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EXTENDED ABSTRACT:

Introduction: With the declaration of a global state of emergency followed by social
distancing measures to contain the Covid-19 pandemic, people have increasingly turned to e-
commerce. However, not all consumers trust this and emphasize the unethical practices of e-
retailers, such as defective products, different prices, lack of protection of customers' personal
and financial data, non-delivery of goods, and misleading advertisements. Therefore, it seems
that the Internet is still an environment that favors moral violations. Ethics refers to the
principles, values, and ethical standards that guide human behavior when providing
information, goods, and services. E-retail ethics are also defined as socio-environmental
practices such as selling reliable products at a fair price, resulting from ecological production,
without exploitation of workers and without misleading offers. In this research, the impact of
customer perception of compliance with the ethical principles of electronic retailers on the
online shopping experience and customer satisfaction has been investigated.

Methods: The current research is based on practical purpose; Because it examines the impact
of customer perception of compliance with the ethical principles of electronic retailers on the
online shopping experience and customer satisfaction by examining the mediating role of
ethical beliefs (case study: Digikala customers). Since in this research, the description and
study of what is has been discussed, therefore, the research method used in this research is of
a descriptive type. In descriptive research, the studied community can be investigated and
tested through a survey. Survey is the collection of information that is done with plans and
maps as a practical guide to describe or predict or to analyze the relationships of some variables.
In terms of the type of survey method used, this research is cross-sectional survey research.
The cross-sectional method is done in order to collect data about one or more traits at a point
in time through sampling from the community. Also, according to the main purpose of the
research, in terms of the relationship between the variables, this descriptive research is of the
correlation type. The statistical population of the research was formed by the customers of Digi
Kala (customers whose details are registered in the customer club list of this store) in Tehran
from January 30, 1401 to July 1402. To determine the sample size, G*power software was
used, and using this software, the sample number of 313 customers was calculated by simple
random method. In order to obtain results that the researcher can use in the analysis, he
distributed the questionnaires among the target population. For this, he obtained permission
from the site management and distributed the questionnaires to the customers until 313 healthy
questionnaires were obtained; Then, the researcher changed the Likert scale to a quantitative
scale to convert the customer's responses into usable quantitative numbers. Because the used
questionnaires were of sufficient standard, their validity is also confirmed naturally. But for
the sake of more certainty, the questionnaire was given to the esteemed supervisor so that they
could give their additional comments on the questions of the questionnaire. After that, the
reliability of the research was examined and confirmed by Cronbach's alpha, and finally,
SPSS22 and Smart PLS3 software were used to examine the research findings due to the non-
normal distribution of the questions.

Result: The results obtained from the data analysis showed that the consumer's perception of
the ethics of electronic retailers is based on ethical beliefs with a path coefficient of 0.659 and
a significant number of 21.957, online experience with a path coefficient of 0.448 and a
significant number of 6.983, and customer satisfaction with the path coefficient is 0.142 and
the significance number is 2.677. Ethical beliefs have an effect on online experience with a
path coefficient of 0.159 and a significant number of 2.514, and customer satisfaction with a
path coefficient of 0.449 and a significant number of 8.178, and customer satisfaction is
influenced by the experience of service comfort with a path coefficient of 0.341 and a
significant number The significance is 6.539. Therefore, all the hypotheses considered by the
researcher were confirmed, except for the effect of online experience on customer satisfaction,
which was rejected.
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Conclusion: The results of this research show that consumer perception of retailers’ ethics has
an effect on ethical beliefs, online experience and customer satisfaction. Ethical beliefs also
affect the online experience, and customer satisfaction, and customer satisfaction is affected by
the experience of service convenience. For this purpose, managers are suggested to help
improve their electronic retail performance by creating ethical standards, improving online
experience, measuring and evaluating customer satisfaction, continuous communication with
customers, using ethical marketing, and finally analyzing data and tracking changes.
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