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An overview of the important and basic concepts and principles of
"Total Quality Management"*
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Zahra Alipour Darvishi *?
Somayeh SaebNia *

Abstract

The purpose of this research is to review the concepts and important principles of "Total
Quality Management”. In recent years, much attention has been paid to the needs of
customers in relation to service quality levels. High levels of customer service are used as a
tool to achieve competitive advantages, in parallel with increasing customer awareness of the
services that can be provided by banks and other financial institutions. Increasingly, they
show sensitivity towards the quality of services received, in order to maintain long-term
relationship and customer satisfaction, banks must know how to provide high quality
services. This research deals with the library method of reviewing the concepts and important
principles of "Total Quality Management".
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