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6. Conclusion and further research

This research represents an early effort to analyze and measure
online service quality from a self-service aspect. In addition to
extending prior research in service marketing and information
systems, the proposed framework highlights the desirability of
developing online self-service quality measurement scales that
correspond to an e-retailer's triple roles. By bridging previous
research in online service quality and IS success, this study
demonstrates the viability of the proposed framework and the
practical value of the developed scale to examine online self-services
and their relationships with customer satisfaction and loyalty
(DeLone and McLean, 2003). Overall, the results suggest online
service providers should ensure service fulfillment, enable customers
to control the service process, offer considerable time and effort
savings, and provide timely customer service and assistance.
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