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Abstract

The present study sought to analyze factors and components affecting the development of the quality of electronic
services in the public and private sectors of the banking industry. In terms of purpose, the study was an applied research and
in terms of method, it was a mix-exploratory study. The research was conducted in two stages. In the first stage, the research
population consisted of experts, among them 15 experts participated in the study as the sample. In this phase, the Delphi
fuzzy method and factor analysis were used to identify the factors and components affecting the development of the quality
of electronic services. In the second phase, customers using electronic services of government and private banks in Bandar
Abbas were considered as the statistical population. The sample size based on Cochran's formula was 385 individuals. A
questionnaire was used to collect the data. The validity of the questionnaire was confirmed and its reliability had Cronbach’s
alpha coefficient of 0.897. At this stage, non-parametric methods (Run tests, Mann-Whitney, Friedman, and Kruskal Wallis
tests), exploratory factor analysis, and path analysis were used by SPSS and Smart-PLS software to analyze the research
data. The most important results showed that the factors related to (1) efficiency, (2) system availability, (3) confidentiality,
(4) fulfillment, and (5) the profile of customers affect the development of the quality of electronic services of public and
private banks in Bandar Abbas. The findings from the ranking of these factors indicated that the indicators of confidentiality
had the greatest impact on the development of electronic services in the banking industry.

Keywords: Quality of Service, Electronic Services, Internet Customers, Fuzzy Delphi Method.
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