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Abstract

Paying attention and giving importance to the opinions and opinions of the customer
creates a sense of belonging to the organization, it causes not only a kind of
satisfaction in the customer, but also that he considers himself a part of the
organization. The purpose of this research is to investigate the effect of service quality
dimensions and user satisfaction on the continuity of purchases from the Snap
application in Gilan province. This research is in the category of descriptive research
according to its purpose, practical and according to the method of data collection. In
this research, a questionnaire was used to collect information. The research
questionnaire was a standard questionnaire. The statistical population in this research
is Snap application customers in the traffic sector in Gilan province, whose number is
unlimited, and the sample number based on Cochran's formula is 384 people.
Considering that the employees are studied in this research, the level of analysis is
individual. According to the research classification according to the purpose, this
research is in the category of applied research. The structural equation technique was
used. The results of the hypotheses showed that the quality of customer service has an
effect on customer satisfaction and also the continuity of customers' purchases from
the Snap application in Gilan province. Gilan has an effect and ultimately customer
satisfaction has an effect on the continuation of purchases from the Snap application in
Gilan province.

Keywords: service quality, user satisfaction, purchase continuity, Snap application.
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