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6.1

211
66
37
380
221
112
41
380
264
9
31
380
260
14
46
3680
269
14
37
360

%
12.89
17.31
9.74

100
59.74
29.47
10.79

100
69.47
20.79
9.74

100
68.42
19.47
1211

100
10.79
19.47
9.74

100

152

152
110
25
17
152
110
17
25
152
127
17

152
118
25

152

%
100

100
12.31
16.45
11.18

100
12.31
11.18
16.45

100
83.55
11.18
5.26

100
11.63
16.45
592

100

125
66
37
228
117
87
24
228
154
62
12
228
133
57
38
228
151
49
28
228

163

%
54.82
28.95
16.23

100
51.32
36.16
10.53

100
67.54
2119
5.26

100
58.33
25.00
16.67

100
66.23
21.49
12.28

100



152

82 % 6 %
2 0-3
28% ,8-11
13 %
3. , - 1
8 %
4,
62.11 %
5.
17 %
6.
29%
1
21 %
8.
20 %
9
20 %
3680
40 %
L 100 %
2. 2 %.
1%
3. 2 %

11%

164

48 % 14-7
12

2 %

3789 %

13 %
10 %
60 %
11 %
0 %
9%
68 %
12 %
1 %
9%

17%1

%1



6%

1-3

83 % 1

8%1

(FAQ)

17%1

11 %,

165

6%
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ATM Smart Card



6.2

6.2.1

1

1
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Statement



6.2
A QupniPLI " Knng ()
(1) 1 2 1 14
¥ 1 5 23 29
(3) 0
2 I 34 43
(1) 2 2 20 24
2 ) 0 5 14 19
(3) 0 0 0 0
2 7 34 43
3 (1) 1 5 17 23
2 1 2 17 20
2 l 34 43
(1) 1 JA 8 10
2) 1 6 24 3
(3) 0 0 2 2
2 7 34 43
(49)
67.44 % 32.56 %
44.19 % 1
46.51 %

2326 %

50.00%
50.00%
0.00%
100.00%
100.00%
0.00%
0.00%
100.00%
50.00%
50.00%
100.00%
50.00%
50.00%
0.00%
100.00%

53.49 %

28.57%
11.43%
0.00%
100.00%
28.51%
11.43%
0.00%
100.00%
71.43%
28.57%
100.00%
14.29%
85.71%
0.00%
100.00%

%

32.35%
67.65%
0.00%
100.00%
58.82%
41.18%
0.00%
100.00%
50.00%
50.00%
100.00%
23.53%
70.59%
5.88%

100.00%

55.81

72.05 %

32.56%
67.44%
0.00%
100.00%
55.81%
44.19%
0.00%
100.00%
53.49%
46.51%
100.00%
23.26%
72.09%
4.65%
100.00%

%
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2 (45)
6.3

15 () %
0 0 1 4 5 00W 1429% 1176% 1163%
® 1 6 2 N 00 7% 64T0% 6744%
Q) 10 8 9 H000% 00% 235% 209%
2 1 Rl 43 100.00% 100.00% 100.00% 100.00%
0 0 2 A B 00W% 285M 6LIG% 5349%
20 2 5 119 10000% T14% 352  4419%
Q) 0 0 1 1 00W 000% 2% 23%
2 1 Rl 43 100.00% 100.00% 100.00% 100.00%
S 00 6 6 00 000% 176 1395%
0 2 7 B 3 10000% 10000% 8235% 86.05%
2 1 A 43 100.00% 100.00% 100.00% 100.00%
M o 2 1 13 o0 285 RB% 0%
0 25 a0 B 10000% TL4% 6LT6%  65.1%%
® o 0 2 2 0% 00 588%  465%
2 1 R 43 100.00% 100.00% 100.00% 100.00%

(45)
67.44 % 11.63%
2093 %

53.49 % 44.19 %
86.05 % 13.95 %



65.12 %

30.23 %

1711



4.3

6.4

16
16

34
19
15

N Ol e, NN O = -
Ed I« B S » B DG B N I ae B N 2 |

34

23
1
34
12
21

O = =, D O o
O OO =~ N o

51.16 % 44.19 %

48.84 %
30.23 %

(4.3):

22
19
2
43
22
21
0
43

30
13
43
14
28

1

43

(43)

50.00%
50.00%
0.00%
100.00%
50.00%
50.00%
0.00%
100.00%

100.00%
0.00%
100.00%
50.00%
50.00%
0.00%
100.00%

11.43%
28.57%
0.00%
100.00%
28.57%
11.43%
0.00%
100.00%

11.43%
28.57%
100.00%
14.29%
85.71%
0.00%
100.00%

69.77 %

172

%

47.06%
47.06%
5.88%
100.00%
55.88%
44.12%
0.00%
100.00%

67.65%
32.35%
100.00%
35.29%
61.76%
2.94%

100.00%

51.16 %

51.16%
44.19%
4.65%
100.00%
51.16%
48.84%
0.00%
100.00%

69.77%
30.23%
100.00%
32.56%
65.12%
2.33%
100.00%

65.12 %
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3256 %



4.2

6.5

proposal

R O D O D O D o

—_ =, N O

o o

_n o B~ W N o ol N

—_— O o1 D N O

sitemap

13
21

34
il
16

34

15
19
34
12
21

34

15
28

43
20
22

43

16
21
43
15
21

43

0.00%
100.00%
0.00%
100.00%
0.00%
100.00%
0.00%
100.00%

0.00%
100.00%
100.00%
50.00%
50.00%

0.00%

100.00%

(4.2) :

website

28.57%
11.43%
0.00%
100.00%
42.86%
57.14%
0.00%
100.00%

14.29%
85.71%
100.00%
28.57%
11.43%
0.00%
100.00%

174

%

38.24%
61.76%
0.00%
100.00%
50.00%
47.06%
2.94%
100.00%

44.12%
55.88%
100.00%
35.29%
61.76%
2.94%

100.00%

34.88%
65.12%
0.00%
100.00%
46.51%
51.16%
2.33%
100.00%

37.21%
62.79%
100.00%
34.88%
62.79%
2.33%

100.00%



51.16

%

31.21 %
3488 %

46.51 %

61.76 %

175

(4.2)
38.24 %
62.79 %
62.79 %



11

6.2.2

6.6

R O D O D O D o

D O D O Do

— O B~ LW N o1 P

-~ O B W NN O O =

10
23

34
2
13

34

15
19
34
1
22

34

1
31

43
24
19

43

17
26
43
14
28

43

0.00%
100.00%
0.00%
100.00%
0.00%
100.00%
0.00%
100.00%

0.00%
100.00%
100.00%

0.00%
100.00%

0.00%
100.00%

14.29%
85.71%
0.00%
100.00%
42.86%
57.14%
0.00%
100.00%

28.57%
11.43%
100.00%
42.86%
57.14%
0.00%
100.00%

176

%

29.41%
67.65%
2.94%
100.00%
61.76%
38.24%
0.00%
100.00%

44.12%
55.88%
100.00%
32.35%
64.71%
2.94%
100.00%

25.58%
12.09%
2.33%
100.00%
55.81%
44.19%
0.00%
100.00%

39.53%
60.47%
100.00%
32.56%
65.12%
2.33%
100.00%



%

55.81 %

65.12 %

44.19 %
39.53 %
32.56 %

FAQ

72.09 %

(1)
2558 %

177

60.47



Analysis)

48.84 %

R O =, N O P O

R O D O D o o

48.84 %

-~ OO o ol N - O

O g1 O g4 S e

14.42 %

(12):

5.Q.5.(Service Quality

8 0.00%
32 100.00%
3 0.00%
43 100.00%
20 50.00%
21 50.00%
1 0.00%
43 100.00%

10 0.00%
3 100.00%
43 100.00%
19 0.00%
28 100.00%
2 0.00%
49 100.00%

12)
18.60 %

14.29%
1143%
14.29%
100.00%
1143%
28.51%
0.00%
100.00%

14.29%
85.71%
100.00%
61.54%
38.46%
0.00%
100.00%

76.74 %

178

%

20.59%
13.53%
5.88%
100.00%
44.12%
52.94%
2.94%
100.00%

2647%
13.53%
100.00%
32.35%
61.76%
5.88%
100.00%

18.60%
14.42%
6.98%
100.00%
43.84%
43.84%
2.33%
100.00%

23.26%
16.74%
100.00%
38.78%
57.14%
4,08%
100.00%
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23.36 % 57.14 %

38.78 %

9-10



6.8
21
0 o
9 1
3 !
2
0
20 )
9 o
2
o )
9
2
0 o
9
§
2
81.40 %

65.12 %

()
1 5 6
LB
2 4 7
%8
S
5 B B
1 0 1
ey ==
2 6 8
B/ o8\ N
A, OZHAL \\
2 8 10
e =
1 0 1
% 8
2.)
69.77 % 13.95

58.14 % 39.53 %

18.60 %
30.23 %

0.00%
50.00%
50.00%
100.00%

0.00%
100.00%

0.00%
100.00%

0.00%
100.00%
100.00%

0.00%
100.00%

0.00%
100.00%

14.29%
57.14%
28.51%
100.00%
14.29%
1143%
14.29%
100.00%

28.57%
1143%
100.00%
28.51%
57.14%
14.29%
100.00%

%

180

1471%  13.95%
1353%  69.77%
11.76%  16.28%
100.00%  100.00%
47.06%  39.53%
5294%  58.14%
0.00%  2.33%
100.00% 100.00%

1765%  18.60%
6235%  8140%
100.00%  100.00%
2353%  23.26%
1647%  7442%
0.00%  233%
100.00%  100.00%

16.28 %
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6.9

00 ¢cqiqocol

58.14 %

N O N O N =

RN O NN O NN O =

22

i)
iy

\IOOI—‘\II—‘U'II—‘_
r

15
19

12
2

— O o = o

41.86 %

10

50.00%

12

% 5000%
3 000%

£ 10000%
B 0.00%

% 10000%
0 0.00%

£ 10000%
20 5000%
B 5000%
B 10000%
B 000%

2 10000%
1 0.00%

43 100.00%

65.12 %

%

14.29%
1143%
14.29%
100.00%
14.29%
85.71%
0.00%
100.00%

57.14%
42.86%
100.00%
14.29%
85.71%
0.00%
100.00%

22)
2191 %

2941%
64.71%
5.88%
100.00%
50.00%
50.00%
0.00%
100.00%

44.12%
55.86%
100.00%
35.29%
61.76%
2.94%
100.00%

53.49 %

21.91%
65.12%
6.98%
100.00%
41.86%
58.14%
0.00%
100.00%

46.51%
53.4%%
100.00%
30.23%
67.44%
2.33%
100.00%



46.51 %
67.44 % 30.23 %

rotate (on the job training)

(23):

183



6.10
2.3
0
3
0
2 @
9
S
0
13.95 %

15
14

34
19
15

N O =), N O D o
- O o1l NN -, Ol

34

17
i
34
15
19

NSO NN O N e
- O B W N O

34

48.84 %

50.81 %

58.14 %

184

%

16 000%  1429%  44.12%
2 10000% 7143%  41.18%
6 000%  1429%  14.71%
43 10000% 100.00% 100.00%
2 50.00% 2857%  55.88%
2 5000% 7L43%  44.12%
0 000%  000%  0.00%
43 10000% 100.00%  100.00%
19 50.00% 1429%  50.00%
24 5000% 85.71%  50.00%
43 10000% 100.00%  100.00%
18 000% 42.86%  44.12%
25 10000% 57.14%  55.88%
0 000%  000%  0.00%
43 100.00% 100.00%  100.00%

(23)

3721
51.16 % 48.84 %

44.19 %

41.86 %

37.21%
48.84%
13.95%
100.00%
51.16%
48.84%
0.00%
100.00%

44.19%
55.81%
100.00%
41.86%
58.14%
0.00%
100.00%
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} (3.1):

Best Practices



31

6.11

41.86 %
44.19 %

4419 %

N O -, N o D o

N O = kDo

(
3
4
0
7
2
5
0
7
2
5
[
2
5
0
7
53.49 %

14
17

34
16
18

34

16
18
34
16
18

34

17 0.00%
23 100.00%
3 0.00%
43 100.00%
19 50.00%
24 50.00%
0 0.00%
43 100.00%
18 0.00%
25 100.00%
43 100.00%
19 50.00%
24 50.00%
0 0.00%
43 100.00%
(3.1)

39.53 %
58.14 %

42.86%
57.14%
0.00%
100.00%
28.571%
71.43%
0.00%
100.00%

28.57%
71.43%
100.00%
28.571%
71.43%
0.00%

100.00%

%

186

41.18%
50.00%
8.82%
100.00%
47.06%
52.94%
0.00%
100.00%

47.06%
52.94%
100.00%
47.06%
52.94%
0.00%
100.00%

55.81 %

55.81 %

39.53%
53.49%
6.98%
100.00%
44.19%
55.81%
0.00%
100.00%

41.86%
58.14%
100.00%
44.19%
55.81%
0.00%
100.00%



3.2

%

187

Best Practices

6.12
() %
(1) 0 3 16 19 0.00%  42.86%  47.06%
v 2 4 16 22 100.00% 57.14%  47.06%
(3) 0 0 2 2 000%  0.00%  588%
2 ! 34 43 100.00% 100.00% 100.00%
(1) 1 4 20 25 50.00% 57.14%  58.82%
(2) 1 3 14 18 50.00% 42.86% 41.18%
(3) 0 0 0 0 0.00%  0.00%  0.00%
2 7 34 43 100.00% 100.00% 100.00%
(1) 0 8 20 23 0.00%  42.86%  58.82%
v 2 4 14 20 100.00% 57.14%  41.18%
2 7 34 43 100.00% 100.00% 100.00%
(1) 1 4 18 23 50.00%  57.14%  52.94%
2) 1 3 16 20 50.00%  42.86%  47.06%
(3) 0 0 0 0 0.00%  0.00%  0.00%
2 I 34 43 100.00% 100.00% 100.00%
(32)
51.16 % 44.19 %
58.14 % 41.86 % 53.49

46.51 %

44.19%
51.16%
4.65%
100.00%
58.14%
41.86%
0.00%
100.00%

53.49%
46.51%
100.00%
53.49%
46.51%
0.00%

100.00%



53.49 %
1
8
6.13
3.3
()
@
®)
)
2 @)
@)
3
0
@
@
@
®)

46.51 %

N O = > N O D o

N O = N N O

- O w B~ g4 o o1 N

W NN =
BB O &~

- O w

(3.3):

Best Practices

12
21

34

19

15

34

17
17

34

14
28

43
24
19

43

17
26
43
22
2

43

0.00%
100.00%
0.00%
100.00%
50.00%
50.00%
0.00%
100.00%

0.00%
100.00%
100.00%
50.00%
50.00%

0.00%
100.00%

28.57%
71.43%
0.00%
100.00%
57.14%
42.86%
0.00%
100.00%

41.18%
58.82%
100.00%
57.14%
42.86%
0.00%
100.00%

%

188

35.29%
61.76%
2.94%
100.00%
55.88%
44.12%
0.00%
100.00%

42.86%
57.14%
100.00%
50.00%
50.00%
0.00%

100.00%

32.56%
65.12%
2.33%
100.00%
55.81%
44.19%
0.00%
100.00%

39.53%
60.47%
100.00%
51.16%
48.84%
0.00%
100.00%
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33)
65.12 % 3256 %
55.81 % 44.19 % 60.47 %
3953 %

51.16 % 48.84 %

j

i

)

3

4

9 (4)



%

4419 %

0 2
0 1
2 4
2 7
0 3
2 3
0 1
2 7
0 3
2 4
2 7
1 2
1 2
0 3
2 7
46.51 %
51.16 %
32.56 %
4419 %

()
9 11
19 20
6 12
3 43
17 20
17 22
0 1
3 43
11 14
23 29
3 43
16 19
16 19
2 5
3 43
(41)
25.58 %
46.51 %

0.00%
0.00%
100.00%
100.00%
0.00%
100.00%
0.00%
100.00%

0.00%
100.00%
100.00%
50.00%
50.00%

0.00%
100.00%

28.57%
14.29%
57.14%
100.00%
42.86%
42.86%
14.29%
100.00%

42.86%
57.14%
100.00%
28.57%
28.57%
42.86%
100.00%

%

190

26.47%
55.88%
17.65%
100.00%
50.00%
50.00%
0.00%
100.00%

32.35%
67.65%
100.00%
47.06%
47.06%
5.88%
100.00%

2191 %
67.44

25.58%
46.51%
27.91%
100.00%
46.51%
51.16%
2.33%
100.00%

32.56%
67.44%

100.00%
44.19%

44.19%
11.63%
100.00%
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4
L rotate
2
3
0
10. (44):
one stop service
2
1 )1 2



6.15
44

48.84 %

—
—
N

N O, N, -

N O = el N O s

48.84 %

_—_ O B Wwo N O P o

N O W B~ = N o

()

13
18
3
34
17
17
0
34

15
19
34
14
17
3
34

(44)

44.19%

19
21

43
2
22

43

21
22
43
19
2

43

51.16 %

50.00%
50.00%
0.00%
100.00%
50.00%
50.00%
0.00%
100.00%

50.00%
50.00%
100.00%
50.00%
50.00%
0.00%
100.00%

%

11.43%
28.57%
0.00%
100.00%
42.86%
57.14%
0.00%
100.00%

11 43%
28.57%
100.00%
57.14%
42.86%
0.00%

100.00%

51.16%

48.84 %

192

38.24%
52.94%
8.82%
100.00%
50.00%
50.00%
0.00%
100.00%

44.12%
55.88%
100.00%
41.18%
50.00%
8.82%
100.00%

44.19%
48.84%
6.98%
100.00%
48.84%
51.16%
0.00%
100.00%

48.84%
51.16%
100.00%
44.19%
48.84%
6.98%
100.00%

48.84 %
44.19 %
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ATM

193

(46)

Smart Card



6.16
4.6
0
0
g
0
)
8
o
0
0
0
g
30.23 %
79.07 %

RO O RN O D O PO O

RO O = N O

46.51 %

ATM

N - NN >~ g B w

- OO B WO N O O -

()
4 5
20 25
10 13
34 43
17 20
17 23
0 0
34 43
6 9
28 34
34 43
15 20
i 20
2 3
34 43
58.14%
5349 %
2093 %
46.51 %

SMART CARD

0.00%
100.00%
0.00%
100.00%
0.00%
100.00%
0.00%
100.00%

0.00%
100.00%
100.00%
50.00%
50.00%

0.00%
100.00%

14.29%
42.86%
42.86%
100.00%
42.86%
57.14%
0.00%
100.00%

42.86%
57.14%
100.00%
57.14%
28.51%
14.29%
100.00%

(46)
11.63%

46.51 %

%

194

11.76%
58.82%
2941%
100.00%
50.00%
50.00%
0.00%
100.00%

17.65%
62.35%
100.00%
44.12%
50.00%
5.88%
100.00%

11.63%
58.14%
30.23%
100.00%
46.51%
5349%
0.00%
100.00%

2093%
19.01%

100.00%
46.51%
46.51%
6.98%
100.00%



2

2 ATM
SMART CARD

3

) (47

195

ATM



3121 %

6.17
4.7

@ 0
@ 2
e 0
2
0 0
2 2
0 0
2
@) 0
@ 2
)
n 0
0 2
e 0
)
62.79 %

3121 %

39.53 %

O o1 PN B

—_—_ O W BN O O P

()
1
20
3
3%
12
2

0
34

14
20
34
14
20
0
34

(47)
023 %

13
21

43
16
21

43

17
26
43
16
21

43

0.00%
100.00%
0.00%
100.00%
0.00%
100.00%
0.00%
100.00%

0.00%
100.00%
100.00%

0.00%
100.00%

0.00%

100.00%

6047 %

23.51%
1143%
0.00%
100.00%
57.14%
42.86%
0.00%
100.00%

42.86%
57.14%
100.00%
28.51%
1143%
0.00%

100.00%

196

%

32.35%
58.82%
8.82%
100.00%
35.29%
64.71%
0.00%
100.00%

41.18%
58.82%
100.00%
41.18%
58.82%
0.00%

100.00%

62.79 %

62.79 %

30.23%
62.79%
6.98%
100.00%
37.21%
62.79%
0.00%
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(3) 0 0 0 0 0.00% 0.00% 0.00% 0.00%
2 I 34 43 100.00% 100.00% 100.00% 100.00%
(1) 0 4 15 19 0.00%  57.14%  44.12%  44.19%
2 ) 2 3 19 24 100.00% 42.86%  55.88%  55.81%
(3) 0 0 0 0 0.00% 0.00% 0.00% 0.00%
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