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E-services Quality and their impact on customer satisfaction: an analytical study on
EqyptAir

Abstract

This study aims to analyze and determine the impact of E-services quality in achieving
customer's satisfaction of EgyptAir in order to contribute EgyptAir to adopt appropriate
strategies that enable them to gain customer satisfaction and maintain existing customers
and attract new customers. In order to achieve the goal of the study, 350 forms were
distributed to a sample of EgyptAir customers, and Seventeen (17) forms were excluded
to the total of the correct forms recovered three hundred thirty-three (333) Form at a
response rate of 95.1%. The results of the study showed that there is a statistically
significant relationship between the quality of electronic services (website design, ease of
use, confidentiality, time saving, reliability, responsiveness, reliability, and
communication) to customers satisfaction of EgyptAir, the research recommended that
Egypt should do To spread the culture of E- services quality of among its customers, and
keep side by side with modern technological developments in terms of adding new E-
channels or developing existing channels, by increasing the number of E-services.

Keyword: E-services, E-services quality, customer satisfaction, EgyptAir
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