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Abstract

This study aimed to identify the quality of e-services and their
effect on user satisfaction. The study was based on the Dillon and
McLean model for the success of information systems. This facilitated
the specification of the study models and variables, which examined the
relationship between information quality, system quality, service quality,
technical support, overall benefits, and use with satisfaction of users.

The study was then implemented on the website of Barq as a case
study in Gaza. A questionnaire was distributed to 400 users of the Barq
Plus website, 360 of which were retrieved. The results showed that all
the above-mentioned factors were achieved at Barq Plus website by a
percentage of 78.89%. The service quality was also one of the most
important achieved factors in the system, and the least one was technical
support factor. The study also showed the importance of the variables
affecting the dependent variable, which is the satisfaction of users. These
were respectively as follows: overall benefits, use, service quality,
system quality, information quality, and finally technical support.

The study recommended the need to work on spreading awareness
about the importance of using electronic services, and the importance of
administration’s support to develop and improve the quality of these
electronic services. This is in addition to the need to work on
establishing contacts with and regular field visits to the points of sale to
get in touch with users and listen to their views and suggestions that
contribute to improving the quality of electronic services. There is a need
for training as well to explain all the elements of the website and how to
use them for new users. The study recommended paying more attention
to the technical support of the website of Barg Plus, especially the e-
system to reporting problems.
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""Critical success factors for B2B e-commerce use within the UK
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