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Abstract

Perceived service quality, value, and customer satisfaction have long been
one of the most important research topics in services marketing literature. However, self-
service quality in e-commerce has not been successful yet because some customers
may have technology anxiety. The empirical findings report mixed results of the
relationship between technology readiness and customer satisfaction in online services.
Furthermore, several studies discovered the effect of online service quality and
customer satisfaction in the Internet services. This research, therefore, aims to develop
conceptual framework and hypotheses to test the relationship between technology
readiness and customer satisfaction in online services, through a mediating effect of
self-service technology quality.

This study describes the relationship of all hypotheses by focusing on
mediating effect of the model. The hypothesis is tested by using Structural Equation
Model: SEM as a means of determining the causal relationships between variables. It is
described in terms of cause and effect which is analyzed in the same time. The result of
this research shows that Technology Readiness consists of two dimensions as the
Optimistic and the Inconvenience. In addition, the Quality of technology includes four
dimensions as Enjoyment, Privacy / Security, Assurance and Refinement.

Structural Equation Model analysis uses AMOS program for testing the
hypothesis. The result found that the hypotheses 1, 2 and 4 are accepted in the
significant level of 0.05. The model is suitable for empirical data. While the hypotheses 3
and 5 are rejected. However, this research not only focuses on the development of a
theoretical concept, but also aims to apply for businesses.

This research proposes the Self-service Technology Quality as the

mediating effect variable. The results show that the Self-service Technology Quality is
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mediating effect variable between Technology Readiness and Perceived value, while
Perceived Value is mediating effect variable between Self-service Technology Quality
and Satisfaction of Technology. This is new concept that presented for more developing
satisfaction of technology. It should be concerned not only Technology Readiness of

user but also Self-service Technology Quality and Perceived Value.
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