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 The main purpose of this Article is present pattern to investigate the effective factors on 

electronic services quality in Tejarat Bank branches in Mazandaran and to compare the 

present situation and the desirable one. To that end, the researcher chose 226 of 

customers  from  Tejarat  Bank  branches  in  Mazandaran  based  on  the  Cochran  

formulae  using  random  sampling.  To  assess  the dimensions of electronic service 
quality, the researchers questionnaire was used with a reliability of %84 based on the 

Chronbach alpha for the present situation and %86 for the desirable one. The results 

showed that there are significant differences between the present situation and the 
desirable one in trustworthiness, responsibility, service accessibility, use simplicity, 

appeal, fame, background and electronic service quality security. 
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INTRODUCTION 

 

Today service industries have flourished a lot and have surpassed the productive industries and have 

introduced themselves as a part of every developed economy. It is not competition among the products but the 

real competition lies in packing, services, ads, and the style of receiving the customer opinion, storehouse and 

other things of high importance to the customers [15]. Since the time services introduced themselves as 

important, service quality got lots of attention as the main feature of inter-organization competition in way that 

service quality has distinguished the organization from its competitors which leads to competition advantage [4]. 

It is inevitable for the organizations to promote their product quality and services to keep the present customers 

satisfied and to absorb new ones and to increase their income on the other hand [16]. The traditional market has 

been challenged by virtual markets. Today the concept of commerce in comparison to the delivery or the service 

of has changed to information delivery on commodities and services and buying operations has changed from 

face to face interaction to electronic ones [13]. Thus, organizations have turned to electronic business to  

promote the  stock  management, the  relationship with supplier, producing and  presenting favored services by 

customers, chain supply management, innovation, products and services enhancement, new way of distribution, 

commercial partners relationship enhancement, finding new markets for commodities and services,making or 

enhancing an awareness to a commercial name, reducing operation costs, customer satisfaction and making or  

keeping competition position [1]. This topic is  welcomed highly by managers in financial foundations and 

organizations. Outstanding advances in the last three decades have made the managers motivated more than any 

time else to adapt their organization’s daily activities with electronic technology features. Financial 

organizations and banks in particular have tried to access efficient electronic services to reach their commercial 

goals [3]. To achieve future successes, these organizations need to emphasize more on their electronic 

relationships with their customers and consider it as one of their foremost priorities [7]. In electronic 

commercial space customers expect highly of the offered services and of the supportive services. In electronic 

commerce offering services to the customers differs significantly from the traditional and face and face 

interactions of customers and organizations. Nowadays, choosing a commodity electronically is a click away. 

When choosing a commodity customers expect to receive it [14]. Thus, if the customers face any 

inconveniences from the electronic services of their interacting bank will change the bank.  This means daily 
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improvements of bank’s electronic services. In the competitions age, the slightest shortcoming in the bank 

services will lead to the success of the competitive banks [6]. Although in recent years some electronic banking 

services like ATM card and Loan cards have been used in the banking system but there is a long way to reach to 

the leading countries’ electronic banking and their offered services [7]. Some of the previously done researches 

on the effective factors in electronic services quality related to the effective factors on the offered electronic 

service quality to the customers, researchers have conducted different studies. The results show that there are 

different factors in the quality of the services. Mahdizade Ashrafi and Akhavan [9] have studied the effective 

factors on electronic service quality of Tejarat Bank in Tehran and realized that website design, customer 

services, privacy and trustworthiness are effective in electronic services. Molavi [10] in a research conducted on 

the relationship between electronic service qualities and the operators’ electronic satisfaction of Keshavarzi 

Bank in Tabriz concluded that there is a significant relationship between electronic service quality and its 

components (efficiency, reliability, supply, privacy, responsibility, compensation and contact) with the 

operators’ electronic satisfaction. Efficiency showed to have the highest relationship with the operators’ 

electronic satisfaction. Hamidi Zadeand et al [5] aimed to identify the effective factors on customers’ loyalty by 

studying retail websites. The results showed that trust, deposit security, customer’s self-esteem, purchase 

simplicity, website’s commercial brand’s validity and purchase interaction showed to have a significant 

relationship with the customer’s loyalty in electronic retail websites. Lee and Torbin [8] by studying the 

effective factors in the Internet user’s electronic satisfaction realized thatspeed, material quality, use simplicity, 

financial security and privacy are effective in electronic satisfaction. Ramanthan [12] presented a model on the 

Factors before purchasing such as service access, electronic deposit experience, presenting comparative prices 

and after purchase factors like on-time dispatch, customers’ complaint management, and after sale service by 

retailer to be effective in operator’s electronic satisfaction. Serinovaisan offered 8 factors of ordering, contact 

interaction, customer orientation, virtual co mmunity, website’s use simplicity, advertisement, customer’s 

selection right and commercial website features regarding the theoretical fundamentals of electronic services 

and also regarding the studies conducted by Mahdizade Ashrafi and Akhavan [9], Molavi [10], the conceptual 

model of the study in hand is presented below: 

 

 
 

Fig. 1:  the study’s conceptual model 

 

Regarding the offered conceptual model, this study aimed to investigate the following hypotheses: 

 

Main Hypothesis: 

There is a significant difference between electronic service quality in the present status and its comparison 

with the desirable status in Tejarat Bank branches in Mazandaran. 

 

Other hypotheses: 

- There is a significant difference between the trustworthiness of the electronic service quality in the 

present status and the desirable one. 

- There is a significant difference between the responsibility of the electronic service quality in the 

present status and the desirable one. 
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- There is a significant difference between the appropriate accessibility of the electronic service quality 

in the present status and the desirable one. 

- There is a significant difference between the simplicity of the electronic service use in the present 

status and the desirable one. 

- There is a significant difference between the use appeal of the electronic services in the present status 

and the desirable one. 

- There is a significant difference between the fame and electronic service experience in the present 

status and the desirable one. 

- There is a significant difference between the security of the electronic service in the present status and 

the desirable one. 

 

Methodology: 

Since this study in hand attempts to design a model for electronic service quality, this study is of applied 

and descriptive kind in nature because the results can be used in the Iranian Banking System. The participants 

were the customers of Tejarat Bank in Mazandaran with either a ………..or a long term deposit account using 

the electronic services.Since there was no history on the customers’ statistics with distinctive degree (1-5), 

stratified random sampling was not possible. Therefore, simple random sampling was applied. In this kind of 

sampling each participant has an equal chance of selection and each selection is independent of the other one 

[11]. So, 226 questionnaires were distributed in 10 branches of Tejarat Bank in Mazandaran based on their 

number of customers. The number of the questionnaires was calculated using the Kokaran formula.Data 

collection was done using the questionnaire provided by the researcher. The questionnaire has three main parts 

with 52 questions. Demographic data and 5-choice Lickert were used in the first, second and third sections 

respectively. 

The questionnaire is made of the following parts: 

1-   Demographic variants are such as gender, marital status, education and a question on the length of the 

time of using the services in Tejarat Bank in Mazandaran. 

2-   The posed questions were on the present status of the electronic services in Tejarat Bank 

3-   The posed questions were on the desirable goal on the electronic services in Tejarat Bank 

 
Table 1: the variants used in the questionnaire 

 
 

The experts were consulted with in assessing the validity of the questionnaire. The questionnaire’s 

facevalidity was approved. The Chronbach Alpha was used in assessing the reliability of the research and 

was%84 for the present situation and %86 for the desirable situation. The results:Descriptive results show that: 

%66.7 of the participants were men while %33.3 were women.%17.2 of the participants were single while 

%82.8were married. %39of the participants did not finish high school diploma,%27.8 were diploma holder and 

two-year-college holders, %48.9 were B.A holders and%19.4 were master and above.%16.1 of the participants 

have used the Tejarat Bank services for less than 2 years while %25, %13.3,%45.6 used the services for more 

than 2 years, 2-5 years, 6-8 years and more than 8 years respectively. 
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Inferences: 

Research main hypothesis: 

The conducted investigation using paired sample test indicate that there is a significant difference between 

the present electronic services quality with that of the desirable situation in Tejarat Bank branches in 

Mazandaran which confirms the first hypothesis. 

 

Other hypotheses: 

First hypothesis: there is a significant difference between the trustworthiness of electronic services at the 

present situation with the desirable situation in Reafh Bank branches. 

 

Trustworthiness averagebetween thepresentandthedesirablesituation 

 
 

The observed t is significant in p<0.05. Thus, there is a significant difference between the present situation 

and the desirable one. 

5. Second Hypothesis: 

There is a significant difference between the responsibility of the electronic service quality at the present 

situation and the desirable one. 

 
Responsibility Average at the present time with the desirable one in Tejarat bank in Mazandaran 

Based on the t-test the observed t is significant at p<0.05. Thus, there is a significant difference between the 

present situations of responsibility with the desirable one. 

Third hypothesis: 

There is a significant difference between electronic services accessibility at the present situation with that of 

the desirable one. 

A comparison of the accessibility at the present situation with the desirable one 

 
Based on the t-test, the observed t is significant at p<0.05. Thus, there is a significant difference between 

the present situation and the desirable one. 

Fourth hypothesis: 

There is a significant difference between the simplicity of use of the electronic services at the present 

situation with the desirable one. 

 
Based on the t-test, the observed t is significant at p<0.05. Thus, there is a significant difference between 

the present situation and the desirable one. 

Fifth hypothesis: 

There is a significant difference between the appeal use of the electronic service at the present situation 

with the desirable one. 

 
Based on the t-test, the observed t is significant at p<0.05. Thus, there is a significant difference between 

the present situation and the desirable one. 
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Sixth hypothesis: 

There is a significant difference between the fame and the background of the electronic service at the 

present situation with the desirable one. 

 
Based on the t-test, the observed t is significant at p<0.05. Thus, there is a significant difference between 

the present situation and the desirable one. 

Seventh hypothesis: 

There is a significant difference between the security of the electronic service at the present situation with 

the desirable one. 

 
Based on the t-test, the observed t is significant at p<0.05. Thus, there is a significant difference between 

the present situation and the desirable one. 

Investigating the present situation of the electronic services based on the gender variant 

T-test was used to investigate the present situation of the electronic services based on gender. 

A comparison on the assessed graph of the electronic services in Tejarat Bank in Mazandaran based on 

gender. 

 

 
Based on the t-test, the observed t is not significant at p<0.05. Thus, there is no significant difference 

between the electronic services qualities in Tejarat Bank in Mazandaran based on gender. 

---Investigating the desired situation of the electronic services based on genderIndependent t-test was used 

to study the desirable situation of the electronic service quality based on gender. 

 

 
Based on the results, the observed t is not significant at p<0.05 and thus, there is no significant 

difference between the present situation and the desirable one based on gender. 

--Investigating the present situation of the electronic services based on marital status of the customers 

Independent t-test was used to investigate the present situation of the electronic services based on the 

customers’ marital status. 
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Based on the results, the observed t is significant at p<0.05 and thus, there is no significant difference 

between the present situation and the desirable one based on marital status. 

--Investigating the present situation of the electronic services based on Education of the customers 

Variance analysis was used to investigate the present situation of the electronic services based on the 

customers’ education. A comparison of the average grade of the electronic service assessment in Tejarat bank 

in Mazandaran based on education in the 
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Based on the results, the observed F is significant at p<0.05 on trustworthiness and use appeal. Thus, there 

is a significant difference between trustworthiness and use appeal based on the customers’ education at the 

present situation of the electronic service quality in Tejarat bank in Mazandaran. 

--Investigating the desirable situation of the electronic services based on Education of the 

customersVariance analysis was used to investigate the desirable situation of the electronic services based on the 

customers’education. 

 

Based on the results, the observed F is significant at p<0.05 on trustworthiness and use appeal. Thus, there 

is a significant difference between trustworthiness and use appeal based on the customers’ education at the 

present situation of the electronic service quality in Tejarat bank in Mazandaran. 

--Investigating the desirable situation of the electronic services based on Education of the 

customersVariance analysis was used to investigate the desirable situation of the electronic services based on the 

customers’education. 

Based on the results, the observed F is significant at p<0.05 in trustworthiness and use appeal and thus there 

is a significant difference in the present situation of the electronic services in Tejarat bank in Mazandaran based 

on the education.Variance Analysis was used in order to investigate the desirable situation of the electronic 
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services based on the education.A comparison of the assessed gra d e of  t h e elec t ron i c servi c es  i n  R efa h  

Ba nk  in  Isfa h a n  ba sed  on  th e cu st omers’  vi e w i n  t h e  d esi rab le  si t ua ti on based on the education 

 

 



998                                                           Mohammad GholamiAzizi et al., 2014 

Advances in Environmental Biology, 8(10) June 2014, Pages: 990-1001 

 
Based on the results, the observed F was not significant at p<0.05 and thus there is no significant 

difference in the desirable situation of the electronic service quality in Reafh Bank in Mazandaran based on the 

customers’ education. 

--Investigating the present situation of the electronic services based on customers’ length of use  

Variance Analysis was used in order to investigate the desirable situation of the electronic services based 

on the length of use. A comparison of the assessed grade of the electron icservi ces  in  Refa h  Bank  in  Isfah 

an  based  on  the cust omers’  viewin the desi rab lesi tua ti on 
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Based on the results, the observed F was not significant at p<0.05 and thus there is no significant difference 

in thepresent situation of the electronic service quality in Reafh Bank in Mazandaran based on the customers’ 

length of use. 

--Investigating the desirable situation of the electronic services based on customers’ length of useVariance 

Analysis was used in order to investigate the desirable situation of the electronic services based on the length of 

use.A comparison of the assessed grade of the elec t ron i c servi c es  i n  R efa h  Ba nk  in  Isfa h a n  ba sed  

on  th e cu st omers’  vi e w i n t h e d esi rab lesi t ua t i on  

based on the length of useBased on the results, the observed F was not significant at p<0.05 and thus there 

is no significant difference in thepresent situation of the electronic service quality in Reafh Bank in Mazandaran 

based on the customers’ length of use. 

 

Discussion: 

Based on the results all the hypotheses of the research are proved and will be explained separately as 

follows:In the first hypothesis it was proved that there is a significant difference between trustworthiness of the 

electronic services in the present situation and the desirable one. Thus, trustworthiness is effective on the 

electronic service quality in Tejarat Bank in Mazandaran. 

The results are parallel with the findings of Hamidzadeh et al [5] in that trustworthiness has positive effect 

on the customers’ loyalty in electronic retail shops. Mahdizade Ashrafi and Akhavan [9] came to this result that 

there is a positive relationship between the customers’ trustworthiness and Bank’s web site design. It could be 

said that the results of this research in hand are indirectly parallel with the results of this results of the above 

mentioned researches because the researcher failed to find a research contradicting the research in hand. 

Thus, it could be said that there is a highly positive correlation between trustworthiness and electronic 

service quality. So, the more customers’ trustworthiness toward the electronic services, the higher the quality of 

the services which leads to more loyalty to service supplier organizations such as banks.The results of the 

second hypothesis indicate that there is a significant difference between the responsibility of the electronic 

services in the present situation and the desirable one in the bank’s branches which proved to be effective on the 

responsibility of the electronic services in Tejarat Bank in Mazandaran. The results are also parallel with 

Ramanthan’s research [12] indicating that before purchase factors such as service accessibility, electronic 

deposit experience and post purchase factors such as customers’ complaint managements have positive effects 

on users’ electronic satisfaction. Since the researcher failed to find a research directly or indirectly contradicting 

the results of this study, it could be said that responsibility has a positive and significant effect on the electronic 

service quality which means the  more responsibility of the electronic services, the  more willing the customers 

in  using the electronic services. Thus, the customers will be more loyal to the electronic service supplying 

organization. 

The analysis of the third hypothesis shows that there is a significant difference between the web site 

accessibility in the present situation and the desirable one. Thus, accessibility has a positive effect on the 

electronic service quality of Tejarat Bank in Mazandaran. 

Far Jami et al [2] have specified accessibility as the legal condition for the websites and indicated that this 

legal condition is of the highest importance for the websites offering services. It could be said that this study’s 

results proved the mentioned hypothesis. Due to the failure of the researcher in finding a research contradicting 

the results of this study, it could be said that accessibility has a significant and positive effect in the quality of 

the electronic services. It means the more understanding of the customers, the more customers’ loyalty to the 

bank. 

The fourth hypothesis indicated that there is a significant difference between the use simplicity of the 

electronic services in the present situation and the desirable one in the Bank’s branches and has a positive effect 

on electronic service quality in Tejarat Bank in Mazandaran. The results were parallel with those of Lee and 

Tourbin [8], Siriniosan et al, Hamidzade et al [5]. Lee and Tourbin [8] found that use simplicity is effective in 

customers’ satisfaction. Siriniosan et al realized that use simplicity is one of the factors leading to stable loyalty 

in electronic spaces. 

Hamidzade et al [5] also realized that there is a significant relationship between use simplicity and stable 

loyalty in electronic retail shops. So, it could be concluded that the more the use simplicity increased in Tejarat 

bank in Mazandaran, the more evaluated their electronic service quality which leads to more customers’ loyalty. 

The fifth hypothesis led to this fact that there is a significant difference between the appeal of the electronic 

service quality in the present situation and the desirable one in the Bank’s branches. Thus, use appeal has 

significant and positive effect on electronic service quality.The results are parallel with the studies of 

Sirinovalsan et al, Wang, [17], MahdizadeAshrafi and Akhavan [9] who studied the relationship between the use 

appeal and electronic services. Sirinovasan et al in a comprehensive study identified the features of commercial 

site as the leading factors in establishing stable loyalty in electronic spaces. Wang [17] believes that web site 

interaction, web site service quality and web site values are effective in customers’ electronic satisfaction. 

Mahdizade Ashrafi and Akhavan [9] evaluated web site appeal and its up-to-datedness as web site design 
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variants. The researcher failed to find any results directly or indirectly contradicting the results of the study in 

hand and it could be said that there is appositive and significant relationship between the use appeal and 

electronic website quality. Thus, the more use appeal to the electronic customers of Tejarat Bank, the more 

highly evaluated their services. 

The sixth hypothesis results show that there is a significant difference fame and background of the 

electronic service quality in the present and desirable situations. It means that fame and background in Tejarat 

Bank in Mazandaran has a significant effect on the offered electronic service quality. Ghobadian et al [4] have 

offered fame as one of the key factors of the important dimensions of selecting service supplier. Santos [13] 

considers fame as one of the important dimensions of the electronic service quality. It could be said that this 

study’s results are directly or indirectly parallel with the mentioned studies. Also due to this fact that the 

researcher failed to find any studies directly or indirectly contradicting the results of this study, it could be 

accepted that fame and background have a positive and significant effect on the electronic service quality. It 

means that as the Bank’s fame increases it can have a positive effect on the realized service quality by the 

customers. 

The results of the seventh hypothesis indicated that there is a significant difference between the security of 

the electronic service quality in the present situation and the desirable one in the Bank’s different branches. 

Therefore, it could be said that the results of the present study are indirectly parallel with this study’s results. 

Due to the fact that the researcher failed to find any studies directly and indirectly contradicting the results of the 

present study, it could be said that security has a positive and significant effect on electronic service quality. 

Based on the results of this study the following suggestions are offered to promote the services by the 

Tejarat Bank inMazandaran: 

_ due to the existing competition among banks and financial organizations, it is recommended that 

electronic services with a high quality be offered and before any services are offered they should be pilot-tested 

by the experts in all the provinces. 

_electronic service software such as the Internet, mobile bank and …should be updated and be at the access 

of thecustomers as it fits them. 

_ all the promised services including linking the Reafh Card to some accounts and linking the Reafh Card to 

every account of the card owner through ATM, transferring money from each of the family cards to all the 

connectedcards to that account, programming and changing the maximum amount of withdrawal through the 

Internet in order to ensure the customers about on-time electronic services. 

_ since the bank’s fame and background bears of special importance to the customers; it is recommended 

that theelectronic services be sensitively designed to meet the customers’ expectations. 

_ in order to be sure of the electronic service security, it is suggested that ATM, POS and all the other 

similar machines replace finger print or photo scanning with the password to reduce the abuses from the lost or 

sto len cards to the minimum. 
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