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Abstract

In recent years, the development of new and valuable ICT tools has provided extensive facilities and new dimensions in the
field of competition and innovation for organizations. The bottlenecks and competitive pressures of service organizations
have forced firms to reduce costs, increase efficiency and effectiveness, increase customer satisfaction, market share, more
profit, and ultimately survival through improved processes. Therefore, many service organizations pay particular attention to
the quality of electronic services as a vital factor in creating and maintaining competitive advantage. In this regard,
monitoring and continuous improvement of the quality of electronic services can be an important and influential factor. In the
present study, we investigate the effects of e-services quality using E-S-QUAL and E-RecS-QUAL criteria on satisfaction
level of social security audiences in Guilan province. Given the fact that research is conducted in a real organization, it is
applied in terms of purpose and/in terms of descriptive-survey nature. The population of the survey is Guilan Provincial
Organization of Social Security and sample size of 196 people. Data and research data were collected by field and library
method using a questionnaire and a non-probabilistic sampling method was available. A structural equation model was used
to analyze the path-and test hypotheses. Data analysis was done at descriptive and inferential statistics by SPSS software and
Smart PLS. The results of this research indicate that all of the main and compensatory dimensions of the quality of electronic
services are positively affecting the level of satisfaction of the social security organization in Guilan province.

Keywords: Quality of Electronic Services, E-SQ-QUAL, E-RecS-QUAL, Audience Satisfaction, Social
Security Organization
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