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4- Cronbach’s coefficient alpha
5- Composite reliability
6- Descriptive statistics
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1- Structural equations model (SEM)
2- Average variance extracted (AVE)
3- Discriminant validity
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7- Average variance extracted (AVE)
8- Cronbach’s coefficient alpha

9- Composite reliability

10- Structural equations model

11- Structural model
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1- Latent variables

2- Indexes

3-Fit

4- Construct validity

5- Content validity

6- Discriminant validity
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Structural Equation Modeling: Pow er Calculation
Structural Equation Modeling (HO: R <= R0)
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4- Theory
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2- Self-service technologies
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Abstract

The objective of the current research is investigating the effects of service quality dimensions and self-
service technologies on customer satisfaction of the private banking industry of Iran (Ghavamin
Bank).Applied method has been used for this research in which the questionnaire method has been
utilized in order to gather the required data for describing the research variables and interpreting the
relations between them. The Analysis unit in this research is the banking services customers for which
510 people have answered the questionnaires. In order to describe the data, the frequency distribution
tables have been used and the structural equations model has been used to describe the data. In so
doing, SPSS 18.0 and LISREL 8.54 softwares have been utilized the explanatory factor analysis,
confirmatory factor analysis, path analysis, fitting testing, and model power analysis methods. The
results gained due to this research indicate that three factors assurance and responsiveness and tangible
physical factors have got direct relations with the customers’ satisfaction. Statistically, two factors i.e.
reliability and empathy have no meaningful impact on the customers’ satisfaction and cannot function
as appropriate indexes for predicting the customers satisfaction from the services provided by the
bank. Ultimately, the more satisfactory the self-service technologies factors in the bank branches, the
more the extensiveness of physical and tangible factors on the customers’ satisfaction shall be.
Accordingly, the self-service technologies shall positively adjust the physical & tangible effects of the
customers’ satisfaction.
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