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THE EFFECT OF ELECTRONIC SERVICES QUALITY PROVIDED BY INTERNET
SERVICE PROVIDERS ON CUSTOMERS SATISFACTION IN THE STATE OF
PALESTINE

Prepared by
Mahmoud Yassin
Supervised by

Dr. Ali Falah AL-Zoubi

Abstract

The purpose of this study was to investigate and measure the effect of electronic
services quality’s dimensions (Ease of use and the Availability of Information, Design,
Reliability, Security and Interactivityty) Provided by Internet Service Providers on
Customer Satisfaction in the State of Palestine.the study sample consisted of (400)
customers who were randomly chosen rom the study of population. The number of
guestionnaires recovered (384) to identify by 96%, were excluded (21)
guestionnaires to the inefficiency of the analysis statistical, and thus the number of
valid questionnaires which were subjected to statistical analysis (363) to identify by

94% of the total forms recovered .

Where the results of the study showed that there is a statistically significant effect, by
the quality of Electronic service in accordance with the dimensions (ease of use,
design, reliability, interactivity) together on customer satisfaction and each of these
dimensions alone has a statistically significant effect on customer satisfaction. In
addition, the rest of the dimensions (the availability of information, the Security), have

a positive impact, but not statistically significant.

The study was presented a set of recommendations including: to give a big attention
and work continuously to develop the quality of electronic services dimensions in

order to maintain customer satisfaction.
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(Bressolles, G., Durrieu, F., and Giraud, M. 2007). The impact of electronic service

quality’s dimensions on customer satisfaction and buying impulse.
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(Har, L, 2008). Service dimensions of service quality impacting customer

satisfaction of fine dining restaurants in Singapore.
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(Ba, S., Johansson, W. 2008). An Exploratory Study of the Impact of e-Service

Process on Online Customer Satisfaction.
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customer satisfaction: Examining internet banking in Greec.
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(Tangjai, S. 2011). Internet Service Providers in Thailand: Evaluation of

Determinants Affecting Customer Loyalty.
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2012). E-Service Quality Dimensions and Their Effects on E-Custer Satisfaction in

Internet Banking Services.
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Investigating customer satisfaction dimensions with service quality of online

auctions: an empirical investigation of e-Bay.
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(Roche, 1. 2014). An Empirical Investigation of Internet Banking Service Quality,
Corporate Image and the Impact on Customer Satisfaction; With Special Reference

to Sri Lankan Banking Sector.
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