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Avrtice

Analysis of the quality of services provided by Sepah Bank to customers can be effective in identifying the strengths and
weaknesses of the bank and change the quality characteristics of services. Accordingly, by sampling from different
branches of Sepah Bank in Fars, Yazd and Isfahan provinces, 450 collected questionnaires were used as a basis for
analyzing the gap between customerschr('39") expectations and perceptions. In this section, using the SERVQUAL
technique, the gap between expectations and perceptions was identified. In the continuation of the research, using the
Kano model technique, the type of needs and as a result, the type of gaps were measured. Then, in order to reduce the
identified gaps, the artificial intelligence network technique was used in order to take practical steps to reduce the service
gaps created in the bank with a practical view. The results of the study indicate that there is a qualitative gap between all
components identified in the field of quality of customer service of Sepah Bank, which itself confirms the poor state of
customer service. The application of artificial neural network method also indicates the relationship between customer
needs and the level of gap perceived by them. This is especially true of quality aspects such as tangibles, ATM services,
Internet services and accountability. Paying attention to providing a suitable parking space for bank branches, providing
welfare facilities inside the branches, including water coolers, furniture, etc., proper and new work tools and equipment
used by employees, maintaining customer safety by using security facilities, etc. More than other components It is
important.
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