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Abstract:

This study aimed to measure the impact of the quality of
electronic services for the Saudi Telecom Companies sector in
achieving customer loyalty, this is based on the methodology of
structural equations modeling to analyze data and measure the
relationship between the quality of electronic services and
customer loyalty, and was applied to customers of the Saudi
Telecom Company STC. The data of this study was collected
using a questionnaire that includes seven axes, five of which are
related to the dimensions of the service quality measure, an axis
related to customer loyalty, in addition to a special axis for the
personal factors of the study population. The study sample
consisted of 126 cases of STC customers who were randomly
selected, and Partial Least Squares Structural Equation Modeling
(PLS-SEM) were used to build the study model and test the
hypotheses. The results of the study indicated that there is a
positive significant effect of the dimensions of service quality
(reliability, speed of response, empathy) on customer loyalty to
the service provider, and there is no significant effect of the two
dimensions (tangibility, security) on customer loyalty.
Keywords: quality of electronic services, customer loyalty,
structural equations modeling.
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