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Abstract

Internet banking providers
tend to introduce to customers as
many bank services as possible very
often without knowing what the
customers really want and expect
from them within the traditional of
banking environment it was almost
impossible to monitor and record
data on second by second actions and
interactions with the customers .the
fact is that the electronic environment
allows internet banking providers to
capture enormous amount  of
information about customer behavior
during the whole process of service
consumption and to collect their
opinions and requirements indifferent
forms .However ,the first question is
whether internet banking providers
are able to analyse and conceptualise
them and further to translate them
into service design specifications, the
second issue concerns an e- service
quality management  framework
based on the customers requirements
that would allow managing the
quality of internet banking services
developing quality measurement
system and so facilitating full control
over service quality in electronic
environment .
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