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Rysunek 3. Struktura odpowiedzi na pytanie: Co Pani/Pana
?

O

cownicy w obszarze e-commerce. Ponad po w swo-
jej pra

Rysunek 4. Struktura odpowiedzi na pytanie:
w obszarze e-commerce korzysta Pani/Pan w swojej pracy? 

O

27,10%

12,50%

37,50%

22,90%
Wychodzenie naprzeciw

oczekiwaniom klienta

54,20%

27,10%

18,80%

Google Ads, Trends, Analytics

Facebook Ads, TikTok Ads, Instagram
Ads

Amazon Ads, Allegro Ads

-commerce 
korzysta Pani/Pan w swojej pracy?



DOI: 10.17512/znpcz.2023.3.07

101

Rysunek 5. Struktura odpowiedzi na pytanie:
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odpowiedzi badanych.
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QUALITY OF IT SERVICES IN THE E-COMMERCE INDUSTRY   

Abstract: The ever-accelerating technological development blurs the border between the 
real and virtual worlds. People are using the Internet more and more, browsing the content 
of social networking sites (e.g. Facebook) or platforms offering video content (e.g. 
YouTube) and looking for information on topics of interest to the user on blogs or Internet 
forums. To access all of this content, one must be able to connect to the Internet. Wide-
spread access to the Internet, lower cost of its use, and faster connections meant that busi-
nesses began to move partially or completely to the virtual world, where there are no phys-
ical boundaries in access to new customers and new markets. The article deals with the 
subject of the quality of services in the e-commerce industry, which deals with the trade of 
goods and services on the Internet. The article consists of a theoretical part, in which, based 
on a literature query, issues related to the origin of quality, interpretation of service quality, 
and a description of selected methods of service quality research are discussed. The text 
describes the development and quality of digital services on the example of leading tech-
nology companies. The second part of the study presents the results of research conducted 
among employees of the IT industry, which concerned the understanding of the quality of 
services, factors influencing it, reactions to customer dissatisfaction and the assessment 
of the quality of services provided by enterprises employing respondents.

Keywords: IT industry, e-commerce, quality of services, digital services


