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Finding critical criteria of evaluating electronic service quality of

Internet banking using fuzzy multiple-criteria decision making
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5. Discussion and conclusion

In order to strengthen competitiveness, Internet banking should
pay more attention to the improvement of electronic service
quality. Although the traditional Likert scale has been the main
way for evaluating service quality, the Likert scale cannot deal
with cognitive uncertainty arising from human thinking and per-
ception process. Thus, this paper employs fuzzy numbers to
represent uncertain performances of overall evaluation and indi-
vidual attributes for an Internet bank.

Through questionnaire, each respondent can be asked to give
the following data: (1) a triangular fuzzy number corresponding to
each of the linguistic values; (2) the performance values of individ-
ual attributes and the overall evaluation for Internet banks which
he or she visited before. Then, for each Internet bank, degrees of
importance of respective aspects and attributes under the corre-
sponding aspect can be automatically determined by the proposed
genetic-algorithm-based learning method. The learning method
is performed for the given hierarchical decision network. In the
empirical study, five domestic Internet banks of financial hold-
ing companies with respectable FOCAS on 2007 in Taiwan are
selected. The average degrees of importance of respective aspects
and attributes are reported.
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