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Abstract

The dependence of today's businesses on cloud services is increasing day by day, and their
quality is an important factor for the success of any business. The purpose of this article is to
find factors affecting cloud service quality and evaluate the impact of service quality on
customer satisfaction and loyalty, with the aim of determining policies for the internalization
of cloud services.

This research was conducted using the survey method, polling 419 cloud computing users or
experts who used the services of the top 5 cloud service providers in Iran. Research
hypotheses were investigated using partial least squares structural equation modeling.

The results of this research showed that service quality is a function of agility, service
assurance, scalability, reliability, security, responsiveness and usability, and has a significant
effect on customer satisfaction and loyalty. Therefore, any localization of cloud services and
quantitative development of Iranian cloud service providers requires attention to the seven
factors mentioned in service design and continuous monitoring of maintaining their desired
level for customer satisfaction and loyalty and increasing the number of users of internal
services.
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