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Abstract

Internet use and online shopping have grown exponentially in recent years,
especially since the COVID Pandemic. Although many studies have been
conducted on the success factors of online retailers, few of them have
addressed the factors affecting the online sales of services. On the other hand,
the website quality, while important, it only shows a factor of evaluating
online service provider. Other features of online sales sites can play an
important role in influencing customer response and purchase intention. This
study, using the stimulus-organism-response model, examines the factors
affecting the customer purchase intention to buy services from the sites of
high-speed Internet services provider companies in Iran. Structural equation
modeling (SEM) was used to analyze the data. The findings are based on the
fact that Security/Privacy have a positive and significant effect on reputation.
Also, website design and customer service have a positive and significant
effect on customer positive emotions. In addition, it was found that
Security/Privacy have a positive and significant effect on perceived risk and
positive emotions have a positive and significant effect on purchase intention.
Finally, perceived risk has a positive and significant effect on negative
emotions.

Keywords: Customer Behavior, Stimuli-organism-response (S-O-R) Model,
Website Quality, Perceived Risk, Purchase Intention.
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