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ABSTRACT

As information technology had shown tremendous development in late 20th century, various service op-
portunities appeared in many industries. Also, new types of service are becoming available such as, reser-
vation, teleconsultation, telemedicine. In health care industry, in which, many hospitals are faced operational
difficulties and competing impetuously, a web site has become a effective tool to attract patients and transfer

tremendous health information to the patients.

This study is based on many previous researches on online service quality, try to figure out e-service quality
factors of health information sites, and the factors’ effect on users’ satisfaction on the web site via providing

knowledge and trust on the web site.

As a result, usability, site aesthetic, responsiveness and security are the 4 factors to measure e-service quality
of health information web site. All factors except site aesthetic have significant effects on providing knowledge,

security only effects on trust on the web site.
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