Damascus university Journal for the economic ety LolaBy) pglall Giiad draly Alya
and political sciences o - T

Vol 40 - 4- 2024 : 234 - 254 254 -234 : 2024 -4 —40 Aaa)

£

p3Lanl) Ly (3iad b Ay i) cilasdl) i

el Aidlaa B Ghlgall dadd S e o Al Ay

2 Al o i oo deaa o

Agas (Bl ¢(3ed Arals calai®Y) A (Jlee ) yla) and o)y5S allla L 1
ali.ali@damascusuniversity.edu.sy

s ((38e ¢(38ed daala bV A (Jlae V) ylal and ¢ 550 dad 2
taissir.zaher@damascusuniversity.edu.sy

:gdlall
IS Caapal ) A ST Claadll Jlaay aaly Dyshai g pially sl )l ag

2024/2/15 g )aN) &ls
Sl Ay ) Al chaaa sl ddlie B Lae Jeall cibalaiil 3,,S Al

2024/3/20 : il o

eDanll Ly 8 (3ed & Ghalsall add S5 b L il g STV cilanal) l®®@@l

AalacY) e WSl cagall) Lo Loy Ay 5V lanad) sasa alagd 5l ey

Aally ¢ Dlaal) 48 488y Daall Liny A (Cabaleill (dpa gadlly LY ciylain) 3ed dnala 1 i) (Bgia
Craaind 5 LS ¢ Llail iea sl ggiall Al Craadinl i s Dlaall 3550l sl B cdypui—
Le e ey e ASe Dlaul/75 Jiat 25 Cua (bl gend 310 il wgm ol Gy

CCBY-NC-SA

Oe 222 Auhl) Ciliagis (SPSS laa¥) gl aladiiuly Lelilas 55 ¢l )

& (32U (LY cCalalall) Ay ST Ciladdl Basa 2l 5l dgmg tlganl il
3o i) A V) cleadd) 3asa 2l 5L dgag ¢ obalsall Aadd (S 5e o Dee 46
Al i dms odalgal) Aadd 3S e e Dlaad ASH0a Al L (LY Al
3Se e Limy 8 (abaladl) ¢ olaY) cAplaic ) e Ll Ay ST laadll 3asa
Ll gal) dand

38500l Al coMaal) 485 ceDlanll Liay ey SN Clans 535n tdpalidal) culalsl)
el

ISSN (online) 20 ¢~ 1
http://journal.damascusuniversity.edu.sy/index.php/index/index



mailto:ali.ali@damascusuniversity.edu.sy
mailto:ali.ali@damascusuniversity.edu.sy
mailto:taissir.zaher@damascusuniversity.edu.sy
mailto:taissir.zaher@damascusuniversity.edu.sy

Al

v Al ) dleal) Ly (aias B A <ty claadd) i

The impact of electronic services on achieving customer satisfaction:
""a field study on customers of the Citizen Service Center

Received: 15/2/2024
Accepted: 20/3/2024

C0S®)

Copyright:Damascus
University-Syria

The authors retain the
copyright under a
CCBY-NC-SA

in Damascus Governorate"

Ali Mohammed Ali!, Taissir Ali Zaher?

1.Ph student, Department of Business Administration, Faculty of Economics,
Damascus University, Damascus, Syria.

ali.ali@damascusuniversity.edu.sy

2.Professor, Department of Business Administration, Faculty of Economics,
Damascus University, Damascus, Syria.

taissir.zaher@damascusuniversity.edu.sy

Abstract:

The twenty-first century has witnessed a clear development in the field of
electronic services, which have become of great importance to the
economies of countries, creating intense competition. The study aimed to
study the impact of the electronic services provided at the Citizen Service
Center in Damascus on customer satisfaction, and to determine the effect of
the dimensions of the quality of electronic services, including (effort,
efficiency, reliability, responsiveness, security, privacy, empathy) on
customer satisfaction, both in terms of customer trust and customer
perceived value. The study used the descriptive analytical method. The data
involved 75 completed questionnaires distributed to the study sample were
analyzed using the statistical program SPSS. The results showed that there is
an impact on the dimensions of the quality of electronic services (empathy,
safety, efficiency) in the confidence of citizens service center customers.
Moreover, there is an impact of the dimensions of the quality of electronic
services (efficiency, reliability, security) on the perceived value of customers
of the Citizen Service Center. Additionally, there is an impact of the
dimensions of the quality of electronic services (efficiency, reliability,
security, empathy) on the customer satisfaction of the citizen service center.
Keywords: Euality of electronic services, Customer satisfaction, Customer
confidence, Perceived value for customers.
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