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The Impact of the Quality of Electronic Services on the Satisfaction of Bank Customers (A Case
Study of Mellat Bank, East Branch of Tehran Province)

Mohammad Reza Sharifi' & Mohammad Rahim Rasouli Azad"

Abstract

The purpose of this study was to investigate the effect of the quality of electronic services using the
SERVQUAL model on the satisfaction of the customers of Mellat Bank, East Branch of Tehran Province.
The statistical population of this research includes all the clients of Mellat Bank, East Branch of Tehran
Province. The sample size of ra: clients was chosen through random sampling method. Customer
satisfaction and quality of service questionnaires were distributed among these clients. To investigate the
hypotheses, structural equation was used with LISREL software. Data was analyzed using SPSS
software. The results indicate that there is a meaningful positive relationship between the quality of the
bank's electronic services and the satisfaction of the clients of Mellat Bank, East Branch of Tehran
Province. It can be concluded that by increasing the quality of electronic banking services, customer
satisfaction would also increase.

Keywords: Quality of Electronic Services; Electronic Banking; Customer Satisfaction; Mellat Bank
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