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Abstract

This study aimed to identify the impact of e-commerce, specifically consumer support, information exchange, and
product evaluation, on customer satisfaction in the Sultanate of Oman. The study employed a descriptive-analytical
methodology. Data was collected using a questionnaire. The study population consisted of all e-commerce customers
in the Muscat Governorate of Oman. Due to the difficulty in estimating the population size, the questionnaire was
distributed electronically to a selected sample, a non-probability purposive sample of users of online shopping
websites. A total of 172 questionnaires were distributed electronically, and 140 were returned and deemed
statistically valid.

The results showed a statistically significant effect (0<0.05) of e-commerce (consumer support, information
exchange, and product evaluation) on customer satisfaction in the Sultanate of Oman. The overall score for e-
commerce was high. Similarly, a statistically significant effect (¢<0.05) was found for consumer support,
information exchange, and product evaluation on customer satisfaction in Oman.

The study recommended focusing on the post-purchase stage by providing order tracking tools and effective
customer service, given their positive impact on customer satisfaction. It also emphasized the importance of the
following website factors: ease of use, a fast and efficient search engine, security and warranty features, excellent
service, and transparent information, due to their positive impact on customer satisfaction and trust.

Keywords: E-commerce, consumer support, information exchange, product evaluation, customer satisfaction,

Sultanate of Oman.
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