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Abstract

The current study proposes investigating the effect of e-government
service quality on customer satisfaction and comparing the level of
satisfaction among customers according to their demographic variables.
Data was obtained through a web survey addressed to the customer of civil
status office at dakahleya governorate of Egypt. The study sample consists
of 384 customers. Data was analyzed depending on SPSS statistical
software.

The study results indicated that e-government service quality
dimensions — taken as a whole— have a significant effect on customer
satisfaction. In addition, each of format, efficiency, interactivity, and
security dimensions — taken separately — has a significant effect on
customer satisfaction. While, each of accessibility, ease of use, information
content, timeliness and privacy dimensions — taken separately — has no
significant effect on customer satisfaction.

Study results also illustrated that there is no significant differences
between customers' level of satisfaction according to the differences in
their gender and living places. Whereas, there is a significant differences
between customers' level of satisfaction according to the differences in

their ages and education levels.
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