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A study of Fuzzy Multiple Criteria Evaluation on Service Quality of Online Retailers
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Abstract

Due to Serve have invisible characteristic that it not getting. So consumer evaluated
service quality that subjective cognition is with fuzzily. Therefore, the research using analytic
hierarchy process of fuzzy multiple criteria decision method, build up an optional model for
evaluating service quality of online retailers. And it had five dimensions and twenty-two
criterions to discuss which integrate each dimension and criterion. It calculate strength and
weaknesses which internal five online retailers, which it is the best with service quality
performance values of books online retailer. With this result, it can help online retailers to
make their evaluating and improving service quality more efficiently.

Keyword: online retailer, service quality, fuzzy multiple criteria decision method, analytic
hierarchy process
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