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Avrticle Info ABSTRACT
Article type: With regard to the entry of most banks into the competitive environment of
Research Acrticle universal banking, as a customer-centric approach aiming to provide

financial services to customer groups, it is important to assess the
performance of the business process in bank branches using this approach.
Due to the uncertainty and desirability of some indicators as well as the
existence of shared resources in the real environment of modelling, this
paper aims to design a network fuzzy data envelopment analysis (DAE)
model, with the simultaneous consideration of undesirable variables and
shared resources, and its practical use to measure the effectiveness of service
delivery process in universal banking. The results indicate how the branches
performed in each of the processes of universal banking. The lower mean
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