The Impact of Quality
E-Services on Customer Loyalty
by Focusing on Management
Information Systems (Case
Study: Shiraz Tejarat Banks)

Ariana Dabiri Fard

MA in Executive Management Business Administration; Marketing
and Export; Department of Executive Management Business
Administration; Fars Science and Research Branch; Islamic Azad
University; Fars, Iran; Department of Executive Management
Business Administration; Shiraz Branch; Islamic Azad University;
Shiraz, Iran Email: ariana_d.fard@yahoo.com

Mina Akhbari Azad*

PhD in Knowledge and Information Science;

Department of Business Management; Shiraz Branch;

Islamic Azad University; Shiraz, Iran Email: minaakhbari@yahoo.com

Iranian-Journal of
Information

Processing and
Management

Received: 14, Sep. 2017 Accepted: 03, Feb. 2018

Abstract: The main objective of this research is to discover the effect IranianiResearchilnstitute

of the quality of ebanking services on the level of customer loyalty by for Information Science and Technology
focusing on management information systems in order to improve the (IranDoc)

level of services at the Bank of Commerce, City of Shiraz. ISSN 2251-8223

elSSN 2251-8231
Indexed by SCOPUS, ISC, & LISTA
Vol. 34 | No. 1| pp. 301-326
Autumn 2018

The survey method is descriptive and applied. The statistical society of
the research was infinite and consisted of all customers of Shiraz Trade
Bank, which was sampled by random sampling and using the Morgan
table of 384 individuals. The data collection method was a standard
questionnaire. Cronbach’s alpha coefficient was used to measure its
reliability. The calculated coefficient for the questionnaire was 0.904,
which indicates the adequacy of the questionnaire.

Data analysis in this study was performed by SPIAS software version
20 and Liserl version 8.8 at two descriptive and inferential levels.
Confirmatory factor analysis was performed to determine the construct
validity and conceptual model of research and fitness indicators on
the data of the research. The results confirm the goodness of the
questionnaire.

The results of this study showed that the quality of electronic services
has a significant relationship with customer loyalty and a positive and
significant correlation with loyalty is reported at 0.653, which indicates
its high impact on loyalty. Also, the quality of services has a positive
correlation with privacy of 0.54. Therefore, it can be said that the quality
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Chi-Square=280.33, df=48, P-value=0.00000, RMSEA=0.118
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