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N
Valid Missing Mean Median Mode Std. Deviation
Q1 800 0 4.14 4 4 0.70072
Q2 800 0 3.905 4 4 0.62367
'k').g Q3 800 0 3.885 4 4 0.67256
Q4 800 0 4.0688 4 4 0.70153
Q5 800 0 3.9563 4 4 0.60811
- Q6 800 0 3.1613 3 3 1.02546
% Q7 800 0 3.1488 3 4 1.0854
;f} Q8 800 0 3.285 3 4 0.97594
) Q9 800 0 3.2275 3 3 0.96924
2‘ x I Q10 800 0 3.2225 3 4 1.12342
5

:% 2 :1 Q11 800 0 3.1738 3 4 1.07121
— Q12 800 0 4.0563 4 5 0.90643
j Q13 800 0 3.8888 4 4 0.88733
i Q14 800 0 3.9963 4 4 0.82437
o Q15 800 0 4.3388 4 5 0.79359
;3: Q17 800 0 2.7487 3 3 1.09299
L' Q18 800 0 2.7 3 3 0.99435
Q' % Q16 800 0 2.915 3 3 0.78169
;3? _—i Q19 800 0 3.0588 3 3 0.89235

-~ 3
-9 Q20 800 0 2.6875 3 3 0.85044
q; ‘3 Q21 800 0 2.3725 2 2 0.72932
D ’f Q22 800 0 2.2063 2 2 0.83041
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .790
Bartlett's Test of Sphericity =~ Approx. Chi-Square 8083.268
df 231
Sig. .000

Wl (oo sheol adge Julxi by plowil azxaii 1o SPSS 1581 65 sl (2955 5 Joloer salod

Communalities

Initial Extraction
Q1 1.000 610
Q2 1.000 507
Q3 1.000 .582
Q4 1.000 615
Q5 1.000 663
Q6 1.000 695
Q7 1.000 670
Q8 1.000 651
Q9 1.000 .565
Q10 1.000 .851
Q11 1.000 .835
Q12 1.000 698
Q13 1.000 710
Q14 1.000 716
Q15 1.000 502
Q16 1.000 814
Q17 1.000 874
Q18 1.000 .809
Q19 1.000 775
Q20 1.000 774
Q21 1.000 .857
Q22 1.000 .844

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums
% of % of Cumulative %
Total Variance Cumulative % Total Variance % Total Vari
1 6.353 28.876 28.876 6.353 28.876 28.876 2.810
2 2.280 10.363 39.239 2.280 10.363 39.239 2.664
3 1.769 8.041 47.281 1.769 8.041 47.281 2.574
4 1.696 7.709 54.990 1.696 7.709 54.990 2.455
5 1.228 5.584 60.574 1.228 5.584 60.574 1.716
6 1.212 5.508 66.082 1.212 5.508 66.082 1.708
7 1.078 4.902 70.984 1.078 4.902 70.984 1.689
8 877 3.088 74.971
9 704 3.198 78.169
10 638 2.898 81.067
11 .581 2.639 83.706
12 546 2.481 86.187
13 453 2.060 88.247
14 423 1.922 90.169
15 .391 1.775 91.944
16 .354 1.609 93.554
17 315 1.431 94.984
18 .265 1.203 96.187
19 238 1.080 97.267
20 219 .993 98.260
21 202 919 99.179
22 181 .821 100.000
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Component Matrix®

Component
2 3 4 5 6 7
Q1 .583 -.179 .089 .394 -.137 074 .226
Q2 .540 -.276 .032 .280 -.136 198 .043
Q3 .618 -.338 .089 .101 -.259 .028 -.026
Q4 .559 -.356 -.071 .288 -.128 229 140
Q5 .539 -.306 -.078 .332 -.223 120 314
Q6 .540 -.144 400 -.338 -.256 -.205 -.027
Q7 .565 -.075 .348 -.310 -.176 -.301 -.082
Q8 .688 -.018 267 -.241 -.102 -.194 .000
Q9 .588 -.002 237 -.273 -.067 -.290 .020
Q10 .501 -.144 .004 375 A73 -.428 -.180
Q11 .505 -.154 .010 474 462 -.299 -174
Q12 .550 -.205 -.229 -.325 .048 377 -.226
Q13 .586 -.086 -.300 -.348 .258 .255 -.129
Q14 .643 -.208 -.317 -.294 .256 .051 -.064
Q15 532 -.211 -.248 -.250 11 134 -.140
Q16 .535 585 =171 .230 -.216 -.038 -.238
Q17 427 412 -.228 -.240 152 -.182 597
Q18 .567 452 -.250 -.062 159 -.045 436
Q19 .504 584 -.225 .150 -.223 .092 -.220
Q20 496 595 -.130 176 -.228 -.034 -.271
Q21 .225 .353 676 -.004 .278 .376 -.072
Q22 .347 .305 .599 .091 .301 .397 125

Extraction Method: Principal Component Analysis.

a. 7 components extracted.




Rotated Component Matrix®

Component

1 2 3 4 5 6 7

Q1 .713
Q2 .649
Q3 592 .396
Q4 .733
Q5 .783
Q6 .799
Q7 .790
Q8 .696
Q9 679
Q10 .880
Q11 .855
Q12 .781
Q13 .798
Q14 .736
Q15 .645
Q16 .864
Q17 .900
Q18 339 .780
Q19 .842
Q20 .851
Q21 .904
Q22 .885

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.
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Correlation Matrix

Q1 Q2 Q3 Q4 Q5 Q6 Q7 Q8 Q9 Q10 | Q11 Q12 | Q13 | Q14 | Q15 | Q16
Correlation Q1 1.000 | .446 | .454 | .434 | 478 | .232 | .208 | .330 | .281 315 | .346 | .228 | .150 | .287 | .189 | .241
Q2 446 | 1.000 | 410 | 424 | 398 | .235 | 246 | .297 | .189 | .234 | 313 | .264 | .245| .299 | .257 | .209
Q3 454 | 410 | 1.000 | .447 | .43 419 | 353 | .391 305 | 294 | 271 .321 272 | 336 | .354 | .205
Q4 434 | 424 | 447 | 1.000 | 532 | .242 | 223 | 275 | 170 | 270 | .334 | 346 | .298 | .303 | .244 | .141
Q5 478 | .398 | 431 532 | 1.000 | .206 | .171 280 | .257 | .238 | .292 | .229 | .214 | 257 | .267 | .176
Q6 232 | .235| 419 | 242 | .206 | 1.000 | .62 | .463 | .517 | .195| .100 | .296 | .232 | .235| .234 | .137
Q7 208 | .246 | 353 | 223 | 171 562 | 1.000 | 623 | .394 | .217 | 206 | .269 | .247 | 304 | .191 157
Q8 330 | .297 | .391 275 | 280 | 463 | .623 |1.000 | .514 | .218 | .295| .306 | .291 414 | 342 | .278
Q9 .281 189 | 305 | 170 | 257 | 517 | .394 | .514 | 1.000 | .291 166 | .232 | .318 | 333 | .277 | .260
Q10 | 315 | .234 | 294 | 270 | .238| .195| 217 | 218 | .291|1.000| .704 | .118 | .238 | .306 | .193 | .237
Q11 346 | 313 | .27 334 | 292 | 100 | .206 | .295 | .166 | .704 | 1.000 | .157 | .207 | .280 | .182 | .213
Q12 | 228 | .264 | .321 346 | 229 | 296 | 269 | .306 | .232| .118 | .157 | 1.000 | .677 | .446 | .363 | .164
Q13 | 150 | .245 | 272 | 298 | 214 | .232 | .247 | .291 318 | .238 | .207 | .677 | 1.000 | .559 | .324 | .190
Q14 | 287 | .299 | .336 | .303 | 257 | .235| .304 | 414 | 333 | .306 | .280| .446| .559 | 1.000 | .658 | .170
Q15 | .189 | .257 | .354 | 244 | 267 | .234 | .191 342 | 277 | 193 | 182 | .363 | .324 | .658 | 1.000 | .180
Q16 | .241 209 | .205 | 141 A76 | 137 | 57 | 278 | 260 | .237 | 213 | .164 | .190| .170 | .180 | 1.000
Q17 | 162 | .026 | .083 | .060 | .132 | .171 192 | 277 | 250 | 103 | .092 | .120 | .298 | .293 | .137 | .288
Q18 | 217 | .206 | .143 | 213 | 204 | .144 | 200 | 304 | .262| .225| .192 | .220| .327 | .330 | .238 | .447
Q19 | 197 | 125 | 159 | .191 A7 106 | 164 | 275 | .151 136 | 146 | 192 | 220 | .211 223 | .703
Q20 | .233| .168 | .167 | .099 | .128 | .141 214 | 240 | 247 | .161 204 | 167 | .226 | .161 .087 | .685
Q21 .089| .075| .054 | .018 | -082 | .192 | .159 | .218 | .161 .036 | .093 | .033 | .041 | -.021 .017 | .163
Q22 | 232 | .144 | 114 | 102 | 147 | .187 | .181 252 | 198 | .136 | .151 .076 | 121 .054 | .051 176
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Abstract

The following research is intended to identify and design a model for evaluation
of internet banking service quality in Iran. In this research, using two already
developed models for measuring the quality of on line services by Zeithaml et.al,
the author designed the initial model for measuring the satisfaction of customers
with the internet banking services, they receive. In order to do this the developed
questionnaire was distributed among the selected sample of Ferdowsi university
professors and students, and empirical data was collected. As a result of this
survey, 7 quality dimensions were identified according to the collected data.
These dimensions are as follows:

Efficiency, fulfillment, security and credibility, communication ease and
attractiveness, system availability, compensation and responsiveness.

Furthermore, 22 items were considered to measure customers’ satisfaction with
these dimensions.

Finally, by evaluating the descriptive statistics, customers’ satisfaction was
evaluated and managerial recommendations and guides for researchers who want
to continue this study were presented

Keywords: Banking Services, Service Quality, SERVQUAL Model, Online Systems,
Internet Service Quality, E-SQ Instrument, Customer Satisfaction



