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Abstract

The purpose of this study was to investigate the effect of electronic service quality on customer satisfaction.
The research method is descriptive-correlation and applied in terms of purpose. The statistical population
of the study was all 65651 people in Khorasan Razavi province in 1397. According to Krejcie and Morgan
table, 382 people were selected as a statistical sample. Therefore, 410 guestionnaires were distributed and
finally, by removing incomplete guestionnaires, 382 analysis questionnaires. And analyzed. In this study,
stratified random sampling method was used for sampling. To collect data, two standard questionnaires of
guality of Nadem e-services (2011) and Bagheri customer satisfaction (2012) were used. Cronbach's alpha
coefficient for the questionnaires was 0.946 and 0.91, respectively, so the reliability of the questionnaires
was confirmed. The content validity of the questionnaires was confirmed by experts. Data were analyzed
in two parts: descriptive statistics and inferential statistics using Spss25 and Amos24 software. The results
of the research showed that the quality of electronic services and all its components (quality of online
services, quality of website design and quality of Internet services) have a positive and significant effect on
the satisfaction of the devotees of Khorasan Razavi province.

Keywords: quality of internet services, quality of electronic services, customer satisfaction
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