Journal of Advertising and Sales Management

Vol 3, No 1, Apr-May 2022, (93-111)

0998 9 Gl Cupite (ol dolibiad
(=1 VF )l o8 b)) ol oF o0

(Y6 2d (o6 i) 0189 53 tandllae
! @’Wéot}w“ S S

(_)‘ﬁ‘ Olden ‘LS“)L“‘ :\)'T al{,ﬁ.}\: gdlfjjb o pde tv\ﬁs)‘ stu)\f L;}gr_iﬂ: !

(J g a.x;ﬁ};)(_)lﬁl ‘ux}}lf.l.:f Lsa)kw\ :|)'T eli.':}bau»))lf.\:fvb-\) (o e O);‘)Li;t»ﬂ ("

VPN [oF]F s b oo

VFey/e+] 108 50 & 56

Investigating the Impact of Electronic Service Quality on Customer Satisfaction
and trust in Online Shopping (Case Study: Digikala Online Store)
Mahdi Khani *, Tohfeh GhobadiLamouki
! Master student, Business Management, Islamic Azad University, Hamadan, Iran.
2 Assistant Prof., Department of management, Gonbad kavoos Branch, Islamic Azad University, Gonbad
kavoos,Iran.

Received: (30/05/2021)

Accepted: (29/06/2021)

b 4wl https://doi.org/10.52547/JABM.3.1.93

Abstract

The purpose of this research was to identify the
effect of E-service quality on customer satisfaction
and trust in online shopping of Digikala online store.
This research is a survey, applied and descriptive in
terms of purpose. The statistical population includes
all customers of Digikala online store in 2020 who
have purchased from this store at least once.
Available sampling method was used for 384 people
and in order to collect information, Rita, Oliveira and
Farisa(2019) 66-item questionnaire was used. For
descriptive statistics, dispersion and central indexes
were used along with graphs to fit the tables. The
results show that the e-service quality directly on
customer satisfaction and customer trust and
indirectly on customer behavior have a positive and
significant effect in online shopping. All eleven
research hypotheses that have examined the
relationships between the variables of e-service
quality, customer satisfaction, customer trust and
customer behavior in online shopping have been
confirmed. The results of the research help managers
and Online store operators to better understand the
impact of e-services on customers' shopping behavior.
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