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Abstract. Regards a large number of market share of third-party e-commerce platform, this paper
combined with the classic research results of service quality evaluation, and analyzed the service
quality elements of the third-party e-commerce platform. Besides, this paper constructed the service
quality evaluation system, and based on fuzzy comprehensive evaluation method, the third-party
e-commerce platform service quality evaluation model was established.
1. Introduction
With the rapid development of e-commerce in China and the relative backwardness of related
service quality theories, this paper bases on the environment of e-commerce, selects e-commerce
platform as the research background of the industry, and puts forward the research questions of this
article - evaluation of the service of e-commerce platform Quality [1].
1.1Research methods
Based on the current situation of e-commerce platform service in our country and domestic and
international theoretical circles' research on the quality of e-service, this article mainly establishes
the scope of the research object based on the combination of theoretical analysis and empirical
analysis, qualitative analysis and quantitative analysis, as well as characteristics of e-commerce
platform based on the transaction process to establish a service quality evaluation model [1].
1.2 The main point of view and innovation
This paper argues that good quality of service has become a major strategy for e-commerce
enterprises to be competitive. The innovation of this article is to combine the traditional classic
SERVQUAL service theory with fuzzy comprehensive evaluation in system engineering to evaluate
the service quality of e-commerce platform [4].
2. Service Evaluation Model
2.1 SERVQUAL
Palau Surriman, Zeit Hamel and Berry developed SERVQUAL as a tool for assessing service
quality based on five dimensions of service quality. It is an effective tool for gap analysis. Mainly
from five dimensions of service quality analysis: tangible, reliability, responsiveness, assurance,
empathy [2].
2.2 Rating system
25 specific survey items are designed according to SERVQUAL five dimensions.
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Table1 Service quality question form of third-party e-commerce platform
Aims
Third- party
e-commerce
platform
service
quality

A level of indicators
Tangible U1
U 11
U12

Secondary indicators
Have a good perception of the site image
Simple, beautiful and reasonable page layout

U13
U14
U15
U16

Rich and accurate product information, easy to view
Intuitive and simple navigation
Query a region of product information quickly
A perfect customer purchase evaluation function

ReliabilityU2

U21
U22
U23

Provide services as promised time
Website is worth trusting
Pay for the order accurately

ResponsivenessU3

U31
U32
U33
U34

Able to provide timely service to help people
Handle Customer issues effectively and quickly
Provide logistics information timely and accurate
Provide convenient and smooth communication

GuaranteeU4

U41
U42
U43
U44
U45
U46
U47

Ensure customers' personal data security
Ensure the security of the transaction process
The information and products are trustworthy
Protect customer shopping information
Customers can view transaction status and records
Ensure a reasonable return
Streamlining website content streamlining

EmpathyU5

U51
U52
U53
U54
U55

Locate the location accurately
Know customers’ needs
Support a variety of payment methods
Free SMS alerts
Personalized services

2.3 Evaluation methods and procedures
In the evaluation of these issues, it is difficult to use an accurate figure to express their feelings, the
evaluation results can only be a vague concept, the description of the uncertainty is ambiguity. In
the third-party e-commerce service quality platform for evaluation, the fuzzy comprehensive
evaluation model steps are as follows[4,5,6]:
2.3.1 Set of factors
The evaluation indexes of service quality of the third-party e-commerce platform are divided as
shown in the above table. The total quality of service goal U is divided into five first-level
indicators Ui, and each first-level indicator is respectively divided into corresponding second-level
indicators Uij. Specifically:
U=(U1，U2，…， Un)
(1)
“n” represents the number of first-level indicators, n = 5 in this study, and m represent the number
of second-level indicators of Ui.
2.3.2 Set up a comment set
A comment set is a set of various general evaluation results that the evaluator may make for the
object of evaluation. Generally, V = {v1, v2, ... vn} = (5, 4, 3, 2, 1) = Very satisfied, more satisfied,
general, not satisfied, very dissatisfied), the vi represents a variety of elements of the overall
evaluation results.
2.3.3 Statistics, determine the single factor evaluation membership vector, forming membership
matrix
The degree of membership refers to the possibility that multiple evaluation bodies make a vj rating
on a certain evaluation object in terms of Ui. Usually, the proportion of the number of people who
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evaluate Uij as a certain grade Vj to the number of evaluation persons is the corresponding
membership degree rijk. Medium k = 5 Evaluation factor i membership matrix vector.
m

Ri=(ri1,ri2,…，rim)，i=1,2,3，…n,

r

ijk

=1

j =1

(2)

Membership matrix R=（R1,R2,…，Rn）T
(3)
ri1k 
 ri11 ri12
r
ri 22
ri 2 k 
i 21

Can be expressed as:
,
(4)




rimk 
 rim1 rim 2
2.3.4 Set up a factor weight set
Among the factors, the degree of importance of each factor is different. In order to reflect the degree
of importance of each factor, a certain weight should be given to each factor. The set of weights of
each factor is called the factor weight set.
n

W={w1,w2,…wn},

W = 1
i =1

(5)

i

2.3.5 Determine the fuzzy comprehensive evaluation matrix B
Comprehensive evaluation of Ui, you can get:
Bi = Wi • Ri

 ri11 ri12
r
r
= (Wi1 ,Wi 2 , ,Wim )  i 21 i 22


 rim1 rim 2
= (bi1 , bi 2 , , bik )

ri1k 
ri 2 k 



rimk 

(6)

After the comprehensive evaluation of each quality factor Ui contained in U, we get Bi, i = 1,2, ...
n.Respectively, for the normalization of Bi U to obtain a comprehensive evaluation matrix B:
B=（B′1，B′2，…，B′n）T
(7)
2.3.6 U fuzzy comprehensive evaluation
It is known that the comprehensive evaluation matrix of U is B and the weight vector is W, so the
comprehensive fuzzy evaluation result of U is:
Z=W·B=（W1，W2，…，Wn）·（B′1，B′2，…，B′n）T=（Z1，Z2…Zk）
Last third party e-commerce platform fuzzy comprehensive evaluation of service quality score P:
P = ZVT
(8)
For the evaluation platform, the value of P with the V-set rating of the comment set can be
compared to obtain the client's satisfaction with the platform; for evaluation proponents, the value
of P from big to small can be arranged in order. It can be learned that the highest score of platform
service is optimal.
3. Conclusions
In this paper, the method of combining theoretical analysis with model analysis is used
systematically and normatively. First, with the theoretical analysis, in the context of the
development of the Internet, emphasizes the importance of the quality of service of e-commerce
platform. Secondly, this paper uses the traditional classic SERVQUAL service evaluation methods,
designed 25 different issues according to their own characteristics of e-commerce platform. Then
uses the fuzzy comprehensive evaluation method in system engineering to evaluate and calculate
the service quality of different e-commerce platforms. By using this research method, we can avoid
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the objective reality that e-commerce platform service cannot be accurately evaluated, and draw the
difference of service quality more accurately, so as to provide guidance to the e-commerce platform
to improve service quality.
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