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1. Business Reprocessing
2. Downsizing
3. Boundaryless Organization
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4. Customer Satisfaction Measurement
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1. Information & Communication Technology
2. Fletcher

3. Full Electronic Banking

4. Electronic Money
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1. Modem

2. Remote-Banking
3. Wireless

4. Mobile Telephone
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1. Auto teller machines

2. Electronic funds transfer at point of sale (EFTPOS)
3. Remote-Service

4. Smart card
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1. Potency
2. Houston
3. Marketplace
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2. Goal satisfaction
3. Houston
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. Fragmentation
. Tangibles

. Reliability
Responsiveness
Competence

. Courtesy

. Credibility

. Security
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Communication

. Understanding the customer
. Halstead

Customer commitment

. Customer trust

Trust

. Commitment
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Null hypothesis: median >= 3.5
Alternative: less than
Sample mean = 3.27273

Sample median = 3.0
Reject the null hypothesis for alpha = 0.05.
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Null hypothesis: median >= 3.5
Alternative: less than

Sample mean = 4.27273
Sample median = 4.0

Reject the null hypothesis for alpha = 0.05
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Null hypothesis: median >= 3.5
Alternative: less than

Sample mean = 5.30303
Sample median = 6.0

Do not Reject the null hypothesis for alpha = 0.05
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Null hypothesis: median >= 3.5
Alternative: less than

Sample mean = 5.09091
Sample median = 5.0

Do not Reject the null hypothesis for alpha = 0.05
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Null hypothesis: median >= 3.5
Alternative: less than
Sample mean = 5.18182
Sample median = 6.0

Do not Reject the null hypothesis for alpha = 0.05
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Customer Satisfaction Evaluation
about Electronic Banking Services in IRAN

T. Sadeghi, Ph.D. Student

Abstract

Organizations are trying to use Information Technology with some new
concepts such as "Business Reprocessing," Downsizing" and "Boundary less
Organization" which affect on their performance. In this article, the concepts
and different types of E-Banking services are introduced. Then by a
comparative study and survey, the crucial factors and the relative criteria
regarding Customer Satisfaction in Iran are observed.

The main topic investigated in this article is "Customer Satisfaction
Measurement," and the results are distinguished according to the responses
to questionnaires distributed among a sample of customers in the field of
E-Banking in Iran.

Keywords: Electronic Banking, Customer satisfaction, Information
Technology, E-Banking Services, Internet Banking.
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