053Md 3Ma905330¢0l obgeErMmdol MmgeErsg3ol Lsbgedfogm
mB0og9MLoGHYG0

bgwbsfigMol mawmgdom

05956 53¢m5dg

15d363m 3MmEgLgdol M3E030BsE0d s LdEIM FmMALbM9dOlL
989d3H056Mds  Logo®mzgemU 35630l Togserom By

9306™3030L MJE™MMoL 3509domMo badolbols
9b3M390o@ HoMra9b0w0 oL EHIE0OL
533 MmMm9gxuxgms@o

09530, 2025



LodmBom g gdME0s BLBO3 053Mmd 3Mgd5d30e0l  Lobgermdol
9o30L Labgwdfoxzm Mboggmlio@g@ol bmaosw® 93609 gdsms,
30Bbglols o BOdsMMEOlL B3 EHIGDY. (»390mygbgdomo
930603030l Ly MJGHMOM Lods6TbsMNW G M FOrIMYG5Ts)
U5393b0gMM bgeaddmzsbgero: 93mbmdozol md@mo, 3GMxIL@MOO Jo0s
3mbsdzowo
0999g35L98¢gd0 (M9396%9g639d0):

1. 0.93™390593000L LobgErMdol MgEsgols Labgdfoxzm
160396ML0GHYGHOL 3MMRILMOO0, 930063030l MJBHMEMO Bsbs
6063058300

2. 3605060l 93mbmdo3oLs s 36OrMabmbocMmgdols 0blGoE™EU,
L59M5MMHOLM BobsBbLYDIOL 33093900L ASbYMTBOEIGOOL 4589,
36MHMRGLMGO0, 93068030l 893b0gMHgdsIMs MEHMO0, Egbs dcMHBYb3M

©5335 99005 2025 (ol 11 mg@mddgel 12.00 LssmDdy. 05300
3M9059300l  Bobgamdol mgEsgol Lobgdform  MboggMbodgEol
bmEose)® 3936096090505, d0BbgloLs s LEFsGWOL Bs3MEEHIEOL
LoOLYIOEIEOM 3Mg00L BbEMTsby, I 300H39L0, IT LoGomveno, mglomls
93069 MBsBO.

doLsdsM™0: LoJoMMZge M, MYEs30, 2200

JoOmMEo M6039MLoE GOl JmPs #1 Ggan: +995 350 27 24 01
OoLYOESE00L go3bmds 90dEgds MgEsgol Lobgwdfogm «bo39MLOEIEGOL
d0dWOM™93590 1 53EHMMIBIMGHOL 390 -339M©DY: http://tesau.edu.ge
LoOLYOESE0M LodFMb d03560: MYLwY-Us 3OHMGBILMEO:,

9306m3030L MmdGHMMO : 05 X0dd0Esd300



0990l 5gGHwyoErmdd

30Bbgls 3MIM3EgLO - Lsd63M LgdBMOTo doBbYL 3BIMEILO FrEOLlbIMBL JMMT6gmBY
©5393006090M0  §d9gdgdol 9B 90mEsbgdol  9HMMIOMBSL,  MHMIGdO;
903560 3163090 JoBHOL 2oblobmM (309w qdMs©, MHMYMOOEIS 5QOOMO©
mabob®qds 96 3MMIGH0. O™ 3OMEILL 39ogl dsldo Mdserm RsMIIO
dbo6y/8mbsforg, GMIgeog 3sLbolidygdguos Bgdmm s0bodbmwo  Jdgwgdgdol
d9LEOHMYOSBY. 3BIMEILOL dmsm dmbsfowg 5Ol MMM ImdbBIsMgdgwro, sg39
3063609@ o d0BbgL 9HMGol MobsddMMAgEro. 35633900 3MMELYO0 BsdsbIM
0bLGHOGMGHJd0  ofjygds  IMIbAsMYOEoL  Fmbmzbom s FMOZMYdS
dmdboMgdobom30L 3:mb3MgEMEo J9090m.

Lods63M LgdBHMOTo 3MME9LYOOL 9M59BIJBHIMSE FoMMZd, LoFoMm MLMMLYdOLS o
6BIORJOOL 5MI6BBIM0 Q5B gds, dmALabmEMgdol baGolbol 99306093 o
Lodmemm  xsddo  99dmbiogengdol d98306M9ds 39Bs306HMdYdOL  Lozombols Lowdobgmen
d9bPogamsls o  33e935L, GMIWol  3oM3z9gw  BsdoxlL  3OHMEILYOOL MG
PotBmo9bL.

00Bbgl  3OMEglo  FoMmBmoygbl dmJdggdoms  oEIBoE  MBT0TPYZOMBSL,
dgo3 Imombmgl 2oblsbwzme JqLsligzergwls, HglryOLYOL, M3 5930 IOIE0s
Lodmdomms  M9oobooolomzgol/  8mdbobrMgdol  asfg3olomzol.  Mibeme
@woBJMsGMEsdo(M. Weske; 2012) d50BbgL-3Gm3980 (o®dmagboros Hmam s 9Hmo
56 ©58m©9b0dg MM00gMH3530M90M0  M39MO(305/3MMEIGS, MMIJEOo;
98LsbMMgds 39633990 doBbol Bomg3sL.

©O90LOIMZ0L 96 5MLYIMBL dOBBYL-3OMglol  GOMMOsbO FHO3MEMA0s. STOFEH ™I,
9OHOOOMMOE 359m0gqbgds d0BBYL-3MMEgloL bgoIlbgsazsMm0  2obloBO3G..
353. d0MH0MOO 3MM(39L0, FMO35M0 3OMEILO, BALYMEMdoL d98Jdbgwro 3MMmiEgLo,
Lofo®dmm  3OmEglo s 5.8.  3mA3600LOMZ0L  EsTobILOSMGIJE  3BIMF9LYOL



Do60mo9696  99339000L  TgubOMEgds, 3OHMEJGHOL 093 dsg390s,  3MB3s6ool
oOmmM3d, 3OHMEJ300L Fofimgds. gmgger 333560580 sOLYGdMOL IMAOLSIMZ0L
G0309IM0,  MOD0YONE35300609dMwo  BOBBYL-3OM3gLo, OHMIgEms  JoBsbos
36 J300L/dmaBobEmdol 0oMgdmEgdol d9ddbs s ©950BsE0s

(Boggeodzoo ¢»; 2018).

056589000Mm39 30MIgo0m, 9539dEH06MdOL Jobomgzo, LsFoMms FsemN30BsEIO
36MHmEqLvEo doymds, MHMIGOoE 996005690l obLEBOZMME doBBYL-3MM(39LgdL.
350mm30L M5b59gM™39 LoliEgds 953dbgds 9999y 0M0MSE FoEYMIYOL:

b56HOLLOL FomMZ30L Logmzgwmsm LolEgds(TQM);

. 00BbgL 3OHME9LMSL 0bGHYYMOMYdIMo bomolbols s@mgzol bol@gds(PIQS);

. Lodwgdom 653500900l Jotrngol Lol gds(WFMS);

J 30335600L MlOLYdOL IRYAAZ0LS s FoerM30L 3MB3gduIHo LobEgds
(ERP).

bodob3m 3MMEgLBYdOL M3GH0T0DBHEOOL SYEOWGIWMds Fobodommds 81939 30BOIO
00Bbgliol B39bL (3bM3MYdIT0 BsOMM© F9dM F6M50a.

BOBOWWOo  93mbmdozol  gobzomsmgdol  gdmdsdo  Lodsb3m  Lgd@meo  Fomdmowaqbl
BOBROMOo GGMBLRMOIs300L 39d60396M0 2obbMOE09Wgd0L B3eogdsbl.

3996mmy0900L 39d030 ob30m56M9ds @ sbowo FHgdbmermaogdols 9dm@obs Jabol
sbaew dgliedegdemdgdl 306s6LMEMO LEgOML IMIHAsMYOIXMS FMMOL YYOHMOYHPMIOL
00Bbgl  49MgIMBMZ0L  sboew  LHObFMOTszoMm  3mIMb0Zo30ME  BIMIYBHIOL. THBIMEO
9mdbdoM9gdgwms Bs3oo L Ma®m 9@ sMBL 0ygbhgdl LdsH3M  BMALobMEdOL
dobogds@  sbowo  3EoGBMMTIGOoLs s Bodb3Mm  93mLoLEJGdOL  godmygbgdoo.
BOBOWWO  HMBLBMOTs300L  sboewo  FgbGogol  30MM™mdgddo,  FHgdbmermyogdo

5Q33H0MYdS 5053056930L J(3930L (33C0EgdGOMIb, gb 30 0(i393L MBOM JRIJEHMGO
Q935¢bsOX 0560 B0BOYL 255HY39EH0Ego0L FoHTIMIMDL.



BOBOMOo  GHMBLBMOTs300L  ILLHYoLO 939996580 93530060 gds  93:bmdo 30l
960036900 356(Fody396) Lygdml - Lodsbzm  Lgd@meOL.  gb,  3oMzger  Goydo,
396306HMdgdMos  0dom, GMmI  Lsdsb3m  LobBHGds 439y  FMAbMdOIGMY o
5330090505 2569 393egbol Bog@MMmgdol dodstmrm, Mg dgladwgdgwl bool, Gmd
3OLYdME0  0bM35309M0  ASTIMEEOWGOOL  9bs0BOL  Loggmdzgabyg  gogdx mdgLL
1509630 IMALEbMgd0L ofrmgdol 3MmEqLO, 90gdbsls s s0bgeMYML B3BBG WEMs©
sbowo  30860WWo  30MEMJGHIO0.  LsdsB3Mm  1ygd0sbMOOL  AO30BOMWGds  dobs
056599000™39 93mbmTozol  Asb30ms6d0L 3603369 m3zs60 LogggbmEo. Ls3MgEOE™
62560530900 530560 L5dd06Md5d0 30RO F9gdbmemyogdl bgMas39b, Grog doom
wR3O@ §o635BH0Mbs S 3MB3MM9bEHMBIM0sBL boool.

999 56 5MBYIMOL 9OH0sbO S BOYM3gXMOIMP SV0sMYOME0 BoEyMds 369d5Bg —
»0905630 BgdBHMMoL FoBROMWO GHEOBLBMOTs30s . I3y, 95063 033900905 LogMmnm
dopamds, @I  LLdIB3M  LgdBHMOOL  (30BOWWO  GHEOBLFMOIsE305 OOl OHMYMEO3
060030001950 G0  d0BbYL-3MMEgLYOOL, s1g3g Bm0sbs B0BBYLOL 6 Lobgwdfonm
0bLGHOEME0gOOL  BHEMBLBMMTs30s,  MMIgEog  V0BbYL-0mEIDHg @  FgLsdsTOL
M9LmOLYOBYS Ix319dbgdMEO.

Lo0SB3Mm  LBgO™To  F0BOMWO  FHOSBLRMOTo300L5L  306039WboMOLBMZ60  sTM365S
930b6m303MMH0 s 0bxm®Is30o  MLIFOHDBMGdOL  MBOHWE3gYgmRs, 30650056
BOBOWMWO 3WHGHRMOIJP0 3089MF9GHJ3900L LBodobbg 0d3g3s. LHmOgo 98 3OHMEgLYdOL
bosmobbbg o dmALEbOIOOL ©MBbOl  AomBx™MdGBYOSBYS  ©M30IOME0 3563900
99399G056Mds s 3163796096@b5H0BMdS.

L50SB3M LOLEBHYIOL BHEMBLGRMEOs300l I60d369™3zs60 2sdmf)3g39s (30BOMWO 3563900l
Po®8m8mds. COVID-19-0b 3gMomdo bwer mx®m dgBo dmmbmgbs ogm Lodsbzm
dABobOgd0L OLEBE0MMIE F9TbMM309gdsDY. s0b0dbMEds 30RO B5639d0L

0995 300093 MBOM 5JBHOOHO Asbss s Hobs 3wsbby Hodmfos. GHMosoEods



05639005 298639 qL 30ROV 3563900056 9O BY6J30Mmb0MGdS s Ly MRG™ dg@s©
300M396 5B BEBObIMIE OB FMMHRO.

535856 9Ho@, 56 MBS 3030(YMmm, MMI 308MWWO d563900 56 BoTbs3L Fbmerm
A996mmgosl, o 9608369em3z5600  9gJ3gbGHOL  A539m9gds  dgbgxBbEHBY, GMIgEoms
99939Md0ms3 b (309 9ds d0BBIL Mmool LHmGs© gobbmM309egds s 30BG™MEO
3996 my0900L 85BsBY G9ga9gd0L Jowfiggs.

56599000™M39 85639008 M30M39wglo B0Bsbo FMIBAsMYOYDY, MRG® bJoGsw 3o
mboog ImabToM9dgwbg MO096E(3055, 8500 FMmBo3s 06Mm3530MM0 dBJd0MS ©s
bgObgdom.

506036l 5ILEGHWOIOL MEbMYOO ITMFEOWGIE. FoRdOMO, J3M™3sdo Solary
Bank-3s5 osgobo LgMgolgdo 9.§. BaaS dm@gwom gobsbmdEogws, Hmdgwos dglsdy
dbomolbomgzol bLyMzoLgdol API-b gmMdom 990635H9dsl 2olbdmdl.

kakaobank-o0, 6Hm3qeds3 LsdbMgom 306980 kakao-chat-ol dsDsBg gobsbm®ogwms 30Bbgl
dmgo. #Ho0356do Richart-0s  bogdosbmdol Lgadgbdo sbowysB®Ido s0MR0S @
5J39DB0  20539ms  39amdMH  0bFIORIoLBY. Bgm 35630 Revolut-ol 60ods oym
LOBOZOYMGD  FMPBIMMHO  HIMOLHJO0, OMIWGIMBsE  BogseBHm  Lszmdoloml
39999990000 {otrys. ILHMGOOL 53 BEBHMIGHJR05T 1T gds Bols Aol Q96930MGdOBS
bgs 0bm3z530MM0 3MMmEIBHd03 ©s Imfiobsgzg sYOWwo 939398065 (0BOVIO
36MHMYJEHJO0L d5HIODY( ymbamdg ™. 2020).

Logomm39™Po, 30RO 35630L 3003900 WoExbB0os 9HM3zbds 056385 2022 (gl
39L35. 9B 0ym “3gobgMs 05630 Loz ™”-l wo3gbBos, MMIol 9dzgmdomsa b
396bmM309glb  308OWwo  dsb3olb  0bmgzsgom®o  FmEIEgdo;  GOBROYICO
930L0LGHYIGIOL 496300M9ds, OBEXM3560 LyM30LgdoL 9BgIBHMMI® Fodmygbgds
Lbbgs.

150563 BgdBHMOOL F530TOVIMGIL Db sbeogl LgMombIero 2sdmf)393900: 3OMgd@ol
2996bmM 309w 9d0LsmM30L LsFoMms 3609369 m3z560 0639L3030900, Mo3E I30Mg BobIBLYEM



m62560H530900L5030L B3 gds bgedobs)3mB0s. O B56390L IgE0 FglodwgdEMds
5430 504356mb  335¢0x030MM0  350MJd0, BIMAME bgwmzbm®o 0bEgwgddHo o
00mdgBGH®moMo  G9dbmEmaogdo, 53  I3oMg( Jom  MBOM  GJ0mbgdolsmzol)
9 598589900Lm30L LgOOMBME 3639M96E0SL HoMrBmoYbL.

31939, bobsHIMNEMomz0l s  Mga0Mmbol dmbobrgMmdoLsM30L GMYIE0s F0TROHYIE
360 3H0DY gooligars — obobo MAIOHM 30Ms© 3MIMBoIsE0sLs s 36308 mgolido
30D0GL 56039096 13065EGLMBIL. 0RO GHMIBLBMMT53090L 09360 5©00g358L HMYMEO 3
M0oL3L, 300960393H93900LS S MbS39TMs Ao5Mb30L LToIOMMYOOL godm.

BOBOMo  BHOMBLBMOIs30s  dmombmgl 3603369 m3zs6  33¢00gdgdL  Lodsb3M
LEAHOMIBHOI0do.  EIOLsM30L  AbmBom  FoLIGHIdom  70%-Bg  d9¢ 05639000
bmO 309w @gds 50bodbmemo 3Mmsglo.

33093900l 49BbMmM309wgdol 08O Mgdom  Y39wsbg bdocMo 8085396
362390980L M3EH0T0BO300L. 08Ybs, M38YBsIE OBONO BHEBLBMOT>305 VO
0639LG03090L  dmombmgl, LsFoMms MglrElgdol Mm3G0ToWMMmS©  250Mmygbgds @
(33200300l 9BIIH065@ FoBHGYOS.

B90m©  50bodbmwo  Lszombgdol  Jgufogemsl s  33ag3oL  F0gdmabs  09gdolEb
05393006900 1sdg3609MH™M  [gomrmgdols s 31980 3530900L sboserobo. Ls33eg3
0935Lm9b ©35300609d00 FoBbMM 309 s 1939 MEbMMOO ASTMEFOW OO Fogbmds.
d00OMYMIBOMO 33009308 8999  dgLodegdeo  gobs  MBOM  Bosmro
PotdmBgbowoym  33wg30L  B0Bbgdo, 99M(396900 o 2dTM339mmOym  1533¢g30
3030mm9bs. 39MHdm:

LodS63Mm  3OM(3gLgOOL  M3EBH00BIEOOL LyFoMMGIOL FsFMBOgEgbs s 3MHMEgLYdOL
9983993 056mdol MBOHMB39LsYgMB© 3Zerg3oL FoBIBL FoMdmoygbl Ldsbzm dMMm(39Lgdol
99LHo300l LoxzmAzgE B, 3GMMEgLYdIOL M3EH0T0DBE00L dmgEwol T9dmdsggds s dolo
390929000 456L5BOZEM..



1533093 Md0gIBL HoMIMoAgbL Lodsb3M LRgMH™Io J0dobstrg Lgbob goigdol 3HmagLo,
dsbBY 5330603905 S TgLfogams.
330930U Lagebl Fo®dmoaynbu:
> Lglbob go3gdol 36OmEglido sGBGdMEo doMH0moo J8)gd9d0L 09bEH0BOE0MYdS;
> Lgbbol 03900  3MmEgbdo  BsGormeo  dbstggdols s  gbdi0900L
0095GH050E30M9Gd;
> Lgbbob 9453990L 3OGMmEgLOL (303EMO EOMMOLS s Fsem LsFMTom Lssmgdol
565¢00b0;
> bglbbol 2539008  36MHm@Egbol  80dobsty  botrxgdols s  dmbowmbywro
303963050l sbseobo;

33930l 3900MEMEMY0s - 113330 M9dol FoBbOL JowFgzoLom30lL Fodmygbgdwer 0dbs
33w930L OHMyMEOE 0309060030 515939 COMOIBMIO 030 FJOMPMEIMYOS.

Lglbol 2539908 3M39900L  9B9gBH0bsE  FoMdsMm3zsdo  sOLGdIMWwO  bsMIZ9HBYOOL
3990bOLHMOGPWI©O ©s  JOMOMOIEO  25dM)393900L LYY JDBs©, 03B,
3M3LGHOMIBHMO0MIOM  0b6FGHIM30m90L  FMIbTMYIWGdMIb,  FgOLMbs™b o
99b390GHV6  (9Ju39OGHIVOL  FgMBgzs JmbEs  “mmzEol  bEal”  3G0b30300.
36 396980L Lo®oLYMws Tgufogwrol doBbom, ysdmygbgdmewr odbs  gddoMowmwo
533063909, 3903dME JOMbMIgEHMg0l Fgomo.

399m30mbg0l 89093930l 5B5E0Bo 2obbMOE0gW s g3 MoMmEIbmdMoz0 Igmmob

3990g9gbgd0m. BogBHMMME0 565¢00BOoLSL 2odmygbgd e 0dbs HOHB0Z0 3MMgEsEools s
»93M9bool dgomo.

303Mm0xbs - 0o FHIMHGIMOLS s bdg3Ebogmm fgs®mgdol dgbfogarol ggys® Lozzerg3
09358056 V5353806090000 45903390 4 303MmM bo.

H1 — Ub53s63m obbGodmEosdo, 30mb630g@ e 80Bbgl 36HmiEgldo  (Lolbgdol gozgdol
360Hm3qlbBY) B9dgAHo §99gd900L SOLYdIMDS, MM30 oLobo 6 Jdbosb WOMYdMGISL



9dmdbogdobsmzol s Loghomm  xsddo B  3MMmEglol 303w  OMU,
MSOYMBOMNS© 9gddggdl dmdbsGmgdgems 30594Mmx30egdsbHY;

H2 - 36039L900L m3GH080Bs305 “9BOH63900gmxrzl sbsbsdrxgdol m3EH0dobsgost, o3
15T gdsls ImY3:399L BoLYMEMdYdOL T9dJdbge 3OM39LgdBg dso  FoBIBT0TsGINM
359myqbgdsl;

H3 - 05639000 93sLgmemmdol 999d6ger  3Gm39b90Bg bsbIGIXJOOL Mm3EH00DBI309,
30653003MM3MMO 30w ©59M 3000909905305 LodI63M LEAHOMIGHMOL
999053 g0msb. 39MHdMm, BoLYMEMdOL J9ddbger 3MME9LYdDY IbsbsGR GOl DMs
MBOHMB39egmRL ds630L T9ambogsols s 0dox ol BEOIL;

H4 - bglbob a5:3990L 3Gm39Lb0L M3EH0doBsgoolsl, 3MmEglby Imddg 30MEI30MHO s
060000 H90mddggdol Bod@™mMgdds 90dwqds 0gmbomb HmamGE ©sgdomo 1939
MSMHYMBOMNO 990929%0. L m3965L369e0 ©59M3000gdY0S LodSb3M
3969% 9963 0L(3OMEqLYdOL Agbgx9bE0)LHMMS© Fobbm®mE0gmgdsBY, Mg S1g3g Lodsb3M
080x% DY 5bgbl Bgao3wgbsL.

3309306 0bLGHOMOIBE  290mygbgdem  0dbs  LmEoswrymo  Jugaro. 3063000
06396M3099900; 9Ju3gMEHMS QodMm30Mb3s.

BoBoMgdremo 33e0g30L 8900989 399m0339ms dg3bogevemo Lobeng. 396Mdme:

o L5JoMmM3gML  35630L  FooomMBY,  Fglfogwrowos  dOBOYL  3BIME9LYdOL
9983933056Md5Bg dmddg0 BodBHME00, RI60W0s 3OHMEILYdOL 30MEI30M O
0600 (330°590Mb ©IM 0O GdS;

o 30339 dbGsss  dgbfagerowo Lodob3m  LAHOMIGHMOYddo  3OHMEgLgdol
M33H0d0DB(305 S LMY 0S S Job §9A5© F0MgdIo 93mbM30309M0
953994BH056MdY;



o B5@9M90mo 3300930L Boxydz9wbHg LMY BOBEIL 3BIM(3gLYdLS o
LodS63Mm  0Foxl  TMEOL  MOMOYHMISFTOMO, OIWPIIODNO O LOMYNRONO
3MOGES(309;

® 399999539005 Lglbob goggdol 36Mm3gLgdol m3E0doBsEool dmogeo “To-Be”;

e U139bsOHMo  FoEymdol  Loxmdzgebg  ILHOMMYOMEos  bgbbol 453930,
36OHmE9LoL M3GH0d0DBIE300L IMPIWOL 9539dEH06MdY;

e  J9dm@sbogros dmdbTsMgdgrms 305YMmzBogdsls s 0doxbg dmddgwo sbsero

3350 - LBHMILO/ASBHYMDS.

33%930L 365gG03mero 360d369¢mds

33w930L 89092900 36594030 00MYOIEgdIL 5BHMYdL. doLo godmYgbgds dgwmdwrosm
Lod563ML  LggH™mBo dmddgo LEHOWJGHMOJOL, o3 bgwl FgmhHgmdl ds639d0lL dog®

@©5BsboGRGOOL  MIFHOTOWMO  25sbsHoergdsl, Fgdmlogargdol BOHELL, 39MHLMbseols
3963005609d5L, M90Mbol MBYHg BobBMYsEMYdsdo LodIEIM LBIOML FodsMr bmdOL
@5 03ox oL BOL.

930mbols EMbybyg 33¢930L 99900l 458mygbgds bgarls gwnHigmdls Imbsbegmdols by
MO 9B  BsMM35L  BobsbLYO  M3gEs(3090d0. LodIB3M  LEBHMWMIGIMYOOLIMZOL

d9L5dgdgl  4obol  FoBIBI0TsMINMWo  LEOMSBHJROMNWO  255)Y39EH09d9gd0L
80090580, BHEM>EOE0IWOo 3563900 BobsbLWEMO 3MOGHRIOL BOILS s 9B9gIE0bs©

Q593935d0.

©5bsbotxgool  Mm3BH080Bs30s MYBOHMB3gymal 0bmgszogdol Ly Madm  Ig@Eo©
569635 LYdIB3IM LEAOVIBHWMGOTo, G353 Fgdpamddo dglodwrms bgwo Fguhiyml
06530600 93mbobEgdol dgddbsls 565 dbmEm© 30bsBLYG 0blEOEMEGH90d0, s6539©
dbsMo ©sMFomMmb Lsdgho®dgm LEHMVIBHOIOLS ©S FHJJbMEPMPOME RB0MIGIL JmMob
06m3530930L BoONME ©6gMHR35d0, 0bM3530M0 LBEBIMFH39d0L 4563005690530, o3

10



LodMEMME J399boLs s MYR0MbOL MBYBY EYMIO F9630MMGOOL FoMbEH0YOLS s

bog3mAdzgerls Jabob.

33930l  g003mMo dbsmy - MLdmEIbBHdO 0bxgm®mIoMmIdMo 0yzbgh 33erg3zsdo
dmbsfogmdsBg, M5HgoE Bsmsb doMmgdw 04bs LoEYz09Mm0 MSbLIMDdS.

33930l 89DeN©s3s -

1. Lodsbzm ULxygdmdo 000@obstg doBbgl 3Mm3gLgdo, BmoEsggbh dMegsero  Labols

36MHmEqLgdL s Y39ws Bomydobol 33935 30JOMPS  OLYOESEFO0L FoldESd9gdU,
50965 g4 gds 2odobz0ws Fbmwm Y4z9wsbg dmmbmgbs 3MMm©MIE by
(LobbOU g5(3905).

2. LodSB3m  LYIOML  B3g3080300  godmdobsdy,  ™M30LgdMOZ0  33¢935
(JOMbMAgEHGo70L 450mYggbgd0m) 396 A9BLMM309WYdMES Yzgars 356380, 59bo

333%930L M0099d3o d9MBgme 0465 AbMEME Bods@mzgwml 35630

L5OLYMES30M B5BGMTOL LGHYIIBHHOS s IMEYEMdS

Bsddmdo Jgggds dglogrol, WoBIMOGHWMOL 33eg30l, 4 30L olig3zboly o
69339605:30900L s 3MYJ6gd0o Fysermgdol Bmboliogsb.

dgbogodo  BoBmygomodgde0s 33e0930L 5gdG9owmds, slidmos 33eng30L 3GMdds,
93999905 330930l Jobsbo s 98m396900, 83309g30L MBOYIEHO s Logsbo. 33eg30L
36O goLmb 53533060900 Bs3MYSE009d0s 115331930 3000b39d0 S 303Mmmgbo.

d9Lsgaol dmenm bsfordo sefgmowos dgEbogHcmo Losbarg s dm3gdmEos 33w 930l
36594303 29wo 3603369wmds.

0EIOGHMMOL 9565¢0Bo TGO gdEo 2 JoMOMIO XFBoL Jobg30m; 3060390
95995 363930l 062303 5OLYdIM 03 15TY3690MM F1MHBIEGIL, HIGdT0E Y39eoBY

9930 bsdemdos  9OLYIME 9doBH035Dg, bmm dgmOg xaMRTo 259OHM0s67dME0s
153000bMB 3938060900 OLYMHE0530900 s bYTY3609MM 3MdW03s309d0. Ly 31

11



L5393B0gOHM FM@bIETo IM39910 399¥035305 S BbZ3olbZs Ldg3bogH™M d5Bgddo
3OO0 BsdOMIGd0 dmerm 10 figrols FOowrdo. dmwmlb dgxs990mEos sBsobob
99@)a000-

bsdmmdol 30M39¢m0 0530 gbgds 3MMmEgLYdOL 153019dIMOYIL Lodsb3M LgdB™m®MmTo. 53
bsfoerdo BsBg9bgd0s 3MIME39LYdOL GMmeEro LYdSB3M Lodd0sbMmdsTo. Lodsbzm Lygmmdo,
960 BLEAOMIGHYOOL FHOWT0, SEAOWO 593L JMTI6IPMIB V3530060 JdY bbgzoolbas
13OM39LgOOL FIBLMOEF0YEYdL. Olobo gMO T 0sbMdOmO LoliEgdol d9dsygbergdo
56056, 853650 FM535¢00 356599 BHM0m  goblibgs3wgd0sb. ULHimeg s8o@GH™md  LsdsB3M
U3gHMdo  dmddgo  LEHOMGHWMIOOL  Loddosbmdolsls  3MMm3glbgdol  sboewobo  Mbs
3°6bmOE0gwEal 965 FoOGHM  3m3wgubE  FOowdo, 9M9dg  3OMEgLYISGO
900MI0mG.

50539 05300 296bowrmeos 3GMmglbol smhgMol dgomm@meEmyos. dm3gdwwos d0bbglL
36390900L  33ag30L JOMOMOEO  35MIYEBH™Yd0;  dobbowycmos 33930l
0bLEBHMMIYBGHYd0 o FJNMEYO0; SVHIO0W0s BmEgeo “AS-Is” 5bsEroBol Jobsbo o
doMH0MOO 9BHO3900. 30039000 530l ML IBdIMMGOIMW0s doBBYL 3MIMEILYdOL
906506960600 Lo FoMHmgds.

a9 o33do dgLHogaromo s 55bseoBgdmos d30BbYL 3OM(3gLgdOL  SBsEOBOl
0bLEG®IgbBHgoo  8gMYd0 @S 9BH939d0. 50b0dbMW0s, MM BOBLYL-3MMEILYdOL
3b65¢r0B0 0dgzs 0bBMMAs300L, GMIgGEoE 9ME0EgdJE0s d0HbgLloL dmdbowrmdol,
99393H05b6MdOLS s 259F30035cMdOL  golsBMPYo@.  boboLdss 9390093 o
365¢00Bol 3OrMyM5dMw0 MBOHWME39egmxzol 3603369wmMdsBY. s1939 SILA Union-obs o
API bobi@gdsms 0b@ga00Mgdols 99LsdegdemdsHg s 50bodbwmwos, ™A 0bEgadssool
0bLEBHMMII6 YOl EobTsMgd0om TgLsdegdgEos B0EHI0MMML 0bBMMTs3z0s badoldogHmo
3909 §950Hm©sb  3Mm3IMWsH I BZmEmToGgddo, sg39) 29O9EL  Bmbsi3gdgdo  Lbgs
Lol 9dgdL.

50539 05330 IG5 Fobbowrmamo 3OHmEqlgdol SWOT sbs¢grobol 9@e39do o
9cdbdoMgdols s 39OLMbEOL 25dm30mbz0l, s1939 JOMBMIgEHMoz0L  Loxgwdzguby

12



50396005 Lodo®mgzgemlb 056308 Lglbgdol as39dol dmddgo dmgwols ~As-Is”
SWOT-0b 3565993 69d0.

99069 05300 G MSS Qobbow o  “Sixs Sigma”, Lean, Kanban o Kaizen-ob
d90m©9d0. bsB39bgd0s domo 3938060 TQM-056. 98 3MObom  2osbseroBgdmwos
36Mm39L9d0L AoMIxMdglgdol PDCA, PDSA, DMAIC 3mb39330900. 90b0dbwmew msgdo
BaGGIR0 33¢g30b B9@0p @I@ALGOES HI.

BsdO™Aol dglisdy 02530 SLobogls Lodobzm LEgMHML gsb30050M9gd0L §Eo3gdls s LBgM@U
000609 Oyt  go8mf39390L.  2o9B0BYIMW0s  olgmo  godmf3935,  BMAMMO(BYS
36390900L  FOBOBOMIGS.  JOMbMIgBHGOxoL  Loxgmdzgwbg  odm3zmgbowos
36Mm39LgdDY dmddgo RBodBHMM™MGdO. Pearson-ob 3mGOgEs3ool dgmmEol  godmygbgdom

5096005 3M:M39LJdBY 33WsYdOL BYLIZ3wgbol MY, 3500 LGHSGHOLE03MMO ffmbo.

33e930L 8909290  3odmgwgbowos  olgmo (335000,  OMAMOJIOEGS
LEAHOILO(HTSOMEMDS) s JobPYMds.  50boTbM  (33¢EIOL  vYOEO  df3m
396mB5B3MGEMBOL 30OMIYOT0 (33¢0gd9d0L IBbMM309gdol 9BHO3BY. 3 Mogzdo
930390 H4.

drmobyg s30  gbgds 330930l 2obbmEME309Egdsl. IMmEg0MW 15380 YEITIMSSS
3°6bomwo 330930l gMPMEMY0s. HIOL Loxmd3zgu B3 InbEs Mm3EH0dobsiools
sboero dmgerol “To-Be” 89999853905. SPSS-0l 2090myggbgdom gosbas®odqdyeos “To-Be”

9mgol 9139JG0sbmdol 35839699 qd0. 58 35380 BsBoMmgdremo 33930l F9w9Q5©
93030905 H2 oo H3. 51939 H4-0b dgmeg bsfowo.

330935 BOBHIM®S ®d0oobls s Bodo®mggeml 35630L  M9ga0mbre  gowroswgddo,
509bMdM030 339308 FgoMmEOL 25dmyqbgdom, Lysg 39dmYygbgdow 0dbs 963930

399m30mb3zs. bmEosw o Jugurol 99939md0m 96393 3930 EILS BodsMmzgwmlb 356300
3096GH0L  Gmeob. (oboslfjot dmgzodogom  Lods®mggumli ds630L  3e009bGHgdol  d5Bo
0d0olls s 39bgmdo, oL 99993 999993539090 300b35M0 2oogybegbs 20000
M9L3MmI6AEL. 9996 1200 - MdoEroldo bemgom - 800 3sbgmdo. LsdmErmm godmzombgzsdo

13



dmbsfoegmds doomm 775 Ggldmgb@ds, Bsmsb 3530 M0l 364, bmgwm Jogro - 411. dsmo
51530 18 sb 55+ {iersdg IgeHygmdl.

M9L3mIbE™S mMoL 349  0MMHoEOoMwwo 30600 oym, bmwm 426 MgLdmgbEo
530D0329600 30600L LEAHSGHMLL BEMB..

33w930L  89092900L  ©93609H90@39d9wMmMds  ©sqbow 0dbs FgmBg3z0L  Brmdol
3996256003900l IgNMEOMEMmAo0l  Lyx3dzg9wDHY, GMIwol dobgzomsg 99%-0s6o
350EYIMHMdS 5% 3MIowgdom YBOHWb3gmgmaowo 0dbgds 658 MaLdm®gbEoL
d90mbgg3sdo.

3393590 dmbsfoeng Mal3dmEabEms Mom©gbmds (775 M9gldm©gb@o) 3093 RO
5095693l 33¢930L LEBEOMMBLL.

3309300 Bolis@o®madmo@ 30mb356M0 890a90MPS V0s S IBYOHIWO 3000b3900Lb.
M9L3MmbYbEJOL Fggdermo Lbgoslbgs 3ombzgdbyg s®Lgdmwo Ls3sM MM 3sbIbols
39605 B3P0 35IbgdoE I9B0JLOMYO0bs.

330930L5L OB 0YM 33009306 J030L 90703100 36:0BE03900. MHgL3MEIBEGOOLY6
90090 0465 0sbbdMds 33009350 FMbfowgMdOl MoMdIBY O OIFWWO 0Ym
3Mbx30©gbgosMmds.

33930L 89093900

Lgbols 453990l 3Om3Eglol M3G0dobsgool dmogwo “To — Be”

Bodsb3m  LEAHOMIGHMOYddo Lgbbol go3gdol  3OHMEglol  M3G0T0Bs300l  33Eg30Lsls
d9LHogoe 0dbs J09909d0, HMIWIOOE PIXFMIBPS BoLYMEIMdIOoL Jobg30m.
000Mg)0 §9990s 8903936 ©65356ML, HMIgeroi 3OMmEglol bafowos s 56 Jabol
33999 MBSL.

30bg0M030 3ZWI3d

14



3slgMEMdgdol 9994dbgero Jogwgdgdo

0.5
0.4
0.3
0.2
0.1

1 2 3

B 9m3bdom9d0obosm30L goligryermdol d9d7dbgero Jdgwgdgdo
00Bbglolsm3z0l 3603369 ™m3s60 Jdgwgdgdo
909090900, HMAgd05 o6 J360sb M09 Bobigmermdsls

33930l dobsbos 03 §99gdqdol/©sbs3sMagdol d9830Mgds, MMIwgdos 56 Jdbosb
R3oLYMEMIGOOL. 58 9BHO3YY 299Mm309gbgon JOMBMIGEHM0L TgMEO. 533063905
396bMM 3095 BYFo M30L 256353 MdST0, 3306500 ORI GODO S 0YFO3) POMU.

9L 990009, M3 IB0JLOM®S 3MM(3989dd0 IBS39MRI00, FMBES BOLYIENGdJOOL SO
39946900 49900939008 00096E0803E0MI0S. 0IBEHOROE0MJIOLIL dog30m35¢0lfobgm
BoGRgOM (BoLGMEEMdOL 56 8997069 0)@Bs35MRq00L [ystrmgdo. s0bodbwyerols
39035¢0L{0bgd0m, 533003930l TEOIAJO0 IZ9XFIBID 6535Mgd0L Fysmrmgdols 3
dOMOMIO X YMBIO.

30639 X37xdo - MHgLYOLIOOL SMTOBEMOMOZMdS, T930s 0bGIWgdE GO
M9LOLYOOL  SMVLHMEO  FoOmZs. 8  JoOOMOIEI©  bgdms  3OHm3EgLdo
0639wadBHommo  GmOLOL MmO  gobsflowgds, o3 IBIIMYIOOL
960036900356 {gotrcnls Fo6rdmoaqbl.

9969 X2IR0L 65350900l §gorms g3mFo oYW d9Gd0, MHMIgEroE ImoEs3L
056599OH MG M 5M0LSFOMM 2595 R0 GO0l MmBoLOL dogbom. 51939 R0JBOMS
1530bMD 3938060900  GIMEIbodgx M TodMMBdS, o3  9hHobsswdgaqds

15



RFT(Right First Time - 30639039 x9Ob7g) 36006303l s 5939 99m3bgdl 3Grm3gLL o
BMOOL 303O OOMU.

565356900L  (gormgdols dglsdg xamxdo d930s TJMLBOMIWIOIX0  ©IZ9YOJOOL
QOMM3905, ML IMIHAsMYOOL WMmEObol s 51939 3MM3gLol 9999y J89IdSBY
3900530l MEObol POHMYdOL DO 0f393L.

05330639050 (3bsym, MM 6350 900L Ysmrmgdol sYgbowo X3M39d0 039396
olgmo G030l I635MPGBL,  BIMPMEYOOESS:  3OMEILOL O MBoGRJOM

5653563900, (33093900, 3969w Mmds. 50bodbEo 25dm3w0bs sligzg dgmeg s
d9ledg 0939030.

Bo@Bo690o  33e930Lsl  (8cdbdsMmgdgwoms, 33w9g39; 39OLbmbsol 33wg3s; SWOT

565¢0D0). 50b0dbwo 333009390000 @S BoEBIMYOME0 JOHMBbMIYEHMx0l 8993900m,
9303905 HI1.

330930L5L g99m3w0bEs dMmYdbgermdol doMHomso JoHyHYd0, M3 3530060 JdwO
09gm bgbbgdbyg 2sPMHO FMMbMZBILMB s FMIBTsMYdOLsMZ0L LolvM3ger GOMTo
dmbm3zbol 991l gdEMdILmb.

33w930LsL  3609369amzsbo 0gm 939 ogm Lgbbol 53990l 3MMEqgLBY dmddgwo
306053000 ©5  9M330MI30M0  RdJBHMMJOOL  MMMN0YOH35380M0L YD, G5
36OmaM5ds  SPSS-0l  999mygbgdoom  29b635bmME0gwgom. 035bsBobMgdoLsm30L
OHM0JOITIMI0IOINMNgds  23dm3zbobgm  0bgmAMsxzozol  Lsbom.  Bmbs3999d0
3996256003909 05 30OLMbOL 3OS0l byg3mdzgwdy.

Lglbob 453990l 3OMEILOL BoJGHMOMS JNMIWS300L 0bBMYMR030

16



Loan Process Score

Cycle time has a negative
correlation with the
loan process score.

Cycle Time

Work Hours
SLA level has a positive
correlation with loan
SLA Level process score.

KPI score and qualification
have positive correlations
with the loan process
score

KPI Score

Qualification

Employee satisfaction has
a negative correlation
with loan process scocrore

Employee
Satisfaction
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Relevance of the Research Topic - In the banking sector, a business process refers to a set of
interrelated actions or tasks directed toward the achievement of a specific objective, such as the
provision of a service or the delivery of a product. Each process involves a directly engaged party
or participant responsible for carrying out the aforementioned actions. These participants may
include both the client and the employee of a specific business unit. In many cases, banking
processes are initiated by a customer's request and culminate in the delivery of a tangible outcome

to that customer.

Inefficient management of processes in the banking sector—manifested in the unequal
allocation of required resources and expenditures, reduced quality of services, and ultimately,
decreased revenue—necessitates an in-depth exploration and analysis. The optimization of
business processes represents the initial step in addressing these challenges.

A business process is a predefined sequence of actions that requires specific inputs and
resources necessary for the completion of work tasks or provision of services. In international
literature (M. Weske, 2012), a business process is defined as one or more interrelated
operations or procedures aimed at achieving a particular goal.

At present, there is no unified typology of business processes, which leads to the concurrent
use of various classifications. These include core processes, main processes, value-generating
processes, production processes, etc. Examples of company-specific processes include order
fulfillment, product development, company management, and product delivery. Each
organization operates a set of domain-specific, interrelated business processes aimed at

creating and delivering value through products or services (Chagelishvili, L., 2018).

Modern approaches to achieving efficiency advocate for a process-oriented management
perspective, which integrates specific business processes. Contemporary management

systems are grounded in several key approaches:

e  Total Quality Management (TQM);

. Process-Integrated Quality Management Systems (PIQS);
. Workflow Management Systems (WFMS);

. Enterprise Resource Planning (ERP) systems.
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The necessity for the optimization of banking processes has also been significantly influenced

by the widespread integration of digital business into everyday life.

In the era of the digital economy, the banking sector has become a pioneer in implementing
technical aspects of digital transformation. The continuous development and adoption of new
technologies create novel opportunities for customer engagement and introduce powerful
information and communication mechanisms to the business environment. An increasing
number of consumers are utilizing multiple channels to access banking services, often through
new platforms and digital banking ecosystems. In this new paradigm of digital transformation,
technologies adapt to evolving customer behaviors, ultimately leading to more efficient and

cost-effective business solutions.

In Georgia, the onset of digital transformation is closely tied to the banking sector, a leading
domain of the national economy. This is largely due to the banking system's high sensitivity
and adaptability to external influences. Such responsiveness allows for the enhancement of
service delivery through the analysis of innovative practices and the development of
fundamentally new digital products. The digitalization of banking operations has become a
pivotal stage in the evolution of the modern economy. Financial institutions are increasingly
incorporating digital technologies into their operations, enhancing competitiveness and
operational success.

Despite the absence of a universally accepted definition of "digital transformation in the
banking sector,” there is general consensus that it encompasses the transformation of
individual business processes as well as entire business models and institutional structures.
These transformations are based on digital business models and the allocation of appropriate
resources.

One of the foremost priorities in digital transformation within banking is ensuring economic
and informational security, as digital platforms are frequent targets of cyberattacks. The
quality of these digital process

ses and the level of service delivery directly impact the effectiveness and competitiveness of
banks.

A major challenge in the transformation of banking systems is the emergence of digital banks.

During the COVID-19 pandemic, the demand for remote banking services surged, bringing
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digital banking to the forefront. Traditional banks have continued to operate alongside their
digital counterparts, striving to adapt to new standards.

It is important to note that digital banking is not solely about technology; management plays
a critical role in correctly implementing the business model and achieving results based on
digital technologies.

Modern banks prioritize customer-centricity—often focusing on the "invisible” customer—
by attracting and retaining them through innovative means and approaches.

This trend is supported by international experience. For example, in Europe, Solary Bank
adopted a BaaS (Banking-as-a-Service) model, offering services to third parties via APIs

(Application Programming Interfaces).

In South Korea, KakaoBank developed a digital banking model based on the Kakao Chat
platform. In Taiwan, Richart targeted the youth segment and emphasized a friendly and
intuitive user interface. The neobank Revolut positioned itself to serve international travelers
by eliminating foreign exchange fees. This competitive strategy enabled Revolut to expand
into other innovative products and secure a leading position in the digital financial service
market (Gorgodze O., 2020).

In Georgia, the first digital banking license was issued by the National Bank in 2022 to
Paysera Bank Georgia. This license paved the way for the development and implementation
of innovative digital banking models, the advancement of digital ecosystems, and the effective
use of cloud-based services.

The digitalization of the banking sector, however, brings significant challenges. Major
investments are required for project implementation, which are often inaccessible to smaller
financial institutions. Larger banks, by contrast, have greater capacity to recruit qualified
personnel and introduce advanced technologies such as artificial intelligence and biometric

systems—posing serious competitive threats to smaller regional banks.

Elderly individuals and rural populations face difficulties adapting to digital banking
products, often favoring direct personal communication and physical visits to bank branches.
For many, digital transformation is perceived as a risk, particularly in relation to cyberattacks

and potential data breaches.
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Digital transformation demands substantial structural changes within banks. As of today,

more than 70% of banks worldwide are undergoing this transformation.

In implementing these changes, process optimization is the most commonly adopted
approach. Given the capital-intensive nature of digital transformation, it is imperative to

utilize resources efficiently and carry out reforms effectively.

This dissertation is dedicated to the study and analysis of these issues, supported by an
extensive review of relevant academic literature and international experience. Bibliographic
research has helped to define the research objectives, determine the core tasks, and formulate

the key hypotheses.
Research purpose, hypothesis and scientific news:

The aim of the research is to analyze current banking operations and develop a model for

process optimization along with an evaluation of its outcomes.

The object of this s research is the loan issuance process currently implemented in the banking

sector, with a focus on its observation and in-depth analysis.

The subject of the research includes:

Identification of the key actions within the loan issuance process;

Identification of the stakeholders and their respective roles involved in loan processing;
Analysis of the loan issuance process in terms of its cycle time and direct working hours;
Evaluation of current costs and projected potential associated with loan disbursement;

Research Methodology

To achieve the research objectives, both qualitative and quantitative methodologies were
employed. In order to identify major challenges and correct inefficiencies in the loan issuance
process, unstructured interviews were conducted with customers, staff, and experts. The
experts were selected using the “snowball sampling” technique. Additionally, empirical

observation, particularly the chronometric method, was used for in-depth process analysis.

Quantitative methods were also utilized to analyze survey results. Factor analysis

incorporated both linear correlation and regression models.
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Research Hypotheses

Based on the analysis of relevant literature and scientific sources, four hypotheses were

formulated:

H1 — The presence of redundant actions within a specific business process (loan issuance) in
a banking institution, when these actions do not create customer value and increase the process
cycle time, has a negative effect on customer satisfaction.

H2 — Process optimization enables cost reduction, which in turn allows resources to be

reallocated toward value-generating processes.

H3 — Optimizing expenditures related to value-generating processes in banks is directly
proportional to the bank’s revenue. In particular, increasing investment in such processes

contributes to improved financial performance and institutional image.

H4 — During the optimization of the loan issuance process, both direct and indirect influencing
factors can lead to either positive or negative outcomes. These results depend on the quality
of process management, which also affects the bank's public image.

Research Instruments

As research instruments, social networks, direct interviews, and expert surveys were

employed.
Scientific News
The survey revealed several aspects of scientific innovation:

Based on the case of the Bank of Georgia, the study identified the factors influencing the
effectiveness of business processes and their direct and indirect associations with relevant

variables;

A comprehensive analysis of process optimization within banking structures was conducted,

and the resulting economic efficiency was substantiated;

The study established the correlation—both positive and negative—between business

processes and the public image of the bank;

A "To-Be" model for optimizing the loan issuance process was developed;
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Using a scenario-based approach, the effectiveness of the optimization model for the loan

process was validated,;

A new variable, customer stress/mood, was introduced as a factor influencing both customer

satisfaction and the bank’s image.
Practical Significance of the Research

The research outcomes possess significant practical value. They may be utilized by entities
operating within the banking sector to facilitate: Optimal allocation of expenses; Revenue
growth; Personnel development; Strengthened trust and improved image of the banking sector

at the regional level.
Regional Impact and Broader Application

At the regional level, the application of the research findings is expected to increase public
participation in financial activities. For banking structures, the findings offer guidance for
making targeted strategic decisions, expanding traditional banks' financial portfolios, and
improving planning efficiency.

Cost optimization supports the broader integration of innovations within banking institutions.
In turn, this may promote the development of a dynamic ecosystem—not only within financial
institutions but also by encouraging widespread adoption of innovation among entrepreneurial
structures and technology firms. This process contributes to the development of innovative
startups and lays a foundation for sustainable development at both national and regional
levels.

Ethical Considerations

All respondents were informed about the nature of the study, and their verbal consent was
obtained before participation.

Research Limitations

The banking sector comprises a wide variety of business processes. Due to the scope
limitations of the dissertation, the research focused exclusively on the most in-demand

banking product—Iloan issuance.
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Given the specific characteristics of the banking industry, qualitative research (using
chronometric methods) could not be conducted across all institutions. Consequently, the Bank
of Georgia was selected as the primary subject of observation.

Structure and Scope of the Dissertation

The dissertation consists of the following components: Introduction; Literature Review; Four
Main Chapters; Conclusions and Recommendations; List of References.

The introduction outlines the relevance of the study, defines the research problem, presents
its goals and objectives, and identifies the research object and subject. It also includes the
main research questions and hypotheses, discusses the scientific novelty of the work, and
emphasizes its practical significance.

The literature review is organized into two main groups: (1) academic journals that focus on
the research problem and contain the highest number of related publications, and (2)
dissertations and scientific works pertaining to the same subject. In total, sources from 31
journals and various scientific databases from the past ten years were analyzed, with findings

summarized at the end.
Chapter 1 — Specific Characteristics of Banking Processes

The first chapter of the dissertation focuses on the distinct nature of processes within the
banking sector. It emphasizes the pivotal role that business processes play in banking
activities. Within a single organizational structure, multiple interrelated processes operate
simultaneously as components of an integrated system. Despite their interconnection, these
processes differ across various parameters. Therefore, in analyzing the activities of banking
institutions, it is essential to employ not only a comprehensive but also a process-oriented

approach.

This chapter also explores methodologies for describing processes, outlines key parameters
for business process analysis, and reviews the research tools and techniques applied. It
introduces the "As-Is" model, explaining its purpose and primary stages. The chapter

concludes by justifying the necessity for business process reengineering (BPR).

Chapter 2 — Tools and Methods for Business Process Analysis
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The second chapter presents and analyzes the instruments, methods, and stages of business
process analysis. It argues that process analysis provides essential insights for enhancing
business agility, efficiency, and transparency. The chapter highlights the importance of
software solutions for process analysis, the potential for integrating SILA Union and API

systems, and the ability to load and exchange data across platforms in standard formats.

A detailed SWOT analysis of the current loan issuance process at the Bank of Georgia ("As-
Is" model) was performed based on customer and staff surveys, as well as time-motion

studies.

Additionally, the chapter examines various process improvement methodologies, including
Six Sigma, Lean, Kanban, and Kaizen, and explores their relationships with Total Quality
Management (TQM). It also analyzes the PDCA, PDSA, and DMAIC process improvement
cycles. The results obtained in this chapter confirmed the validity of Hypothesis H1.

Research Validity and Reliability

The representativeness of the research findings was confirmed using sample size calculation
methodology. According to this methodology, a sample size of 658 respondents is sufficient

to ensure 99% confidence with a 5% margin of error.

The actual number of participants—775 respondents—further enhances the reliability and
robustness of the study.

The questionnaire used in the research included both open-ended and closed-ended questions.
Respondents were given the opportunity to provide their own answers beyond the predefined

response options.

All ethical principles were observed throughout the study. Participants gave informed consent

to take part in the research, and their confidentiality was strictly maintained.
Results of the research

Optimization Model for Loan Issuance — “To-Be”

In analyzing the loan issuance process within the banking structure, various actions were
examined and categorized based on value contribution. Each action was evaluated in terms of

its associated losses, which are considered non-value-adding components of the process.
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This phase relied on qualitative research methods.

Value-creating actions

0.4

0.2

1 2 3 4 5 6

Actions that create value for the customer
Actions that create value for business

Values that do not create loneliness

A time-motion study (chronometry method) was employed to identify and reduce non-value-
adding activities. Observations were conducted over a period of three months, twice a week,

at the same time of day.

Once process losses were identified, the next step was to detect non-value-adding actions
within the loan issuance process. These were classified according to known sources of
inefficiencies. Based on the observations, the sources of loss were grouped into three main

categories:

Misallocation of Resources: This group includes the mismanagement of intellectual
resources. In many instances, intellectual capacity was poorly distributed, resulting in
substantial process inefficiencies.

Unnecessary Movements: This group refers to redundant internal movements of employees
within the office environment. Repeated interactions or revisits concerning unresolved issues
were observed, violating the Right First Time (RFT) principle. Such redundancies caused
process delays and increased the overall cycle time.

Accumulation of Unfinished Tasks: These losses stemmed from prolonged customer waiting
times or delays between consecutive actions in the process. As a result, service responsiveness

and customer experience were negatively affected.
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The study confirmed that these categorized sources led to losses such as non-value-adding
time consumption, process rigidity, and operational inefficiencies—all of which were also

reflected in the second and third chapters.

The conducted research—through customer and personnel surveys, SWOT analysis, and

time-motion studies—validated Hypothesis H1.

One of the core findings was that the primary cause of rigidity stemmed from increased
demand for loans and the bank’s inability to meet expectations within the preferred

timeframes.

Furthermore, it was essential to identify the interrelationships among direct and indirect
factors affecting the loan issuance process. These interdependencies were analyzed using the
SPSS software. For better clarity, the relationships were visually illustrated through an
infographic, with calculations based on the Pearson correlation method.

Loan Process Score

Cycle time has a negative
correlation with the
loan process score.

Cycle Time l 0,45

Work Hours ‘ -0,60 ‘

SLA level has a positive
correlation with loan
’ process score.

T KPI score and qualification
KPI Score 0,33 have positive correlations
with the loan process
Qualification | 0,36 score

SLA Level ‘ 0,53

Employee satisfaction has

Employee A A
Satisfaction =-0,31 a negative correlation

with loan process scocrore

The infographic illustrates a negative correlation between the cycle time of the loan issuance
process and employee satisfaction. This inverse relationship is a critical consideration for the

development of the new optimization model.

Following these findings, an optimized model for the loan issuance process—designated as
the “To-Be” model—was developed based on Lean principles. The model incorporates a

structured improvement cycle aimed at enhancing process efficiency:
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Input Application
’ acceptance
Optimization Cycle { }
\/
Process Map

Identify and eliminate
delays/losses

Process automation;
Technology integration

Eliminating unnecessary actions

Standardization of procedures
(SLA/KPI);

Optimized model

Loan Issuance Process Opf

Effectiveness of the Optimization Model
The model was tested using SPSS software, specifically in the context of validating the
hypotheses formulated in earlier stages of the research.

Validation of Hypotheses and Statistical Results

The results concerning redundant actions as an indirect influencing factor. A weak negative
correlation was observed (r = —0.35), although the result was not statistically significant (p =

0.06 > 0.05). This indicates that Hypothesis 1 was only partially confirmed.

With respect to the relationship between cycle time and cost in the loan issuance process, a
strong negative correlation was established (r = -0.41; p = 0.02), which confirms Hypothesis
2.

2 The model was developed by the author.
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A strong positive correlation was identified between value-generating processes and bank
revenue, based on linear regression analysis (r = 0.52; p = 0.04).This confirms the first part

of Hypothesis 3.

Additionally, the second part of Hypothesis 3, which explores the link between value-creating
actions and the bank's public image, also shows a positive correlation (r = 0.38; p = 0.04),
thereby confirming both parts of Hypothesis 3.

\Validation of Hypothesis 4
To confirm the fourth hypothesis, the correlation between management quality and the bank’s
public image was analyzed. Using SPSS, a statistically significant and positive relationship

was found (r = 0.42; p = 0.02). This result confirms that Hypothesis 4 is supported by the data.

Evaluation of the Optimization Model’s Effectiveness

Following the confirmation of all four hypotheses, the next objective was to assess the
effectiveness of the newly developed “To-Be” optimization model using the following
performance indicators: Reduction of cycle time (AT:); Reduction of costs (AC»); Increase in
revenues (AR:)

The following formulas were applied to compute these indicators:

Time Reduction:

AT1=TAs—Is—TTo—Be\Delta T_1=T {As-Is} - T _{To-Be}ATI=TAs—Is—TTo—Be

Where:

AT1\Delta T_1AT1 = Time saved through Lean methodology

TAs—IST {As-Is}TAs—Is = Cycle time of the current (As-Is) model

TTo—BeT_ {To-Be}TTo—Be = Cycle time of the optimized (To-Be) model

Cost Reduction:

AC1=CAs—Is—CTo—Be\Delta C_1 = C_{As-Is} - C_{To-Be}AC1=CAs—Is—CTo—Be

Cost Reduction (continued):

AC1=CAs—Is—CTo—Be\Delta C_1 =C_{As-Is} - C_{To-Be}AC1=CAs—Is—CTo—Be
Where:

AC1\Delta C_1AC1 = Cost savings achieved through Lean methodology
CAs—IsC_{As-Is}CAs—Is = Costs associated with the current process
CTo—BeC_{To-Be}CTo—Be = Costs associated with the optimized process
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Revenue Increase:

AR1=RTo-Be—RAs—Is\DeltaR_1 =R _{To-Be} - R_{As-Is}AR1=RTo—Be—RAs-Is

This formula represents the increase in revenue resulting from the implementation of Lean
methodology, calculated as the difference between revenues under the optimized and current

models.

Key Effectiveness Metrics Using Lean Methodology (Loan Issuance Process)

Time  Saved Cost  Reduction Revenue Increase
Process ) )

(Days) (Lari) (Lari)
Loan ] .

2.5 Days 120 Lari 500 Lari
Issuance

Forecasting Outcomes of Loan Issuance Optimization via Lean Methodology

Based on chronometric data and comparative analysis, the application of Lean methodology
in the loan issuance process yielded the following projected improvements:

Operational cost reduction by 15-30%;

Cycle time reduction by 20-40%, enabling faster service delivery, shorter wait times, and
greater system flexibility;

Elimination of unnecessary steps leading to a 25-50% reduction in procedural steps;
Customer service time reduced by 10-35%, increasing customer satisfaction and trust;
Employee productivity projected to grow by 15-25% through automation, standardization,

and process optimization.

The results of the optimization model are closely tied to optimal resource utilization, which
is achievable through targeted managerial practices. Effective process-focused management
allows for a higher volume of loan applications to be processed using the same human
resources, faster approval and disbursement, and reduced time per application—all of which

ultimately boost customer satisfaction and net profit.

Forecast Indicators for Loan Issuance Process

Indicator Projected Improvement

Cost Savings 15-30%
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Indicator Projected Improvement

Cycle Time Reduction 20-40%
Procedural Step Reduction 25-50%
Customer Service Time Reduction 10-35%
Employee Productivity Increase 15-25%

Final Results and Recommendations

The study revealed several weak points in the loan issuance process at the Bank of Georgia
that negatively affect customer satisfaction, which in turn influences the bank’s revenue and

public image.

Despite these shortcomings, respondents still prefer the Bank of Georgia for financial services
and loan products, indicating strong brand trust. To maintain this trust, the bank must address

the issues highlighted by the study—particularly in regional branches.

Respondents emphasized the need to improve corporate culture, especially in terms of
professionalism and service quality. Additional customer recommendations included:
Reduction of interest rates; More flexible lending conditions for loyal clients; Simplification

and acceleration of the loan process; Less bureaucracy.
Recommendations

Based on the above findings, the following recommendations are proposed to optimize
banking processes—specifically loan issuance—and enhance the efficiency of banking
services:

. Integrate business processes into the bank’s strategic plan by developing an operational
roadmap that enables continuous monitoring, evaluation, and improvement based on specific
indicators and performance targets.

. To ensure the banking sector's competitiveness and sustainable development, it is advisable
to conduct continuous analysis and improvement of managerial, core, and supporting

processes following the “As-Is” model.
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10.

11.

12.

It is crucial to align process improvement efforts with modern quality management
frameworks such as PDSA (Plan—Do-Study—Act) and DMAIC (Define—Measure—Analyze—
Improve—Control).

Before initiating any process improvements, it is necessary to assess the need for business
process reengineering (BPR) and determine the appropriate type of reengineering for the bank
(fundamental, radical, drastic, or sequential/targeted). This will facilitate optimal resource
utilization and help achieve maximum efficiency through improved processes.

Lean Six Sigma strategy is recommended as a practical and effective approach for business
process optimization.

At the initial stage of the optimization process, it is important to identify required changes,
develop a detailed change implementation schedule, and maintain active communication with
personnel to mitigate risks associated with change—such as stress, tension, negative attitudes,
and reduced productivity.

It is essential to standardize all processes based on unified regulations, in order to eliminate
unnecessary actions and operational rigidity.

Data-driven decision-making should become an integral part of daily management practices.
In order to process customer requests more rapidly, it is advisable to integrate tools based on
artificial intelligence and automation.

To ensure the successful implementation of optimization processes and the “To-Be” model,
it is recommended to provide staff retraining, enhance employee qualifications, and develop
continuous performance evaluation and motivation systems. This approach supports
employee retention in specific branches or structural units, strengthens the bank’s image, and
promotes institutional sustainability.

It is recommended that process evaluation and monitoring be conducted regularly using KPI
(Key Performance Indicators) and SLA (Service Level Agreements).

The implementation of the optimization model should proceed gradually through a piloting
phase, enabling the bank to assess results and allocate resources with minimal risk and loss
The analysis and modeling of process optimization demonstrate that strategically planned and
data-driven optimization not only reduces costs and saves time but also enhances customer

satisfaction and reinforces the bank’s reputation.
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We believe that these recommendations will support the long-term, innovation-driven

transformation of the banking sector in a quality-oriented and efficient manner.
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