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ABSTRACT

Since 2010, rapid Internet expansion has prompted diverse service-
oriented businesses to innovate with online platforms and transition to popular,
convenient e-commerce. Car rental services are among those reshaping operational
models through e-commerce platforms. In a digitally competitive era, electronic
service quality is a pivotal success factor. Consumers focus on value and satisfaction
as well as price.

Researchers have recognized the importance of electronic service quality,
directly impacting online car rental service user satisfaction. 162 samples who have
rented automobiles online provided data by questionnaire. Data was statistically
analyzed by frequency, distribution, mean, standard deviation, and percentage as well
multiple linear regression for hypothesis testing.

Results were that electronic service quality, including trust, contact, and
efficiency, significantly and positively influenced online car rental service user
satisfaction. Conversely, system availability, fulfilment, privacy, compensation, and
responsiveness had no significantly positive influence on online car rental service user

satisfaction.
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