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The Quality of E-government Services and Their
Role in Achieving Customer Satisfaction
Case Study Of The E-citizen Service Center
*#* Abbas Rashid Kaada
* Dr. Kinda Ali Deeb **Dr. Dima Makhous
Abstract

This study aimed to assess the quality of electronic services provided to
customers through the e-citizen service center, and the role of the quality
of e-government services in achieving customer satisfaction. To achieve
the objectives of the study, the researcher relied on the descriptive
approach. Where the primary data was collected through a questionnaire
that was prepared after reviewing the previous studies, and the study
sample was represented by a group of clients of the e-Citizen Service
Center in Damascus governorate, amounting to 324 items that were
chosen using the soft sampling method, and the number of questionnaires
valid for analysis was 300, and the study was conducted The process
using appropriate statistical methods, and the study reached, through
statistical analysis, a set of results; Most notably, the level of quality of e-
government services provided by the e-citizen service center was high
from the point of view of the center’s customers, and the customers are
satisfied with the services provided by the center to them, in addition to
the presence of a positive significant correlation between the quality of e-
government services provided by the service center e-citizen of its
customers and the level of customer satisfaction with these services;
Where the Pearson correlation coefficient value between the quality of e-
government services and customer satisfaction was 0.776.
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center.
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