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Abstract

This dissertation investigates the topic of service quality; it tries to
investigate the factors that affect the user and customer perception
of electronic service quality level in the business-to-business do-
main. This is done by implementing empirical research techniques
to develop a measurement scale that specify which factors are con-
sidered important in our understanding of electronic service qual-
ity level. This includes using two main approaches of empirical re-
search, the quantitative and qualitative approaches. This multi-level
analysis tries to investigate the important factors in the analysis by
using both quantitative and qualitative approaches. Different models
have been tested, analyzed, and retested multiple times to enhance
the reliability and validity of the measurement scale. The proposed
models have been tested using both model fit analysis and field
testing to ensure a superior level of reliability of the final model.



