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Analysis of the Key Service Indicators of the E-shop
at the Present Stage

Hung-Ling Tung
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Abstract

Most online stores provide services based on their own experience or by referring to the services offerings
of their peers. However, with the rapid rise of technology and consumer awareness, online businesses are actively
offering a variety of services, including traditional business models and some innovative services. But what
services do consumers value? This is a key issue to be explored. This study used the Fuzzy Analytic Hierarchy
Process (FAHP) to establish a "service index weighting system" from consumers’ perspective to understand the
relative weighting of each service indicator. In addition, the service index with a weight value greater than 5%
was defined as a "key service index". The research revealed two important findings: (1) There are six “Key Service
Indicators, namely “Payment Security,” “Privacy,” “Product Quality,” “Promotions and Free Shipping (Shopping
Rewards),” “Shipment Accuracy,” and “Brand Reputation.” (2) Two service indicators provided by the industry
to enhance information sharing and product experience: “Social Marketing Links” and “Physical Channel
Storefronts (Online to Offline)” were unexpectedly ranked only 16th and 17th respectively among the 24
indicators to be evaluated. The results of this research can serve as an important reference for the industry to
construct or improve the service models in the future.
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