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The impact of the quality of electronic services on customer
satisfaction

Case study: (Petrotrade company
website )
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Summary :

This study aims to know the impact of the quality of the electronic services of the
Petrotrade website on the satisfaction of its customers, with the aim of arriving at a model
for measuring customer satisfaction with the quality of service provided on the company’s
website. The study followed the descriptive analytical approach, and used the surveys as a
tool for data collection, and represented the study population of the company's website
customers. 350 surveys forms were distributed through social networking sites and
manually, 20 surveys were excluded, bringing the total valid forms to 330 forms, with an
exception of 94.2%. The results showed that there is a significant relationship between the
qualities of electronic services in terms of( Website design, ease of use, reliability,
responsiveness, trust and security, empathy) on satisfaction , and the researcher used the
SPSS program to analyze the answers of the sample. The study recommends that the
company spread the culture of obtaining service through electronic means and add new
services that stimulate electronic transactions while promoting them and keeping pace with
modern technological developments and the state's orientation towards providing services
electronically and activating the e-government
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RII VALUES Importance level
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.61 <RII <.8 High- Medium
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One-Sample Statistics
N Mean Std. Deviation ~ Std. Error Mean
Jo¥) aad) 330 3.9636 .80945 .04456

One-Sample Test

Test Value = 4
95% Confidence Interval of the
Mean Difference
t df Sig. (2-tailed) Difference Lower Upper
JsY =l -.816- 329 415 -.03636- -.1240- .0513
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One-Sample Statistics

N Mean Std. Deviation ~ Std. Error Mean
S 2l 330 4.0279 76517 .04212

One-Sample Test
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95% Confidence Interval of the
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t df Sig. (2-tailed)  Mean Difference Lower Upper
Sl 2l .662 329 .509 .02788 -.0550- .1107

LAY Ao il Az 8 LEA)-3

AS 531 g S adsall (e o Daall Lia ) e dgalaie ) any 80 e 20N L il Lo jill (e
A a8 sl e e Slandl Liay (i je 8 and) 138 e digall o) 31 4880 g0 (pa pracaly (530 5 i g 3iSIV) Claaal)
A ) ey 63 Jas il Al S (4
s ASIY) g sall e eDlaall Lin e dgalaie ) day il (e Aglaas) AV 53 i) aa oY sieamnd) G Al
Ay S cileaal) AS i
eDanll Lia ) A 3ud g ST landll e 5 0 sal Apaladie W) any 8 e dilan) AV g3 i aa g ¢ Jadall (a8l
A5 ST Cleaall AS 5l g S ad sall (e
O A sire (358 aa 55 O ey (Slaa W)l Al MaSl oy 95,05 40 sine (5 siuse dic t- test @ikl A Gag
sl e cplalall Lia )y o 2l 138 e 438 gall e oy ) (o yital) Jans siall 5 Aipall 21 3l 61 ) Jan i
010 AV (5 sl G¥ lld g Jaadh a8l J 58 5 (cadall m all (b (SluanY) ) Hal) SaSl 5 g STY)

36




Glaadll 33 gal Aaldie V) aay i Ailias) al¥a 33 / Ji 2ga pxe e Ju sl 05 e BB sa (SiQ)
43 9 SIY) ilaadl) 4S HA) S5 ySIV) a8 gall e e Blaall Lia y (& 4 g iSIY)

One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
GGl a2l 330 3.8685 .91660 .05046

One-Sample Test
Test Value = 4
95% Confidence Interval of

Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper
SEl 2l -2.606- 329 .010 -.13152- -.2308- -.0323-
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One-Sample Statistics

Std. Std. Error
N Mean Deviation Mean
&) 2l 330 3.7980 .89904 .04949

One-Sample Test
Test Value =4
95% Confidence Interval

Sig. (2- Mean of the Difference
t df tailed) Difference Lower Upper
GV =l -4.082- 329 .000 -.20202- -.2994- -.1047-

37




HAaldl) de 8N duda 4 L) 5
AS 53l s SV adsadl e eDlaall L) o gla¥) g 4By iU e deal) due jall dpa jdll Cpaa
9 A a8 gall e eSlanll Liay (e je 3 2l 138 e digall o) 31 480 ga (e pracaly 5301 5 A 5 IV landl)
s e A Jan giall e MK (e
s A gl e e Dlaadl Ly o et g ABE day il (e ddliant AV 03 Sl an g Y 1 pedad) (Al
Ay IV cleadd) < L,
s AN adsall e o Sleall Liay o el g 4Bl aay il e dilaas) AV 53 i a1 Bad) Gl
Ay Y cleadld) A< L3
Aall 281 ¢ ) Lo e (g Ay s 358 22 5 O il 9,05 (2sime (5 stue dic t- test @i A G4y
DIAN A 2y g SIY) adsall e Cplalall Lia ) A aed) 13 e da) sl e Jy 3 (i sidall das giall
05 oo S 52 5(sig) 061 AVl (5 siwa Y llag diad) 2l (il y5 (a2l G 8l 58 s 5 (Slaal]
Loa )y 8 duig IV cileaddl agal eVl A8 amy dl5 dilas) Al 2 48Ne / i asay e Ju Mg
A 5 IV claaal) A4S HEL s I ad sall (e e Dlanl)
One-Sample Statistics
N Mean Std. Deviation  Std. Error Mean
) 2l 330 4.0727 .70178 .03863

One-Sample Test
Test Value = 4
95% Confidence Interval of the
Difference
t df Sig. (2-tailed)  Mean Difference Lower Upper
) 2l 1.883 329 .061 .07273 -.0033- .1487
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One-Sample Statistics
Std. Std. Error
N Mean Deviation Mean
oballazl) 330 3.7879 .93351 .05139

One-Sample Test
Test Value = 4
95% Confidence Interval of
Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper
cealadlaadl 4,128 329 .000 -.21212- -.3132- -.1110-
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One-Sample Statistics
N Mean Std. Deviation ~ Std. Error Mean
Al Jeal 330 4.0188 73517 .04047

One-Sample Test
Test Value = 4
95% Confidence Interval of the
Difference

t df Sig. (2-tailed) Mean Difference Lower Upper

A Jes) -1.983- 329 .048 -.08024- -.1598- -.0006-
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