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Abstract

The main purpose of this research is to determine effective indexes of
customer satisfaction from ATM service and to determine the customer
satisfaction level from each index using fuzzy data.After collecting indexes
from different sources and using the Delphi method, the importance of each
index was approved by bank expert. A questionnaire divided in to two
parts, expectation and performance, was used to collect data. To determine
the level of customer satisfaction in each index, we made three rules bases
in separate of perception and expectation. If customer expectation is very
high in both the bank and customer indexes, then customer expectation
from satisfaction is very high.
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