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E-commerce: The relationship between the quality of online shopping service
and loyalty in the digital environment
Abstract: The rapid growth of digital business models has led to the
creation of intense competition among business owners in e-commerce,
and for this it is imperative for the e—-commerce service provider to

continuously improve the service provided in order to reach the greatest
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amount of satisfaction and loyalty to customers, and for this there are many
different measures that seek to evaluate in the previous literature. The
quality of e-commerce services through digital shopping sites and
applications, the purpose of this study is to examine the impact of the
quality of e-service on customer loyalty in the context of services provided
by e-commerce sites, data was collected through an electronic
questionnaire distributed to a total of 100 customers of the Jumia shopping
site Through the Internet, by conducting an experimental analysis using the
structural equations modeling methodology using the Partial Least Squares
Method (PLS-SEM), based on the Consistent bootstrapping algorithm
through the Smart pls program, a literature survey of many previous studies
was carried out to build a conceptual model, develop hypotheses, and
define The most important dimensions of electronic service quality (site
design, response, fulfillment of promises, security and privacy,
communication). The results of the study confirm the existence of a direct
impact of the quality of electronic service through the customer loyalty

through the mediating role that satisfaction plays in this relationship.

Keywords: E-Service Quality; Customer Satisfaction; Customer Loyalty; Structural

Equations Modeling; Jumia app

JEL Classification: M31
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