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Abstract: The purpose of this paper as an empirical case study is to identify 
and rank the effective factors in e-service quality from the management 
perspective in the technical and vocational training organisation (TVTO) of the 
Tehran Province. First, effective factors in e-service quality are identified by 
the Delphi technique; then, the ranks are calculated using analytical hierarchy 
process (AHP). AHP can be used as a framework for improving the quality of 
electronic services. Current study is a descriptive research. A questionnaire is 
used to collect data. The results show that six criteria (delivery of services, 
organisational performance, web design, security, usefulness of information 
and customer satisfaction) and 25 sub-criteria are effective in improving the 
quality of electronic services in the field of intelligent building system and 
development agencies. Moreover, service delivery is the highest-ranked 
criterion, followed by customer satisfaction, usefulness of information, and 
organisational performance; security is the lowest ranked criterion. 
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1 Introduction 

Electronic government (e-government) and application of electronic services in public 
organisations, here called public e-services, are currently significant subjects on 
information systems (IS) and public administration (PA). Surprisingly, development and 
application of e-services is increasing in the public sector (Rothstein, 2010; Hassan et al., 
2011). What might come as a surprise, however, is the large number of concepts used to 
describe e-services delivered by governmental agencies. Making by e-government 
researchers in many publications on e-services, the meaning of e-service seems to be 
taken for granted – many scholars do not define or discuss what the concept of e-service 
refers to at all (Cho and Larry, 2012). The variety of concepts and definitions used to 
study and describe e-services in the e-government context not only makes it difficult for 
researchers and practitioners to discuss the application and development of e-services in 
the public sector, but also makes e-government research on e-services an easy prey for 
the critics as it illustrates difficulties for researchers to build knowledge in a cumulative 
manner (Li and Dinlersoz, 2012). The community of researchers concerned with  
e-government and public e-services is truly multidisciplinary and the interests of 
individual e-government researcher guides of which these perspectives on the public  
e-service is adopted. The multidisciplinary nature of the field strengthens the  
e-government research in many ways (Scholl, 2009); however, it can make conceptual 
discussions difficult. The possibility to perceive and interpret the phenomenon to which 
the concept of e-service refers in several different ways might be an influencing factor on 
why the concept of (public) e-service is used synonymously with several other concepts. 
In order to increase the analytical generalisability, conceptual maturity and practical 
benefit of e-government research, researchers concerned with e-services need to define 
what they are referring to when discussing public e-services. Furthermore, 
multidisciplinary is not the same as interdisciplinary. Increased communication between 
researchers of different disciplines is required if the e-government field is to avoid the 
alleged ghettoisation and, in turn, stimulate knowledge accumulation (Thirumalai and 
Sinha, 2011). 

Governments around the world are embracing the digital revolution to enhance 
services for their citizens. E-government is mentioned as application of internet and 
World Wide Web (WWW) for delivering effective and efficient information and services 
to citizens (Scholl, 2009). However, the development of e-service quality and effective 
delivery systems is one important aspect of e-government (Papadomichelaki and 
Mentzas, 2012; Venkatesh et al., 2012). The purpose of this paper is to discuss the 
effective factors in e-service quality using Delphi and analytical hierarchy process (AHP) 
and develop a broad conceptual framework for comprehending public e-services. 
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2 Background 

2.1 E-government 

Lenk and Traunmüller (2002) assert that e-government is a powerful guiding vision for 
the transformation which governments must adapt to in the future. E-government is a 
term reflecting the application of information and communication technology (ICT) in 
PA to change structures and processes of government organisations. Furthermore, the 
concept refers to an attempt to facilitate the access to governmental information and 
services for citizens, businesses and government agencies; there is a great potential for 
improving and advancing the interaction between them (Axelsson et al., 2010). The 
objective is to improve the quality of services and to provide greater opportunities for 
participation in democratic institutions and processes. The potential of e-government can 
be fully realised only if it is harnessed to the existing social and political context of 
government (Bertot et al., 2012). 

It has been emphasised that an important goal of e-government is to deliver faster and 
cheaper services and information to citizens, business partners, employees, public and 
non-public agencies. Easy and equitable access to public information and services has 
always been a goal of open democratic governments. However, e-government refers to a 
more substantial transformation than e-service delivery (Cullier and Piotrowski, 2009).  
E-government defines an area, the public sector, as well as the institutions, people, and 
processes which operate within this area. Obviously, it is not only about services or 
technology, but also about reinvention of a way in which governments interact with 
citizens, public agencies, businesses, employees, and other stakeholders. It is about 
enhancing democratic processes and using new ideas to make lives easier for citizens by, 
for example, transforming government processes, enabling economic development, and 
renewing the role of government in society (Skiftenes Flak et al., 2009). E-government is 
usually presented as application of IT to: 

1 facilitate the access to government information and services for citizens and 
businesses 

2 increase the quality of services, by acceleration, completeness and process efficiency 

3 provide citizens with the opportunity to participate in different kinds of democratic 
processes. 

The implementation of e-government involves not only a profound transformation in the 
way government interacts with people, but also the reinvention of its internal processes 
and organisation (Shuler et al., 2010). E-government concerns both internal and external 
application of IT for internal administration as well as for external services 

2.2 E-service quality 

Over the past decade, there has been a growing body of work focusing on 
conceptualisation, measure, and management of service quality and its effects on 
electronic environments. The concept of e-service emerged upon the growth of internet 
(Loonam and O’loughlin, 2008; Collier and Bienstock, 2015). E-service has recently 
become a popular research topic along with the growth of e-commerce. A number of 
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published studies have offered a variety of conceptual definitions (Sylvie and Ina, 2010). 
Electronic service or e-service, as it has become more commonly known, is now 
recognised as one of the key determinants for successful e-business. With the increased e-
service adoption in businesses, the importance of measuring and monitoring e-service 
quality has been recognised in the virtual world. Over the past two decades, there has 
been significant advancement in service quality theory. 

The concept of e-service represents one prominent application of ICT in different 
areas. However, it is difficult to provide an exact definition of e-service, as researchers 
have been using different definitions to describe e-service (Zhao and Zhao, 2010). 
Despite these different definitions, it can be argued that they all agree about the role of 
technology in facilitating the delivery of services electronically. 

E-service (or eservice) is a highly generic term, usually referring to provision of 
services via internet (the prefix ‘e’ stands for ‘electronic’, as it does in many other 
usages); thus, e-service may also include e-commerce, although it may also include  
non-commercial services (online), which are usually provided by the government.  
E-service quality can be described as overall customer evaluations and judgments 
regarding the excellence and quality of e-service delivered in the virtual marketplace. 

As already noted, quality of e-service approaches focuses on the quality of the 
delivered service, not on the way the client receives the services from the front office 
website. E-service is a customer-oriented approach, since it is motivated by customer 
needs. Quality dimensions of these approaches depend on the attributes of the delivered 
service including availability, usability and security as well as the receivers of the 
service, priorities and needs (Canarslan, 2013). 

E-service quality, as defined by Santos (2003), is the overall customer perceptions, 
judgments and evaluations of the quality of service obtained from a virtual marketplace. 
According to Parasuraman et al. (2005), e-service quality is defined as the extent to 
which a website facilitates efficient and effective purchase and delivery. E-service quality 
covers all stages of interactions between customers and a wide range of aspects from 
facilitating effectiveness of a website in purchase and distribution. In order to determine 
the extent of e-service quality, many studies have been conducted and many scales have 
been developed (Davidavičienė and Tolvaišas, 2011). E-S Qual scale developed by 
Parasuraman et al. (2005) became prominent by covering both pre- and post-service 
aspects. The E-S-Qual scale has 4 dimensions. These dimensions are defined by 
Parasuraman et al. (2005) as follows: 

• efficiency: the easy and fast access to the website 

• fulfilment: the extent to which promises made by the website about delivery and 
availability are fulfilled 

• system availability: the technical functioning of the site 

• privacy: the degree to which the website is safe and protects customer information 
(Swaid and Wigand, 2009). 

2.3 Literature review 

Collier and Bienstock (2006) adopted the Mentzer et al. (2001) service quality model as a 
basis to conceptualise e-service quality. They argued that online customers need quality 
information to order easily, information on terms of the order and accurate online 
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transactions, as logistics customers do. According to Lee and Lin (2005), website design 
is an important factor in determining the customer-perceived e-service quality, because it 
has significant and positive effects on customer-perceived e-service quality. 

Accordingly, Sahadev and Purani (2008) identified privacy, fulfilment, system 
availability and efficiency as variables of e-service quality. They examined the 
relationships between dimensions of e-service quality, customer satisfaction, trust and 
loyalty. The results indicated that dimensions of e-service quality positively influenced 
both customer satisfaction and trust. In addition, results revealed that customer 
satisfaction and trust directly influenced loyalty. Yen and Lu (2008) found that e-SQ 
dimensions of efficiency, privacy protection, contact, fulfilment, and responsiveness had 
significant effects on disconfirmation of online auctions which, subsequently, are 
positively associated with customer satisfaction; which, in turn, is positively associated 
with loyalty and intentions to repurchase a product or reuse a service. 

Sun et al. (2009) identified privacy, fulfilment, system availability and efficiency as 
variables of e-service quality. They examined the causal relationships between 
dimensions of e-service quality, customer satisfaction, perceived value and loyalty. The 
results showed that dimensions of e-service quality influenced customer satisfaction and 
perceived value. In addition, the results indicated that e-customer satisfaction and 
perceived value influenced loyalty. Collier and Bienstock (2006) identified privacy as a 
dimension of e-service quality. They concluded that privacy positively influenced 
customer satisfaction. How to appraise e-service quality has become a subject of various 
scholars. In contrast, several contributions have been made to delineate the domain of e-
service quality and identify its dimensions (Kim et al., 2009). 

Chang et al. (2009) developed a model to represent the relationships between e-
service quality, customer satisfaction, and customer loyalty. Moreover, they assumed a 
role for customer-perceived value mediating customer satisfaction and loyalty. Data was 
collected by means of a questionnaire completed by customers of an online website. The 
results of analysis indicated that e-service quality positively influenced customer 
satisfaction which leaded to loyalty. Moreover, the results revealed that customers with 
higher perceived value had higher degree of loyalty. 

Wenying and Sun (2010) empirically examined the relationships between e-service 
quality, e-customer satisfaction, perceived value and loyalty. Data was collected from 
online customers using structural equations technique. Kassim and Abdullah (2010) 
examined the relationships between dimensions of e-service quality, customer 
satisfaction and trust. The results indicated the direct effect of service quality on customer 
satisfaction. Furthermore, the results showed that customer satisfaction positively 
influenced e-trust. 

3 Objective 

As noted earlier, this study analysed (identified and ranked) effective factors in e-service 
quality using Delphi and AHP approaches. Thus, the goals are: 
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• identifying effective factors and criteria in e-service quality using Delphi approach 

• ranking each factors and criteria based on AHP approach. 

4 Methodology 

The purpose of this research is to investigate the effective factors in e-service quality 
using Delphi and AHP approaches. For this purpose, the studies conducted in this field 
were reviewed. 

Then, factors and criteria were identified by Delphi method and ranked by AHP 
method. 

4.1 Model 

Considering previous studies, the effective factors in e-service quality were identified. 
The proposed model is shown in Figure 1 and Table 1. 

Figure 1 The proposed hierarchy structure (see online version for colours) 

Effective factors in  
e-service quality 

Delivery Organisational 
effectiveness 

Web
design 

Security Usefulness of
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1. Quality of 
service 
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5. Availability 
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risk 

2. Information 
security 

3. Transaction 
security 
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Table 1 The proposed research model 

Resources Criteria Main factors 
Quality of service 

Delivery 
User-centred 
Accessibility 
Availability 

Delivery 

Performance 
Transparency 

Environmental performance 

Organisational 
effectiveness 

Perceived advantages 
Technical infrastructure 

Privacy policy 
Interaction 

Perceived ease 
Multilingual support 

Web design 

Perceived risk 
Information security 
Transaction security 

Security 

Relevance of content 
Organised information 

Customisation 

Usefulness of 
information 

Timeliness 
Personalisation 

Karunasena and Deng (2012) 
Wu et al. (2010) 
Alanezi et al. (2011) 
Kassim and Abdullah (2010) 
Wenying and Sun (2010) 
Collier and Bienstock (2006) 
Sahadev and Purani (2008) 
Sylvie and Ina (2010) 
Swaid and Wigand (2009) 
Natarajan et al. (2012) 
Smith and Pitta (2009) 
Ali et al. (2014) 

Accountability 

Customer satisfaction 
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5 Results 

5.1 Structure of Delphi method 

The Delphi method is a relational process to solve a problem. One has to try to reach a 
consensus on specific subjects through the interrogation of experts. The experts are able 
to clarify the areas of uncertainty and to provide a decision support. The Delphi method is 
based on investigation by a dialectical approach: thesis (an established opinion), 
antithesis (a contradictory opinion) and a synthesis (a new consensus). The synthesis 
becomes the new thesis. This method can establish an agreement on a complex topic. The 
process is repeated until a consensus is reached. It can be used in the field of 
management, economics, technology, as well as social science. 

The different phases of the Delphi method include: 
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Step 1 Formulating the problem and developing the questionnaire: this is a fundamental 
stage, because it is important to define the problem clearly. The questionnaire is 
made according to certain rules based on which items must be accurate, 
independent and quantifiable. 

Step 2 Choosing the experts: the experts are selected based on their ability to envision 
the future. One must isolate the experts in order to avoid a distorted opinion 
issued from a group. Their opinions are collected anonymously by postal 
services. 

Step 3 Exploring the results: the questionnaire is sent to the experts (100 min to get at 
least 25 at a final stage), explaining them the goals and the practical conditions 
of the investigation. In the second round, the experts must give new responses. 
They are informed of the results of the first round, so they can justify their 
responses if they derivate from the ones of the group. In the third round, they 
have to express their views on the arguments of the deviants. In the fourth 
round, the definitive response clarifies the final opinion. Successive 
questionnaires are sent to reduce the fragmentation of opinions. 

The studied group included TVTO experts. In this study, simple random sampling was 
used. To determine the sample size, the Cochran formula was used. 

2

2

Z pqNn
(N 1) Z pq

=
− +

 (1) 

According to the formula, the total sample consisted of 23 experts. 
As noted, the objective of the questionnaire is to collect opinions of experts to 

identify the effective factors on electronic service quality. Therefore, experts scored the 
variables. Qualitative variables give more freedom to the experts. Qualitative variables 
include ‘very low’, ‘low’, ‘medium’, ‘high’ and ‘very high’ The results of the first 
questionnaire are listed in Table 2. 
Table 2 The results of the first questionnaire 

Main factors Criteria 

Very 
low 

Low Medium High Very 
high

1 Very 
low

Low Medium High Very 
high 

1-1 - - 3 12 8 
1-2 - - 4 11 8 
1-3 - 1 4 10 8 
1-4 - - 2 7 14 

1 

D
el

iv
er

y 

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 5 13 5 

1-5

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 2 9 12 
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Table 2 The results of the first questionnaire (continued) 

 Main factors Criteria 
Very 
low 

Low Medium High Very 
high

2 Very 
low

low Medium High Very 
high 

2-1 - - 1 15 7 
2-2 - - 5 6 12 

2 
O

rg
an

is
at

io
na

l e
ff

ec
tiv

en
es

s 

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 
- - 4 8 11 

2-3

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 4 9 10 

Very 
low 

Low Medium High Very 
high

3 Very 
low

Low Medium High Very 
high 

3-1 - 2 6 9 6 
3-2 - 2 3 9 9 
3-3 - 2 6 5 10 
3-4 - - 3 13 7 
3-5 - - 6 10 7 

3 

W
eb

 d
es

ig
n 

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 4 12 7 

3-6 Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 
- - 5 12 6 

Very 
low 

Low Medium High Very 
high

4 Very 
low

Low Medium High Very 
high 

4-1 - - 6 10 7 
4-2 - - 2 9 12 

4 

Se
cu

rit
y 

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- 2 3 11 6 

4-3

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 5 6 12 

Very 
low 

Low Medium High Very 
High

5 Very 
low

Low Medium High Very 
high 

5-1 - - 2 14 7 
5-2 - - 2 9 12 

5 

U
se

fu
ln

es
s o

f i
nf

or
m

at
io

n 

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 4 5 14 

5-3

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 5 6 12 

Very 
low 

Low Medium High Very 
High

6 Very 
low

Low Medium High Very 
high 

6-1 - - 1 7 15 
6-2 - - 5 9 9 

6 

C
us

to
m

er
 sa

tis
fa

ct
io

n 

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 4 6 13 

6-3

Im
pa

ct
 o

f e
ff

ec
tiv

e 
fa

ct
or

s 

- - 3 6 14 
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In the present study, two criteria were added, updated information to usefulness of 
information and informed customers to customer satisfaction. Then, the final model was 
approved by six main factors and 25 criteria. 

5.2 Applying AHP 

Nowadays, it is important for companies to make decisions quickly and select the best 
alternative in order to gain competitive advantage in a complex environment (Tuş Işık  
et al., 2013). An AHP model is developed to structure the criteria for selection of the 
most appropriate layout for each stage (Abdi, 2009). In tradition to AHP, pair-wise 
comparison is made using a nine-point scale, which converts human preferences (i.e., 
numbers 3, 5, 7 and 9 representing ‘generally important’, ‘strongly important’, ‘very 
important’, and ‘absolutely important’; and 2, 4, 6 and 8 for compromises between 3, 5, 7 
and 9). Thus, AHP uses only absolute scale numbers for judgments and for their resulting 
priorities. Even though the discrete scale of AHP has the advantages of simplicity, it is 
not sufficient to take into account the uncertainty associated with the mapping of one’s 
perception of a number (Chen and Wang, 2010). AHP numbers are shown in Table 3. 
Table 3 AHP scale 

Definition Numbers 
Equally important 1 
Judgement values between equally and moderately 2 
Moderately more important 3 
Judgement values between moderately and strongly 4 
Strongly more important 5 
Judgement values between strongly and very strongly 6 
Very strongly more important 7 
Judgement values between very strongly and extremely 8 
Extremely more important 9 

The results of AHP are presented in Table 4. 
Table 4 The results of AHP 

The relative 
weights of criteria Criteria The relative weights 

of main factors Main factors 

0.403 Quality of service 
0.203 User-centred 
0.178 Accessibility 
0.123 Availability 
0.094 Delivery services 

0.311 Delivery 

0.462 Performance 
0.351 Transparency 
0.191 Environmental performance 

0.098 Organisational 
effectiveness 
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Table 4 The results of AHP (continued) 

The relative 
weights of criteria Criteria The relative weights 

of main factors Main factors 
0.209 Interaction 
0.197 Perceived advantages 
0.175 Perceived ease 
0.164 Technical infrastructure 
0.137 Privacy policy 
0.118 Multilingual support 

0.071 Web design 

0.427 Information security 
0.354 Transaction security 
0.227 Perceived risk 

0.049 Security 

0.335 Updated information 
0.321 Relevance of content 
0.234 Organised information 
0.112 Customisation 

0.195 Usefulness of 
information 

0.374 Accountability 
0.336 Informed customers 
0.214 Timeliness 
0.082 Personalisation 

0.276 Customer 
orientation and 

satisfaction 

As shown in Table 4, delivery is the highest-ranked main factor followed by customer 
satisfaction, usefulness of information and organisational effectiveness. In the meantime, 
security is the lowest-ranked factor. 

6 Conclusions 

E-service can play a critical role in improving the quality of services delivered to 
customers, as it can achieve survival, increase satisfaction and trust and generate the 
competitive success for organisations. Management needs to improve its service quality 
to meet customer expectations. Therefore, findings of this study may help practitioners to 
understand the sources of management-perceived service quality. It was theorised in this 
study that e-service quality is determined by six major sectors: delivery, organisational 
effectiveness, web design, security, usefulness of information and customer satisfaction 
as well as 25 criteria. Based on the ranks of the main factors to improve the electronic 
service quality, the main factors include quality of service, delivery, user-centred, 
accessibility and availability which have a paramount importance, as authors believe. 
Among the criteria for delivery of services, the quality of service is the highest ranked. 
Customer satisfaction which can be considered as a supplement to delivery of services is 
the second top. Accountability is the first top among criteria of customer satisfaction. The 
third factor is ‘usefulness of information’. The first top criterion of this factor is updated 
information. E-service can play a critical role in improving the quality of services 
delivered to customers, as it can achieve survival, increase satisfaction and trust and 
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generate the competitive success for organisations. In order to provide a high level of 
service quality, management and decision makers should pay attention to all of these six 
dimensions which were identified in this study. For the extension of this work, AHP 
method in fuzzy environment (Azadeh et al., 2010; Nazari-Shirkouhi et al., 2011; 
Keramati et al., 2013) for ranking of Effective factors in E-service quality can be used. 

References 
Abdi, M.R. (2009) ‘Layout configuration selection for reconfigurable manufacturing systems using 

the fuzzy AHP’, International Journal of Manufacturing Technology and Management,  
Vol. 17, No. 1, pp.149–165. 

Alanezi, M.A., Mahmood, A.K. and Basri, S. (2011) ‘Conceptual model for measuring  
e-government service quality’, Open Systems (ICOS), 2011 IEEE Conference on, pp.411–416, 
IEEE. 

Ali, S.S., Kaur, R., Pande, M.J. and Ahmad, F. (2014) ‘Service quality gap approach: a case of 
Indian customer’s satisfaction of private banks’, International Journal of Business Excellence, 
Vol. 7, No. 4, pp.429–453. 

Axelsson, K., Melin, U. and Lindgren, I. (2010) ‘Exploring the importance of citizen participation 
and involvement in e-government projects: practice, incentives, and organization’, 
Transforming Government: People, Process and Policy, Vol. 4, No. 4, pp.299–321. 

Azadeh, A., Shirkouhi, S.N. and Rezaie, K. (2010) ‘A robust decision-making methodology for 
evaluation and selection of simulation software package’, The International Journal of 
Advanced Manufacturing Technology, Vol. 47, Nos. 1–4, pp.381–393. 

Bertot, J.C., Jaeger, P.T. and Hansen, D. (2012) ‘The impact of polices on government social media 
usage: issues, challenges, and recommendations’, Government Information Quarterly, Vol. 29, 
No. 1, pp.30–40. 

Canarslan, N.Z. (2013) ‘A comparison of customers responses to e-service quality statements: 
customer encountered vs. not encountered problems’, International Journal of Business and 
Social Science, Vol. 4, No. 11, pp.312–318. 

Chang, H., Wang, Y. and Yang, W. (2009) ‘The impact of e-service quality, customer satisfaction 
and loyalty on e-marketing: moderating effect of perceived value’, Total Quality Management, 
Vol. 20, No. 4, pp.423–443. 

Chen, M.K. and Wang, S.C. (2010) ‘The use of a hybrid fuzzy-Delphi-AHP approach to develop 
global business intelligence for information service firms’, Expert Systems with Applications, 
Vol. 37, No. 11, pp.7394–7404. 

Cho, Y. and Larry, J.M. (2012) ‘A complementary resource bundle as an antecedent of e-channel 
success in small retail service providers’, Journal of Service Research, Vol. 15, No. 1,  
pp.111–125. 

Collier, J.E. and Bienstock, C.C. (2006) ‘Measuring service quality in e-retailing’, Journal of 
Service Research, Vol. 8, No. 3, pp.260–275. 

Collier, J.E. and Bienstock, C.C. (2015) ‘A conceptual framework for measuring e-service quality’, 
Creating and Delivering Value in Marketing, pp.158–162, Springer International Publishing 
[online] http://dx.doi.org/10.1007/978-3-319-11848-2_52. 

Cullier, D. and Piotrowski, S.J. (2009) ‘Internet information – seeking and its relation to support for 
access to government records’, Government Information Quarterly, Vol. 26, No. 3,  
pp.441–449. 

Davidavičienė, V. and Tolvaišas, J. (2011) ‘Measuring quality of e-commerce web sites: case of 
Lithuania’, Economics and Management, Vol. 16, No. 1, pp.723–729. 

Hassan, H.S., Shehab, E. and Peppard, J. (2011) ‘Recent advances in e-service in the public sector: 
state-of-the-art and future trends’, Business Process Management Journal, Vol. 17, No. 3, 
pp.526–545. 



   

 

   

   
 

   

   

 

   

    Analysis of e-service quality from the management perspective 13    
 

 

    
 
 

   

   
 

   

   

 

   

       
 

Karunasena, K. and Deng, H. (2012) ‘Critical factors for evaluating the public value of  
e-government in Sri Lanka’, Government Information Quarterly, Vol. 29, No. 1, pp.76–84. 

Kassim, N. and Abdullah, N. (2010) ‘The effect of perceived service quality dimensions on 
customer satisfaction, trust, and loyalty in e-commerce settings’, Asia Pacific Journal of 
Marketing and Logistics, Vol. 22, No. 3, pp.351–371. 

Keramati, A., Nazari-Shirkouhi, S., Moshki, H., Afshari-Mofrad, M. and Maleki-Berneti, E. (2013) 
‘A novel methodology for evaluating the risk of CRM projects in fuzzy environment’, Neural 
Computing and Applications, Vol. 23, No. 1, pp.29–53. 

Kim, J-H., Kim, M. and Kandampully, J. (2009) ‘Buying environment characteristics in the context 
of e-service’, European Journal of Marketing, Vol. 43, Nos. 9–10, pp.1188–1204. 

Lee, G.G. and Lin, H.F. (2005) ‘Customer perceptions of eservice quality in online shopping’, 
International Journal of Retail & Distribution Management, Vol. 33, No. 2, pp.161–176. 

Lenk, K. and Traunmüller, R. (2002) ‘Electronic government: where are we heading?’, Electronic 
Government, pp.1–9, Springer, Berlin Heidelberg. 

Li, H. and Dinlersoz, E. (2012) ‘Quality-based price discrimination: evidence from internet 
retailers’ shipping options’, Journal of Retailing, Vol. 88, No. 2, pp.276–290. 

Loonam, M. and O’Loughlin, D. (2008) ‘Exploring e-service quality: a study of Irish online 
banking’, Marketing Intelligence & Planning, Vol. 26, No.7, pp.759–780. 

Mentzer, J.T., Flint, D.J. and Hult, G.T.M. (2001) ‘Logistics service quality as a  
segment-customized process’, Journal of Marketing, Vol. 65, No. 4, pp.82–104. 

Natarajan, V.S., Parayitam, S. and Sharma, T. (2012) ‘The relationship between web quality and 
user satisfaction: the moderating effects of security and content’, International Journal of 
Business Excellence, Vol. 5, No. 1, pp.52–76. 

Nazari-Shirkouhi, S., Ansarinejad, A., Miri-Nargesi, S.S., Dalfard, V.M. and Rezaie, K. (2011) 
‘Information systems outsourcing decisions under fuzzy group decision making approach’, 
International Journal of Information Technology & Decision Making, Vol. 10, No. 6,  
pp.989–1022. 

Papadomichelaki, X. and Mentzas, G. (2012) ‘ e-GovQual: a multiple-item scale for assessing  
e-government service quality’, Government Information Quarterly, Vol. 29, No. 1, pp.98–109. 

Parasuraman, A., Zeithaml, V.A. and Malhotra, A. (2005) ‘E-S-QUAL: a multiple-item scale for 
assessing electronic service quality’, Journal of Service Research, Vol. 7, No. 3, pp.213–233. 

Rothstein, B. (2010) Välfärdsstat, förvaltning och legitimitet. Politik som organisation,  
B. Rothstein (Ed.), pp.7–30, SNS Förlag, Stockholm. 

Sahadev, S. and Purani, K. (2008) ‘Modeling the consequences of e-service quality’, Marketing 
Intelligence & Planning, Vol. 26, No. 6, pp.605–620. 

Santos, J. (2003) ‘E-service quality: a model of virtual service quality dimensions’, Managing 
Service Quality: An International Journal, Vol. 13, No. 3, pp.233–246. 

Scholl, H.J. (2009) ‘Electronic government: a study domain past its infancy’, in Scholl, H.J. (Ed.): 
Electronic Government: Information, Technology, and Transformation, ME Sharpe, Armonk. 

Shuler, J.A., Jaeger, P.T. and Bertot, J.C. (2010) ‘Implications of harmonizing e-government 
principles and the Federal Depository Library Program (FDLP)’, Government Information 
Quarterly, Vol. 27, No. 1, pp.9–16. 

Skiftenes Flak, L., Dertz, W., Jansen, A., Krogstie, J., Spjelkavik, I. and Ølnes, S. (2009) ‘What is 
the value of eGovernment-and how can we actually realize it?’, Transforming Government: 
People, Process and Policy, Vol. 3, No. 3, pp.220–226. 

Smith, D.B. and Pitta, D.A. (2009) ‘Chinese managers’ perceptions of their ability to deliver 
service quality’, International Journal of Business Excellence, Vol. 2, No. 3, pp.241–256. 

Sun, Q., Wang, C. and Cao, H. (2009) ‘Applying E-S-QUAL scale to analysis the factors affecting 
consumers to use internet banking services’, Proceeding of IITA International Conference on 
Services Science, Management and Engineering, pp.242–245. 



   

 

   

   
 

   

   

 

   

   14 Nr-M. Yaghoubi and F. Rigi    
 

    
 
 

   

   
 

   

   

 

   

       
 

Swaid, S.I. and Wigand, R.T. (2009) ‘Measuring the quality of e-service: scale development and 
initial validation’, Journal of Electronic Commerce Research, Vol. 10, No. 1, pp.13–28. 

Sylvie, R. and Ina, F. (2010) ‘A new measure of e-service quality in France’, International Journal 
of Retail & Distribution Management, Vol. 38, No. 7, pp.497–517. 

Thirumalai, S. and Sinha, K.K. (2011) ‘Customization of the online purchase process in electronic 
retailing and customer satisfaction: an online field study’, Journal of Operations Management, 
Vol. 29, No. 5, pp.477–487. 

Tuş Işık, A., Kundakcı, N. and Aytaç, E. (2013) ‘Selection of vineyard location for a winery with 
fuzzy AHP and consistent fuzzy linguistic preference relations’, International Journal of 
Industrial and Systems Engineering, Vol. 15, No. 3, pp.272–289. 

Venkatesh, V., Chan, F.K. and Thong, J.Y. (2012) ‘Designing e-government services: key service 
attributes and citizens’ preference structures’, Journal of Operations Management, Vol. 30, 
No. 1, pp.116–133. 

Wenying, W. and Sun, Q. (2010) ‘Analysis the factors affecting consumers to use internet banking 
services’, Proceeding of International Conference on Information Management and 
Engineering (ICIME), pp.180–184. 

Wu, X.B., Wang, Q.R. and Yao, M.M. (2010) ‘A research on how e-government promote service 
quality of government in China’, Information Science and Engineering (ICISE), 2010 2nd 
International Conference on, pp.2555–2558, IEEE. 

Yen, C. and Lu, H. (2008) ‘Effects of e-service quality on loyalty intention: an empirical study in 
online auction’, Managing Service Quality, Vol. 18, No. 2, pp.127–146. 

Zhao, J.J. and Zhao, S.Y. (2010) ‘Opportunities and threats: a security assessment of state  
e-government websites’, Government Information Quarterly, Vol. 27, No. 1, pp.49–56. 


