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ABSTRACT

The aim of the study is to measure the effectiveness of commercial banks in the agricultural financ-
ing in Turkey. For this purpose, 10 different criteria are identified based on five different SERVQUAL
perspectives. Moreover, 10 different Turkish deposit banks traded on BIST are taken into consideration
in the analysis process. Interval type-2 fuzzy DEMATEL (IT2 FDEMATEL) method is used to weight
the dimensions and criteria. Also, deposit banks are ranked with interval type-2 fuzzy TOPSIS (IT2
FTOPSIS). The findings show that flexibility of needs, branch availability, and qualified personnel are
the most important criteria for agricultural financing. Hence, it is recommended that banks design a
system in which customers can access the banks in flexible times related to the agricultural financing.
Another important recommendation is that banks open new branches near the agricultural regions so
that farmers can reach the banking services easily. Furthermore, banks should also improve their per-
sonnel for agricultural issues with necessary trainings.
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SERVQUAL-Based Performance Analysis of Agricultural Financing in E-Banking Industry

INTRODUCTION

The agricultural sector meets the compulsory vital needs of people in the country. In other words, meet-
ing the food needs of the country depends on the agricultural sector. In addition to this, the agricultural
sector contributes to the unemployment rate by providing employment in the country. Moreover, with
the help of the agricultural sector, raw material is provided to agriculture-based industry. Also, through
the export of agricultural products, the agricultural sector has a positive effect on the current account
balance of the country (Sagib et al., 2015).

In contrast, the agricultural sector faces some difficulties in terms of its structure. As an example,
there is periodic income as the agricultural sector depends on climate. Costs are continuous, although
manufacturers need long-term waiting to reach revenue. On the other hand, in today’s world, the agricul-
tural sector must be connected to modern agricultural machinery rather than physical power. In this way,
it will be possible to increase the efficiency of agricultural production. Therefore, agricultural producers
need to provide financial support to have modern agricultural machinery (Antén & Cattaneo, 2019).

Banks are the financial institutions that play key role in agricultural financing. They can provide
appropriate financial products to the farmers according to their demands. In this framework, loans with
flexible maturity can be given to the farmers. Another important point is that operational procedures
can be minimized for these people so that they can take loans easily. Additionally, appropriate credit
cards can be designed to satisfy the liquidity needs of the farmers. Furthermore, necessary branches and
ATMs can be opened near to the agricultural regions (Cook et al., 2015).

Hence, performance analysis of the banks related to the agricultural financing should be made pe-
riodically since they play a key role for this industry. In this circumstance, the essential point is that
appropriate methodology should be chosen for this performance measurement. Otherwise, incorrect
results lead to ineffective strategies. Therefore, performance management method should consider many
different factors at the same time in order to reach more effective results.

SERVQUAL is the methodology that is used to measure service quality of the companies. This
method has mainly 5 different factors. All physical aspects of the company are taken into account in
the “physical appearance”. The “reliability” aspect of the SERVQUAL model deals with how much
customers trust the company. On the other side, “response” considers the time of the service provided.
In addition to the mentioned issues, the confidence level of the employees to the company is discussed
in “assurance” dimension. Finally, in the “empathy”, sensitivity of the companies to the customers is
evaluated (Galeeva, 2016).

In this study, it is aimed to measure effectiveness of Turkish banks for agricultural finance. The
theoretical approach to the study is based on the 5 main components of service quality according to the
SERVQUAL measurement model. First, the direction and magnitude of the interaction between these
key elements will be measured by IT2 FDEMATEL method. Subsequently, with the help of the I1T2
FTOPSIS method, Turkish banks are evaluated according to the performance results.

The main novelty of this study is presenting criteria set for the performance measurement of the banks
regarding agricultural finance. Another novelty in our study will be the comparative analysis of public,
private and foreign banks on the financing of agriculture. Another originality in our study is the analysis
of the Turkish banks’ performance in the financing of agriculture by integrating IT2 FDEMATEL and
the IT2 FTOPSIS methods.

This study consists of 4 different sections. In this part, the main reason of selecting this topic is defined.
In the second section, the studies focused on agricultural financing are classified and the missing part

22



19 more pages are available in the full version of this document, which may
be purchased using the "Add to Cart" button on the publisher's webpage:
www.igi-global.com/chapter/servqual-based-performance-analysis-of-

agricultural-financing-in-e-banking-industry/235895

Related Content

E-Commerce Taxation Issues

Mahesh S. Raisinghaniand Dan S. Petty (2008). Electronic Commerce: Concepts, Methodologies, Tools,
and Applications (pp. 2064-2070).

www.irma-international.org/chapter/commerce-taxation-issues/9603

Process-Aware E-Government Services Management: Reconciling Citizen, Business and
Technology Dynamics

A. Taleb-Bendiab, K. Liu, P. Miseldine, S. Furlongand W. Rong (2007). International Journal of Cases on
Electronic Commerce (pp. 45-54).
www.irma-international.org/article/process-aware-government-services-management/1519

Electronic Invoice Presentment and Payment: Decision Whether to Offer an EIPP Service
David Wright (2007). International Journal of Cases on Electronic Commerce (pp. 39-55).

www.irma-international.org/article/electronic-invoice-presentment-payment/1523

Two-Dimensional Face Recognition Methods Comparing with a Riemannian Analysis of Iso-
Geodesic Curves

Rachid Ahdid, Khaddouj Taifi, Mohamed Fakir, Said Safiand Bouzid Manaut (2015). Journal of Electronic
Commerce in Organizations (pp. 15-35).
www.irma-international.org/article/two-dimensional-face-recognition-methods-comparing-with-a-riemannian-analysis-of-

iso-geodesic-curves/133381

The Role of Facilitating Conditions and Institutional Trust in Electronic Marketplaces
Pauline Patnasingam, David Gefenand Paul A. Pavlou (2005). Journal of Electronic Commerce in
Organizations (pp. 69-82).
www.irma-international.org/article/role-facilitating-conditions-institutional-trust/3462



http://www.igi-global.com/chapter/servqual-based-performance-analysis-of-agricultural-financing-in-e-banking-industry/235895
http://www.igi-global.com/chapter/servqual-based-performance-analysis-of-agricultural-financing-in-e-banking-industry/235895
http://www.irma-international.org/chapter/commerce-taxation-issues/9603
http://www.irma-international.org/article/process-aware-government-services-management/1519
http://www.irma-international.org/article/electronic-invoice-presentment-payment/1523
http://www.irma-international.org/article/two-dimensional-face-recognition-methods-comparing-with-a-riemannian-analysis-of-iso-geodesic-curves/133381
http://www.irma-international.org/article/two-dimensional-face-recognition-methods-comparing-with-a-riemannian-analysis-of-iso-geodesic-curves/133381
http://www.irma-international.org/article/role-facilitating-conditions-institutional-trust/3462

