Application of the QFD in designing E-store service quality
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ABSTRACT
With the rising of the World Wide Web, new business behaviors and economy modes were created and gradually changed the living
habits of the people. For example, the shopping behaviors have been extended from the traditional stores to the new types of virtual
E-stores. Many retail traders thought that it was a new channel to shop on the network. Therefore, the measurement of the service
quality has become a significant issue for the management of the E-stores. The samples of the research were focused on the
consumers of the material E-store of the car beauty. The research adopted the dimensions of the Network Service Quality developed
by Parasuraman et al. in 2005. Moreover, the related literatures and the opinions of the managers of the E-stores were taken into
consideration. By means of increasing and reducing the questions, the questionnaires were designed after analyzing. The results of
the questionnaires were analyzed by the SPSS and the factor analysis method was conducted to build the measurement modes of the
service quality of the E-stores, which could be divided into six dimensions of “ responsiveness” ,” execution” ,” the accessibility

of the system” ,” primacy” ,” efficiency” and*“ notability” . Through the dimensions factors of the service quality, the research
leaded in the Quality Function Deployment(QFD) in order to transform the consumers’ needs of the service quality into the needs
of the quality and technology of the E-store. Finally, the data was analyzed through the relation matrix and first ten important
product quality technology of E-store were found, which were “  the ability of the company to establish the image” ,*“ the ability of
encouraging consuming” ,“ attitude of service” ,” the management of goods-returning” ,” treatment ability of the problem in
time” ,“ education and training of the staffs” ,“ adding and checking goods” ,*“ the ability to develop new markets” ,“ the
infiltrating ability of advertisement” and “ the ability to communicate with the manufacturers” . The results of this study expect to
be a good value for the service-positioning and the management of the service quality for the material E-store of the car beauty. Key
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