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Abstract 

If you want to take maximum advantage of electronic services in the field of information and communication technologies in 

the pioneering countries in world class, be sure of various applications of information and communication technologies in the 

best use. Planning for the deployment of these applications will not be effective without them. Evaluate the quality of 

electronic services and customer satisfaction is one of the strategies that have allowed us to provide the quality of various 

applications of information and communication technologies such as commerce, e-government, e-services, telecommunication, 

electronic education and awareness.... and use this feedback to improve the work In this paper, after reviewing the literature on 

service quality and satisfaction with e-mail clients EUCS model is chosen as a model of study is described, and then use these 

models to assess the quality of a telecommunications company. The research method used is descriptive research. The research 

population consisted of all clients Esfahan is a telecommunications company that services the company will use a sample size 

of 332 patients was determined using the formula and simple random sampling method with reference to the 

telecommunications company clients of Esfahan was carried out. To assess the quality of the original five variables of ease of 

use, time savings, service content, appearance and accuracy hypothesis was formed from the consumer's perspective Telecom 

The sixth hypothesis is related to the overall satisfaction of customers is a telecommunications company. To evaluate the 

quality of questions with the help of a supervisor and collect relevant data other research model was developed containing 36 

questions. The results of this study indicate that the index is easy to use, time saving, service content, appearance and accuracy 

of the electronic service quality evaluation, higher than average by end-customers was also evaluated. The 95% level 

meaningful relationship between gender, age and education indicators of EUCS (ease of use, time savings, service content, 

appearance and accuracy) was observed. 
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1. Introduction  

Developed countries know benefits of the service sector 

more than other sectors and focus their activities in these 

sectors. Increasing the number of services jobs 

accomplishing by increasing the importance of these types of 

industries in GDP, Subject impeccable service and superior 

quality to the important issue. There is no doubt that all 

organizations are looking for achieving high quality, but it is 

more important for services organizations. Concepts of 

service quality and service satisfaction has been attended in 
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the documents and marketing activities during the past 

decade. The marketing analyzers have admitted the 

satisfaction and quality advantages and introducing them as 

indicators of competitive advantage for organizations. On the 

other hand, loyalty is known as the most important structures 

in marketing services because of its ultimate effect on 

customer repurchase. In fact, loyal customers who buy 

frequently are considered as the foundation of work. 

The first step to improve service quality is to identify 

weaknesses and shortcomings of provided services and the 

strengths of the services.  The strengths and weaknesses of 

the provided services can be measured using service quality 

tools. One of these tools is EUCS model. EUCS model is 

widely used in various parts of the services sectors for 

measuring the quality of electronic services. Hence, in this 

study the service quality of Telecommunications Company is 

measured via e-customer satisfaction EUCS model in 

Esfahan city. 

2. Literature Review 

Karimi et al. (2011) assesses banks services quality through 

revised SERVPERF model. In order to assessing quality five 

main variables was used (including tangibles, human factors, 

main services, systematization of services, and social 

responsibility). The results of this study indicates that 

services quality in these branches (based on all of factors) is 

more than moderate level based on revised SERVPERF 

model from customer’s perspective. Mohsin Muhammad 

Butt (2010) in his study seeks to envelope and exam the 

SERVQUAL model scale for measuring Malaysian private 

health service quality. Results indicate a moderate negative 

quality gap for overall Malaysian private healthcare service 

quality and also indicate a moderate negative quality gap on 

each service quality scale dimension. 

Firdaus Abdullah et al. (2011) aims to formulate and confirm 

a new measuring instrument of service quality, and ultimately 

to establish a national service quality index for the banking 

sector. The questionnaires were distributed to the customers 

of Islamic banks, of which 1,519 were deemed usable. A 

factorial analysis mentions that service quality has three 

dimensions namely “Systemization”, “Reliable 

Communication” and “Responsiveness”, and subsequent 

multiple regression analysis revealed that “Systemization” is 

the most important service quality dimension within the 

banking sector. 

Norizan and Nor Asiah (2010) in their study for testing the 

dimensionality of the perceived service quality show that 

perceived service quality was found to have a significant 

impact on customer satisfaction. In turn customer satisfaction 

was found to have a significant effect on trust. Both customer 

satisfaction and trust have significant effects on loyalty 

through word of mouth (WOM) while WOM is an antecedent 

of repeat visits or repurchase intentions. Interestingly, trust 

does not directly influence the latter. With the exception of 

the effect of satisfaction on trust, we found no significant 

difference between the effects of perceived service quality on 

satisfaction, satisfaction on loyalty, and trust on loyalty 

among the Qatari and Malaysian customers indicating that 

the relationships in the model did not hold across the two 

cultural groups because the respondents have similar cultural 

background. 

Salih Turan et al. (2012) the purpose of this study is to 

investigate how international students perceive travel agency 

services by using the SERVQUAL instrument. Research 

results reveal that the expectations of university students are 

not met and that the largest gap was found in the “empathy” 

dimension and overall satisfaction of all students has a 

positive and statistically significant impact on their word of 

mouth. 

Chien-Chang et al. (2011) in his study attempts to fill the gap 

in the literature off service quality by establishing a fuzzy 

weighted SERVQUAL model for evaluating the airline 

service quality. By choosing the case study of Taiwanese 

airline this study conducted to demonstrate the effectiveness 

of the fuzzy weighted SERVQUAL model and some useful 

suggestions are given to airlines to improve the service 

quality. 

2.1. E-satisfaction 

Various definitions of e-satisfaction are proposed that some 

of them are mentioned here: 

Electronics satisfaction means a customer satisfaction 

according to his or her previous experience of shopping from 

an electronic business company (Tylor, 1995). Electronic 

customer satisfaction is the satisfaction rate of web design, 

information content, security, convenience shopping and 

purchasing (Oliver, 1989). Electronics satisfaction means 

preferring goods or services from a firm rather than other 

competitors (Oliver, 1999). 

Electronics satisfaction is the customer satisfaction rate of 

support for sending and receiving orders of goods or 

services, after sales service, the price of goods or services, 

the quality of the website content, website speed, website 

reliability, ease of use of the website, Online financial 

security and personal privacy (Lee, 2001). 

2.2. Electronics- Satisfactions Models 

In follow some of the Electronics- satisfactions models are 

introduce: 

Hays and Seazmanskay in 2000 show a very interesting 
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model that introduced e-satisfaction dimensions as follows: 

ease of purchase, the product figures, web site design, and 

financial security. 

In 2001, Lee & Toorben consider these effective dimensions 

on electronic satisfaction: support for sending and receiving 

orders, customer service, pricing, site speed, and quality of 

content, ease of use, financial security and personal privacy.  

Milz (2002) assess the electronic satisfaction among 174 

students in university. He finds the following factors 

influence on electronic satisfaction: electronic interaction 

with the web site, the perceived quality of Web services, and 

the perceived value of Web client. 

Baer and Garter in 2002 with research on the determinants of 

Internet, and e satisfying introduce these determinants: 

access to information, Structure Details, Personalize, 

Integration and Information Exchange. 

2.3. End-User Computing Satisfaction 
(EUCS) Method 

End-User Computing Satisfaction model is known by some 

independent variables (ease of use, time savings, electronic 

service content, appearance and accuracy), we examined 

EUCS model is chosen for two main reasons. First of all, this 

model measures the objectives of the study that is evaluating 

the user satisfaction of services. Second, the EUCS models 

were reviewed and chosen from different studies. In a 

number of models satisfaction is only one component of a 

larger model; while, in the EUCS model satisfaction is the 

key variable. Finally, in 2001, Lee expected that if the sample 

size is small, the independent variables of the model should 

not be too much .so, after reviewing numerous models the 

EUCS model was selected as the appropriate model for this 

study (Figure 1). 

 
Figure 1. Model of Customer Satisfaction Electronic services (EUCS) 

Table 1. Operational Definitions of Variables 

Services Content: the variety of provided information to customers through 
electronic telecommunications services  
Accuracy of provided services: accurate information presented to the 
customer through electronic telecommunications services  
Services appearance: clear and usefulness of provided information to 
customers through electronic telecommunications services  
Services ease of use: the convenience and simplicity of using electronic 
communication systems 
Time saving: get updated information whenever necessary, in the shortest 
possible time 

2.4. Hypotheses 

1. The customers of Telecommunications Company of 

Esfahan evaluate time saving dimension of provided services 

in medium and high level.  

2. The customers of Telecommunications Company of 

Esfahan evaluate Services Content dimension of provided 

services in medium and high level.   

3. The customers of Telecommunications Company of 

Esfahan evaluate Services ease of use dimension of provided 

services in medium and high level.  

4. The customers of Telecommunications Company of 

Esfahan evaluate Services appearance dimension of provided 

services in medium and high level. 

5. The customers of Telecommunications Company of 

Esfahan evaluate integrity and accuracy of the service 

dimension of provided services in medium and high level.  

6. The customers of Telecommunications Company of 

Esfahan evaluate overall quality of service dimension in 

medium and high level. 

3. Research Methodology  

3.1. Type of Study  

This study is descriptive-survey from method perspective 

and practical in purpose perspective. The purpose of this 

study is to evaluate Electronic service quality of the 
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telecommunications company in Esfahan via e-customer 

satisfaction using EUCS model which are selected through 

simple random way.  

3.2. Sampling Method and Sample Size  

In this study, following formula used to calculate sample 

size. 

The sample size formula: 

2 2

2 2 2

Nt S
n

Nd t s
=

+
 

n= frequency of sample  

S2= pre-estimation of variance  

N= statistical sample size  

D= 5%  

t= 95%  

In order to calculate final sample size, first 30 questionnaires 

distributed among all customers of Esfahan 

telecommunications company services, then variance of 

statistical population estimated 0.3 with respect to variance 

of statistical population and then final sample size calculated 

332 with 95% confidence. 

3.3. Validity of Questionnaire 

Every question of the questionnaire was designed after its 

literature review. In order to examine validity of 

questionnaire, content validity and structural validity were 

used. In order to examine content validity, the questionnaire 

offered for supervisor and advisor and then their corrections 

and modifications were applied in the questionnaire and then 

final version of questionnaire was designed and indicated 

statistical sample. Therefore content validity of questionnaire 

was confirmed. Also convenience of answering questions 

confirms its structural validity. In order to direct the 

respondents to answer the questionnaire, studies’ purposes 

and some directions about method of answering questions 

offered in the first page. 

3.4. Reliability of Questionnaire  

In order to examine reliability of questionnaire, Crobach’s 

Alpha was used. Based on this method, first 30 primary 

questionnaires were distributed among customer and its 

Crobach’s Alpha calculated 0.96 for the questionnaire, this 

value is acceptable for verification. 

Analysis of research hypotheses 

First hypothesis Testing 

The first hypothesis of this research is as below: 

1- The customers of Telecommunications Company of 

Esfahan evaluate time saving dimension of provided services 

in medium and high level. 

0

1

: 3

: 3

H

H

µ
µ

≤
 ≥

 

The results of inferential statistic indicated in table 2. Based 

on the results of this table, t is 30.158, df is 331, and 

significant level is 0.000. With respect to sig is 0.000 and is 

less than 0.05, therefore H0 rejected and H1 confirmed. 

Table 2. Inferential statistics for H1 

H1  
Supposed average: 3  

t df  sig  Average difference  

time saving 30.158 331  0.000  1.06008  

Second hypothesis Testing 

The second hypothesis of this research is as below: 

2. The customers of Telecommunications Company of 

Esfahan evaluate Services Content dimension of provided 

services in medium and high level.   
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The results of inferential statistic indicated in table 3. Based 

on the results of this table, t is 18.531, df is 331, and 

significant level is 0.000. With respect to sig is 0.000 and is 

less than 0.05, therefore H0 rejected and H1 confirmed.  

Table 3. Inferential statistics for H2 

H2 
Supposed average: 3  

t df  sig  Average difference  

Examination of 
service content 

18.531  331  0.000  0.66559  

Third hypothesis Testing 

The third hypothesis of this research is as below: 

3. The customers of Telecommunications Company of 

Esfahan evaluate Services ease of use dimension of provided 

services in medium and high level.  
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The results of inferential statistic indicated in table 4. Based 

on the results of this table, t is 14.162, df is 331, and 

significant level is 0.000. With respect to sig is 0.000 and is 

less than 0.05, therefore H0 rejected and H1 confirmed.  
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Table 4. Inferential statistics for H1 

H3 
Supposed average: 3  

T df  sig  Average difference  

Examination of 
ease of use 

18.531  331  0.000  0.66559  

Fourth hypothesis Testing 

The fourth hypothesis of this research is as below: 

4. The customers of Telecommunications Company of 

Esfahan evaluate Services appearance dimension of provided 

services in medium and high level. 
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The results of inferential statistic indicated in table 5. Based 

on the results of this table, t is 13.944, df is 331, and 

significant level is 0.000. With respect to sig is 0.000 and is 

less than 0.05, therefore H0 rejected and H1 confirmed. 

Table 5. Inferential statistics for H4 

H4 
Supposed average: 3  

T df  sig  Average difference  

Examination of 
appearance 

13.944  331  0.000  0.53501  

Fifth hypothesis Testing 

The fifth hypothesis of this research is as below:  

5. The customers of Telecommunications Company of 

Esfahan evaluate integrity and accuracy of the service 

dimension of provided services in medium and high level.  
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The results of inferential statistic indicated in table 6. Based 

on the results of this table, t is 19.725, df is 331, and 

significant level is 0.000. With respect to sig is 0.000 and is 

less than 0.05, therefore H0 rejected and H1 confirmed.  

Table 6. inferential statistics for H5 

H5 
Supposed average: 3  

T df  sig  Average difference  

Examination of 
accuracy 

19.725  331  0.000  0.67773  

Sixth hypothesis Testing 

The sixth hypothesis of this research is as below:  

6. The customers of Telecommunications Company of 

Esfahan evaluate overall quality of service dimension in 

medium and high level. 
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The results of inferential statistic indicated in table 7. Based 

on the results of this table, t is 20.047, df is 331, and 

significant level is 0.000. With respect to sig is 0.000 and is 

less than 0.05, therefore H0 rejected and H1 confirmed.  

Table 7. Inferential statistics for H6 

H6  
Supposed average: 3  

T df  sig  Average difference  

Examination of 
overall services 
quality  

20.047  331  0.000  0.9052  

4. Conclusions  

Answers to the questions related to ease of use show more 

than 3 that means on average customers evaluate the ease of 

use of Service Quality in Telecom Companies above average. 

Answers to the questions related to time savings show more 

than 3 that means on average customers evaluate the time 

savings of Service in Telecom Companies above average.  

Answers to the questions related to content show more than 3 

that means on average customers evaluate the content of 

Service in Telecom Companies above average. Answers to 

the questions related to the shape and appearance show more 

than 3 that means on average customers evaluate the shape 

and appearance of Service Quality in Telecom Companies 

above average. Answers to the questions related to accuracy 

show more than 3 that means on average customers evaluate 

the accuracy of Service Quality in Telecom Companies above 

average. In total, all of these factors on the quality of telecom 

services have above-average rating. 
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