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The Construction of Service Quality Factors
for Web Portals

Chin-Chao Lin, Tsan-Ming Chang, Shih-Chieh Chen

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.
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