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Determinants of Satisfaction and its Impact on Consumer Loyalty in
E-Commerce

Abstract: Many studies have been conducted on the growth of e-commerce in
Algeria, but the number of studies on customer behavior in this type of commerce
1s limited. This research aims at determining the factors that affect consumer
satistaction in e-commerce, and whether consumer satistaction has an impact on
his loyalty. To achieve this aim, a conceptual model, based on previous studies, has
been designed, as well as a questionnaire was addressed to a sample of 151
individuals from those who had previously made an online purchase. The research
hypotheses were tested using structural equation modelling based on the partial
least squares (pls-sem) method, whilst the data were processed using Smartpls3.
The results show that system quality, product quality and information quality do
not influence satistaction; rather, service quality, the perceived value and delivery
quality positively 1mpact satistaction. Moreover, a strong positive effect of
satistaction on loyalty has been reported.
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