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Abstract

This study aims to analyze the relationship between electronic service quality (E-SQ)
and customer satisfaction in the Saudi e-retail sector, while examining the mediating
role of trust in the platform and perceived value. The study adopts a descriptive-

analytical approach, utilizing an electronic questionnaire to collect data from a
stratified random sample of 400 customers who have shopped on Saudi e-retail
platforms. Data analysis is conducted using SPSS and AMOS, with hypotheses tested
through multiple regression analysis, path analysis, and structural equation modeling
(SEM). Expected results indicate a statistically significant positive relationship
between all dimensions of E-SQ (ease of use, security, reliability, responsiveness) and
customer satisfaction, with the "security and privacy” dimension being the most

influential, followed by "reliability,” "ease of use," and "responsiveness." Furthermore,
the results suggest a partial mediating role for both trust in the platform and
perceived value in the relationship between E-SQ and customer satisfaction. Based
on these findings, the study recommends that e-retail platforms invest in enhancing
quality dimensions, particularly security and reliability, build customer trust through
transparent policies, and communicate perceived value to enhance customer
satisfaction and loyalty.

Keywords: Electronic Service Quality, Customer Satisfaction, Trust in Platform,
Perceived Value, Retail Sector, Saudi Arabia.
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