WS
i paa A (VMEA) 3131 g dSacd) alie Jabila (3 sk oo Cld) ady) jalaa aal
Sha) A gal) 4
Determining the sources of deviations using the fishbone diagram
and the VMEA tool in the International Islamic Trust Bank

Warith Scientific Journal

Calgn Cld Gty 3 sl Ol plla £ 148 34,0
Zainab kalaf Younis Dr. Nada Salih Alshaheen
altaeezainab86@gmail.com dr.n.alshaheen@gmail.com
A ) i) el / & ) i A1) A ) i) Al / &y ) i A1)
Technical Administrative College, Technical Administrative College,
Middle Technical University Middle Technical University

oaldiall

i yaal) (B A pead) Ledll dud Hl) Gailadll (V1) Gl aae jlias s Cargiual) ¢ 1aY) ppans I Canill 138 Cangy
4 yeaall dadall 2 o) Gl jhaliie andl g sk g ASeud) alic habida g (VMEA) L8l Jadad g o) puda g aladinly
Lol Cand) Cilaa) 3iacl A5aS o Hia) a3 (Al (DY) sal) A8 (o peaa & (VRPN) cobilll shla 4yl 31l alasinly
&5 ahasy) sl A8 G e g (Ll Lediad) 48 jemall daddll elaf e i Sl jai) aleasy Jiat sl AlK5s
& Osbapally g unall e Al e e (13) o DY) a5 oy bl gen 8 e il LaSl) Cullu) alasiud
OS5 «(SPSS V.23; Microsoft Excel)) gl aladiuly dibaay) cullud) cuaadin) lilyl) dallas Ciagrs <o peaal)
L il s Lgdiat g At Il il a1 jaliae waad e 4 peadd) cileaddl 8 caels (VMEA) 310 ) s zUsuy 5 )
iy (V) dal el 8 leeandllli &3 () aey Cal D jaan (20) Laae allly elaV1 e )8l Y1 aidii &3
3 lgall 5 4 jaall ) jlalaall 5 5)3) b Galebad) (55 Jiahy 43l & e 5 Lol ol paiB jaan (43)0 dSaud) alae habde
A5l Sl 51w g e Jandl s i Hl1 eV (ailiad 8 il jaiV) jslias el s yaatl (VMEA) slal Gk b
D) Qs il g 310 e slaie W15 4 jeaall cilaadll dangiuaal 33 5al) e Jgeanll Ciagy £18Y) 48 ey Lay
8252l B 1o} and g Hhalaall 3 1) and 93 Jardl A (e Q1A jalias andils g Gl aiYL sl Adee A (VMEA)
Lo Loaiiall Cldl aiV) Egaa Jla da 5O chladlaall A g culdl ai¥) jalias aaad YA (e )oY 8252 laa Cang
(VMEA) Ll Jalas ol auza 5 5130 56 (1 51S00) dSandl alae Jaladie sdalidal) culalSl)

Abstract :

This research aims to determine the target performance and sources of uncertainty (deviations) for the
main characteristics of the banking service in the bank using the variance mode and effect analysis
(VMEA) and the fishbone diagram, and to identify and evaluate the variance risks during the provision
of the banking service using the Variation Risk Priority Tool (VRPN) in the International Trust Bank
The Islamic study that was chosen as a sample to achieve the objectives of the research. As for the
research problem, it is represented in the sources of deviations that affect the performance of the
banking service provided to customers in the International Islamic Trust Bank. Quantitative and
qualitative methods were used in collecting data and the questionnaire was distributed to (13) random
samples of officials and employees in the bank, and in order to process the data, statistical methods
were used using the program ((23; Microsoft Excel.SPSS V), and the most prominent conclusion was
that the (VMEA) tool in banking services helped to identify the main sources of deviations and classify
them according to their impact, and then diagnose the most influential (20) sources of deviation on
performance after they were diagnosed In the early stages, using the fishbone diagram with (43) sources
of deviation. As for the most prominent proposal, it is training workers in risk management to gain
knowledge and skill in applying the (VMEA) tool to identify and diagnose sources of deviations in the
main performance characteristics and work on developing the necessary recommendations to ensure
the accuracy of performance With the aim of obtaining the target quality of banking services and
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relying on the VMEA tool in the process of forecasting deviations and diagnosing the sources of
deviations by activating the role of Risk Management Section and Quality Management Section in
order to ensure the quality of performance by identifying the sources of deviations and preparing the
necessary treatments in the event of the occurrence of predicted deviations.

Keywords: Fishbone diagram (Ishikawa), Variation Mode Effect Analysis (VMEA) tool.
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