Bl Aulg

i“ i ghaza daala
]
| il 313 (g ) ISy anadl [ acid

aadl) 48 55 8 dp 5 ySIY) Gleaddl saga e ad ) 5y suiil) i
By adll

Gl o

dlue sane gl S

sxalall 2l
2021204721

1 -z A5 g5

O shase el -5 Y &S

St
u.&}id:m XMLA -’S‘)‘J:}” 4.:115 -u.u.\)..‘\ﬂ‘ 2\3:&, _gac
2024 -‘5'1\33\ a;“‘ﬁj‘ Juadl



Dr. Mona Moustafa Elashry Mi DOCEAI|

UN\VIHE,\\VII



c\&}”

Dr. Mona Moustafa Elashry MIDC)CEAI|

UN\\/IHE,\\VII



Dr. Mona Moustafa Elashry

NPT BEPALCIN

;G_‘\Uﬂ\

- daaal s i)

: 4\.\;\39.45\ Lol

MIDOCEA|

5.\\/II

U NIV ER



ettt teate ettt eae oAt st oAt et e te et e te st eRe Rt Rt entente et e ReReeRe e Rt ese et et enteeneetenteenenneas ol 5 Sl

X PRSPPI slaay)

Qe —————— Al it

SRR Al all aladl Y1 1Y) Jaaill 1

PP PPPTRTR daxidll 1.1

USSP Gl 4G 1.2

D et e e e aaraaa s @b s fual e <l gad 1.2 1

O e il s gl Lo a8 1,22

APPSR Gl 401 1.3

B e s Rl s sl e 13,1

B ettt (sthill (s sl e 1.3.2

B e Sl Al 1.4

B et Gl Cilwl 1.5

B ettt et e e — e et e et e et e ettt te e be e teenteeereens Gl Gl 81,6

U Gl #3503.1.7

O PRSPPI Al 4l 53l 1.9

L2 e ¢ 5,5l J<a 1,10
(1 TR okl byl S Jadll 2

PP UPPPPPRPRPN Aeiall 2.1

L e i Gl I Einndl) 2.2

L8 e 4 S leaall B2 SU Gl 2.3

20 e 4 IV Cleaall B3 g 5 (a1 (5 gl (0 483121124

124 TSP walal 2.5

UNIVERSITY

Dr. Mona Moustafa Elashry Mi DOCEAiﬂ



............................................................................................ Fasiall 3.1
.......................................................... Gl ) yakial A Y iy yaill 3.2
.................................................................................... Gl pasi 3.3

............................................................................. Gl pen 38 5l 3.5
................................................................................... clibll ¢ 5. 3.6
.................................................................... haayl Jdal) el 5a).3.7

............................................... ) Ailia s ilasy) Jdasll sl ) Jeaill 4
........................................................................................... el 4.1

Candl) Al Adan gl il 1) Al die Cann 55.4.2
o o = = 2 2 2> Lua ¢

Ul AUl 5 Baall <l jlis) 4.3

K TR G
- JSaY) A
1 (Sald) dlae] ge) Sl 23 ga 9
P (Caaldll) Laaall Gl dngie padle 10
5 N
Dr. Mona Moustafa Elashry MI DQPCEA |'



do) yall alad) JUY) 1Y) Juaadl)

Dr. Mona Moustafa Elashry Mi DOCEAiﬂ



-

Aad8all A0
OV Y Lialal gl il Ay o Ay A 5 Clla sleall g VLAY Lia ol €31 i)y sl Jba b
Gabill mlliay s o4 Lo JS a5 Wilaalas a23 Lay sl (SI 58
A gad) V) e e A SSIY) laaadl B3 g () OY) 2aaDlis (2016 95 anld b o L)
cM\LAJEJQJ}eM\L)QM@JJﬁ@?AMQ&;cGAs‘)j\‘)mﬂ\@
AlaiaY) A i sall caladiu¥) A geus Jie dpull Gl g 820 A5 SISV laadl) 83 g e
LB s g oDl Cilad 5l Alled oload i 8 L) gae Ty 50 andi il gl o2a | laY)

O A s IV Cleadl) 83 g (a8 a1 (G suail] oY) SN e il jall abass 38
Ol G S (390 98 2 gy Cleadl) Ganadi s o Al oY) aend oMl ae delill sy DA
ey 55 ¢ Dlandl Lim ) 30l 55 A5 STV Claddl) 80 a8 Aa ) il 523U Jladll sl J g
"Measuring e-Service Quality: A Study of the Applicability of the E-S-4 2
QUAL Scale in Online Banking"

Teemu Miranda — s: Annika Janita (Gl

530 A (e A g SISIY) laddll B3 5a 3 dmy (el el O () QlSL e Gfialill 6

"Digital marketing enhances e-service quality by increasing o-L#Y! -
customer interaction with the electronic platform, thereby improving user
experience and overall satisfaction” (Janita & Miranda, 2013). —
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"The use of digital marketing tools, such as email and social media, usL&Y!
enhances e-service quality by providing personalized services and
increasing response speed to customer demands" (Parasuraman, Zeithaml
& Malhotra, 2005). —
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"High e-service quality leads to higher customer satisfaction and _-L.8Y)
loyalty, which in turn enhances the effectiveness of e-marketing strategies"
(Selim & Basha, 2018)
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skl o) e e Saally Llaia V1 Alaial (e a5 G slall Al £

g.\'JJSS.N\é:\Juﬂ\QQJBJ Y,y ¢

sac Aa il il al) Jgbm e i) e oSl o gl s Al (31 sl Jac 38K agd 3
Alad g SN (5 gt Clgal sy ohail Bagia il sal a3 1l 5 cJlaall 13 & Al iy yla
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il 4y )las a3 (Technology Acceptance Model - TAM): o o sSall Al 4y jlas 1
Davis J (e W gk o, g S Gy guill 312 gl SV il laill e 3aal 5 a5l 3
plain) A geual agagd o oty IS ainy Lin o iSE (padiiiunall J 0 o X535(1989)
CrSlginnal) i TR il aadid 4 kil oda of ) el Jones (2018) Leiaild 5 L ) il
Jelaill 3aly ) () B3g5 Ay gt Olaasl yisl o shaill 4y )5 a8 5 lgma agleldis dudd )l Cliaiall
oY) e 4y Hladll dadlall £ I

by e 4y )laill o3 X 55 (Relationship Marketing Theory): SEally (g gudll 4 k3 2
Hunt (1994) &. Morgan 4l cdlbeal Ao 58 53 (e Yoy ¢ Daxd) a2V AL gla cl8dle
Ellis-Chadwick &. Chaffey sSkall ae 438 liBle clis A o) 5V 5 48 danl agdl | 5] Led
Sl (S Cun el aanll 8 dpeal ST ol clially G sl o ) 1LEI(2019)
LeDhee po dalinn 5 Aifia Clidle yyglail 35 iSOV 2yl 5 e laia¥) Jual i) il 5 plasii)

dslu o) e 4 kil o2a XS5 (Social Influence Theory): elaia¥) il 4 ki | 3

g kil s2a 23, Kelman (1958) ael s> (e duelaia¥) il sall 5 o) YL aS I3 il o1 EY)
Jilas O ) 1 adia ¢ 55 ySIY) (5o gl A Leinkas Jslix*Kingsnorth (2019)%* 5 ¢ e JsY
Silra i) A (e Slgtinal) & gl B LIMA e (S i) diaie 325 e laia¥] Jual
i isall e adiall (5 ginall 5 Cilaal all

»2a Rogers (1962) ~3 (Diffusion of Innovations Theory): <l &y L) &y jlas 4
Chaffey (2020) & Smith Claciaall e syaall KLY SV 5058 S il 44 i)
el L o1 i) Liii) AR agd o ) Cpmiia o s ASIY) G gl A A plail) o2 (gl LSS
e 2l e Dlandl (e Adbiiall il il Caagid Ay gt CBlan yy shal 8 (8 gusall 2l (O (S
Bl Y il aa sl
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Ay AStY) cilaaddl Baga 1 AU Gagal) LYY
Do LS lhaad) 138 Gl S g a sefe an (e Y Ay g STV Clardll B3 sa asgie ) s J8
43 g Sl Ciladdl) 3393 o g¢da YL

el (5 gl L e Anlu) alu) Hall = u'\_‘)aﬁ (e-Service Quality) A 5 I Claadld) 30 ga
ce\.la.wz‘X.\ :\Jjg_ud.\.qw‘) J\;u\ dAc ‘__Asa:u})ﬁ‘)ﬂ Sladll 53 g &yl ‘)Sﬁﬁ Claadl) oda
S5 ALl andineall 3y yad QS A agud M) o2 Ganadill s dilain¥ g (s A i sall
Al A0y g g obia )y Ao il (0

Ll e A5 Sy cileasdl 5352 (58 = Parasuraman et al. (2005) «dball daws e
(leadll 5 claiiall Jladl) aglecill g ¢pe¥1 s Jladll o) il Jagasi (e sl 28 505 38 (500"

M3eliS 5 ey Alding JSLie (5f gl yind

53 o Ll e 40 pSIY) cleadll 3358 0 58 2y Zeithaml et al. (2002) «s Al dali (e
_"O.-}A:... ”a-:‘ ” “

penid Al (ailadll (e de gana” o 3lai 4 SIY) Gleadll 3358 O 58 Santos (2003) L
"o Maadl COle i g Atk o)l o Al Cail gl Jadii g e EY) jue ciladdll glal 3y jed b

A g ) claadd) 33 ga ) shat VLYY

g sl LG e Bl e Apen] o€y Vualiia Uliny Ylaa iy 45 511 ladall daga  sha

1aa 4g,Lal) bl jall CanSe 38 5 laddl) aundi & <y e alaie W) ) 359 daad HlI L ol giSall
sl Ll s 45 IV Clasall 33 ga Gpaend B ageat Ul Jal sl Calide Jalad YA (g skl
L L) e 2l A SV lendll Baga sl mse L Lad gl eDhaall Lia

Claaall 53 s daale paad e Sl @S dglall 8 4 Iy laadd) 535 0 5ede.1
ol lard i o g pSIY) GUail) 5 a8 Ll Blanad) 138 83 sal) iy et 3 A g yIY)
il & ) gl (Zeithaml et al., 2002). 4l 5 dllad 44 jlay (aeadiidl Cilad 6 g Cilaliial

A s cla¥) e A g SIS A patl) il g Calie Jail C I 5y 83 gal) 03 apii] deoiiosal)
(Parasuraman et al., 2005). 43V Ay 5 calaainy)

O 0o A SV Cleaal) 83 5o Gl Gunliall (o el dait o5 83 gl i GaplBa ka2
o Y e daddal) ilaadl) danla & és\yd cﬁ}i{j @l gﬁ.ﬂ\ E-S-QUAL CJ}M ¢ enlaall sl
(Parasuraman et dxa seadlly ¢ 5 gill 350 sl L) elil A ) dlasl A )i e S g
A5 Y Gleadll 33 a e Sy 63l E-RecS-QUAL s «elld ) ddlsylal,, 2005).
(Zeithaml et al., 2002).4185a g 58 5 a2y A2l Ao jisl ) glaia (e
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3ga Cpmdo B A dga g ) bl jall a8 o Daall Liay Ao A g IV cilaaddl 33 g 15 3
La 50b ) ) s 3asad) (s 0 a1 il o Dlanll Ly 5 43 5 5iSIY) il
cleadll Lkl 3352l (Yang & Fang, 2004). deasll agd¥ 5 dlaial (e 3 3 Lae ¢oSlanll

L A g Sale amy e 2 g (a5 A gl dilacial) G glaall (pe JI g A8 ) o 43 yiSIY)
(Gefen et al., 2003).<x yiY)

B ot G jeda b ) 3N ) sl i Ay g yISTY) laadll B3 g A ) IS5 ol 4
138 el Gl oz g da geadd) e ) Aalal) Jie i g ySIY1 Claadl) 33 gay (3la
cclpantl) oda e Claill g Laddll 83 sa Cppmentl 485 Ol S5 5 Jola =181 ) sl ada ) slall
(Rust & Kannan, Jwall 4 5255 acdiuall Jeldé uuad] clilaa¥) oSN s aladiul Jie
2003).

A g Y cilaadd) 53 g Al YLy

a2al) 333 (520 2083 Al uilaall 5 Jal sall (g6 Ao sana & A g SIY) iladdll 53 sa alasl
Oy Al sl jall (e el JOIA (e alagY1 oda 23a3 &5 My aaddiiusall daniall 4 5 ySIY)

Pl

i g 48y 4 sllaall dedal) apass e 4 S deaall 5 )08 ) i (Reliability): 4nlie ) -1
Ll 50 Jie sl ol Lale 35S 55 ) Anlul) ) (e el 238 223 cilelladl ol oUad ()50
Lardll 33 a8 dalaic V) draal e i 3l Parasuraman et al. (1988)

da Allad 5 perdiual) lllal aUail) 4latul de ju (uSa3 (Responsiveness): 4laisd) - 2
O il Al o ) uis Zeithaml et al. (2002) dasl o addiiall Lgal g Al OIS
ax8ineall 4 2 b aslal) Jal sal

plasil e pendionll Adlall g Auad Sl e gleal) duleay ) 138 glaty (Security): oWy -3
Al aall ¥ el Je @uxX) Aladwani & Palvia (2002) Al a4 g STV Cileadll
i 5 SIY) laadl) 33 sa b dagal

Aaill aa Cppeadiiall Jelds Al seu (s 223l 128 ity (Ease of Use): plasiu¥) 8 A geud) - 4
el 138 J 55 (i) Qs Sl Davis (1989) dlys sl dgal s avaal Ahbs (s
Al J 58 laane 2alK "AS Haall alasiu¥) A e & sgde Canl

A5y deadl) ae padiiaall Jeld sae ) ol (User Interaction): easiuall ae Jelall - 5
Sl 5 and) 138 <45 Lojacono et al. (2007) Al o Ay je s dleld axiiue dgal s JA (e
RPN L PENRTLEN P IPRENAOA| At vl e
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Gy 4 aidll anads e deadll 3,08 22l 138wy (Customization): pasasdl - 6
1559 aaly anaddl o A i Voss (2003) 4l ja A il aadial) ¢Bcad y cilaliay
el Ly jad A Laga

A g IV claadl) 3o ga iy s YL

lgiosdl) i e 5355 Ll Jal sl (50 e stie e sene i IYI clodal) 53 5o oy yhai J i
(3o Baaional) Fmsrt ) il STal) mad il jutd L Las i S0Y) e Aetiall Aasil) 5350
:Luj‘)ﬂ‘)“ Gladadll 3J 9 d}; A\AJLMJ\ C'_i\.u\‘).ﬂ\

e sk e 73 saill 138 ading (E-SERVQUAL) s s 58Iy eaall 53 53 23503 -1
el 138 ot o5 Agad ) e A B Aeadll B2 ga Ll 8 ardid) salisll SERVQUA
Apa padll 5 oSl E-SERVQUAL: J 4 )l @l Sl Jadi s o i) A e i
sasa Ll 8 Lo sl 3Ll ST (e 3 gail) 13 ind ) (lana g ccalaladll  cdlaiu)

A5 ySTY) Slendll

E-CJJA.\S 13} el CJJA.\&\ Jaa ).\M (E-ReCS-QUAL) C'_uJL\}[\ e 42l SRS C.J}u -2
sUad Y1 21 il dalaiall 49 ySIY) lardll 3358 e pald IS5 S Gus «SERVQUAL
sl ) s Lo Vs i sasal) andi 8 (ald IS Lagae 3 salll 138 piiny 5 5 pe Jalaill
Azl e cleaall s Jae Y ae Jaladl

@j)ﬂ:}“cﬁ}d\adﬁéccd}nﬂ\ Y )5)3 (WebQuaI):\:u))ﬂ}“é\jﬂ\bd};cd}u-3
a8 Take 3 saill 138 ey Ajlelinl) Aaxall g ol slaal) 53 5 g caladia¥) Al s Gl 3 Loy cdusds

A s IV & i) f g IV el e iladd a5 i) A g ySIY) £ gall

S aodiuall 4y a3 B3 ga 3 gaill 138 Jlih (UX Quality) padiesal) &5 ja3 83 50 zisai - 4
Jeldi 48 agd o 73 gaill 138 aaiay Alaiu¥) cJe il ¢ ulasasV) il sa Sl 4 Lay (Juls
ol 5 siue o @lld i 5 4l Aaiall g padicuall

23
Dr. Mona Moustafa Elashry MiI DOCEAiﬂ



A5 S cilasdd) Baga 9 pa ) (Bgedl) (o A Y8
A g S Ciladdd) Baga g (a8 1 (B gl (o AN Jalad] Y,

Llail s claladl sac (e i€ 38 4y g Y Cladadll 83 g g a1 (39 gl (il Jalail ol
At U Tl mad al aiasl L L A8l Clag) ) i A

e S AN 5 e Slandl G Jelaill o ) Laail) 138 iy (Interactive Pattern) lelall laill -1
Jlsy Jia pibaall Jelail) Jady (o2 a8l 3y suail) A g SV colandll B3 ga ) g Apal )l iliaiall
A 5l Aty JA (e addl) Basa Gpuen G adly 38l A3 all 5 e laiaY) Jual 5il
Molina-Castillo, Lopez-Nicolas, - 4w o - 4l il (e Jha agiladad g ¢ Slaall Glaliay
Aoyl Jie a8l (51 gutll ol DA (e o Sleadl ae Jeliil) o 46 i& Bouwman (2008)
A IV daadll B3 ga (e e Bleadl Lia ) (e 2y e lail) 5 53SIYT 2y ll 53 5l

Claadl) Ganads of L i laalll 13 (Personalization Pattern) (sapaiill il - 2
Gl A g SISV Slaadd) 83 s () (505 Gpeddisall SULy e 2Ly (a8l (5 sl
Ay guail) Jils Hll 5 im g pall s 4iSay (aeddiival) UL aafiall Julaill e aaieg (g3l a8 )l
Ho & Tam (2005) - 4wl jar - 4wl jall (e Jlie A 511 4 jaill 30 53 (e 2 0 Las (528 S8y
£anll Lia ) a8 ageny (pediisall Cpadl o 3Ly a1 (5 sl (anads o & el
Ay IV deasl) 30 gal aa ) gl e

8N sl il 98 JalSS e Jaaill 13 aaiay (Omnichannel Pattern) Lol Ll - 3
A s apail (Y] e e Yy el Jual sl Jila s 35 SSIY1 a5 Ji) dabisd)
5 JMA e A g STV Aaall B e Cpaad ) JalSl 138 (505 O Sy Lo Dlanll ALl 5 dsia
Verhoef, J 4w - duwl jall e Jle 4l ) Juaiy) Ll e oAbl g B3 ge 4y al
el s 4 523 (Gaiad s b)) (33 puall ) 98 JalS5 ) xXiKannan, & Inman (2015)
oS S8 A5 SV deodll B3 g (e o L e
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L sl a8l )t laaill 138 (Technological Pattern) s sl siSill aaill - 4
Cilaadll 33 5a e 5l calilal) Jilas 5 e libaa¥) oIS Jia a8 )l (3 sul] 8 Zipaal
cJamdl JS50 ¢ Manl) Calagiiunl 5 ol G guiil) 483 Gppuan (ge IS AN (K5 Lo 5l i) A ST
Huang & - au o - dul il (e JUe Aedial) 4 5 I claadd) 33 s cpaat ) (05 Las
ASAN Jia ¢ o ) (5 gl Clyansi) yinl 8 dadiiall L ol i€l alasiinl of <o selal Rust (2018)
A g S leaall B3 s e me (il s e Dlandl Calagind 483 (e Gy O Ky ¢ oo lilaa)
Son ) el gl 5 e Jaaill 38 sy (Value-driven Pattern) el baidll - 5
Aoad g8l e 4y s (g e w5l Aad 0d (5 gine g Sl o Dleall ddline Ao i e
S Al par - Al all e Qe A g ST Aandd) 30 gad o Slaall a8 e 2y 3y 4wl e 38 gall Jaa
Gl IR (40 A8l 4 a8 of axSIParasuraman, Zeithaml, & Malhotra (2005)
a5 e 2 g A g YIS leadl) 83 gal ¢ Dlaall ) gl (e ) Jay (a8 )l
4 g S Ciladdd) Baga g (a8 )11 (B guadll) A 5 21 e ) sl Y ,6,Y
e ) puall 5 cilpaaill (e 23e e CalSy Ay KV Cilaadd) 83 5 5 el (B guail) 0 A8Dal) Jolas
O s Gaiarl S il e Lanie Wi (o)) oSy Al
aradill 223 (Privacy vs. Personalization Conflict) avaiill s dua sadll ¢ ja -1
panada (5 sine mtil duad Sl bl aladiul &5 s ol G sudll T N Calaal) aal
Gala Caglia ) HlLall CHSAN Aty 3a (535 38 (lld oy Ahune adiiuse (o laiy
Awad daulja gle | 4o ST Claaal) 55 il o Deadl Gl sl (e Bl Jig las dpa puadlly
s o Ladie aginm pad Jls GHIL 05 yeds Lo Wl eSlaal) o < e sl& Krishnan (2006)
Aediall Aedall A gl Q8 ) (525 Lan ¢35 ySIYI (8 putll Ay 23 Ganaddl dpad il agilily
Loyl a8 ) (gl A A (Speed vs. Quality Conflict) 82 sl Jilie 4 yudl ¢y -2
L jiall 3 i) s of S lld pay Lanla 1 5el cilaadll g (o ginall apais 8 de jull yriad ¢yl
Ol Alaiall il glaall (ali gl e Daad) acd Coraia Jia ¢dyig ySIY) deanall 33 ga JiliS ) de yull e
e A e ladd ) e Al S8 of @ elaiRust & Oliver (2000)
PRESNON| P VRN BT g | ERY VR DVY ‘335_;\\@‘)&_ ﬁwék@\gag&@\ﬁﬁ@)ﬁ}!\
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(Technology vs. Human Interaction Conflict) Sl Jeldll g ba o iS5l ¢ pa -3
s oSy Jelall Qs ) g5 O (S (el N Gagnall (A Lia g1 i€l e ) il alaie )
O3 Laajl aae ol Al o Dlandl iy (o)) Sy Ae2a) 83 53 (lasda s A8 oLy 8 anls puaic
Gustafsson, Johnson, & - awl . gl elilal¥) oS82 §f clis s ) o | aiie Jelal)
saga Qi W a5 o (S (o (3 puall A ASaY) e L il 353 of iy RoOS (2005)
Janll Gl Lia 5l 5 4 5 SOV Aol 800 e Ul i) Laa o Sl Jelail
38 ¢ b ) 3y euaill Ul 3 (Quantity vs. Quality Conflict) due sill Jilise 40asll ¢ jn -4
o gmisl Dsean G Jsmasll dudd ) Sle )l (o sinall (a8 S cilaS i e clS il S
Lardll 33 9a 8 a5 Y gas e s sinall e 53 o oS el 138 5% o) oSy celld
385U of @ ekiDe Vries, Gensler, & Leeflang (2012) 3 4l 5o gl deaiall 43 5 <1y
o sl Jelall Qi ) (gam O (S pelaia¥) Jual il Jila g 3 (oS (s sina i e Jajial
, A ST deadd) 83 e alias) ( ully g ¢readiinul)
8l & sl IS5 (Expectations vs. Resources Conflict) 2l sall s cilad gill ¢ ja -5
Laily QS il (065 Y a8 celld ey Ay iSIY) Aandl) B s Gl o Dlandl Cilad 53 apdcaill 4, 68 Al
G p28al) g a8 giall B gad ) (527 Laa oilad gill oda (3aat] 28K 3 ) gall (anadd e 5 008
Aaliall 3 ) sall 5 ¢ Slandl cilad 53 (4 3 5andll o @ ebiFassnacht & Koese (2006) - 4wl
s anll L) o Bla %) Laae ¢ g yiSIY) dandll 50 5wl 55 () (058 28 48,80

A5 S cladddf B3 g g (a8 1) (3 gl Al g8 Al il gl Y6
b Laad edg g ST Claddl) 83 gan g (el ) (3 guil) (A HI1 ) g2l (e Rae LS ) a8
Alall 3wl jall g <l gadll 238 (andd al yid
O (AN 85 sadll oda Jiai (Expectation-Experience Gap) 4l s ulad gill 5 gad -]
el 1) Ay gaatl) i Maal) IS (e Ll g 5l 5 LaS A g SIYT claaald) (L ¢ Dlandl Cilad 5
oaliail ) a5 O Sy b sadll oda Cleddll a2 aladiul vie ledde () shaany ) Aladl) 4 il
ol @ ekiParasuraman (1996) s «Berry «: - Zeithamliw )all (e Jbie ¢ Skasll Lia ) 8
Sl dud Y sa O (Sar Aaaal (8 Tilad 4l i Loy (ol Basnidl) 3 4d 550 e (e B2l
Lzl (5 sise Lalidll g e anll
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Ay gl Sl ) Gl are ) 5 il o3 033 (Consistency Gap) G-l 5 s -2

Ol S Al A jadll s Bl G Guil ade Fadd ) il e Fadiall Auladll dadall s dad )
;- Ladhari 4u/_a) (e e 4 jlaill Zadlad) 8 A8 ) ) g deadd) 33 a8 s ) (g0 5
(o Al Ay gl e 8 Al it Jil M 9255 0 (S S e Al 2 21455(2009)
Al Ledlall b 46 Cilaaa) 5 dandl) 5258 & il

Jeléi 48 (3,80 sl 3 524 o328 (Digital Interaction Gap) (<8l Jelaill 5 524 -3
w8 Sl Sl el Zbadl) o Sleall dala s el il gl e LeiSlas e SN

D - A Al e Ui, aadioeall Ay e g deddl) 33 ga 8 Lalias) aal 5 o Sy Jlad el Jels

O OSay Juadll e a8l Jelail) of A @ slilJohnson (1999) s <Soutar <Sweeney
Aediall 45 yIY) daaadl 83 5a o Ula 535 Laa cardiuaall 4y jad A5 5ad ) 05

i e (bl 552l 228 Jiai (Speed-Effectiveness Gap) dulladll s de jull & 524 -4
@33 Lae daadll Allad b e G o) (S de pud) e 55l Lgillad g e i) e cileaall
O OSay S il - Santos (2003) Al (e Jlie Gosthaall (5 siall () 53 axdioe 4y a3 )
Jigisasall 35 sad 315 Lee claddl) Adlad Juli5 ) ci yiY) e Laddll ansi 8 de ul 5053
sl Liay e

22 n& (Technology-Human Interaction Gap) by Jeladl 5 L of 53€6l 3 528 -5
A8+l (5 gyl Sl Jelall g ciloddll anis s o) €3l e slaie W) G Gl ) 5 il
Sy Jelall b gali ) gam of oSar b sl e da jsall 38 5l deadll 3358 (lava
e baiall i) of s siMeuter (2000) s <Brown «- Bitner el 53 sal ¢ slladl)
A g Iy deodll 83 5a A 3508 L sa o) S IS L) Je i pd g (90 L sl il
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2l (adli (Say gy Y cilaaddl 83 sa Ao el Gysadill 50 Jsa Canll 138 QA
DAl sl e Al clul all (e daliil)

8 g Ao Auliie il i Al a8l (5 gl G il all @ yedal A8l il Jall (e i) adle
520 JOA (e laddll 83 (et (A el oy guiil) g OF (S g (g0 A5 SSIY) el
(Parasuraman, sdwsll Lia ) 3 328 (A ages deanaie Colad yisiy e Deal) an Jelill
) 8 (B natll i) Ji) s 5255 3 ¢ Al 4ea (wZeithaml, & Malhotra, 2005).
8l Jelall 8 o gad g cladl) colanall g A8y paatl) Sl 1 Gy GBuliil) A eaddly Bl Cilans
Leaall sa s e Ul jisi a8 <l aill s2a(Awad & Krishnan, 2006; Ladhari, 2009).
o G pml Slnl i Allad ye Jli 5 i yEY) e Aadial
O O 38T A8 Joa inall e 2 el Aalall ) i) iy Aaldiaal) Casall B A58
Jie sl clyml) il CalaSiny 5 5 g @llia o WS daa paddl e Blaall  Jladll jauaidl
Ul camgy L Bl (5 gl 5 43 3iSIY) laaall B0 g e aal 58V @81 l1 5 e lihaial) (1S3
Al g ALalSia addiee &y pat i Glaal el Jeldl) et S oS Al
80 3 gl G Bl ANl e ¢ gaall Jaglist 8 Can) 138 aalar Conll Allaay) Claa sl
oda Adlad o igi O (Say Al At V) Sl sadll Jsa (55 pdy i g STV ilandll B350
e A s I laadll B s (eaS A agdl au jlaall 13de 1 5] 85 LS ilaa) i)
¢33 sall g Ao yuall ) il Asaad ) Caal) LT eelly ) Adla) | a8 6y gl Cilaa) il
uma&g}dqg#\p\jau@wusﬁw\sojswiusﬁu;“;aﬂ\}@uy\ Jelal)
Ee
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dadial) 3.1

Gyl &l jitial 430 2 iy ail) 3.2
(il Aducg)ind) p1ai3 3

Gliml) M Cliliy § kg dall adine, 3.4
<) pen 483 )b 3 5

clibll £130.3.6

(Haay) Jalail) cilg) ;2).3.7

4al 3.8
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