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The effect of electronic service quality on customer behavior
with the mediating role of customer satisfaction (Case study of
Digi Kala online store in Sari)

Asadollah Mehrara', Reza Bahramzadeh"

Abstract

The aim of this study was to investigate the effect of electronic service quality on customer
behavior with the mediating role of customer satisfaction of Digi Kala online store in Sari. This
research is descriptive-survey in nature and applied in terms of purpose and the method of
collecting information is using survey research method. The statistical population of this research
consists of all customers of Digi Kala online store in Sari, whose number is unlimited. In order to
determine the minimum required sample size, 384 people were selected from the Morgan table
by random sampling method as the sample size. In order to ensure the return of this number of
questionnaires, 450 questionnaires were distributed in the community. In order to collect
information in this research, the quality service questionnaire of Rita et al. (2019), the online
shopping behavior questionnaire of Afrim Turban et al. (2008) and the researcher-made
customer satisfaction questionnaire including 14 items were used. Structural validity, convergent
validity and divergent validity were used to assess validity, and combined reliability (CR) and
Cronbach's alpha coefficient were used to calculate reliability. Kolmogorov-Smirnov test, factor-
confirmatory analysis and structural equation test were used to analyze the data. Data analysis
was performed using SPSS21 and Smart PLS software. According to the results, the quality of
electronic services has an effect on customer behavior in online shopping with the mediating role
of customer satisfaction. The quality of electronic services has a significant impact on customer
behavior in online shopping, shopping motivation and buying behavior from the online store.
Also, the quality of electronic services has a significant impact on customer satisfaction in online
shopping from the online store of Digi Kala. The results showed that 5 dimensions of the quality
of electronic services (implementation, access, privacy, responsiveness and communication)
have a significant impact on customer satisfaction in online shopping from the store. But the
dimensions of efficiency and service compensation do not have a significant effect on customer
satisfaction in online shopping from Digi Kala online store. The results showed that customer
satisfaction has a significant impact on customer behavior in online shopping, shopping
motivation and shopping behavior from Digikala online store.

Keywords: quality of electronic services, customer behavior, customer satisfaction.
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