E-Service Qualities and Their Attributes

	E-Service Quality Dimension

	Attributes

	Access

	Site is quick to load; easy to find; other methods to contact company

	Ease of Navigation
	Site functionality is easy; that is, navigation makes it easy to maneuver

	Efficiency
	Site is well organized and easy to obtain information needed (visitor can accomplish something)

	Customization and personalization
	The ability to tailor the site specific to the visitor’s preferences

	Security and privacy
	Personal information is protected as confidential; transactions are on a secured server

	Responsiveness
	Response is fast for information requests and confirmation of orders

	Assurance and trust 
	Site’s reputation

	Price knowledge
	Ability to compare prices for similar products and services; shipping costs disclosed early

	Site aesthetics
	Site has a balance of text and graphics (that don’t affect loading time)

	Reliability
	Site consistently available; truthful about inventories

	Flexibility
	Site provides choices (payment type, shipping, returns, and searching capabilities)

	
	


