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AI]STRACT

Bmk r! i,d lnlfrxl servlcein r Jcn ft d,nc i'nh6rq. Nhcr c.inid. rr
i'n|.'bnr Drn. (rerrvicrs ndonr! \'1.Dy rc!L do,r. nrudtrrlrd dna,logi.t'l

cungcs hrvc {r[cn pl..! Ni{hn rlr! ro' d b]rkiiS fdui!-. I lnc wiLh rh. tc id

brxrth r orc i,n.grted globr hxtr[ing rnvturnrnr Thc bmking scdo] if S'i

LrnL. h.r b..tr groNir! rrr dLt ir rhe rtrefl r \. S$vl.c! scclor rccorf6 j6.:o4

!l C.o$ Don.! c l}.du.r irr sri I JIrn oc.nom]- \l,i.h n ( rc Ii !lr.! ir.l rdo,s

$lir.. fu rh. li ir.Lrl sc !i..s xh cr iLrclL'dcr brnIing ifdun ] .!t brlc 9 791 ro

rohLC'.s lrnnen. ltodtrcr ltr rhr in Sri LriIn. ]nia .irl s!!cn ol rh! c.url'j"

niiL) don.rdi.r hrDkif-! rrndn tu.rtr\c bxDlin! 5.do...pi.scrs x shftc or

703% ot roriL rirxfcia \rftn oflh. ctunlmr. Th. rxpilLlj-.I'rngi'rg rfd lrigrt
c!npcrirLrc .rvl .,nrn \hich l Dks rc lnr.d n, opcrrtc rrllhir arc ptr\,i"! llLc r
rodr,i'ikab.trrrre;rtrirudr{o\ttrLsupli''zIo ils.rvi!.qrinJ.

CoD!.prLrl n:re$o.l ol rlri\ .r\!Md, ,L.i brLLt br_ look n! ar the d ncnsiotrs ol

rrfgibill). r.lxbi nr. rsurrDc!. r!\ron\ivrn$\ xfd c 'pdlr) A.s.d .f rr,c

.onrcri.i!. srnf ir:l r.. qtrc j0 (nn'mft \c.. lcirdcllrs (hc srtrrolc iLlrhc

(ucniotrtrxi:.s \rrc d vidcd intri 1r! pr s lh! liEr pi( o|rr. quenioomi'e i\ n]r

di.co l..ri.D.ailt pc.nnix innn,xrioorli. rlr pcroD \ ]o li klrrcqEnlotrnairc

'er!,nr inllnn.r oi consis6 .l n.noia -lcnilc . rsc. itrco/nc. nr.ihl $ttr.
edtrcar or, c*l d incoric.1[! *cotrd |trt is to gd ]derlli'i3 se !i.c qLxLi{y lcvcL

friidds l..diotrrr!iliotri SlrR rnd RDB tr!ing rl,os. liv. r.ii.bles oliell.blir!.
i. p i ..r ..1 ..r

l'1 1 'nB I

' 
.. d...o li' ri' 4 / tr

,:t ,...o:rs,n ,,r
w$ dclclop(i o. si,RvQlr'\l nn,J. ol so,licc qLdttrThe gdheld dxlr \!{c
rMLlrell trlnig pl..hi!, lir Lhrb rnJ lintLurJ_ {rbt r'crc 0scLlro pre*ni tlt
durolnplri. lid. \ ol oalonc6. Fr.q0$c! iibes neitr rrd drndrrd devirtn,n

\cr tr\.d 1o nL nni ize the level ol t{.rl!dd s..ricc ., ilit! .rrd ns diDefs oit
lndrpetel \aDrp. r ts.fd ANOVI \!de urJ b.vrLL'I! lir obicdivcslonrcd i'r



Indepcndenr sahple t k{ shoLvcd ih& rherc n a si$ificance d lte,ence ofperccived
senice.mtiry in rcnft ofrlneibili+ reIabitj9. r$uramc, empahy aod ovdatl
servlce qoalit), and rtrrc js no ssnificance dille,.nr ot5e*ire q0aliry in 10flns df
'espo'sivcnes bcrween holh Saiasa Devclop,ncrl Brnk (jDts) and Regioml
D$elopmeii Brnk (JiDB) ji /\ualan disricr ,{NovA showed ihar ttjere i ,o
ditltrencc a',ong $e.oDn,mersroups hlscd on thendemoeephic thctoB in tc.m, ot
evahDriotr.lseryicequalirrprovided by tj.rh SDB and RDR
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