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Abstract :

Our study aims to determine the level of customer satisfaction with the services of
online retail stores. To measure this impact, we identified five key dimensions: ease of
use, security and privacy, website design, information credibility, and customer
service. To address the research question and test the study's hypotheses, we designed
and distributed an electronic questionnaire to users of these stores. A total of 134
questionnaires were collected. Various statistical methods were used to analyze the
data through the Statistical Package for the Social Sciences (SPSS V28). The study
reached several findings, the most important of which are: customer satisfaction with
the services provided was generally high, with factors such as ease of use and security
and privacy showing elevated levels of satisfaction. However, customer service needs
improvement, leaving room for further enhancements to improve the overall user
experience.

Keywords: Customer satisfaction, Online stores, E-services, AliExpress, Jumia.
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Correlations

XAl XA2 XA3 XA4 EUPYIRKEI
,598™ ,786" ,697" ,674" 1
,000 ,000 ,000 ,000
134 134 134 134 134
**_Correlation is significant at the 0.01 level (2-tailed).
*_Correlation is significant at the 0.05 level (2-tailed).
Correlations
XB5 XB6 XB7 Ll 5 Gle)
,868™ ,883" ,881" 1
,000 ,000 ,000
134 134 134 134
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
g5l ppans
XC8 XC9 XC10 RSy
,820" ,832" ,833™ 1
,000 ,000 ,000
134 134 134 134
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
XD11 XD12 XD13 XD14 Gl slaal) Adlaas
744 ,845™ ,801™ 757" 1
,000 ,000 ,000 ,000
134 134 134 134 134
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
XE15 XE16 XE17 ¢ aal) dadd
,865™ ,855™ ,878" 1
,000 ,000 ,000
134 134 134 134

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

Cluadll jlad) wiliiolusey GlatsSPSS meliyy &l e

Regression
Variables Entered/Removed?

osdall; Y ) sadll . Enter
Jalid) ciless ) Jitudl)
(P 3ally A 5 1Y)
(U5l L)) @l il : S ) sl ;2. Dependent Variable
b. All requested variables entered.

Model Summai

756a ,572 | ,384324
(4.| el 5 IV el @ilead) Jiieal) siall 1Y) sl @, Predictors: (Constant)

ANOVA®
26,005 26,005 176,063 ,000°
19,497 132 ,148
45,502 133

(0l b)) ll i) S ) saall @, Dependent Variable
(A 3l 45 SV aliall cilend) Jiiwall il :J5Y) ) saal b, Predictors: (Constant)
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Coefficients?®

586 | 269 | 2,180 |

,885 ,067 , 756 13,269 ,000
(0s2) Lay) al) sl ; JGN ) saal) ;2. Dependent Variable
Regression
Variables Entered/Removed?®
- balaainy) &) }g.u| ] |Enter
(G5l L) 2l asall ; JGN ) 5aall ;2. Dependent Variable
b. All requested variables entered.
Model Summai
,5502 ,490172
a. Predictors: (Constant), alaaiuy) 4 seu
ANOVA?
13,787 13,787 57,381 ,000P
31,715 132 ,240
45,502 133
(U3 Laa) il uaiall ;SN sl ;2. Dependent Variable
Aaainyl A sew :b. Predictors: (Constant)
Coefficients?
1,525 | 346 | 4,405 |
625 | ,083 | ,550 | 7,575 | ,000

(03 Laa) il el ; AU sl @, Dependent Variable
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Regression

Variables Entered/Removed?
Model Variables Entered  Variables Removed Method
- by yudl 5 ey . Enter
(Cs20V L) il pasall ; JUGN a4l ;2. Dependent Variable
b. All requested variables entered.

Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate

- 5332 284 279 496643

Ll 5 oY) a. Predictors: (Constant)

ANOVA?
Model Sum of Squares df Mean Square F
12,944 1 12,944 52,478
32,558 132 247
45,502 133

(Gl L) ull asall ; JUGN 54l ;@ Dependent Variable
4l 5 oY) :b. Predictors: (Constant)

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t

2,457 ,234 10,483
414 ,057 ,533 7,244

(U5l L)) @l il S ) sl ;2. Dependent Variable

Regression

Variables Entered/Removed?

Model Variables Entered Variables Removed Method

TR Enter
(Gl L) 2l asall ; JAN 5l ;@ Dependent Variable

b. All requested variables entered
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,000P

Sig.
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Model Summai

DA ,482176
S a8 sl arenai @, Predictors: (Constant),
ANOVA?
14,813 14,813 63,715 ,000P
30,689 132 ,232
45,502 133

(U5 Laa) il uaiall ;SN sl ;2. Dependent Variable
s ASY) ad sl mesi b, Predictors: (Constant)

Coefficients?

| ,000
571 | 7,982 | ,000

246 |
,061 |

2,192 |
,484 |
(U3 Laa) il uaiall ;SN sl ;2. Dependent Variable

Regression

Variables Entered/Removed?
N s e Enter
(U3 Laa) il uaiall ;SN sl ;2. Dependent Variable
b. All requested variables entered

Model Summai

571"1 ,326 | ,482176

gr'JJ-‘SU‘ &isall st za, Predictors: (Constant)
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ANOVA?®

,000°

,000P

Model Sum of Squares df Mean Square F Sig.
14,813 1 14,813 63,715
30,689 132 ,232
45,502 133
(Cs20V L) il pasall ; JUGN a4l ;2. Dependent Variable
s ASY) & sl mesi b, Predictors: (Constant)
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t
2,192 ,246 8,914
,484 ,061 571 7,982
(sl L) 2l asall ; JUGN ) 5aall :a, Dependent Variable
Regression
Variables Entered/Removed?
Model Variables Entered  Variables Removed Method
- btila slaall dlaas . Enter
(U5l L)) @l il S ) sl ;2. Dependent Variable
b. All requested variables entered
Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
- 6712 ,450 446 ,435368
Gl slaall 4dlaaa ;a, Predictors: (Constant)
ANOVA?
Model Sum of Squares df Mean Square F Sig.
20,482 1 20,482 108,061
25,020 132 ,190
45,502 133

(O L)) @l il S ) sl @, Dependent Variable

Gl sleall Adlaas 1. Predictors: (Constant)
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Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t
= 1,837 223 8,224
,581 ,056 ,671 10,395
(0s2) Lay) ) sl ; JGN ) saal) 2, Dependent Variable
Regression
Variables Entered/Removed?
Model Variables Entered Variables Removed Method
- Bila slaall 4laan . Enter
(sl L) 2l pasall ; JGN 54l ;@ Dependent Variable
b. All requested variables entered
Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
,6712 ,450 ,446 ,435368
Gl slaall Adlaaa ;a, Predictors: (Constant)
ANOVA?
Model Sum of Squares df Mean Square F
20,482 1 20,482 108,061
25,020 132 ,190
45,502 133

(O L)) @l il S ) sl ;2. Dependent Variable
Sl sladll 4laas b, Predictors: (Constant)
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Sig.

Sig.

,000°

,000
,000



Coefficients?®

,223| | ,000
,056 | 671 | 10,395 | ,000

1,837 |
581 |
(030 L) ) sl ; JAN ) saall ;2. Dependent Variable

Variables Entered/Removed?

Dy Maall dard | . |Enter

(U5l L)) @l Ll S ) sl :a. Dependent Variable
b. All requested variables entered.

Model Summai

47082 221 | ,518282

+Slall L3 ;a, Predictors: (Constant)

ANOVA?
10,045 10,045 37,396 ,000°
35,457 132 ,269
45,502 133

(U3 Laa) il uaiall ;SN sl ;2. Dependent Variable
¢eall Le03 :h. Predictors: (Constant)

Coefficients?

12,127 | 0
6,115 | ,000

2,761 | 228 |
,358 | ,058 | 470 |
(0520l L) @l il @ S ) sl ;2. Dependent Variable
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