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Abstract: In today’s competitive world, online businesses are looking for a suitable way to increase customer
loyalty. However, the simultaneous effect of three variables - service quality, trust and customer satisfaction -
on customer loyalty in an online retail environment has been less investigated in the conducted researches.
According to the literature and background of the research, research hypotheses have been determined and a
suitable conceptual model has been created. Since the research method is quantitative-survey, a questionnaire
was designed based on the research hypotheses. Finally, the obtained data have been analyzed using descriptive
criteria and structural equation modeling. According to the results of hypothesis (H1), the quality of electronic
services has a positive and significant effect on electronic satisfaction. The results of the second hypothesis
(H2), display that e-trust has a positive effect on e-satisfaction. Hypothesis (H3), the e-trust variable has a
significant effect on e-loyalty, statistically, H3 is accepted. According to the results it can be concluded that
electronic satisfaction variable has a significant effect on electronic loyalty, statistically, H4 is accepted.
Electronic service quality through electronic satisfaction as a mediating variable affects electronic loyalty. It
is positive and significant, therefore statistically, H5 is accepted.
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Extended Abstract

1- Introduction

In the 21% century, the development of e-commerce
and competition in the market has intensified. The
traditional marketing pattern in society has
undergone profound changes and e-commerce as
become one of the most important shopping methods
in our daily lives. But due to the specificity of the
online shopping environment and various existing
problems, it becomes more difficult to create
customer loyalty. In terms of increasing customer
loyalty, e-commerce should be able to provide
customer trust in good service quality with promotion
as support. Also, the competitive effect that occurs
between e-commerce businesses is the extent to
which consumers are loyal to a product or service.
Customer loyalty is very important for the company
to maintain business continuity and continuity of its
business activities. Loyal customers are customers
who are satisfied with the products and services
offered by the company, so they tend to promote
them to everyone they know. As a result, the
explanation of how the variables of service quality,
trust and customer satisfaction affect customer
loyalty simultaneously in an online shopping
environment is still not well understood. Therefore,
this research will be done with the aim of evaluating
the relationship between these three variables on
customer loyalty, both direct and indirect effects.

2- Methodology

To achieve the objectives, this research uses primary
and secondary data. After reviewing the research
literature and deriving the proposed model based on
the research hypotheses, the questionnaire was
designed based on the hypotheses and distributed
among the online customers of the site. The condition
for filling out the questionnaire is that the user has
made at least one online transaction in the last two
months from the desired site. In the next step, the
research method is a quantitative survey and the data
collected from the online questionnaire is analyzed
using the research method and statistical analysis.
The collected data is analyzed using the SEM-PLS
(structural equation modeling-partial least squares)
technique in WarpPls 6.0 software, and hypotheses
are analyzed based on the results.

3- Results and discussion

Based on the results, it is determined that T-
Value=6.350. The original sample value is 0.726
(positive). This explains that H1 is supported, that is,
e-service quality has a positive and significant effect

on e-satisfaction. Therefore, it can be concluded that
the e-service quality variable has a significant effect
on e-satisfaction, statistically H1 is accepted.

According to the results, it is clear that T-
Value=4.703. The original sample value is 0.387
(positive). This explains that H2 is supported, that is,
e-trust has a positive effect on e-satisfaction.
Therefore, it can be concluded that electronic trust
variable has a significant effect on electronic
satisfaction, statistically H2 is accepted. As shown in
the results, T-Value=4.120. The original sample
value is 0.688 (positive). This explains that H3 is
supported, that is, e-trust has a positive and
significant effect on e-loyalty. Therefore, it can be
concluded that electronic trust variable has a
significant effect on electronic loyalty, statistically
H3 is accepted. According to the results, T-
Value=3.387. The original sample value is 0.2040
(positive). This explains that H4 is supported, that is,
e-satisfaction has a positive and significant effect on
e-loyalty. Therefore, it can be concluded that
electronic satisfaction variable has a significant
effect on electronic loyalty, statistically H4 is
accepted. Based on the results, it is determined that
the value of T-Value=4.261. The original sample
value is 0.392 (positive). This explains that H5 is
supported, that is, e-service quality has a positive and
significant effect on e-loyalty through e-satisfaction
as a mediating variable. Therefore, statistically, HS is
accepted. The results of this study are consistent with
previous research [10, 25, 26], which showed that the
quality of e-services has a significant effect on e-
loyalty through e-satisfaction. In addition, [27]
showed that e-service quality has an effect on e-
loyalty through e-satisfaction.

4- Conclusion

According to the obtained results, electronic
satisfaction has an effect on customer loyalty. E-
service quality has a positive and significant effect on
e-loyalty through e-satisfaction as a mediating
variable. Customer experience of trust has an
important influence on customer loyalty through e-
satisfaction. However, the mediating effect of e-
satisfaction is known to be partially mediated. In this
regard, the purpose of this article was to analyze the
impact of service quality on customer trust and
loyalty with the mediating role of -electronic
satisfaction among Mbit site users. According to the
literature, research hypotheses were developed and
based on that, the proposed model was designed.
Since the research method was quantitative-survey, a
questionnaire based on hypotheses was designed and
provided to e-commerce users.
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