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The Ranking of key factors influencing the service
quality in Internet banking systems

Noormohammad Yaghoubi'
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Abstract

Widespread global evolution due to the development of World Wide Web
technology led to a knowledge-based competition in the arena of e-
commerce. Dynamic Internet banking system can play an effective
supportive role in this field. The importance and position of Internet Banking
and development of services in this field during recent years, has driven
credit and financial institutions (especially banks) towards a highly
competitive arena that leads to improvement of service quality. The purpose
of this research is ranking and prioritizing the factors involved in the
improvement of the systems which provide internet banking services in the
Tejarat Bank Branches located in Sistan and Baluchestan Province, South
East Iran. The present study has been conducted benefiting the opinion of
experts who helped in defining the six-fold indicators for counting the
parameters, the ranking of which has been made using Analytical Network
Process (ANP) as well as Super Decisions software for data analysis and
performing calculations. The results indicated that profitability is of the first
rank among other factors followed by security, facility, stability, quickness
and attraction.

Keywords: Internet Banking, quality, ranking, customers
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