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Abstract

Financial industry has invested a lot of money and effort, the development of online banking services,
consumption Whether they become Internet banking users, and affect customer satisfaction with the use of online
banking. It will be more important for the industry to provide a reference for the future maintenance of the
amendment of online banking, and academic information system on the successful model of information quality,
system quality, service quality will directly affect the user satisfaction has a lot of discussion; Cognitive
usefulness, users believe that the use of the system has a positive relationship between performance and increase
the positive use of the system evaluation, and thus provide the banking industry in the construction of online
banking and business reference.

This study was conducted with a total of 244 questionnaires and a recovery rate of 87%. A total of 300
questionnaires were sent to the customers of a Bank. The study found that the service quality of online banks
affected the quality of service. Online Banking Satisfaction "Consumers are concerned about the correctness,
confidentiality, speed of processing, features offered and the attitudes and professionalism of online banking.
Bankers should pay more attention to this issue and strengthen their advocacy, So as to persuade more customers
to use Internet banking, to achieve good interaction between banks and customers, to improve the satisfaction of
Internet banking, will effectively popularize the use of Internet banking customers rate, and thus effectively
relieve the burden on people, improve bank operating efficiency .

Keywords: Internet Banking, Service Quality, Customer Satisfaction
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