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1. Business to Business (B2B)
2. Business to Consumer (B2C)
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1. Tangibles
2. Reliability
3. Responsiveness
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1. Assurance

2. Cookies

3. Empathy

4. Virtual Assistance
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Treeview

[ Goal: best website

& information quality (L: .483 G: .483)
—H= relativeness (L: .413 G: .199)

—& currency (L: .260 G: .125)

—& understandability (L: .327 G: .158)
—= service quality (L: .247 G: .247)

—H& empathy (L: .327 G: .081)

—& reliability (L: .413 G: .102)

—& responsiveness (L: .260 G: .064)
—H& system quality (L: .176 G: .176)

—& navigation (L: .227 G: .040)
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—# customization (L: .152 G: .027)
—& structure (L: .197 G: .035)

—& security (L: .197 G: .035)

—& vendor-specific quality (L: .094 G: .094)
—& awareness (L: .400 G: .038)

—H& reputation (L: .400 G: .038)

—& cost saving (L: .200 G: .019)

Alternatives

scientific website .669
university website 331

0 Ol gmdls Ol 3 1y Coliry CudS (Sla pate (glaolie (guvas; V) o led sl
‘g;m ‘u‘.’.l—.’.li el 03 5 (v-éﬁ J{G 50300 O3 g bl e s e OLLS &Ll

s Coluy CadS Gl mte 5 5 4 85050 5 035 Sl

ol&ils KK 4 Culuy kS sla s (laslin duad, AN oyled Jyd

34 ol o e N ;
R EXTIRWR P )

o bbb o&Lils / uica b
SN INCSTRN RPN BRCSTRN IEE S ECSTRN BEC SN IS TR BESSN IS )
A VAV ol IR VAR RIS I N VAR S U R N RRVAT %/ IR B VALY el 055 S e
A IKVAR -3 0 sl R VA ol I i VAT F-2 BN N VAR 7N B S IRVAR VA el 03 535,54

AR I B VARV I S VAT IR IRVAR %S I S BVAR 2 VS g e
(- VA I I S ACVACE % 25 I S NV 2, W I EVAVY- N - VAR 4% RV



www.SID.ir

£0 / o I8 50 Julge b 5 g p

\\ o)Lo.:s J}..\:- aalsl

= e | e | e )

ke wbblb C olSils / e g
Wo| OO | &S| Cos | | Qo8 | &S| Qos | 4| o
A IRVAR TN S IR VAR RS B A VAR & 08 B A IRVA R 0 I A IRVAXNY =L

VA B - IV T IV AV e W BRI\ /) U35 Sl

Vo[ /ey | AY | e/0Y4 LU/ X IV VR 2 ol B W IRV VN S5,
At | A A g | A | /ety o/ by 0L
VY[ /YO [ A [ e/eYo [ AY | /oY [ Y | e/eYA LAY | a/erY Sl e
VY |/ [N [T NN | /e | A | /YA )Y | /e Y Sl
AN IVRN - R U IRVZS ¥ 35 IR ol AV o N IR T IRV '8 R O VAR VN ol
A A7 A Y L VA 3 U VLY ECH PN N
TN B VD 22 B VA VN B VAT T3 B VS o Cales & el
WOl aYO [ VE [N VE | N Ve [ YA V| VA ke s sk e

VY Jod> 5 JLils 0 u—i\ gL_iqu_g

Glacolwss CodS L lad o pite (p S L g OB ol sl o osls foled
o Dbl O3 3ss0 5 O3 wgd BB 5 03 SOl 03 Jas e AR 5 e
e ool L3 Jdes 5 oLl women S e 13 e 5 pas laplie o3
oS L adaly o lwpasid 5 Laausn 5o osmdd o pate Al 3 0y
L (oob 5 Cenl AR 5 ede slaisles

S gla e (glanslis gnas; Aol

Colws s CutS (gl pite (guuas, Y o lad g

4 033 e gl
\ 2144 Ml O35 Lo e
Y «/YOA bl 02 ogh JL
Y Yo SNl 0355554
¢ AY bl
0 VN RPN
1 Y O35 Sl
v Tt G



www.SID.ir

WAL lg @ £ojles @ psadlu @ Ol Jlo b5 sal cyamil alllal / £1



www.SID.ir

EV /o 38 50 Julge CbE 5 gz

\Y o)Lo.:s J}J."- aalsl

) Ois orsa ol

v o/ege )
q /YA Colass 352 5l 28T
q /YA Coleoy O el
A +/2Y0 Sl
X /AY0 Skl
Y S/AYY Gl g
V¢ +/\q Lady 8 )5 o g 0

ol oo A lie
o by ol e Sl i Gl a4 5 L b e (slos Il
03 L ale slacalos a5 o OF Sy b s sad ol 48 8 bl /47 (5585000
St s las Bl Sl (AT 035 L) AR lacslocs 4 Coms /14
o) 5 s el AR acslacs & i ade lacylacs o dzea O 5
Lzl b 4l e 3 Shes e slacslucs S cd 0T S 4l

Model Name: priorities-goal

Synthesis: Summary

Synthesis with respect to: Goal: best website

Overall Inconsistency = .06

scientific website 669

university website 331 |

Ol gmils JS oBs 51 on S0l laculu s (shuy ol s £ olad 13500

A e Ol aK:J\:JA)J e Sl glacs Pl Jbe 5 05 LS Jsds

AL bls leds Sl culuy op Sl Oy 4 &S ale glacolocs
st iomabia Sl 5 (55550 (Dbl 0355550 (O] D35 Jad e el
syoms 3 (AT 5 ol iomlie ol DLy 2Ll (oMbl 03 b LB 035


www.SID.ir

WAL lg @ o)l @ psadlu @ Ol Jlo 3550l cpammil sl / £A

slaaisn 5 s w5 Gilu el Jhen ase) 3 Ll (les p Colus
el oS 0 Q.AK..L.»\) 9 @J& sl 5o u.»\.l.:; <l )

QLAA:J;C?;‘S ‘5‘.&,;4'5’»4 JL‘JJ 09 Ay oJLwﬁ Jj-‘-"'

ole S S ol bbbl wdle | st Agd 123

U o] b [ob] ot [ol] o [ob| ol Jol|  #=et

e T e e P P P e e P
N A A N O35 Las e
R A I N e 05 305504
R VAR IRV VAN, IRYAaas RVARVY IRVYeas IRVARNY IRVEas IRVARLY INEYMPOPRTYE
A R R des
oA o oA e oy e oA o] oAy Lt
N R A e 035 Sl
QAL VA% RAKES KYAY-H DACRRVAY-D C/YOr| /YO VYO 4/NO SSos 0
e S I aa A s AN e S R A & ol
R R e Sl
DACRIRVAY-D AR RVA%-D DAL-TS RVAZ-R DACRI RYAZ- DAL-TE VAT sele
e A IR A s A e S s AR ol
e S e A s AN et SN R A Y]
Xor|over | evor| ever| o/ver|evos| iver| sver|  o/vo| e e
N A R R A e

Wnlgguduy 9 (6 5 s
oISy Dol (g 55ld andy LSS S wasss Ol geils ol Jhassy cpl Lged oy S
it et 035 5 OB gy S (g Sl i 31 088 5 (A5 (ool Kils 2y ke
050U Ao, 00/ 55,0 OB 5 s s 5l Aoy £/ sisls o S5 JLa YO 5 Y
D3 e3p SSa Syyo any AR 5 ek Db slaclacs 5 OUT sl s
Lel 0o 3L 0les 5058 ol las o sl by Olaj 4ids ¥r 610wl
S L 4S5 ol Sl Laasl slad .ol adds VY BAr 50 ozl &8s (65 5

.JJ‘eJ}.: @K.&.s\:}L;J&LSLAC,%L«_)_}}Quﬂl‘)lsfzu\j)lSOf))JugJuj&Mﬂ

1. Heavy Users


www.SID.ir

EQ/ o I8 50 Julge CSLE 5 gz

5 WwWw.Siencedirect.ConLslLa s «5el 05,5 i 5l ade Coles o sa3l
(s a5 o815 ol s) Wwww.Modares.ac.ir A5 colwos op Sas3b 3
sl 03 55

= Fae glain o Sealadas o 5 4 3055 5 gk Jbe SeS 4
le DLl glaculucs lucu sl 5 b e ol d el iolu s kS
L it STCSG 035 cokbplondl (sl lis (gdiuasy 4 a5 b o asbly s o802
058) Sl ceiS Jool glaadlso olal ol p ol ol (ghuas 5 ool s @
5 ke DLl glaclacy ceiS o (VY O33) Sl iS5 ((/EAY
G e 3 |y el i S Sllee e 0l 3l el
SLedbl 055 Lad e 3l Al do s ARESD 5 ke SLedbl slacolos
CNY) GbL (1Y) Sl 355554 «(+/10A) Dol 035 ogh LG (+/144)
5 ke Sl glacsluc s CodS pnd )5 ke O P el oS (AY) Jea
Sl rze (/4 055 L) ayls o ps slna s 53 psmad o |y a0l
Aoed Sl s ool Sl 550 (0/0Y0) el 5 lstl (/0 YY) (gl s
slaaesa 55 psrad o A el mul (Grags e s Jol Gladlie w5 e
5 Lol KL 0L el DL ot 3 Lal&ils (I le e s 0 ol
330 15,55 Gl Sl addlls ol s (S S pede L

Ao sl a3 dd 4t Sl lacolocs dnlie £ 015
Colwes n S0 Olsme a4 /AN 055 L ede Sledbl slacsluay dacslucs
slaculucs 65 Sy Laolisls SGacS 55 e o Lk ans i
s ele SleS|

Sl AT 5 ede S lacslucss Ol b 4 slas saiay @) st 4
SV S S o ppend Sl BT L23 S plondl ol LT dasliy iS55
So U o o A5 5 e Sl glacilacs SuiS gls pine 5l pliS 8 035
AU s ol 6,8 sl s 6550 (S0l lacaluy 055 S s


www.SID.ir

WAL lg @ £ojles @ psadlu @ Ol Jlo 35 5al camil aldlal / 0

ol SO Ol e it i b G i b 050 45 s o OLES il
adlge i3l LS s OF ol o 5 4o domt 5 S bls Colass 0 e
Sl 03 g Jas e 5 4 OF Slhes (sla pite o Sogr S SADLl S Lol
Ol o clzn (4/VY0) Sledbol O3 5555545 5 (+/V0A) Sledlbl 05 45 o JL {(+/V49)
CoiS Jeol e (I e ls 05 el Dol slaculucss oS
Sl AV oo NAY) Ll o a O Slles sla e Sage S Sledst
oy Ll 5 esls Sl aisl glaculucs CutS Ol o thizen (+/018) O35
Slacalwcs CokS (I 1 (SESE (e CohS S Jd5 Soless il
Clacslac s cutS OBUS bl o5 kS a3l 5 3l al&ils 5 Lade Sledlbl
la e s a0l il glaculuass Ol b copl by 6ols dal = 55 |, K0
lacslucs Ol b S Jode Glodys 4 55 OBUES el 0315 iS5 Slodst kS
sl 3 Canl dol a3 1) Culuc s Cledbl CdS 5 pg UL 55 ede DD

ol O-Lb o8 wues 53 bty odil )3 353 0 4o 5 (pizmes
Lol b s S oo Laculass ol CudS oL51 5550 3 a8 5 ode
sonsl G an 1 olEs 3l SIS QL saisls 5 Ol b slaelS s dlis
P N PN P INCIV ISP IV SR NPT S [V P PR


www.SID.ir

0N / e I8 5T Jul g b 5 gz

&bo

s DL 06 (o Shal ) ey ko o 3,05 5 LT OYA) dsle 31

5 Oladllas dns fo las o5 oslis (S S ol s Sy L (WWAY) (oo sdazms ¢ Sl
S5k sl s

rlan e s Yo 48 gams ool Glaile il J o b 1 Sos S by VAT 3D Ll (g5l
g3baBl (gla s 5 S 3ab p islae ¢ S5k s 10 ST ol

iyl o S il 0 s s lel 3,50 05 b (63,005 el (sl 5y OYAY) 3 gases (551

il JLe o SN0 65 (e o el sl ) (VWAE) 5 geoma (S5l 5 e ¢ Lo
Sl o pda 5 s s

oS Shlanl ol SPSS eoléewd b (g ylol i VYAV . Jo ¢ o35 Jlnb 5 5 pein ¢ a0

Vs

O ol 2y e 0aSkils oLl 10l g5 eclilos o gadoed 5 Gl (YWAO) g ¢ o bo
g SlLasl il ;g ol oS 0 ol by (slainly (WAY) 13 plmins 5 Lo e LS
,dal{:;!;

Aladwani, A. M., Palvia, P. C., (2002) “Developirand validating amstrument for
measuring user-perceived web qualitgfprmation & Managemen(39),pp.467-476.

Baldwin S., (2002)Ghost Siteghttp://www.disobey.com/ghostsites.

Brown, william, Travis, Hacker (2006) “Home page abdity and Credibility, A
Comparison of the fastest growing companies tddhane 30and the implications to
IT governance”|nformation Management & Computer Secufitd), pp. 252-269.

Barnes S. J., Vidgen R., (2001) “An evaluation gbear-bookshops: the WebQual
method”,International Journal of Electronic Commer¢48), pp. 11-30.

Buckler G. (2001) “Internet isn’'t the magic bulletr businessesComputer Dealer
News(17).

Calero, Coral, Ruiz Julian, Mario Piattini (2005}lassifying web metrics using the
web quality model”Online Information Revie{29), pp. 227-248.

Cao Mei, Zhang Qingyu, Seydel John (2005) “B2C mwoerce website quality: an
empirical examination'industrial Management & Data Syste(®65), pp. 645-5573.

Chen Z., Dubinsky A. J., (2003) “A conceptual modglperceived customer value in
e-commerce: a preliminary investigationPsychology and Marketing20), pp.
323-347.

Chen C-J., Huang C-C., (2004) “A multiple criteggaluation of high-tech industries
for the science-based industrial park in Taiwalmiformation and Management
(41), pp. 839-851.

Clegg C., Chu C., & others (200B}business prospects: findings from an expert panel
Department of Trade and Industry, London.


www.SID.ir

WAL lg @ £ojlas @ psadlu @ Ol Jlo 35 se el Laldaal / 0F

Cox J., Dale B. G. (2002) “Key quality factors inelw site design angse: an
examination,International Journal of Quality anReliability Managemeni9 (7),
pp. 862-888.

Crosby L., LeMay S. A., (1998) Empirical determioatof shipper requirements for
motor carrier services: SERVQUAL, direct questignirand policy capturing
methodsJournal of Business Logistic$9 (1), pp. 139-153.

Delon W. H., McLean E. R., (1992) Information Syst&uccess: the quest for the
dependent variablénformation Systems Resear@), pp. 60-95.

Delone, McLean, (200Rreformulated Information Systems Success Model

Devaraj S., Fan M., Kohli R., (2002) Antecedents BEC channel satisfaction and
preference: validating e-commerce metiiicfgrmation Systems Researpp. 316-333.

Hager L., Elliot B., (2001) Web Quality Tool Can iB&a ROl on Contact Center
InvestmentsGartner First Take

Huizingh E. K. R. E., (2000) “The content and dasi§ web sites: an empirical studgy”
Information & ManagemenB87 (3), pp. 123-134.

Irani Z., (2002) “Information system evaluation: vigating through the problem
domain”,Information and ManagemeO0), pp. 11-24.

Irani Z., Love P. E. D., (2002) The impact of eptége application integration on
information system lifecyclesnformation and Managemer@1l), pp. 177-187.

Jwaarden J. V., wiele T. V. D., Ball L., Millen R(2004) “Perceptions about the
quality of web site: a survey amongst students attieastern University and
Earsmus University’lnformation and Managemern@l), pp. 947-959.

Karayanni Despina A., Baltas George A., (2003) “V¢&b characteristics and business
performance: some evidence from international lassifto-business
organizations”Marketing Intelligence & Planning21 (2), pp. 105-114.

Kelsey D., (2002World Net Use to Grow 93-Fold in Five Yeakewsbytes.

Lee Younghwa, Kozar Kenneth A., (2006) “Investiggtthe effect of website quality
on e-business success: An analytic hierarchy psot&klP) approach”Decision
support systemg42), pp. 1383-1401.

Liu C., Arnett K. P., (2000) “Exploring the factoessociated with website success in the
context of electronic commercdfiformation & Managemen88 (1), pp. 23-33.

Madu Christian N., Madu Assumpa A., (2002) “Dimems of e-quality”, International
Journal of Quality & Reliability Managemerit9 (3), pp. 246-258.

Mcaulay L., Doherty N., Keval N., (2002) “The sthkéder dimension in information
systems evaluationJournal of Information Technologyl7), pp. 241-255.

McKinney V., Yoon K., Zahedi F. M., (2002) “The nsaement of web customer
Satisfaction: an expectation and disconfirmatiopragach,” Information Systems
Research(13), pp. 296-315.

Merwe River van der, Bekker, James (2003) “A framdwand methodology for
evaluating e-commerce web siteElectronic Networking Applications and Poljcy
13 (5), pp. 330-341.



www.SID.ir

OF / o I8 5T Jul g bl 5 gz

Molla A., Licker P. S., (2001) “E-commerce systenteess: an attempt to extend and
specify the Delone and McLean model of IS succesdsyrnal of Electronic
Commerce Research, pp. 131-141.

Nataraj S., Lee J., (2002) “Dot-com companies: they all hype”,SAM Advanced
Management Journa(61), pp. 10-14.

Nielsen Jakob, (200@esigning web usability

(2000) Usability 101, http://www.useit.colarthox/20030825.html

Olsina L., Godoy D., Lafuente G. J., Rossi G., @99Specifying Quality
Characteristics and Attributes for Website®toceedings of the ICSE'99 Web
Engineering Workshop.os Angeles.

Palmer J. W., (2002) “Web site usability, desigmd aperformance metrics,”
Information Systems Researd!3 (2), pp. 151-167.

Ranganathan C. Ganapathy S., (2002) “Key dimensibrizisiness-to-consumer web
sites”, Information & ManagemenB9 (6), pp. 457-465.

Riseley M., Schehr D., (2000) “Price line's probtenesult from poor execution in a
niche market” Gartner First Take

Robbins S. S., Stylianou A. C., (2003) “Global avgie web sites: an empirical
investigation of content and desighiformation & ManagementO (3), pp. 205-212.

Saaty T. L., (1980Multicriteria decision making: the analytic hierdrg processNew
York: McGraw-Hill,

Saaty T. L., (1990) “How to make a decision: thealgic hierarchy process”,
European Journal of Operational Resear{h8), pp. 9-26.

Santos Jessica (2003) “E-service quality: a modEl viotual service quality
dimensions”Managing Service Qualify13 (3), pp. 233-246.

Schubert P., Dettling W., (2001) “Web site evaloatido web applications meet user
expectations? Music, consumer goods and e-bankinhetest bed"Proceedings
of the 14" Bled Electronic Commerce Conferengéed, pp. 383-403.

Schubert P., Selz D., (1999) “Web assessment-niegsuhe effectiveness of
electronic commerce sites going beyond traditiomahrketing paradigms”,
Proceedings of th&nd Hawaii International Conference on System Sien

Schuette D., (2000) “Turning e-business barriete Birength”,Information Systems
Managementpp. 20-25.

Seddon P. B., “A respecification of extension ofldde and McLean model of IS
success”|nformation Systems Researéh pp. 240-253.

Smith, Chaffey, (2005) “E-Marketing excellence: theart of e-BusinessElsevier
Butterworth-HeinemangSecond edition).

Smithson S., Hirschheim R., (1998) “Analyzing infation systems evaluation:
another look at an old problenEuropean Journal of Information Syster(ig), pp.
158-174.

Thornton J., Marche S., (2003) “Sorting through te¢ bomb rubble: how did the
high-profile e-tailors fail?”, International Journal of Information Management
(23), pp. 121-138.



www.SID.ir

WAL lg @ fojlas @ psadlu @ Ol Jlo b5 sel el aldaal / 02

Torkzadeh G., Dhillon G., (2002) “Measuring factdtet influence the success of
internet commerce’lnformation System Researchi3), pp. 87-204.

Webb Harold W., Webb Linda A., (2004) “Sit equat: iategrated measure of web site
quality”, The Journal of Enterprise Information Managemdm (6), pp. 430—440.
Welling Ray, White Lesley (2006) “Web site perfomeca measurement: promise and

reality,” Managing service qualityl6 (6).

Zeithaml V. A., (2002) “Guru’s view: service exaallce in electronic channels, special
on service excellenceManaging Service Qualifyi 2 (3), pp. 135-138.

Zeithaml V. A., Parasuraman A., Berry, L. L., (199Delivering Quality Service;
Balancing Customer Perceptions and Expectatidrtsd,Free PresdNew York.

Zhang P., Dran G., Von (2001) “Expectations andirags of website quality features:
results of two studies on user perceptionBtoceedings of the %4 Hawaii
International Conference on System Sciences

Zhu K., Kraemer K., (2002) “E-commerce metrics fogt-enhanced organizations:
assessing the value of e-commerce to firm perfocmain the manufacturing
sector”,Information Systems Resear¢h3), pp. 275-295.



www.SID.ir

