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Executive Summary 

E-commerce is the buying and selling of a product or service over electronic systems such as 

the Internet and other computer network. The Internet is a global system of interconnected 

computer networks that use the standard Internet protocol to serve billions of users 

worldwide. The Internet is defined as the worldwide interconnection of individual networks 

operated by government, industry, academia, and private parties. Initially the Internet served 

in order to interconnect laboratories and workshops involved in government research and 

examination, and since 1994 it has been expanded to serve millions of users and a multitude 

of purposes in all parts of the world. The appearance of the Electronic and Internet commerce 

nowadays has now begun to create a different and innovative relationship between the 

customer and the service provider. In the environment of the internet banking, the displayed 

of the use of the internet by bank associations as a network of selling their services and 

facilities was not only a sanctification but also a challenging and exciting issue. The whole 

and complete nonappearance of human interaction and collaboration, the low levels of 

customer satisfaction and the high levels of customer turnover have increased the need of 

better understanding customer's requirements and providing services of the higher quality. 

The present project aims to investigate customer satisfaction and the customer's perceived 

service quality in the area of internet banking. The following research took place in Cyprus, a 

place where the internet banking usage and internet perception is well below at present. In 

order to identify the relation between internet service quality and customers a specific model 

was adopted. The model consists of five major dimensions of web-based service quality 

selected through a detailed review of the literature. These dimensions are reliability, 

responsiveness, security, accessibility and quality of information. Each of the above 

dimensions was then examined through a survey of 120 valid questionnaires in terms oftheir 

relationship with and importance in satisfaction or dissatisfaction levels from the perspective 

of Cypriot electronic banking users. The results of the survey showed that while Cypriot 

electronic banking users are satisfied with the dimensions of security, reliability and quality of 

information, they are not so satisfied with the dimensions of accessibility and responsiveness. 
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