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Abstract

This research aims to develop Digital Service Quality Indicators that effectively meet the
needs of service recipients in the digital era. The study has three specific objectives 1) to develop
indicators capable of accurately measuring customer satisfaction, 2) to analyze key factors
influencing the development of these indicators amid ongoing digital transformation, and 3) to evaluate

the impact of data analytics on enhancing the accuracy of the indicators. Employing a
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documentary research methodolosgy, this study synthesizes and analyzes secondary data from
relevant academic literature.

The findings reveal that a robust set of Digital Service Quality Indicators should
encompass five key dimensions: efficiency, reliability, responsiveness, privacy and security, and
ease of use. Critical factors influencing their development include technological integration,
stakeholder expectations, data-driven decision-making, and sector-specific requirements. The
research also confirms that leveraging data analytics significantly improves the precision of these
indicators. Based on these results, the study provides recommendations for policymakers,
academics, and future research to support the development of digital services that align with user

expectations in the digital era.

Keywords: Digital Service Quality Indicators, Customer Satisfaction, Digital Era, Digital Transformation
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aAUTI8Ha
mAeillimesinaueyadidinfiaseunquuiagyiuaiowinuy widdianudladdinneiu
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o

v ' ¥
o £% v du a o =

wazmaUfURlumstauuinsinsslagldlugeiava defunuiidrdnyie nseusdfaiiamniuilsvens
vouimAunfiAsaAululing SERVQUAL (Parasuraman et al., 1988) Tnsnaifiudid anuvasnse
(Security) wag amudtglunisldau (Usability) ilamulanaudaau Jeasiieuiannuinandnves
fuslanlugaddsiai sadudeyadiuyarauazuszaunisalnisldeauiilisesse (Bhuvaneswari &
Maruthamuthu, 2024; Sindi, 2024) i deiduanulnd (Novelty) vesau iiesarndunisnanu
asrUsEnaumuwalla (AuUasndy) waresdusznouiulszaunsaldly (nsldew) Wililunseunis
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Transformation) Taglsiifinssey “wealulad” Wutiadendn uaduduidseuddgues “anuanamis

voufduladiude” uaz “nisdedulavuiugiudeyn” Jeaenndeeiua1uves Kulambayev uax

Y
v

Makhmetova (2023) fitinswimundiiafidiussansnmeosmdsfasunmedinuuasnagnsvotesdns
muglufunnuinmimanedandngiudsussdndiiatuayuunumvesteyalugiusdduindoundn
(Key Enabler) lunmsufuussnuniwuinns samsiduaonadosiuamues Sur uag Cakrr (2024) Auandli
Wiudmaflau Machine Learning anansaszysunuuansdesmsvesfliidudounasliannsonsady
Ihouuudmasaiy Sdliifafiumuuigweshifausduudsuuumenisiauuinsidusuy
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n:l
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ANNLINABNAVA LAY LL@JUEJ’ILL@%&J‘\]N‘ENEUU

[
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1]

a

Methodology) 1undn Feendenisiasgvideyanienil (Secondary Data Analysis) mmmawauaﬁﬁ
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Iadulde (Stakeholders) ﬁa;ﬂﬁu’%ﬂ’ﬁLLaw:fLGi’fU%m'ﬂmma p1avhlivnadeyaidausedng (Empirical
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Anassuariaszienalsiiiieadeseg1950udiu (Comprehensive Document Analysis) vt ol
ﬁual,auau,uwmmﬂumiwsummmmmmwmmf y1a (Digital Service Quality Indicators) fifia
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Bauszend (Applied Research) lutusisly
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