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Abstract
With the rapid development of Internet and information technology, more businesses 

integrate its various resources through a single interface of web portal. Web portal enable 
customers to quick find their desired information or product. In an effort to closely connect 
portal with users, the services provided by website play a key role to attain the aim. As such, 
user’s perceptions of service quality toward a web portal are necessary to be explored. This 
study conducted a Web portal service quality survey for portal users in Taiwan. The 
collected data was analyzed by exploratory factor analysis and identified 35 key variables 
from 61 variables. Next, six dimensional factors of Web portal were determined by factor 
loading and cumulative percentage of variance. These factors are “Hardware and software 
service factor”, “Chat and friend finder service factor”, “Ease of shopping service factor”,
“Forum service factor”, “News information service factor”, and “Entertainment loading 
service factor”. Lastly, a confirmatory factor analysis was conducted to measure model’s
reliability, validity, and fitness of our proposed service quality dimensional factors.

 

Keywords: Web Portal, Service Quality, Exploratory Factor Analysis, Confirmatory Factor 
Analysis.
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1. 4.09 0.059 0.01 6.6 0.48 0.69
2. 4.18 0.063 0.09 5.7 0.34 0.50
3. 4.03 0.066 -0.48 7.0 0.42 0.75
4. 3.96 0.060 -0.16 4.5 0.39 0.74
5. 4.04 0.065 -0.07 5.5 0.44 0.52
6. 4.22 0.065 -0.01 3.7 0.39 0.63
7. 3.86 0.069 0.27 3.9 0.44 0.73
8. 3.62 0.069 -0.38 3.2 0.56 0.71
11. 3.28 0.069 -0.25 4.9 0.49 0.69
14. 3.18 0.072 -0.46 3.6 0.66 0.69
15. 3.63 0.075 -0.32 3.6 0.51 0.62
16. 3.66 0.073 -0.67 4.2 0.43 0.65
17. 4.00 0.068 -0.13 3.7 0.79 0.62
19. 3.66 0.081 -0.59 2.5 0.70 0.64
26. 3.70 0.078 -0.68 4.6 0.57 0.82
27. 3.63 0.074 -0.36 5.6 0.59 0.74
28. 3.31 0.073 -0.08 4.9 0.50 0.68
30. 3.88 0.078 0.07 5.6 0.49 0.82
31. 3.91 0.077 -0.58 3.4 0.60 0.83
32. 4.16 0.081 0.06 2.8 0.45 0.76
36. 3.75 0.075 -0.53 5.4 0.75 0.77
37. 3.70 0.211 -0.13 5.5 0.48 0.56
39. 4.31 0.081 -0.34 3.9 0.46 0.83
40. 3.85 0.076 -0.36 4.6 0.37 0.82
44. 3.93 0.075 -0.52 4.4 0.39 0.73
45. 3.32 0.073 -0.12 2.8 0.44 0.61
47. 3.70 0.069 -0.57 6.0 0.39 0.55
48. 3.97 0.074 -0.20 5.7 0.38 0.69
49. 3.88 0.076 -0.55 6.7 0.36 0.67
50. 3.35 0.067 -0.36 3.8 0.46 0.61
54. 3.65 0.075 -0.07 5.5 0.42 0.74
55. 3.74 0.074 -0.01 3.7 0.46 0.75
56. 4.02 0.066 0.27 3.9 0.45 0.68
57. 3.92 0.074 -0.38 3.2 0.43 0.69
60. 3.98 0.071 -0.51 4.0 0.57 0.73
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9. 3.95 0.069 -0.29 5.81 0.495** 0.63

10. 4.03 0.069 -0.95 4.64 0.391** 0.45

12. 2.90 0.050 -0.30 4.75 0.425** 0.48

13. 3.91 0.066 -0.45 6.78 0.559** 0.52

18. 3.46 0.053 -0.48 7.18 0.526** 0.46

20. 3.46 0.042 -0.18 3.00 0.118** 0.48

21. 3.77 0.037 -0.18 4.77 0.416** 0.39

22. 3.71 0.049 -0.93 2.86 0.147** 0.45

23. 3.03 0.082 -0.22 3.74 0.326** 0.43

24. 3.30 0.078 -0.14 5.05 0.369** 0.60

25. 3.16 0.035 -0.57 3.27 0.310** 0.49

29. 3.09 0.040 -0.08 4.01 0.441** 0.42

33. 3.75 0.052 -0.85 4.64 0.430** 0.42

34. 3.55 0.054 0.05 3.96 0.314** 0.41

35. 3.13 0.048 -0.32 4.24 0.429** 0.44

38. 3.48 0.078 -0.35 6.71 0.489** 0.33

41. 3.22 0.046 -0.07 3.63 0.358** 0.464

42. 3.44 0.045 -1.44 2.55 0.152** 0.39

43. 3.41 0.075 -1.08 5.22 0.434** 0.64

46. 3.60 0.049 -1.42 1.23 0.424** 0.66

51. 3.68 0.067 -1.06 3.98 0.334** 0.44

52. 3.68 0.062 -1.00 4.03 0.458** 0.48

53. 3.64 0.052 -0.98 4.11 0.395** 0.55

58. 4.20 0.076 -1.01 5.85 0.421** 0.47

59. 3.43 0.077 -0.40 3.34 0.199** 0.40

61. 3.83 0.073 -0.80 1.64 0.363** 0.98
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onbach’s

Cronbach’s

57.31

SUNMODEL

(Confirmatory Factory Analysis, CFA)

1

DF = 545 �2 =

887.062 �2/DF = 1.628 3

Bagozzi & Yi [4] Hair et al. [9]

CFI=0.886 Hair et al. [9] 

0.8

RMR=0.055 0.05

1

0.69 Hair et al. [9]

0.5
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(%)
1. 0.63

0.864 28.36

2. 0.72
3. 0.54
4. 0.80
5. 0.77
6. 0.64
7. 0.59
8. 0.61
14. 0.72

0.810 37.09
17. 0.59
19. 0.73
44. 0.70
50. 0.65
15. 0.64

0.858 44.55

16. 0.76
31. 0.79
30. 0.66
39. 0.82
40. 0.56
54. 0.73

0.802 50.22
55. 0.69
56. 0.51
57. 0.62
60. 0.78
11. 0.65

0.844 54.18

32. 0.69
36. 0.73
37. 0.57
45. 0.55
47. 0.74
48. 0.53
49. 0.61
26. 0.59

0.739 57.3127. 0.66
28. 0.83
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Standardized estimates
( )

CHI-SQUARE=887.062  DF=545  P-value=.000   CHI/DF=1.628
CFI=.886   RMR=.055

.56 X10d10
.75

.60 X9d9 .78

.61
X1d1

.64 X2d2 .80

.59 X15d15

.60 X14d14

.77

.78

.51 X20d20

.48 X21d21

.72

.69

.54 X26d26

.50 X25d25

.73

.71

.48 X11d11
.69

.56 X12d12 .75

.64 X3d3
.80

.59 X4d4

.77 X5d5
.88

.49 X28d28

.48 X16d16
.69

.51 X17d17 .72

.54 X22d22
.74

.62 X23d23 .79

.53 X27d27 .73

.77

.78

.70

.35

.53

.35

.45

.34

.21

.26

.38

.53

.31

.62
X6d6 .79

.66 X13d13 .81

.61 X18d18 .78

.64
X7d7 .80

.55 X8d8 .74

.56
X19d19 .75

.76 X34d34

.54 X33d33

.70 X35d35

.87

.73

.83

.58 X29d29 .76

.52 X30d30 .72

.68 X31d31 .82

.54 X32d32

.74

.54 X24d24 .74

.64

.29

.51

.56

.52
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