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Abstract

The customer is considered as a corner — stone of banking business, so all
banks with their difference in sizes and objectives should put the customer as their
starting point which they begin their operations with and their end point from
which they can judge the success achieved in their field.

Since the human element chosen to work in banks has efficient and direct
role in objective achievement predetermined by the banks themselves of which is
the keeping of as many customers as possible besides offering high quality
banking service. If people are well selected, well trained, well prepared and deli
gated work suitable with his/ her skills and desires, can do his/her work in the best
form without any close or direct control and supervision.

The most important objectives of the study are the following:

1) Contribution in developing the process of staff selection
intending to ensure justice achievement and equality of job opportunities to
all applicants with correspondence between position requirements and the
capacities and skills of the candidate.

2) High lighting the basis, techniques and principles of the selection
process which governs position occupying.

3) High lighting the training process for it’s importance.

4) Knowing the extent of service quality offered by the Sudanese
banking system from customer’s view-points.

The study three hypotheses are as follows:
1- The out put of the training process doesn’t conform with the increase in
available inputs.
2- Selection of suitable persons on the basis of efficiency and experience leads

to banking services quality improvement.



3-

There is a relationship of statistical significance expressing that the increase
in the quality of banking services is due to the increase in the degree of

sympathy with customers.

The researcher reached the following important results:

1-

Job description, actual need and efficiency are the important factors which
affect the selection process, but the relationship factor and personal
relations have a large effect upon the selection process.

The workers selection process is not clear for a great number of
subordinates and it might make it out side the prevailing rules and laws
practiced in these banks.

The study revealed the importance of measuring and evaluating the training
out put so as to benefit from the results in mastering the subsequent training
courses and identifying the short comings to be over come and to benefit
from these results so as to persuade the top management of the bank of the
feasibility of training.

Points of view and proposals of customers are not given enough attention

and response from the bank management.

The researcher gave the following recommendations:

1.

The results of the selection process should be declared with its full details
so as to convince all candidates, explaining the reasons in case of non —
selection.

A section should be established in the training sector specializing in the
evaluation and measurement of the training results.

The bank management should give special attention when selecting the
bank employees, and select them within elite academic abilities and

qualification.
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