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The Effect of Perceived Service Quality of Web Portal Site on Trust,
Satisfaction and Revisit Intention

Seung-Hee Lee’ - Hye-Kyoung Kim'

ABSTRACT

This paper is aimed to exam factors in the perceived service quality of web portal site and to
analyze their effects on customer satisfaction. And this paper analysis satisfaction effects on revisit
intention. To accomplish this purpose, this study examined previous studies and summarized core
factors of service quality. Form literature survey, we drawn core factors. They are convenience,
technologies, valuable of contents and service, communication, positioning. These core factors will
affect on customer trust, satisfaction and satisfaction will affect on revisit intention. This study
examined previous studies and summarized core factor in perceived service quality of web portal
site. Fourteenth hypothesis were developed. Data for empirical testing were collected through
survey to portal sites user. The results of this study are as follows; First, we find that service,
communication and positioning have positive influence on the trust. Second, convenience, valuable
of contents and postioning factors have a positive influence on the satisfaction. Third, it is shown
that satisfaction have a positive influence on the revisit intention.

Key words : Perceived Service Quality, Trust, Satisfaction, Revisit Intention
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