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Website Services Quality and its impact
on customer’s Value, Satisfaction and loyalty
An Applied study On Website customers of Egyptian
Telecommunication Organizations

Abstract

The aim of this study is to recog-
nize the impact of Website Service Qu-
ality (Website Quality — Information Q-
uality - customer service Efficiency) on
customer's Value, customer's Satisfacti-
on and customer's loyalty, to build a m-
odel for Website Service Quality in Eg-
yptian Telecommunication Organizatio-
ns by using Path analysis and partial co-
rrelations analysis.

The questionnaire has been desi-
gned to gather data. The sample size is
384 customers of Websites for Egyptian
Telecommunication Organizations and
221 questionnaires were distributed of
which 221 units were collected and an-
alyzed.

According to results obtained fr-
om structural model, the study conclud-
ed that variables of Website Services
Quality could be arranged as followed:

" customer service Efficiency, Informa-

tion Quality and Website Quality” to b-
uild customer's loyalty.

Website Service Quality is the m-
ost important dimension in building cu-
stomer's Value, customer's Satisfaction
and Customer loyalty.

The results support the indirect
effect of Website Service Quality on c-
ustomer's Satisfaction through custome-
r's Value, and customer's Value has po-
sitive direct effect on customer's loyalt-
y, and, the study has suggested model
of Quality of electronic Customers ser-
vice to retain the Customers with relia-
ble degree. Customer Value, Customer
Satisfaction are placed as intermediate
variables between Quality of electronic
Customers service and customer's loya-
Ity. This affects the strength of the rela-

tionship between them.
Keywords: Website Services Quality
- customer's Value, customer's Satisfac-

tion- customer's loyalty
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