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Electronic Services (IT) in the banking and financial institutions (Case Study of Melli bank branches in Mashhad
(Province
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This research investigates the methods for improving the quality of IT services (electronic services) in the Melli Banks
branches in Mashhad province, where QFD and ANP models were operated. To this concern, three-dimensional,
usability, service interaction and information quality to improve IT service quality were examined. The results of the
analysis of the opinion of Melli Bank Customers indicate that three dimensions considered in this study to improve the
quality of IT services are effective. The results suggest that there are differences between the effects of these three
dimensions and two dimensions of information quality and usability are more important than the service interactions.
Then, the strategies to improve IT services and the weights of fuzzy ANP technique, were evaluated based on the
house technical quality is identified. Based on the results of the evaluation of recovery strategies, practical
.suggestions were offered
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