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The Effect of Electronic Services Quality Dimensions on
Achieving Satisfaction for Social Security Enterprises

Representatives in Jordan

Prepared by:
Naiem AL-Tarawneh
Supervised by:
Dr. Mohammed Saleem Al- Shura

ABSTRACT

The purpose of this study was to investigate the relationship between the quality of
electronic services and customer satisfaction on the website of the Jordanian Social
Security Corporation through the liaison officers (representatives of the organizations
subject to social security) and those who deal electronically with the location of the
institution-mail.

The study population was all the organizations which dealing electronically with
the Social Security Corporation (248 organizations), the researcher take all the population
in this study as a whole sample of the study were distributed (223) questionnaires to the
liaison officers who represent organizations (as some liaison officers representing more
than one organization) and recovered from (168) questionnaires.

To achieve the purposes of this study and data collection of the study, the
researcher developed a questionnaire from (28) items, divided into three parts: Part |
which is the general information about the sample (1-4) paragraphs, the second part is the

dimensions of the electronic services quality (5-23), representing independent variables,



and the third one is the customer satisfaction (liaison officers) of the dependent variable
(24-28).

The data was analyzed using Statistical Analysis Package for Social Sciences
(SPSS), to find a relationship between variables and to test hypotheses of the study. The
results of the analysis that there are impacts of e-service quality dimensions on customer
satisfaction, and generally, this impact was high for all dimensions. Privacy ranked first
in effect an average of mean (4.36), ease to access to the site ranked second with an
average mean amounted to (4.07), ease of use ranked third with an average mean was
(4.02), reliability of the website with an average mean was (3.94), courtesy of fifth place
with an average mean was (3.90), and the respond ranked sixth and final arithmetic
average was (3.80).

Also this study finds that there is a statistically significant effect by the quality of
electronic service in accordance with the dimensions (reliability, ease of access for
service, privacy, responsiveness, courtesy, and ease of use) together on customer
satisfaction and each of these dimensions alone has also a statistically significant effect
on customer satisfaction.

The study was presented a set of recommendations including the need to hold
continuous training courses for liaison officers to demonstrate how to improve service,
and training on modern technology and how to address the weaknesses. The researcher
also adjusted that the social security corporation should make statistical questionnaires on
a regular basis use statistical methods to measure the quality of electronic services to
detect errors and address weaknesses by all stakeholders in the Social Security

Corporation.
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