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Abstract: In today's changing environment, companies had to change and adapt themselves in order to survive. 

Organizational structures are the main components and integrated features of present societies. In the present 

competitive world, successful companies are the companies that are pioneer in the field of competition 

(Sureshchandar et al., 2003). Handling and changes in the economy based on services established to 

comprehensively since 1970. Today, the issue of quality of service is considered as a global business that has 

commercial value and it has about 20% of world trade. The fundamental point is that the culture of any society, 

status, role and function of the customer must be clear and serving customers should be known as a value. Particular 

attention is paid to the quality of customer service for the survival of organizations, especially banks are considered 

as a premise. Therefore, in this study, it has been tried to study the literature on quality of service and electronic 

banking to achieve this important fact.  
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Introduction 

       

        The features of the present century, the astonishing development of information and communication technology 

and use it to increase the speed and quality in the provision of services. Quality of service and customer satisfaction 

is of strategic issues for service organizations. Providing high quality service is essential for the survival and 

profitability of organizations. Need to understand and improve the quality of service according to the advantage of 

delivering high quality services such as customer retention, customer loyalty, attract new customers, creating 

sustainable customer satisfaction, etc. for the organization, is taken into consideration. In today's competitive world 

offering high quality service is a necessity for organizations, especially banks is (Rust & Zahorik, 1993). 

         In recent years the banking industry due to major changes in the areas of technology and the development of 

communication there, has changed dramatically. The expansion of electronic communication and access a large 

number of people around the world to the Internet, appropriate to establish trade and economic relations has 

provided. This increases competition in the banking industry and has been providing electronic banking services as 

well. E-banking services in a competitive market if sustained growth path towards stabilization and development, 

not over the loss of value and competitive advantage will incur heavy costs and subsequent economic losses. Today, 

banks and banking activities into one inseparable from human life has become. The banking industry has undergone 

tremendous changes over time and about competing with your competitors very broad and diverse services to offer 

to customers through information technology. One of the most important ways of gaining a competitive advantage 
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for banks today; the use of information technologies for providing banking services is referred to as e-banking 

services. To take advantage of electronic banking in recent years the country's banks (public and private) services 

have taken effective steps to achieve this. Service delivery, quality of services and features that the electronic 

services banks can be considered, on the one hand, a direct relationship with the customers tend to use these 

services, on the other hand, on satisfaction and loyalty electronic banking customers effectively. In such 

circumstances, naturally, the customers of these banks also have more expectations for higher quality services. 

Gradual changes in the banking industry over the past decade have arisen; the competition between banks is due.  

Banking is a service that many individuals, in addition to what is provided, how to provide physical environment 

consciousness severe impact customer service.    Entrance of private sector banks in the public sector banks 

increased frequent customer expectations in all areas related to customer service is. Banking is not considered as the 

method of transferring money. But as a related profession, it is considered information on financial transactions. 

While the number of private sector banks a competitive spirit among the officials created a state-owned banks, but 

state-owned banks, have not yet been fully updated. Today, following a change in customer demand, followed by 

rapid technological changes resulting in increasing competition between different industries, many institutions 

seeking to deliver superior value to our customers in past. So providing superior value to customers is inevitable for 

the success of the business units as well as service providers (Wang & Sohal, 2004).  Analysis of the components of 

bank services in countries with developing economies can achieve valuable information for other countries accrue in 

the banking industry (Angur et al., 1999). For this reason, banks need to check the quality of its services and to 

identify strengths and weaknesses, unable to meet the growing expectations of our customers to be able to survive 

ensure there. Today, the Internet is the most important technological innovation in the communications, emerged. 

 Since its introduction in 1983, its use has increased dramatically. As the statistics show, in 2009, its users about 

more than half a billion people with an average penetration rate of 23.8 per cent in the whole world, and while the 

number of users compared to 2000 (2008-2000) is about 342 percent. Companies in all types and sizes are rapidly 

adopting Internet as a new location for trade in goods and services locally, and throughout the world. 

With the rapid growth of the Internet and the globalization of markets, most companies try to attract customers and 

gain competitive electronic markets. The application examples show that e-services, email marketing has played a 

role in the organization can use the Internet to attract customers (Li & Suomi, 2007). 

        Entering into the realm of information technology and internet financial transactions, in addition to facilitating 

these exchanges, greatly reduced the amount of financial costs. That's why all the major banks looking to enter 

markets faster and more serious in electronic transactions and provide banking services via the Internet to their 

customers. E-banking includes all the electronic channels that customers will have access to your accounts and 

transfer funds between accounts and pay your bills use it. These channels include the Internet, mobile phone, digital 

TV and ATM. Now in Iran despite spending inevitably caused by the use of cash based society, is still using 

electronic instruments and has not spread in order to reduce cash transactions using the bulk of coins and bills and 

checks money it is possible. Although in recent years, Iran has tried to increase banking services. 

For the adoption and use of electronic services or problems related to management systems named. 

   So in order to increase the use of e-banking and e-banking services as well as boosting competitive advantage and 

thus increase global market, identify factors affecting use of electronic banking services and provide the necessary 

tasks, necessary and inevitable. The subjects expressed as Sepah Bank is served in the public sector, however, with 

the advent of information technology and Internet Bank Sepah's transactions into more serious action is needed in 

electronic transactions markets and provide services in the same way to its customers. The main issue is how the 

status quo in providing electronic banking services is followed by an attempt to achieve a desirable state. Therefore, 

in this study, using modern methods and scientific areas, branches of Sepah Bank in Tehran in search of yield 

management for ranking them. One of the methods used to assess the quality of service, using Fuzzy Delphi 

Analytical Hierarchy Process was introduced by Liu and Chen. According to this model as the difference between 

the perception of quality of service to customers and their expectations of the services to be seen. This issue is being 

raised in the issue of assessing the quality of e-banking services, how can be an efficient and robust hierarchical 

model provided that in conditions of uncertainty associated with the Delphi technique is always the right answer. In 

line with the objectives and policies of the government in the implementation of e-government, e-banking, e-

commerce boom as one of the solutions is also increasing as comprehensive service and providing banking and 

financial services through electronic network and the Internet In recent years, there has been unprecedented leap; 

there is no doubt to enter world markets through efficient banking system with accuracy, speed and updated 

technology capable of competing with the world's banking systems is essential. 

 Service delivery is service quality and features that can be included on the retail banking. On the one hand, a direct 

relationship with the customers' tendency, the use of these services, and the level of customer satisfaction and 

loyalty affect the electronic banking. On the other hand, there is a close competition between banks to provide e-
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banking services that it is increasing day by day. In such circumstances, customers of the banks also have higher 

expectations for a higher quality service. Therefore, research on electronic banking services of banks is necessary. 

   Today, one of the principles of competition is customer satisfaction, the primary driver for organizations that are 

looking to improve significantly in the course of their progress are indeed its customers. It is clear that without 

customers there is no business could survive and this while the customer satisfaction and loyalty by providing high 

quality product or service is guaranteed. Studies have shown that quality of service for behavior in a positive way, 

praise the company, rather than a competitor company, increases the volume and the quantity and agreed to pay a 

higher price; the decision affects customer purchase intention. Companies that are always capable of higher levels of 

customer satisfaction and long-term more successful. Based on the quality of services or goods produced, 

identifying strengths and weaknesses, determine success or failure, identify the main features and competitive 

advantages, evaluate and compare organizational performance from the customer perspective, customer satisfaction 

index measurement customer satisfaction rate of undeniable importance and necessity to be pleasant (Zeithaml et al., 

2000). 

 

Literature of study 
 

         Given the increasing importance of literature, information and communication technology and its impact on 

the quality of financial and banking services, many researchers have tried to assess the quality of electronic banking 

services (Hughes, 2003). Strong background in experimental research indicates that the quality of electronic services 

such as word of mouth and Qsdkhryd consequences of this customer satisfaction customer loyalty, customer 

perceived value maintain and keep the customer (Al-Hawari, 2011) as well. Some researchers have shown that 

delight customers lead to commitment, trust, and repurchase intention of the organization, on this basis, if the banks 

are willing to increase the level of commitment to our customers and their confidence in the quality of automated 

services to customers seeking to increase their sense of fun. There are very few studies to examine the relationship 

between the quality of customer service Enjoyment automatic and variable pay. In 2011 Hawari positive correlation 

between the quality of online services and customer delight proved, also showed that delight customers as one of the 

areas of building trust and commitment in the electronic environment in the banking industry operates. Commitment 

is an essential component of a strong and lasting relationship. Commitment to the reuse of products and services of 

the same company, despite having alternatives and the position of the. 

Automatic quality of service in the banking industry an important way to maintain a commitment to market clients 

and increase their participation in the. Al-Hawari in 2011 in his study showed that the quality of service customers 

will automatically lead to commitment. 

In addition to this, confidence, foreground, and is a prerequisite for many business transactions as it could of 

uncertainty caused by the decrease dependence on others. Trust factor is critical in many business activities, 

especially when the trustor and the trustee is dependent on him has little control (Ho & Oh, 2009). Sharma and 

Patterson (1999) showed that trust in a relationship due to receive technical and functional quality of services in the 

electronic environment. These dimensions are: availability, reliability, communication with website, accuracy and 

acceptability of services (Jayawardhena, 2004). In research conducted in connection with the evaluation of 

electronic banking services, the relationship between ease of use and usefulness of electronic services as the main 

factors has been the adoption of e-banking customers. The most important banks in evaluating the quality of 

electronic services include: providing a range of banking services through electronic banking, ease of use, 

comprehensiveness, reliability, safety and security, reliability, lateral programs, providing diverse services, being 

personal and useful information on the website, diversity, advisors, there is interaction and feedback systems. What 

makes retail banking customers at any time and in any place to which they pay through the Internet to do your 

banking. 

         Ease of use and access to electronic services of the factors influencing adoption of e-banking. Customer 

Interaction One of the most important factors is to encourage customers to use electronic services (Poon, 2008). 

Cunningham innovation capability to meet customers' requirements by adding various features to the website such 

as calculation of the conversion rates of foreign currencies to one another important factor considers the quality of 

electronic services (Gonza' lez et al., 2004). Acceptable cost and cost of electronic banking services for sharing 

electronic services on the performance in the provision of electronic services is effective. 

Providing details on the movement of money between customer accounts and providing information related to the 

exchange rate on a daily basis are the issues that customers expect from their electronic services Poon W, 2008)). 

Website design for its attractive and user friendly website and the ease of working with a bank even at low speed 

internet is also one of the factors affecting the quality of electronic services. Bank guarantee on the Elimination of 

All Forms losses from defects in the safety and security of electronic services, quickly respond to customer 
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complaints as well as providing facilities for online guidance can improve the performance of banks in providing 

electronic services. A study by the International Customer Service Association (ICSA) was conducted in 2000, 

showed that only 36% of customers are satisfied with their online shopping experiences mail (BCG). 

Other research by the Boston Consulting Group in the year showed that four out of five customer buyer, an 

experienced Unsuccessful purchase 28% of all purchases online, fails. These failures, disappointed customers and 

detrimental effect on the future of electronics retailer has 28% of customers who were disappointed to experience e-

commerce, reported that others will not shopping online and 23% of the site says that the problem, again not buy. 

On the other hand, research has shown that the Internet is fundamentally more as consumers prefer to see the 

information they want to search online, but your purchase offline or the so-called traditional stores, the mortar 

adobe. This category reflects the fact that although the number of Internet users is increasing, but the growth is 

proportional to the growth of people that their goods and services directly through the Internet, they do not exist. 

Therefore, in order to promote demand, online retailers, both those who sell their products exclusively via the 

Internet and those who traditionally are retailers and are also active on the Internet, need to understand improved 

online shopping experience for current and potential customers is very important to have. Consumers' perception of 

service quality to this issue will help Internet retailer. Because of poor service quality, customer complaint rate of 

80% of retailers have mobile Internet. On the other hand, companies that provide outstanding service quality are 

more profitable because more loyalty among customers cause. In fact, electronic services of special importance in 

terms of maintaining and attracting new clients. Electronic banking network, you can use advanced technology and 

equipment for the transfer of resources (money) was introduced in the banking system. 

In fact, e-banking means optimal integration of all activities of a bank through the deployment of modern 

information technology-based banking process according to organizational structure that enables banks to provide 

all the services required to provide customers. The comparison of customer service quality around the concept 

between their expectations with their understanding of service performance to rotate, so that, three-dimensional view 

of the quality of services including "interaction" "empathy" and "tangibles" were offered. Ladenn and his colleagues 

from the combination of quality and customer perception of the quality of "process" quality "results" were as 

dissimilar to the concept of these observations, who served on two main aspects of the quality of what consumers 

receive and the quality of "technical" "operational" how a service is provided, is not emphasized in his model. 

 

 

Discussion and Conclusion 
 

        One of the main advantages of e-money is very small volumes. If we want funding allocated to a smart card to 

carry cash, the bank will need several packages that are also very problematic in terms of security. While electronic 

banking easily without the need to attend the bank with the help of Internet you can do a lot of finance and banking. 

Another important advantage of electronic money depreciation is inevitable. Annual spending heavily to publishing 

new currency, if only in electronic banking applications and systems that need to work with very low loss factor and 

error. Confidence electronic funds also an advantage that cannot be overlooked. If you are lost or stolen cash, 

virtually from their own property should be removed. If cards are lost or stolen while it was not there primarily 

because it requires a password to use there. In the case of electronic money online backup of electronic funds there 

is also the possibility that due to the advanced technology of encryption and digital signatures of confidence is very 

high. The last advantage of the inherent nature of electronic money continues. More than a decade of e-commerce in 

the context of the World Wide Web has become a profitable business, according to figures released so that active 

countries in this area earn billions of dollars in this way. But like any other profession, this modern effects and 

optimal performance of business for the actualization of a series of e-banking tool requires that the most important. 

But the tools for implementation of electronic banking are as follows: 

Islamic banking software supporting the production of (national and private) 

Delegation of authority to the board of directors of state banks in order to facilitate and expedite the supply of 

hardware and software 

Special support from skilled and experienced technical knowledge bank 

Implementation of regulations hedge-commerce banking services 

Full implementation of centralized banking to Islamic banking approach 

 

The challenges and difficulties of implementation of electronic banking 
 

 Communication infrastructure 

- Lack of coverage in some parts of the country 
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- Low speed communication lines Banking and financial  

- The cost of implementing electronic banking  

- Despite international sanctions in the banking industry 

- The rule of the traditional banking system 

- Lack of studies to determine the need for proper use of e-banking services 

 

 Legal 
- Lack of laws and regulations of electronic banking executive and judicial system and the lack of 

transparency and failure to revise their existing rules and procedures 

- Lack of knowledge of information technology in the courts dealing with claims 

 

 Cultural and human resources 

The absence of a suitable cultural context and confidence in the field of electronic banking services 

- Shortage of skilled manpower in the field of electronic banking 

- Lack of access to a lot of customers to the Internet 

- Non-proliferation of e-banking culture in the society and education customers 

 

 Software 

- Lack of security software standards and implementing electronic banking system 

- Lack of a comprehensive and centralized banking system as required banking operations in the country.  

Incomprehensiveness database of customers banking system 
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