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The study on key service configuration of small-scale e-commerce

operations from different views of supply and demand
-Using Fussy AHP
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ABSTRACT

To gain much business profit, every E-commerce operator provides various services to meet consumers’
demands. Only large brand operators can provide all the services that consumers need. The small-scale
operators are eager to know that: ‘Under resource constraints, what kind of services must be provided to meet
the consumers’ needs?’. For the purpose, this study uses the Fuzzy Analytic Hierarchy Process(FAHP) to
establish two kinds of "Key service configuration" from the perspectives of consumers and small-scale E-
commerce operators to understand what are those services they care about most respectively. The research
shows two important results: (1)Both of the "Key service configurations" have seven services with six

overlappings. "Privacy", "Payment Security" and "Product Quality" are both listed as the top three. It shows

that security and product quality are highly recognized in E-commerce. (2) "Third-party payment" only ranks
7th in the "consumer’s perspective Key service configuration”, and "Return and exchange service" only ranks
4th in the " small-scale E-shop’s perspective Key service configuration". Such results can serve as a reference

for the small-scale industry to construct or improve the service configuration in the future.

Keywords: small-scale operator, consumer, key service configuration, fuzzy analytic hierarchy process
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