DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



DOl https://doi.org/10.3790/ccm.30.4.605 | Generated on 2025-10-31 10:28:39
OPEN ACCESS| Licensed under CC BY 4.0 | https://creativecommons.org/about/cclicenses/



	Manfred Bruhn: Messung und Sicherstellung
der Dienstleistungsqualität im Kreditgewerbe. Ansatzpunkte eines umfassenden Qualitätsmanagements
im Finanzdienstleistungssektor (Teil II)
	III. Ansatzpunkte zur empirischen Erhebung der Dienstleistungsqualität
	1. Anforderungen an das Design einer empirischen Untersuchung
	2. Durchführung der Erhebung im Rahmen einer Kunden- und Mitarbeiterbefragung
	a) Kundenbefragung
	b) Mitarbeiterbefragung

	3. Ausgewählte Untersuchungsergebnisse einer empirischen Untersuchung
	a) Kundenbefragung
	b) Mitarbeiterbefragung


	IV. Konzeption eines Qualitätsmanagementkonzeptes für Kreditinstitute
	1. Anforderungen an ein umfassendes Qualitätsmanagementsystem im Bankbereich
	2. Phasen des Qualitätsmanagements
	a) Qualitätsplanung
	b) Qualitätslenkung
	c) Qualitätsprüfung
	d) Qualitätsmanagementdarlegung

	3. Implementierung und Institutionalisierung des Qualitätsmanagements

	V. Ausblick
	Literatur
	Zusammenfassung: Messung und Sicherstellung der Dienstleistungsqualität im Kreditgewerbe. Ansatzpunkte eines umfassenden Qualitätsmanagements im Finanzdienstleistungssektor (Teil II)
	Summary: Measuring and Ensuring the Quality of Services in the Credit Industry. Approaches to Comprehensive Quality Management in the Financial Services Sector (Part II)
	Résumé: Mesure et garantie de la qualité des services du secteur financier. Vers une gestion de la qualité plus vaste dans le secteur des services financiers (Partie II)


