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Investigating the effect of perceived value, electronic security and
customer expectations on loyalty with the moderator of electronic
service quality (case study: Digikala)

Seyed Hasan Shejaee*!

Abstract

The purpose of this research is to investigate the effect of perceived value, electronic security and
customer expectations on loyalty with Digikala electronic service quality moderator. The information
was collected by completing the questionnaire of Fahim et al. (2020) which contains 33 questions.
The statistical population of this research is more than 100,000 customers of DigiKala and the
statistical sample was presented using Morgan's table of 384 people. The reliability of the
guestionnaire was confirmed by Cronbach's alpha, which was reported to be more than 0.7. Data
analysis software is SPSS version 26 and smart-pls version 3. The findings of the research showed
that all the load paths are more than 0.4 and the T value paths are more than 1.96, so all the
hypotheses are confirmed. Also, the results of the research stated that perceived value, electronic
security and customer expectations all play a vital role in creating customer loyalty, and the quality of
electronic services as a moderating factor strengthens the effects of these factors. Perceived value,
which originates from the matching of services with the needs and expectations of customers, directly
affects their satisfaction and loyalty.
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Perceived value, electronic security, customer expectations, customer loyalty, electronic service
quality, Digikala
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