract:Abstract:Abstract:    

  Total quality management as a system requires a number of principles in order to 
succeed in their application. Customer care and its Satisfaction is the most important 
one. The study comes to clarify the role of customer Satisfaction in total quality 
management application in banking sector in particular with a focus on ways to gain 
client. Also the study presents the factors affecting the quality perception in banking 
services. The study found a number of results, the most important from them is that the 
problem is not in total quality management application, but continuity in it on the one 
hand, on the other hand is the customer why there is whole quality philosophy and any 
application of TQM must put the customer at the top of its priorities.    

Key wordsKey wordsKey wordsKey words: total quality management(TQM), banking service quality, client 
satisfication.    
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