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Abstract

Today, the quality of the electronic services provided through the corporate website is an
area where organizations can gain competitive advantage. Quality of service, customer
satisfaction, and value are three elements that organizational managers should take
seriously when providing customer service. In this regard, in the present study, using E-
Qual model, as one of the most up-to-date website quality assessment models, we will
identify the factors affecting website quality. The main indicators of this model will be
weighted using the fuzzy network analysis process based on users' perspective. In this
study, firstly a review of the current models in service quality assessment is done and
among them a qualitative method has been selected for determining effective indicators
on website service quality. Finally, after identifying the importance of the key indicators
of web quality assessment, improvement strategies are presented in a case study. One of
the most important research service websites, called the Ganj Database, has been selected
as the case study. Based on the results, the criteria of usability, service interaction and
information quality have the highest importance in the quality of the website studied,
respectively. In terms of usability, due to its high weight from the users' point of view,
there is a variety of filtering results and the ability to filter all information items in the
treasure system as a practical suggestion. Since ease of use is the highest weight in terms
of usability, it is recommended that filtering options be fully integrated to increase the
ease of use of this website in order to reduce the time to reach the final response. Creating
a visual appeal in website design and better contrast in site coloring is one of the most
important executive solutions in the field of service interaction.
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1. Multiple-criteria decision analysis

2. American customer satisfaction index
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