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The Role of Electronic Government in Improving the Quality
Service - A Field Study on the Customers of Syrian Commercial
Bank Branches in Lattakia

Dr. Bassam Zaher *

(Received 7/2/2012. Accepted 7/5/2012)

O ABSTRACT 0O

This research aims at identifying the extent of applying electronic government in
government banks by identifying the impact of electronic government applications
currently used in the banks under study to improve the dimensions of service quality
which are related to reliability, responsiveness and security, compassion, and some
physical aspects.

The results of this research reveal the existence of significant differences between the
dimensions of service quality currently available in the banks under study and between the
dimensions of service quality that should be available according to the electronic
government. The results have also referred to low levels of customer satisfaction with
ATM services, and services available on the Internet.

The most important recommendations of the research are the need for banks to
provide services correctly at the first time and at every time, and to simplify procedures of
obtaining services. It has also recommended responding to customer inquiries quickly,
respecting the privacy of customers' information, especially those related to personal
accounts, and providing computers, hardware and advanced software capable of dealing
with electronic Government technologies. In addition, the research also promotes
providing information security for all bank operations, and working on the transition to
interactive website of the electronic bank.

Key words: Electronic Government, Service Quality, Electronic Bank, Interactive
Website, Customer Satisfaction.

*
Associate Professor, at the Business Administration Department, Faculty of Economics, Tishreen
University, Lattakia, Syria.
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