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- S.David Young, Stephen F. O'Byrne, opeit,pp32-40.
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Measuring &Manaping The Value of Companies"”, , Wiley ;4th edition,2005.pp.30-768;
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Practice”, Wiley,Newyork,2000,pp54-57
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"Quality is increasingly being seen as a key strategic differentiator within

the financial services sector in the UK, with most major players undertaking
some form of quality initiative. Describes work undertaken within TSB Bank
plc to determine both retail customer and staff perceptions of those factors
which determine service quality. Initially identifies the models developed by
Parasuraman et al. as being the most appropriate for modelling the data, but
finds that although the service gap model provides an excellent basis for
analysis, the SERVQUAL model is of more limited value. Describes an
alternative basis for modelling service quality based on the three dimensions of
process/outcome, subjective/objective and soft/hard is described and modelled

against the experimental data. Describes some conclusions of significance for
retail banking in particular, and service providers in general”.
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(1) R.F Blanchard,R.L.Galloway, "Quality in Reiail Banking " International journal of
services Industry Management ,vol.5,issue:4,1994, pp.5-23.
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"The client is a leading global financial services company with three
business units: Private Banking, Corporate and Retail Banking, Insurance and
Investment Banking. Private Banking offers advice as well as wealth
management products and services to high net-worth clients in Europe and other
markets worldwide. Corporate and Retail Banking offers banking products and
services to corporate and retail clients through various channels. Investment
Banking performs the function of a financial intermediary for global, institutional,

corporate, govemment and individual clients".
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*  Gerald Zaltman, "How Customers Think: Essential Insights into the Mind of the
Market", Harvard Business School press,2003, ,pp.12-323.
*  2- Cognizant ,"Banking Finance services- Retail banking ", Cognizant technology
Solutions ,online banking Solution for Leading European Bank ,http:// www.
Cognizant.com
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(1) Cornel wisskirchen,Dirk Vater, T'im Wright,Phillipe DebACKER, Christine Detrick,
"The customer —led bank: Converting customers from defectors into fans”, Strategy,
&1 eadership.Chicago,2006,vol.34,iss. 2 pp 11-12.
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(1) Mike McKeon, Seamus McMahon, op cit, 2007.p53.
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The value dimension of strategic management

In general, a firm’s profitability depends jointly on the attractiveness of its
industry/markets and its success in creating more value than its competitors. A
recent survey by McGahan and Porter indicate that industry accounts for 19
percent of profit variations while the competitive position accounts for 32
percent and a large component of 43 percent represents variation that cannot be
accounted for by any systemic influence
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Responsibility Responsiveness Value
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) . o =" " |Advantage-creating  |Organization
Bl juyhldt 3 s Z}‘;:Jnegéones of industry resources (valuable, }invir_onn};ent-based
Industry level and stralegic options |12 inimitable and - s
e gl¢ opl non-substitutable) based view
sustainability Core competencies C tenci
analysis Dynamic capabilities ote compelencies
Fair globalization
Responsibility impact

(1) Takis Katsoulakos and Yannis Katsoulacos," Strategic management, corporats
responsibility and stakeholder managementIntegrating corporate responsibility
principles and stakeholder approaches into mainstream strategy: a stakeholder-oriented
and integrative strategic management framework", Corporate Governance, VOL. 7 NO.

4 2007, pp. 355-369, Q Emerald Group Publishing Limited, Issn 1472-0701 "

(2) Ibid. p.358
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-William Gregor and Japatthan Sandler,"The outlock for Consumer Payment Services",
Bankers Magazine, January-February, 1995, pp.18-23.
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"Banking has traditionally been an integrated business, where financial
institutions exclusively distributed self-developed products via proprietary
channels and fulfilled all transaction and support services in-house. To decrease
costs and simultaneously enhance customer utility, banks are increasingly
focusing on their individual core capabilities while exploring different sourcing
options for non-core capabilities. Consequently, they are disaggregating their
value chain into independently operable functional units. As communication
capabilities reach higher levels of performance and reliability, these functional

units are combined across corporate borders, thereby increasing sourcing
options and fiexibility"

(1) Ulrich Homann, Michael Rill, and Andreas Wimmer," Flexible Value structures in
Banking" ,Communications of the ACM, May 2004A0I. 47, No. 5,pp.34-36
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I - Raphae 1 K. Akamavi." A research agenda for investigation of product innovation in the
financial services sector", Journal of Services Marketing 19/6 (2005) 359-3783 .
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Qg M Jeadd! o 5 (1)
-Donnelly, J.H. (1991), “Six Ss for new products success”, Bank Marketing, May, pp. 36-7.

-Donnelly, I.H., Berry, L. and Thompson, T.W. (1985), Marketing Financial Services, Dow
Jones-Irwin, Homewood,IL.
- Raphae™ K. Akamavi,opcit,p369.
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-Johnson, E., Scheuing, E.E. and Gaida, K. (1986), Profitable Service Marketing, Dow
Jones-Irwin, Homewood, IL.

-Johnson, S.C. and Jones, C. (1957), “How to organize for new products”, Harvard
Business Review, pp. 49-62.

370 e sl cq-;'tl ora i s



343 eolones @] stake (e Al puaal| R gl e BuaTlly A addl e grdlie ¢ guall Jacadl

Daonnelly, Berry and Thompson Johnson, Scheuing Bowers
(1985) and Gaida {1986)
{1986)

Strategic guideliﬁes Strategy formutation Develop 2 business strategy
i ) i
Explanation Idea generation Idea generation

Screening Concept development and
evaluation
Comprehensive analysis Analysis Business analysis
Development and testing Service design and process Setvice developtnent and
development evaluation
Testing Market testing
Introduction introduction Commercialisation

Seurce: Adapted from Donnelly et ¢f. (1985); Johnson ef al. (1986),
and Bowers (1986)
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1 - Venky Nagar, Madhav V. Rajan," Measuring Customer Relationships: The Case of the
Retail Banking Industry”, Management science Vol. 51, No. 6, June 2005, pp. 904919 .

2 - Kaplan, R., D. Norton. "The Balanced Scorecard." Harvard Business ,School Press,
Boston, MA. 1996,

3 - Lev, B." Intangibles: Management, Measurement and Reporting. ,Brookings Institution
Press, Washington, D.C. 2001,pp.12-15.

4 - Lambert, R. J." Customer satisfaction and future financial performance: Discussion of
““Are nonfinancial measures leading indicators of financial performnance? An analysis of
customer satisfaction.” Accounting Research .ng. 36, 1998,pp 2746



345 (rulouag sl patiie (pe Ruipeall At dyhaf ol BdatL A Laal) S gealia s gl fusnl

G iad I 04 0 Ky 3 4eS gLl 3300al G el 6 s o e all
interpretation.” «ls I

;D2 gulad) palall 3o b saall £33 e
foaredd Zonddl 3 cpo ( Jrmndl €Y 5 sl ) TFRICI3 3 5 il i 5 55 o5
TJYPE I S PULI R OVIEN U IV E30 e JUPISN R Jrp # PRV | Vg 1 REF e
il TASS) as uliall o udall lasy Wbl ) o,y TFRIC130) o (2007
TAS 37 oo ¥l i TASI8 5 cellas Yy vt il piidl 3 uaddl bl e
S5 IFRICI3 05 ) il €. (i pall S poo ¥l 5 B ,all bl 5N csbianasidl
LeMas bnY (ol SUDE bl i g L5 cyo Azl Joandl oY 5 e
RS RICH PR SPRCR P U WO JY-3- R UREER B PR EPREIE P A R peE
o JeetdB (" BLE" e L) frandl 5 5 colalzed andl (R 51 Lalel
lomat o3 okt g olezia 5] ke 0.9 @IS o1 g 3 11 Solokzely 63 0F Sl
;J_pc:“.ér.g.:_u___lk.le)\.o.dlé. Badata (8 ks kS oy prel ol iy L s gy
o s A Clalast G apd e Lo flag Of 185 U Solalel ded 5f ot s
o8 o200 endl Sl jazal T ecte pomdl ol ie 5l ds 5 ool ey s 5 ) el
ST gty Jooadl oY 5 ol 3 T 8 (s J1) &l ko U8 . Bina 375 o ol
clle ¥y cSUkdly ceadall LA il S5 panan s . SIB G b ok oo
553l st dadll Wl Godatll LS ) oeda 5 ¢ Gadacdl gzl Consensustl.@}ﬂ
Lab g e o faald 3Uaalt 3 5t ilofzel ald Codi I3 3 Lays Lo (ilolze VI
o ol da 31 s 15 «ldaladl dally L3 ooy Comsensus s 65,22
dodd IMs e 6 ) olal e Y Asladl dandll 5 O] Kay sl o o6 (L 543
o A odd Asladl LB, 5585 Of (Sl e ALy 3 aeld o A sl Aol

(1) International Accounting Standards Board,"” International Financial Reporting Standards
(IFESs) including International Accounting Standards {IASs}) and Interpretations as
approved atl January 2008", 2008,Pp2506-2513.



z.,.ﬁa,.n B Wt Lealad! Loy 7 346

ehendd o5 0] Sl e iy 8 ol Bsladl el 1 oLkl § A Lgaisd
& ] lolgel (e iS5l cimitial sale sV adl o 5 5 Obolael o 1 Y o
( Joonll s poS sl 6 2 Y N

Eanl kil gt e dodald 3t (gl e Menll HLatt LK) Of Al 3
3 g AL bl 3y ) G d bl il S5 5 g 8 el ey Dl
JS 05 of o AN e g (a5 D)) S ) weighted in proportion 4!
5 ool ol Ll a6 oGy Bl s (39 (Lol o3 sle L3 U a3l
By &y el IUN AR o il S5 Gkl 025+ Lozl (Say y e 0S5
LIS o il SIS oty Llond 3o 0 a5 13]5 2008 o e Il e
o 1oy ol Tl il ol a2l (6 s O] Lo g5k Gl
8 ad 5yl ol Ll



347 kg )b splate (s Al al) 313 Byl (ole Gualalils A LaAT) medS sl : Al uadll

I S
Al el St Lt
A puall A3 3 3y1ah ks adaidl

:(I)Capability Maturity Model <yl fucad 7z 3gan
g_m(ab,w)gu;wwfﬁi@;;aﬂmésﬂ" S ol el 5 g
sl W3y el iy gt d Gty Ol L Rl a5 WSl L
385l Lgn 5 i ASIVT 225 o b e W1 05 Js 255 58IV oY o il
Binay LY las 315 8 21y Dolo Ly il o p 3y o o g AUV 3 nal
12l (§ s dosdon] iy gl 5 T Sl sy el Juad 5 olianel Lol
lne O gl 3,191 23 5ailh 3350 0 il o 4 ol f Gl (gl 8,101

PN gl ] 312 (5 s 0 Rl Iy G Ladeld ot Al

A maturity model (MM) is a framework that describes, for a specific area of
interest, a number of levels of sophistication at which activities in this area can
be carried out’.
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»  -Tames R. Persse ,” Implementing the Capability Maturity Model”, John Wiley
&Sons,inc,New York.1" edition,2001,pp.25-60.
*  -Mary Beth Chrissis = CMMI: Guidelines for Process Integration and Product
Improvement” : Addison-Wesley Professional; 2* edition, 2006)
(2) Dennis M,Ahern, Aaron clouse,Richard Turner,”CMMI] ditilled: Apractical Introduction To
Integrated Process Improvement”, Addison-Wesley Professional;3™ edition,2008,pp.2-72
(3) Roberto Santana Tapia," Developing a Maturity Model for IT Alignment in a Cross-
Organizational Environment", Supported by the Netherlands Organization for Scientific
Research (NWQO) under contract number 638.003.407 (Value-Based Business-[T
Alignment),2008,p.2..
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(2) Ibid.pp.81-83.
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= _Elvira Schafer. Jan-Dirk Becker, Matthias Jarke,"DB-prism:Integrated Data
Warehouses and Knowledge for Bank Controlling *,Global Technologies&
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*  .Adams ,C.&Neely,A.,"The performance prism to Boot m&A",2003 Source:
hittp://www.masettg.emeraldingight com

*  Adams ,C.&Neely,A.,"Perspectives on Performance :The Performance Prism"
Journal of cost Management ,Vol.15,,2001,Pp.12-23.
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DBenchmarking A b bl g

"Benchmarking is a process used in management and particularly strategic
management, in which organizations evaluate various aspects of their processes
in relation to best practice, usually within their own sector. This then allows
organizations to develop plans on how to adopt such best practice, usually with
the aim of increasing some aspect of performance. Benchmarking may be a
one-off event, but is often treated as a continuous process in which
organizations continually seek to challenge their practices. Benchmarking
opens organizations to new methods, ideas and tools to improve their
effectiveness. It helps crack through resistance to change by demonstrating
other methods of soiving problems than the one currently employed, and
demonstrating that they work (“On best process of benchmarking”,

(1) Roberto Santana Tapia,”" Developing a Maturity Model for IT Alignment in a cross —
organizational Environment", Supported by the Netherlands Organization for Scientific
Research (NWO) under contract number 638.003.407 (Value-Based Business-IT
Alignment),

T el (2)
1.  M.Punniyamoorthy,R.Murali, "Balanced Score for The balanced scorecard:
benchmarking tool", Benchmarking :an international journal
wvol.15,n0.4,2008pp.420-443.
2. Joe Zhu - Quantitative Models for Performance Evaluation and Benchmarking",
opcite,ppl3-33.—~
3. Samuel Kouney ,lan Gorton ,Kai Sachs,"Performance Evaluation:Metrics, Models
and Benchmarks, Springer ,1st
edition,2008,Pp.23-330.
4. Walter E.Johnson. "Measuring Retail Performance:category sales and productivity
benchmarks", Do-it-yoursef Retailing
Magaizne. Vol.7170,issuend, April, 1996,Pp.53-58.
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{1) Sergio Beretta , Andrea Dossi and Hugh Grove ,"Methodological strategies for benchmarking
accounting processes’, Benchmarking for Quality Management & Technology Vol 5
No. 3, 1998, pp. 165-183,
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"in our view there are at least four methodological issues critical to the
success of benchmarking projects that have not yet been adequately analysed.
These four methodological issues are:

(1) how to define the performance measures;
(2) how to achieve comparability of performances;
(3) how to identify best practices;
(4) how to evaluate the transferability of best practices.

Strategies are developed to solve these benchmarking issues or problems in
the following four sections of this paper. Then, these strategtes are summarised
in the components of a benchmarking model linking performances and best
practices. These conceptual issues and strategies, as well as the empirical
evidence in this paper, are grounded on a benchmarking project on accounting
processes promoted and managed by - CESAD (Centro Studi di
Amministrazione e Direzione di Impresa), the research centre on accounting
and management of Bocconi University, Milan. This ongoing project named
Excellence in Finance started in 1994 and has collected data on accounting
processes from about 20 large companies operating in Italy .In the concluding
section of this paper, we contend that the problems and solutions proposed here
are also of general interest and can be extended to nonaccounting processes”.
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"As competition in the 3PL industry has intensified and cost pressure has
mounted over the last decade, today’s 3PLs are faced with daunting challenges
of continuously improving their financial efficiency and competitiveness. The
continuous improvement of financial efficiency often starts with the
establishment of industry financial standards and benchmarks. In an effort to
help 3PLs establish such standards and benchmarks, this paper proposed a DEA
that was designed to analyze the comparative efficiency of 3PLs, identify
potential sources of inefficiency, recognize best-practice 3PLs, and provide
useful information (hindsight) for the continuous improvement of financial
efficiency. This paper also summarizes several major findings of this
benchmarking study and develops practical guidelines for improving the
financial efficiency of 3PLs"
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"Need for incorporation of strategic intent in every activity3

Over the years, the economies have grown leaps and bounds and the
companies themselves have outgrown several times In order to grow
further and at a rapid pace, most of themn have branched out to become
global players.. This had forced them to meet larger competition and high
volatility in the business environment they operate:

Strategy 1s the direction and scope of an organization over the long
term: Which achieves the advantage for the organization through its
configuration of resources within a changing environment, to meet the
needs of the markets and to fulfill stakeholder expectation .Every act
mitiated by the competitors or its customers of the company has far
reaching consequences. It may be that any single desire or the ambition by the
top management can alter the destiny of the company".
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(1) Innes ,J.,and F Mitchell,"The application of Activity- Based Costing in United Kingdom
s Largest Financial Instifutions "The services Industries jornal,vol.17,1997 pp190-203.

(2) Mevellec,P.&Lebas, M., ”Simultaneously Managing Cost and value: The Challenge™,
Suorce”.http://www.ifac.org, /members/] ownloads/fma/creating value/pdf.

(3) Thonson, G. and Scheles, K., Exploring Corporate Strategy, Text & Cases, 4th
ed.,Prentice-Hall, India, (2001) pp. 420-443.
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Magazine For the Performance Mapnagement Professional, Jun,200p.6.
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"The thinking behind VBM is simple. The value of a company is
determined by its discounted future cash flows. Value is created only when
companies invest capital at returns that exceed the cost of that capital. VBM
extends these concepts by focusing on how companies use them to make both
major strategic and everyday operating decisions. Properly executed, it is an
approach to management that aligns a company’s overall aspiratiohs, analytical

techniques, and management processes to focus management decision making

on the key drivers of value.” M
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(1) Copeland, Tim Koller, and Jack Murrin," What is value-based management? An excerpt
from Valuation: Measuring and Managing the Value of Companies"”, John Wiley &
Sons, New York, Second Edition, Copyright © 1994 by McKinsey & Company, Inc.
The Mckinsey Quarterly 1994 No. 3.p87..
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"VBM is very different from 1960s-style planning systems. It is not a staff-
driven exercise. It focuses on better decision making at all levels in an
organization. [t recognizes that top-down command-and-control structures
cannot work well, especially in large multibusiness corporations. Instead, it
calls on managers to use value-based performance metrics for making better
decisions. It entails managing the balance sheet as well as the income
statement, and balancing long- and short-term perspectives.

When VBM is implemented well, it brings tremendous benefit. It is like
restructuring to achieve maximum value on a continuing basis. It works. It has
high impact, often realized in improved economic performance”
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Response Revaluation ",Oxford University Press,USA;1ST Edition,2000,pp.2-249.
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(1) Santos." E-Service Quality : A model of Virtual Service Quality Dimensions™,
Management Service Quality ,2003,Vol.13,No.3,Pp.233-246

{2} Parasuraman,,A.,Zeithaml V. ,Maalhortra A."E-S-Qual: Amultiple-Item Scale for
Assessing Electronic Service Quality”, Journal of Service Researach,Vol.7, No.3.
pp-213-233.
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