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Abstract

The world wide web has been growing rapidly. Due to the development, many
companies are using the e-commerce through the web as an another tool for the their
deal with customers. The internet is utilized as the new distribution business and
channel for the most companies. This innovative changes made many people to
purchase products through the web. However, there are a lot of problems during the
process of supply chain channels.

This research is about the impact of service quality on the customer satisfaction in the
business-to—-consumer(B2C) e-commerce. It was performed by utilizing the methodology
for measuring the degree of service quality which has been adopted in the service
quality research area.

The quality of service is made up of six dimensions(factors); reliability, responsiveness,
assurance, empathy, tangible, and convenience. Therefore, we studied the influence of
these six factors upon the customer satisfaction, and the results will be summarized.
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