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A Study on Causal Relations between Website
User Satisfaction and Performance Measures
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ABSTRACT

The purpose of this paper is to propose an analytical method for evaluating user
satisfaction of Internet website and identifying causal relationships between user
satisfaction of Internet website and performance measures as likes revisit intention and
complaints using the structural equation model (SEM). This paper is intended to
identify critical evaluation factors of user satisfaction for Internet website to determine
criteria for evaluating the website, and use the criteria to develop a SEM model for
quantitatively evaluation of each factors effects of user preference. The SEM model used
5 latent variables for the evaluation factors of website user satisfaction and 2 latent
variables for performance evaluation. 2 portal sites were evaluated to construct the SEM
model, and 74 subjects participated the website evaluation using the walk-through and
face-to-face survey method. Analysis results showed that the SEM model was

statistically significant for all the 2 websites evaluated.
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