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Abstract

The Impact of Electronic Service Quality on the
Confirmed Expectancy at General Ifta’ Depart-
ment in Jordan

Prepared:
Wafa Ali Hussein Hasan
Supervised by
Prof. Dr. Maha Mahdi Al-Khafaf

Date of Discussion: Amman 14/11/2022

This study aimed to identify the impact of the quality of electronic
services (reliability, assurance / security, empathy, response) on perceived
expectations (processes, outputs, costs) in the General Iftaa Department in
Jordan. The study followed the quantitative descriptive approach by relying
on the comprehensive survey strategy. This is done by distributing the
study tool (questionnaire) to the study population, which consists of all
employees in the General Ifta Department (manager, employee, head of
department), whose total number is (186) employees, where a sample was
selected from the total community, (97) questionnaires distributed to all
members of the study community were retrieved, as the statistical package
for social sciences SPSS was used to obtain the results of the data.

The research found that the level of impact of the quality of electron-
ic services provided by the General Iftaa Department was high, which re-
quires the department to maintain the level provided and monitor it contin-
uously from time to time, and that there is an integration between the di-
mensions of the quality of electronic services provided, due to their interre-

lationship with each other, they are considered as one unit. Because they



are the basis for achieving sustainable competitive advantage, and this
makes them a strong competitor to other departments.

The research also recommended that it is necessary to work on de-
veloping the department's website by its employees in a manner that suits
the beneficiaries, constantly updating the data, and adding new electronic
channels to preserve the beneficiaries and attract others to deal without any
hesitation with these sites.

Keywords: Electronic Service Quality, Confirmed Expectancy, The Gen-
eral Ifta’ Department in Jordan.
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