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Assess the quality services by using the two approaches ANP and IPA
(case study)

Elham rabani, Hadi shirouyehzad
ABSTRACT

Necessity to compete successfully in today’s turbulent market, iS achieving customer’s satisfaction.
Keeping the customer satisfied, causes loyalty and trusts him to the organization, and each loyal client, can be as a
marketeter in the external environment of the organization. Based on the explanation of quality that’s nothing but
meeting the needs and desires’s client to satisfy him, therefore, it is essential to use approppiate tools to measure
the quality of customer’s visibility and use the results of them in the company’s future plans. The aim of this study
was based on the above, is evaluating, categorising and prioritizing the affected factors on quality of service, in a
branch of the national bank, based on the SERVQUAL model. This study is primarily priorities criteria based on
Analytical Network Process, then by using the Importance-Performance Analysis tool, classifies criteria for
service quality management to lead the manager to focus on the significant criteria. The result of this research, is
recognition the criteria and prioritize the criteria in order to reduce costs and achieve rapid improvement in
customer satisfaction in terms of quality services.
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