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The impact of outsourcing the IT services on the quality of services in the Tejarat bank of
Gilan province

Abstract

Today, outsourcing in the area of IT services is not only an option but also a strategic
necessity in the organizations, so they could be able to focus on their main tasks and use
the external resources to serve their organizational goals by reducing the operational costs
and IT risks. Providing information technology services is one of the most influential
decisions of the organizational managers. Along with the rapid changes in the information
technology and especially the growth of the Internet and e-commerce, the banks’ needs to
use the knowledge, facilities and external resources have been increased. This study in
terms of the purpose is practical, and in terms of the data collection method it is a
descriptive-survey study. The study population is consisted of the employees of the Tejarat
bank; therefore, by using the convenience sampling method, 169 employees have been
selected as the study sample. The data have been collected by using the outsourcing
standard questionnaire of Grover et al. (1996), the service quality questionnaire of
SERVQUAL Parasuraman et al (1985), and the user satisfaction questionnaire of lves and
et al (1983). Finally, by using the SPSS 24 software, the hypotheses have been evaluated.
The analysis results have shown that the IT service outsourcing has a positive and
significant impact on the service quality and user satisfaction.

Keywords: outsourcing the IT services, service quality (SERVQUAL), user satisfaction
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