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Identifying and ranking the effective factors on the quality of e-services in Iranian National Tax
Administration by Fuzzy AHP

Abstract: The subject of electronic service and website quality is considered by some researchers in
recent years. Although the studying an measuring e-service quality have been conducted more in
private sector, profit-oriented contexts, the e-service quality in the public sector is less considered. The
aim of this research is to identify and rank the effective factors on the quality of e-services in Iranian
National Tax Administration from the viewpoint of users of these services. To prioritize the effective
factors and identify the ranking (importance order) of e-services quality, fuzzy analytical hierarchy
method have been used. Rresults indicates that the order of importance of essential factors fore-
services in Iranian national tax administration from the view of the use of the e-servicesis as the
following: system quality, service quality, and information quality. Finally, some recommendations
have been presented for Iranian organizations about electronic services as well as for future researchers
in this area.

KeyWords: Tax Administration, Service quality, E-Service quality, Fuzzy AHP.
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