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The Impact of Electronic Servicing Quality Dimensions on the Purchasing
Decision of Clients E-commerce Websites: a Case Study of Marka VIP
Company in Jordan

Prepared
Abdallah Qayed Al-Majali
Supervised by
Dr. Firas Abu Qaoud

Abstract

This study aimed to recognize the impact E-services quality dimensions on
the purchasing decision. This study examined the hypotheses which

introduced in order to resolve the research's problem.

The research population composed of the E-commerce sites consumers
especially the consumers Marka VIP sites in the Jordan. The study sample
includes (385) consumers of Marka VIP sites because the study population
unlimited. (385) questionnaires have been distributed on the consumers.
The recovered questionnaires are figured (274). Recovery rate is (71.2%)

and it is a good rate.

To achieve the applicable side of the study and to gather data, the
researcher developed a questionnaire composed of 36 paragraphs have
distributed on three parts: the first is for the demographic information about
the study sample, they are six paragraphs. The second is the E-services
guality dimensions. It consisted of 20 paragraphs. The third part and the
last are about the dependent variable (purchasing decision) which consisted

of 10 paragraphs.

Data is gathered and analyzed by using statistical method (averages,
standard, deviations, stepwise multiple regression test and simple
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regression test) to recognize the impact within variables, and testing the

hypotheses of the study.

The study finds out that there is impact with statistical significance of the
E-services quality dimensions (reliability, response, easy to use, security)

on the purchasing decision of consumers together and individually.

The researcher provides a set of recommendations:

1- The E-commerce site are necessary to care about the E-services quality

dimensions (reliability, response, easy to use, security).

2- Avoiding repeating mistakes which occurred within introducing the E-
services, and making a study for the followed procedures in introducing the

E-services attempting to be short

Keywords. E-service, quality, electronic commerce, service quality ,

Purchasing Decision , reliability, response, easy to use, security
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Juee¥1 ) & Cannlons g 5l Cuin el 0 Blie oa A e (e sy SN 3l
A8k pladia) A I 5lail) Bl ey 5 61aV) dejusy cclarally caladl ) dnge 055
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Pty Upac (8558 daal Lgahaad Allg S S0 GISHAN Leie adid

b S Lyl Adlad SS) Gagud -1
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(Sukasame, 2005) agiaa

D Agig Ay claddl) cilygiva ( 2-2-2)

sy Oligie auyl (A layghat s A g SV Gladdl) Crand 8

: dglagleal) cilasdl) -1

Laslgi€ ) ) s Yy sy IS laanpally A1 e lealing 3 classl ag

il Olesladls cidagfiall Gilaglaall (pe dlidi gty cedaall dldinall f didedl) il sladll
Ll € IS Asleglaall cilaadll axdis A0 Aada) e AEY) (e e Dlaall Aol
.( Liu,2007). g4 y<y|

s e lanl) cilaadd) -2

Il e IS5 (o) L (95K 5 Apaliil) leadlly A g 5KV claaddl Jayss Al coleadll a
Calpaall g s Dlandl Qb Jie 33318 (Dt L sl i€l (e (s5iase g ae ¢ Dl s Je il

Cpibagall Jae Jigad 58 AN 8 Aglelal) cleaddl aadiul (e g lls (ATM) Y

www.manaraa.com



20

Slaall aoniy , COLabaall GallSE (e aally , (gia) Ealas o Jaall daill agilhcls
Do S Afiat A U gsiaall 138 zlingg , agedil il e cilerdl) il Jle Jgeanl

( A. Azzam, 2010). 4sleslaal) cileasl
: Aug A cblalaal) cilars -3

Basa Aua gl i iyl g Ale i) culanal) (e o) At Ay ) 2 lad Al cleadd) a
Gl e gsiwall 13 claaiia) S Sl O clalad) o)l A4S e
leaai (b e At (3o ST SRS Cun Aty SN il gSall b aagy 8 Ay SV
e Claglan g Gauil) wy asSa Anie 8 Alabaall oy Resdll e aghs Cuny
On gsl) 138 sk Adghee 0aSiy . Glalpall lpaaig Alalaall alaly (A1 daasSa Cluge
Bl cannl) qpall) g SV AagSall alingg daasSal) Cilunsall o ASjile Cilaxdl

(http://www.moict.gov.jo ,4ua,¥) cilasleall La i€ 5 ey laiy!

: Adalsial) A Y cilesil-4

O Sleadll sy Adey Gledd maall el (ggia (o Gladdl) JOT (ool 130
Al aodtg Jadd Baslg Bye L3S He" apekt A Gledd oy GlagSall 5 Glagall g 23
& Aady) dulsay ellhy Alalially claodld) sl dpend g'ﬁ:u - AY) A xSV calaadll

A ) lasbaall Lnslsi€ 5 VL) 30550 ansl) gisall) © Zea on ST (e Lewlaiiind

(http://www.moict.qov.jo

www.manaraa.com


http://www.moict.gov.jo/
http://www.moict.gov.jo/

21

: Ay A clasdll g s (3-2-2)

gl Glesd ali lgle Cui) e Bl A heinl) cladaiall aalid S

- (12010, 8yra) :ie i) ASud e LgDleal

Jio 9 SN aBsall pe e JS5 lead® 2 ciladd (gl dadla 4 5SI) Gilaas
o (s AN a8 gall B3 aa o Dlaadl Jay)l 39 SNV 2yl aladiin)

ALY s3] LAY a8y Sl ALY A lac)

- A e Bl (35 Ay S il el s

SN piall iyl eSS s

s AN sl e ler sy Al Canal) cililae QYA (e sSaal) cilaliial ayaad
- ol A g el latiiall e Al clilully il sladl)

il e Glegaddl e snaall il e (Ble V)

G (o) Anlia

sl catlly Jam i) Aaxa

Llee Ll 2my lendl) e psill 138 05K Lo Llle sanlall s A, 50 cilans
t S e )yl

ol lagpd 5 @yl Jsa lagleall

e Gl Ciliaalpall Wgiiilhe are Jla 8 de luall cilaiiall ¢ la) Zuilous

-1

- laiid) (RS g aladinl 48 Jea Glaglaa

www.manaraa.com



22

: Aig Sty ciladdl) Baga sl (2-2)

Lihanse 5 leaseia Cun (e 4 g ST Ciloaall Adliaal) cailsad) dhas Gialid) (e 22all Jlal
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