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Abstract

The importance of bank branches in the banking system is indisputable due
to intermediation function between the customer base and bank itself. While
bank's branch is an important deployment tool of the banking business
volume, bank branch network performance has a significant impact on bank
performance as a whole. Because of changes in customer attitudes and profit
pressure, banks led to a multi-channel distribution model and trying to shift
processing services to online and mobile channels. However, the desires of
customers to interact with bank, consultary services given in the branch,
high-value transactions, special services and etc., bank branches will
continue to be an important part of the system in the future. The studies in
the literature on bank branches draw attention to the importance of
performance and reveals the results directly affect the performance of the
bank. Bank branches in the area dealt with in the performance of their
activities in three areas; operating efficiency, profitability efficiency, and
service quality efficiency. This study examines the performance of the bank
branches taking into account by multi-criteria decision analysis, and
customer satisfaction.
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Banka Sube Performansinin Gok Kriterli Karar Analizi ile
Degerlendirilmesi

Oz

Bankacilik sisteminde banka subelerinin misteri tabani ile banka arasinda
gordugi aracilik fonksiyonu nedeniyle 6nemi tartisiimazdir. Banka subeleri
bankacilik is hacminin énemli bir dagitim araci olmakla birlikte banka sube
agl performansi bir biitliin olarak banka performansi lizerinde 6nemli bir
etkiye sahiptir. Misteri tutumundaki degisim ve kar baskisi bankalari ¢ok
kanalli dagitim modellerine yoneltmekte islem hizmetleri ¢cevrimigi ve mobil
kanallara kaydiriimaya calisiilmaktadir. Ancak misterilerin ¢alistiklari banka
ile etkilesim halinde olma istegi, subelerde verilen danismanlik, ylksek
degerli islemler, 6zel hizmetler vb. nedeniyle bankalarda hizmet sunum
noktasi olarak banka subeleri gelecekte de sistemin 6nemli bir pargasi
olmaya devam edecektir. Literatiirde yer alan calismalar da banka sube
performanslarinin 6nemine dikkat ¢ekmekte ve bankanin performansini
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dogrudan etkiledigi sonucunu ortaya koymaktadir. Banka sube
performansinda ele alinan etkinlik alanlarinin; isletme verimliligi, karlihk
etkinligi, servis kalitesi etkinligi olmak tizere lg alanda toplandigi goriliir. Bu
¢alismada banka sube performansi misteri memnuniyetini dikkate alan gok
kriterli karar analizi ile incelenmistir.
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