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 چکیذه

 ییٍ ؿٌبػب هیثب ٍسٍد تدبست الىتشًٍ ّب ثشخَسداس اػت. دس ػبصهبى یثغ عَلاً یآى اص ػبثمِ ا یشیٍ اًذاصُ گ یهـتش تیضبس

 هیتدبست الىتشًٍ ٌفهیخض لا هیالىتشًٍ یاص آًدب وِ ثبًىذاس ػت.هغشح ؿذُ ا يیدستؼبهلات آًلا یتوٌذیسضب آى، بدیص بسیثؼ یبیهضا

ؿبهل  یهـتش تیسضب یاثتذا هَلفِ ّب ،كیتحم يیدسا فشاٍاى اػت. تیحبئض اّو ضیً هیالىتشًٍ یىذاسدس ثبً یهـتش تیسضب ،ثبؿذ یه

 بتیثب تَخِ ثِ ادث هیالىتشًٍ یثبًىذاس دس تیٍثؼب یٍ عشاح تیاهٌ /یخلَك نیحش اخشا، ،یشیپز تیهؼئَل ،ییوبسا ٌبى،یاعو تیلبثل

اًذاصُ  یػپغ ثشا ؿذ. یخوغ آٍس یذاًیه ؾیوبیاص پ ػتفبدُپغ اص آى دادُ ّب ثب ا ؿذًذ. ییؿٌبػب ،پیـیي یهَضَع ٍ پظٍّؾ ّب

 ذ ٍٍ آهَصؽ دادُ ؿ یعشاح یاػتٌتبج فبص ؼتنیػ هی ،یمیتغج ػلجی – یثب اػتفبدُ اص سٍؽ اػتٌتبج فبص یهـتش تیسضب یشیگ

اػتٌتبج  ؼتنیٍ ػ یجدٍ ػبختبس ؿجىِ ػل تیاص تشو یمیتغج ػلجی – یاػتٌتبج فبص ؼتنیػبختبسػ لشاس گشفت. یهَسد اػتجبس ػٌد

 ثبؿذ. یه لىتشًٍیها یاص ثبًىذاس بىیهـتش تیسضب یشیَّؿوٌذ لبدس ثِ اًذاصُ گ یفبص ؼتنیػ يیا ؿذُ اػت. لیتـى یفبص

 كلوات كلیذی 

 .ػیؼتن اػتٌتبج فبصی ی الىتشًٍیه،ثبًىذاس سضبیت هـتشی،
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ABSTRACT 

Customer satisfaction and its measurement have a long-term experience in organizations. With the 

advent of e-commerce and identifying its enormous benefits, customer satisfaction in online interactions 

discussed. Since E-banking is an indispensable part of E-commerce, customer satisfaction in E-banking is 

important, too. In this research, first components of e-banking customer satisfaction were identified which 

include reliability, efficiency, responsiveness, fulfillment, privacy/Security and website in E-banking 

system through the literature review and previous research. After that, data were collected through survey 

method. Then, for measuring customer satisfaction, a fuzzy inference system was designed and trained 

using Adaptive Neural- Fuzzy Inference System and its validation was measured. This intelligent fuzzy 

system is able to measure customer satisfaction in Internet Banking. The structure of Adaptive Neural-

Fuzzy Inference System is formed from the combination of two structures of neural networks and fuzzy 

inference system. This intelligent fuzzy system is able to measure customer satisfaction in Internet 

banking.  
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