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Abstract

The Impact of Jordanian Civil Service Bureau

Website's Quality to Fulfilling Employees Satisfaction

Prepared by

Ammar Slamah Al-rawahna

Supervised By

Dr. Mohammed Saleem Al-shura

The main goal of the study is to examine the affect of the website quality through
(information quality and E- services quality and website system quality) to achieve the
satisfaction ~ for employees that work in human resources department in the

organizations that Belong to the civil service system of Jordan.

The employees that work in human resources department in the organizations that
Belong to the civil service system of Jordan are the population of the study, the study
sample is non-probability sample is purposive sample, selected the employees who use
website of civil service Bureau (www.csb.gov.jo) in their work, The researcher has
took ( 184 ) questionnaires out of ( 190 ) . ( 175 ) of them were proper for statistical
analysis. and in order to reach results that answer the questions posed by the study and
test hypotheses were used frequency distributions and test simple regression and

multiple regression.


http://www.csb.gov.jo/

the following the most important: findings, conclusions and recommendations of the

study:

v High level of assessment of a sample study of the website quality through
(information quality and E- services quality and website system quality) but it
was approximately possible to the limits of this world and according to the
Likert scale.

v" The results also show the high level of employees satisfaction in human
resources departments.

v" The results indicated to the affect of the website quality through (information
quality and E- services quality and website system quality) in satisfaction
employees.

v The study concluded that the e-services quality and website system quality have
great effect and more than the effect of information quality in employee
satisfaction.

v The study recommended the need for attention to the website design quality and

e- services quality and design it from the users perspective.
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(Bocij,et al.,2006:190)
e leahatin) e ol pabiid Jeall 8 deadioa) mablly laed) s I

(38:2004, aa) dakiially dalall A 4l

(Chaffey,2009:117) . adliaall culakiiall (p cilasleall Jolal 4 il Julis B
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4raaly asgdall: Web site g 580 adgall

Llasles ADA (o Gyl dabiiall ad)ll oladll & lSe 2y (5SS adgall 22y o
cseeally Aebaidl (o Juay Akl B (g Aedaiall 3y5m Sl Jia A ) d maal s
-(Nickerson,2001:189) « (286:2004« »x)

o ot Gl V) ASE e Anipal Culiall e depane s 3 S adsall
dadeall Gipdug ¢ A o AT cpnla Slea (5T e Leall sl oSy 323w Bl
) dsmasll i A g S adsall & V) dsdall il Je Home page  gmd)l
(Mcleod&Schell,2006:65). DA (1w Glaiall 3l
(& 28 (papai)saraiall Lilugll (1 Ao saaa e 3)le Webpage <uijily) dasas
alulss (Laudon&Laudon:2010:298-299)  aaly g 5SH aBge (lsie Caad Leiias
le Jpemall ig 5SS adsall il sy S cilghaall oa :Web chain iy 51 adsal
(Laudon& Laudon:2010:288)(Hanson,2000:141) e a daglea sl daas
1349 Y adlgall Lailad
B A cilansll ol g S adgall 8 Wjise ity ) Gasliadll e apaall cllia

hile eaal as Aadiiall 3)5m 3hdy (pediieall

Holden, et al, ) - 4xa Jolaill Jags Ol by 55N adgal) ppanai oS of - M

(2009: 352
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Gilendl) ks Ajea ) aaliion Cuay Cigll g gAY adsall i ol M
s Y dsiall DA e leie 5ol aolaivg Al cilesdlly g 7SNV adsall Lgady )
(Bocij, et al.,2008:450) .adsall

Uajjiagdine oSN adsdl b Al clegladl s ol M
(Holden, et al.,2009:352)

G etshl DLV cpn Al cpestind) cilaliial ae s 5SY) adsdl Qe of - M
(Currie,2004:215) #ulead s adsall

ke Jiakiall Hlad 5% Ol ¢ AP e ST g RS adsall A sy N o B
gen o iy alia GlSa (b gl 5S¢ pipall Ciladia paen (b all (Aplaall
¢ L dum g yral) ilanally il sheall dagph e canlinn claisiall Gl (5585 oy ladiall
Cilaglaall (jal aulia g1 adsal G aadiad) Ll aas g5 05 s
(Holden & etal,2009:351)

J8 e L) o Ladie 508 e puy 5eliis Alha 55N sl dgaly s of - B
(Mcleod&Schell,2006:66) - jaaiull

Gilie (e oSae e ST g ofy Wil splie S dsdl ool M
(Bocij ,et al, 2008:450 ) .laral)

OAT ey leju s ek 393e U8 e SN adsall Al 5y of M
SLRY) e laadly A8 sisally LS Sbia Ol adsall Clysiaal dlle

(Currie,2004:215) (Chaffy,2009:161-165)
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ca o Jah clogladl ) deadll ilie Jgeay Jeandll Giny dpsa pdsall iy of M
(Holden, et al, 2009:353)

Ay aladia G JEN o adgall piioe (Sah oy miealll Uggun oy of B

(Grigoroudis ,et al,2008:1348)

Aalaidl L dand e sy ¢ aaitay g SN adsd) lsie oo ol B

(Holden, et al., 2009:340)

411y agedall :E-government 3 1Y) dagSal
Bllaide b ) Boee  Ba¥) Al 0300 Gakb oa

dagallnnk Lo s ol Jle Y lp o (bl ) AY) Y dasally
S8 558 Hmk O hidh IS GVl ol kil s (eAY
BT "AESY Jiysy  (Satyanarayana,2004:1)  «kgdckal

G YLa YA IS i kgd Al a3 ASliJgideia Y
(Verdegem & Verleye,2009:488)ccslasSall Jae auenil i ity Lials

Web based ) 3¥ A a A dal Al B aue s

Gl 4 Jga aldOla dadiaSall i e i kgdh 355 (application

dagfalid j3las 8a s Lae Gpibalsally dpasSall kel Jice il kg

Gl S Ai) e gallidas e ¢« (Gokmen,2010:29) dcikad
gy phidnkallyjy dagalln bdd Jpa & 2 B

.(Turban&King, 2003:304)Jk Y
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dwaia ale) Alee (e s FKIY) AasSall aseie ol Jaall iy paii Lo e ol
L sl 535 VLY (hlus aladind (IS (e clldy Zualiil) Ly sSal) cilalaial) Jae 4kl
Aalidal) cile Undll e Aoy 561y o sheally cilaadll Jolg dilee b \gilapdai s <ila sladl)

JlaeY) g i ) ddlayly cpidalsall g sl casSall g Uadll Jals ¢ sas

(Sectors of e-government) 3,451 4qgSall iyl

LasSall ) dee Jiah Al GhRY) g S AasSall e (A Ogmlally (gialdl o
(Turban&King,2003:304) : L LS a5 <ol dxy)l ) 335 580

(government to government(G2G)) dassall -dagsal) -1

Alasinls (Al duasSa dali o saalgl) duaSall daliia J) Jals Aail) Jalii ay
Jer)l 36 ady)  laglaally cilarall Jalis Alee Jagil cVLaily lagleall Ll g€
Ciladai ol el e Srms ¢ Al Jlug) ae dlie CallSEll (155 Slasy) de s
(Alsaghier, et al ,2009:29).4abiad) 4haall Blalia) 8 lees B an 4 Sal)

(Government to Employees(G2E)lalsl-da gsal) -2

Jexis ¢ lepiligay daasSall cladiial | n Al cileadlly Ahdidl) aiea Ganali
CallSs iy o 1o st Cangs Ledlae | sl Lingl i€l Ay e desSall ilalaial)
aE sl S JSa ala) il e calasall & ladaiall made Al JleeY)
Jee Raphe il 13) ci i) A<es (PA e adaiall Jahy clashadll ) Jpeall Leails gal

( Carter and Belanger,2004:2). kil (3Uai 7 lA saalsi allaii Cala gall
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(Government to Citizen(G2C))yuikalgall -4assal) -3

eled) Qi Caag A Sal) ciladaial 15 lalsall (g @ ) Aali) asen Cpanadi
hlexs I guibalsall pren Jsaas dolee Jeutll 25580 JS0 Lgilead dalily cagile
( DeBenedictis,et al., 2002:131).34S5 g5 iy Jal lgie 5ol |

(Government to Business(G2B)) Jus¥) g Uad -4qgsal) -4

gl lalas ay asSall g Uil ladai o o o A JleeY s AdadiY) ppen Jadiy
oalall g il Cilabiag desSall clakiiad | g gyladll Joliil) Cilidae Gaaige alal)
Glabiie o8& Sy Galal) g W) cilabiie e cleUned) 75k ) e sSall il adiall ¢ gu
5 AEL (el laaly s Uaally dalwial) cilaglaall e Jaanll (o (alal) g Ual
(Alsaghier,et al.,2009:296) .\a,e 5 il pall ady dlac
D Beis ASIY) Aagsal) Cilaal

leadl) anfi A (e ghiad ) Ao sSall e A1 CalaalYl e apall llia
Hleanl b Lady 33s 5l
oo LpasSall ciladaial | oSatin g S dasSall lead i aet 1) g5t ady -1
DY Al AplaY) el ) Gadiiy algall 3 dualsa)V) Jiliy dnluah Woleds )
Al sgia xd) e 3 Lee daisig ) JleeY) D] DA (e e Lol
( Kumar,et al.,2007:64)
Wilaslae Jaamts (3835 iy Algda dga JS (50 Cun 1 Glaglaally cilibyl) 483 32k -2
fasSall el Gacaddl gisall A e sl o) Leafisn DA (e caniny) 48 e

(Turban ,et al.,2008:373 ) .35 5<1y)
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BgASIY) dagsal) cilaaf as....

Jiluogll DA (e Cpasfinsall laaally Slaglaall dali) ¢ 4yl 3l J1aY) aladiuy) -3
s aggeng L 5 A Sall ciladaiall Jabs uleled) Lo Jeall ene caidy 3 7SI

( Gokmen,2010:29). agialis) (s adyi Al Jlac]
Dsaall 138 Jgn s s SV AagSall Calaa¥l) o) 3 ¢ cadlSil) (add g Aalidy) Baly) -4
o el sl Ji g Jlee) e 5T e e aodaiad Ll o Al 5ol o

(Helbig,et al.,2009:90). <\l s

gAY agsall ) g gal) dala

Glaadll apis e Jeatl) dlee 3535 5K AaSall malin L ey dalye o llia
:(Trban&King,2003:308) L LS a5 JalS (S5 335 ST hlaadd) apads ) Apalasl)
(information publishing ) clasieall i : g8 Adaal)

leilatil e 5 dasd) Cilashaall (iamy pa sy daasSa dga JS ol Alayall 038 (el
Goago g Lo palad) S iSYY adsall e cplaledl Juai¥) Cilaslaa 5 lgilsic s Lgalgasy
(Turban,et al 2008:377).5) Siall ) sgenl) Alis] ¢ LYy olela) e el Cadas
(official two way transactions) s lail dsaw ) cilalaall A0 Al yal)

Gllyg A Sall ae agilelad i) e cpdphall Ga Clesbeall Jols L5y Alayall 038 Ay
SN e Al sedag loagleaJly bl ool Gl aa e @y b Al s Ll
Aol o lia of (ol Aasiall 40590 cilaadl) g Jelaal A pall odn 8 dudiaal] (K Eam

( Siau&Long,2005:447).dxall s3a & daxal) akidl
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(multipurpose portals) gale¥) sasia cilylgd) :AENEY dla yal)
gise b daesSall ilgal) Calindl g pS) hladal) alame arand o Alsyall 238 i
(e—government portal). 3 S A Sall 356 SN Al oo Lo o sl TN
(Turban & et al ,2008:373 )
ol o Lediat 5 (g A1 adlsal Lads;y o (gsing (3 S adse g ASIY) Al
gilsal Ll ) ol (e Tl b g I gl Tadlyy sl 8 ¢ Aediall ilandll a4l
e Cpadiadl (Ko Eua ((awad,2004:132) e Al claadlly (gginall Cua (o ddlidg
o Redially led Aalie A gl Aadd e ST e 50 g KIY1 AesSall cilard
GoesSall clgall Calisg
(portal personalization)asiiwall cilaliay W §,45 5y cllgal sdaglyl) dds pal)
leaiyig lgmaiag alyg Adbisa ps jiSIY) Agfsll (8 dediall ilendd) (5S5 A8 L) Al jall &
Uae diph 8 50 aadieall (G Aapallsla AW Dlall e pildl) 8 e
Lpad 3l ailalialy 4l (385 st iy Lasial) ileasl)
(Turban&King,2003:309)
(clustering of common services )As idull cilasil) asand :dualid) dla y4))
llaad) aumg iy o (ol aals Ul 8 ASjuiall leadd) pand Alajall o2a (Pl
o2 zlinds Wileay (aidal ghall Aallasy dga S a5 o e Liage ¢ (amy e AS054l)
dgesSall Cilgall Calide 8 JleeY) Sl digyla ) Lo sale) ) syl

( Siau&Long,2005:447)
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gapial) jladly Jalsl) Jgatll: dusalaal) Al pall
(Full integration and enterprise transformation)
Cilaliny Gk ALelSie g pSY1 hladd i Gaus Lo ) A8Lay L Al yal) 028 Jaii

ooy Al Ad) Cun e Lgadiag deadl) (il Lol gl s ¢ i)

(Turban,et al ,2008:373 ) . deliys: LS ST cilarall ) Jsaaglly Joalsil) dlee
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41y asgdall:E-services quality 3.3 580) clasddl 3450
otb Baoal) asede Glapwivin gyl ledll Basa asede o ol U Dy
il | apaiy ¢ anll il ys laliial Al e 5yl lnse sadaal) bkl il sall
als o3l lai dgay ey ¢ ((Suarez &Ventura,2001:154 ).edeall ad iy LS daadl)

(1:2004353) - (pariius) cilieys lalia¥ gisell dilas (520 3252l)
Ll ) Alee et Y Aagilliy ¢ A il dedy (ugale gt ool gl Jad dasslly
(e A Wi Lo A t@-Services pas aSly) cleadll ¢ (20:2008¢ ) garall). aldl)
shal sle Al da gl dime dega plal) e Lesale illy cugn YA Pla
(Magoutas & Mentzas,2010:4292). <Malxal)

O s caleadl) e delill 3 cpeadiual 3y 4 g SSIY) chlandll ubwau 3T)
( Liao,et al,2010:460). il jainll po jilie Jasi ellia oS
Ol Cllead oYl dagad (& 35 5SIY1 B)ladlly Aalatiall g JiSIY1 - daadd) 3aga
(Galin,2004:24)(Viot, 2008:66) .ziiell aibuiiy ¢ 1,1
1ig ALY clardl) Baga (uld

O Aadiall g A1 leadll sasa Al z3ladll e apall Gialdl e e gana 5
238 (gaudiy ¢ lguany (yapaips i) adlse PIA e ol Aapulall Cilagleall dadail Pl
Caabigiy ¢ Al e desSall g S adlsall dapk aa zalaill oda eSS ) Al

bk Loz dlaill oda aal (e ¢ dgpasSall pog SV adlsall 325a ani) Laale
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(Information success factor model(IS))QJajA#c.pGS}d j :iij

s A bgdlag Cibddh 46 50 albe Tl He 2

s3 (1S model ) z 35l 7 M cyas i Y 3a5 A baddair Kics

.2003 dg & phis a

system Quality
em..\.“ ;éj@

1992 £ & Delone and MclLean’s Jiie4ra 5

(Chen,2010:11-12)

rehgddaiz A g bd (2-2) B Jst

Information
Quality
Cila glaal) 3352

Intention Use
to U -
(,), .se ‘a‘da.\u}’\
> adl)
aladny

Net Benefits
HYT

User Satisfaction

Services Quality

LAY

|/

P'&:“A UA.AJ

Petter,S., DeLone,W., McLean,E.(2008)." Measuring information systems : > a A

success:models, dimensions, measures,and interrelationships’. 17, 236-263

(On-Line), available: www.palgrave-journals.com/ejis.

D e G x o 5 u:“‘.?

Al Y ) e S ShI S da o a3

& 5 « (Ahn &etal,2007:266) Jelfi oo fadal B Jelam

3w 8y Solalihy

e

¥ BB G dl e ik


http://www.palgrave-journals.com/ejis
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el WS ol gl Ay it A

(Chen,2010:310) - Ba (& Aol a4 DR DA
ichgdiya P

JAdSE & bddhiabhie b oggloa e ke Alen s
S s Al bl S ¥ Bl ks e b
Cadlngi, Gl ) JEAS 4 Ghe bae BhooSy | @
(Alanezi ,et al., 2010:10 )

rahiBys P

ca¥) & Pl e st B dlbe o 0 d

bm 5 B-S-qual . A.a)  asla o idd 4 B By

(L. &4 ¢ B4 ¢ HY) ) 5eSERVQUAL <kl
(Petter,et al.,2008:239).hg

D Cppldud g

ke Soks (2 Bdd pasida ) e Bk (e

Pt s 3 ol DA eatid i) edoSe o Gbddbibaa b

¢ Aidlead « (personalized services) da adlnkid ¢ hdds ad
i b 5858 ) iy« (- Lianget al.,2006:54) . Lbhg

(Petter ,et al.,2008:239)(Pikkarainen, et al., 2006:160) . kdd
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(Webqual v4)cs Y ghsa saga gigadl 1Ll

Blaill adlse s Cirgs 2 2000 ale 8 Vidgen and Barnes Js oo gy zisail s
dasleal 33gas ((Usability) alasiull  ALBE as dlod aled 206 DA (e g 5|
«(Quality service interaction) 4wl s Jeléll 325a5 « (Information quality)
(Currie,2004:229) : L Ls &ty

aaisall U8 (e psall il Alsgus anall 138 iy gz(Usability) aladiud) AL
D Calsall e 3805 ADIA (e dediall ileddl] dagal o gal) avansi Aiyyk dee Do (520
5 DA e A 1(Quality service interaction) 4esill aa Jeldill 339 —w
dpapadlly  Gle¥ly Calalailly A8 aa)end Cun e Gladdl) aa lolelii (pdll i)
( Barnes and Vidgen,2002:122 ). adsall Je cpailall g o Jualgill e 50l

aedll Ageusg Jasf illy Alag)ls 480l Cus (e :(INformation quality)<laglaall 3asa —z
Alagl dxyyl @llia o o $aldl 555 ( Barnes and Vidgen,2002:122 ). aaaisdl) Jd (1
i iy o s (relevancy) Ll as ded ld osS8 Jia Aegleal) 8855 o) cany
& A L5?:(timeliness) <udgilly ((accuracy) ddalls clela alye)l ACSIL Ala I3 daglaa
3 Al Al (e ALlS 5y5m a2 of 5l (completeness) JalSilly  ccaulia) gl

( Mcleod&Schell,2006:32-33) . lela aaiinll

Oe Al Gleadll (e il oa) (B Sises age dale g ST adsall aranai Basas
ipagad slebe 5l Auapadll slaally ad) Joasl) Dgen 5 adsall mioai Alggas Cua
adilaliia) dulp o 2l Gl dgage laadll 5588 o ol Laatl) aii die Galasy)

( Kumar,et al.,2007:70). (customization and personalization) i
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(SERVQUAL ) clasil) 3aga g 3gadf : Gl

«Zeithaml, Parasuraman & Berry asas Glaadl) s & FREGNA| C;um B2
(Tangibility) Guusald) a5 2asdll s2gm Gkl slad 5 uad (g 350 18 o 5S84
—aklailly (Assurance) oY) (Responsiveness) 4laisyls (Reliability) 4dsisalls
(Sung, et al.,2009:241).(Empathy)
Oo dind | Joany A Aendd) Anldl 0] ulie o : (Tangibility) dswgalall —i
anE A%y A dexiiad V) elaes cAaliall oD lgully SN dadl) e LDa
( Gefen,2002:29). < aaal)
e A&l yeg e deadll aghe b (sae 2ad) 8 ais : (AssUrance) ole¥l -
Cpdiual) ae il Js Y bl el ani e 3yl PR e (i)
(Gefen,2002:29)
Ll ags Aaadll adie alaial daal Gudiesdd) Gl aydiy slatys (Empathy)cibalasl) -
( Baron &Harris« 2003:139). agile,
e Al Afy (il lgaa e deadd) adil5yiie ) (Reliability)idgigal) -2

(Sung, et al.,2009:241)

Gleadll waiiy cpadieall saclual slaiunl) g8 (Responsiveness) dslaiu¥) —a
(Agyapong ¢2011:204) .4, slkadll dc pudly

saall La oSl cilaadl) 385 A0 ) (compatibility) JalSall aseie jady LS
1 Cilage 1aly (Mahadeo,2009:395) . fpedsivsll (5 53m gall midlly cihudll ae

(Rolland & Freeman,2010:498 ). 3.3 5y sylaills 35 5N yguiil) 3z 30l
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(E-S-qual) A5 aS1y) clasil) sasa ¢ igail slal)
339a Gsﬁ:j skt Je  Parasuraman and Zeithaml and Malhotra Jee
Slaill lse pal) Bon z3sa | ) 5 2005 sle b (SERVQUAL) sl cilassl

Oo s ) Sl (A el Adens (sagh ALY i deas (e B ASTY)
( Kim,et al,2011:55) . g5 A< claaal)
ol LS g ) (Al Bl gl ¢ el s (o 351 0 S04

Pl cilallatalf

Aot e 1sSgE S Dy cpaatiall g pSINY) adsall s of cen ) o
Aaladial Asguny g S adgall ) Jgeasll ey L 2aly g o (Efficiency) sl —1
(Mummalaneni & Meng,2009:158). ALl (e meddivall Ji (1

25 WS Gl ) Aeadll 35S sl aay A0 f ) o(fulfillment)s bgll — 2
sl B Y Randll o il alusy Aadatall 685 o AT e ¢ agd lpaniy dalaial)
(Sheng& Liu,2010:275) .lirue o203 (3l il

Al Aalid) e allail) 335a 22l 13 a5 : (System availability) aUaill g -3
REPR gsall DA e axdied) Ly ashy Al i)y Glleal) dallee b
( Kim, et al.,2011:56)

sl SN adsall ddailaag djles Ao 2l 13 aiiys i(privacy)duagadl) —4
dalall agilaslea o Gl AN Hend (saas @HAY) e Gl dalatall il sleal)

(Shengé& Liu,2010:275) .35 5y adsall pe Jaladll ¢ L
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rAgdlay) cldhid) -G

gisall alasin s A pe and il JSLE) Aallees ddliaY) coltbiiall (lati
fah LS Ay g ASTY)

monad ) Aadaill Llaiad Aoy 2l 3 a5 :(Responsiveness) dlaiud) —1

Selall dlee o) b SsaSNY) adgdl alaain) oW AL ae idas 8 Al UasY)

( Kim, et al.,2011:56) .clexdll (ha 32lE0LY)

s Ol seill wd ) Aadiial) daxinl (520 lgy iy (Compensation) il gl —2
e L asiy Loday snl) ) Aesdll ) il Jgums pie dla 8 oadl) CallSs Jaas

( Rotchanakitumnuai ,2008:725). ;s SNy a8 gall A

leDlae po Allad Jlail 58 Aadiiall g aedl 134 aiys ¢ (Contact) Jualil) -3

Oo 5 oW agealsi Al § g 5V adsall pladiud 8 aglSlin Jlay) (1o agiS

( Kim, et al.,2011:56) .35 5STY) cilaaal)

(Technology Acceptance Model(TAM)) Laslsisill J g8 72 JA.I.%:LAAB
Cilaslaal) Linglsi€5 caskien i den Bpral padind ) el ST e s

Ay o a5l Lot (3 anphaind) 3555a) alpelly ikl o3a b Llinss

e Ll i€all 2 oo Ay 5y 2 35ai1 13gd g ¢ 1989 le i Davis Ji e

( Jaeger&Matteson,2009:88) .48 aall saslally alasin¥) Ugens Loy crlale JBA


http://www.google.jo/search?hl=ar&biw=1280&bih=648&sa=X&ei=0IcpT9-AK9OIhQfy2NSVBQ&ved=0CCEQvwUoAQ&q=Responsiveness&spell=1
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b38Js8z Y (3-2) & Jsat

Perceived
Usefulness
g PRSI T —
Behavioral
External L intention Usage of
variables To use system
Aol almiad L _ system
s gl 4 REECH
pladiu b AL
——> alall)
Perceived
Ease of use
pladiay) Adggus |
) A jaall

Thompson,T(2010). Assessing the Determinants of Information : da A
Adoption in Jamaica’s Public Sector Using the Technology Arizona:USA.

available online at www.proquest.com.

RS RN PREN ST N Doyl GG RAY | e
ST ¥ ( Lingyun& Dong,2008:266) &x &) (e (Sd S deaa
W 0mas s S0l asinln bl 4 il Glg &)
Popaid by phay ( Susanto & Goodwin ,2010:64)
AY (Computer self efficacy) hgdh ds o sl A DS (e
( Wangpipatwong,et al,2008:57) .4z dxge
QYUY E P RPN N - PRI N M

( Alsaghier,et al.,2009:298). . hilB . s


http://www.proquest.com/
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41aa¥)y aggdall :User satisfaction gmesdicd) i)

O Les Sl el o Sy € padieall (pmys B (o) aseder (i e
teh L gie ey dus dagylaall V5Ll oda € al) 8 5jigal) Jalgall
al Gaaall llaaall Ll Jlee¥) g Uk 3 axiisalls wilil) mlhuad)l s Gl oy
2 e ¢ Gpeadinall iy sn Slasleal) sl iS5 g U 8 Loty e g <Yy
( Tarigan,2008:39) .clesbeal) alai calipdsi ais b lid Dsie Greriivud
ae o Bl Aam Jaeall L ey ) dpudil) Alall ADA 8 gl oL Oliver (g3
Lin & ). Aaludl o) Aanal) (pe 3N e saie CisSE ) Byl pe 4l (3ol
(Sun,2009:462

¢ Agladl) 5asal) e dadgiall sagall A3lhay lardll e Cplelaiall (5 3l 5y gl
e A e s ) S Al (e el sl ool Aledll Ba5al) S 1303
(user satisfaction) axiwdl )5 ¢ (Agyapong ¢2011:205) Lblerds dalaial)
e Jeliid) (ssiue 3aL3 Aie Gue (s Aadial) 3 pSIY) Claadl) olad oY) 2l Hsed
(Bargas—Avila,et al,2009:1241). 335 5i<Ny) &l aadl)

43 225 (6~ satisfaction) mllaas: cilaslad) LaslyiSi g s 8 o) o s
s all dlae aa Lgiliey Cou i) PlA o o hdll Alae o ddidd) J8 e (ala)) aSa))
(Hamadi,2011:2) .4 el

laadl) A b aniiy 4l mand 3 ST adsall sl A8l Ayt Alasa gl

i) s S SN adgall andiiag ¢ (Viot, 2008:70)eie alcay (s34 355 STy
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Jpand)  Adlisal) g gulal) L) o Lliudat s Cilasbaal) Linsl i€ iy padiinn (53
(Bocij,et al.,2006:730). clgladl e

il ple IS8 g SY) Aol ilie oy cije b O (e pt L e 2l Ul (845
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