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Abstract

The main purpose of this study is to evaluate the training course of bank A in guilan province using
importance-performance analysis (IPA). Therefore, 32 components of evaluation in the form of 5
dimensions of SERVQUAL model were identified and provided to the training course organizers. CVR
index was used to screen the components. Based on this, 10 components were selected in 5 dimensions.
Then, these components were provided to the students in the form of an IPA method questionnaire. The
IPA chart has four quadrants in which the components fit. In the first quarter, the components Al:
"Efficiency and novelty of equipment and teaching materials" and E1: "Facilitate discussion and
exchange of views on the subject of lessons in the classroom by teachers” were included. These are
components that are of great importance to learners, but Bank A performs poorly on these components.
In the second quarter of components A2: "The apparent attractiveness of the tools that the teacher uses
for teaching (such as books, pamphlets, slides, etc.)"; C2: "Existence of feedback system to improve the
performance of service quality” and D1: "Appropriateness of class time" which are very important for
both learners and Bank A has a good performance in this area. In the third quarter of C1 components:
"Provide appropriate study resources to learners for further study"; D2: "Flexibility of professors in the
face of the specific conditions of each learner" and E2: "Professors have sufficient specialized
knowledge" which is of low importance for students and Bank A has poor performance in this area. In
the fourth quarter, there are components B1: "Presenting content in a way that students can understand™
and B2: "Getting a better score if students make more effort", which are of low importance to students,
but Bank A performs well in these components. has it. The most important result of this research is to
ask the teachers of the next courses to facilitate the discussion for the subject of the lesson in the
classroom; Because the results showed that this component is very important for the students of this
course, but Bank A has a low performance in this field.
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