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 I 

Abstract 

Along with the rapid development of e-business in recent years in China, online 

shopping has becoming the new lifestyle in people’s life. The reason is that not 

only it can provide convenience but also variety of products for customers. 

However, when one new thing appears, it always brings both positive and 

negative influence. Finding out the customer value as well as the hidden issues is 

valuable to develop e-business continuously.  

 

The main purpose of the thesis is to find out the key factors for creating customer 

value in e-business. The methods that the authors used are literature review and 

empirical research. Literature review was done by reviewing academic books and 

academic articles. In order to obtain support to this thesis work, authors combine a 

case study of Taobao Company to examine the current situation by making 

questionnaires and interview. By analyzing the results of the previous studies it 

can be realized that the quality of product is the main complaint, but the optimal 

service, reasonable price and efficient delivery always draw lots of customers. 

Through learning and researching, authors found the price monopoly problem in 

the online market, and the payment system has parts limits. On the other hand, 

one brawny competitive advantage is that online market place could provide 

almost all kinds of products from all over the world. 

 

Authors reached the results from customer value, which contains four parts: 

quality, service, price, and delivery. Authors found some advantages of eBay 

through the analysis and summarized the extra value that Taobao can be put into 

use, such as, the PayPal payment system which supports payment from all over 

the customers. This is the way to visualize the development of wide and globally 

market. Moreover, attract more customers by providing novel and unique products 

are essential for online market. And authors level out suggestions that may be 

valuable for development. For example, set up its owned logistic company. 

 

Key words: customer value, e-business, online marketplace.  
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1 Introduction 

The wide applying of internet urge to the high rapid development of electronic 

commerce and network economy. Online shopping is gradually becoming a 

popular and life style. In recent years, the sales of online shopping rise rapidly so 

that it pushes a lot pressure on retailers.
1
The reason why online shopping being 

accepted by people is that people could purchase various novel products from all 

over the world with lower price, as well as it provides much convenience that save 

time on going shopping. Overall, the goal is sending more customer value such as 

high quality and low cost, as much as possible.  

 

In China, Taobao is the most popular online marketplace. It could almost 

represent the present situation of Chinese consumption of online 

purchasing.
2
However, compared with European and American area, China’s the 

popularization of online shopping just spreads for a few years. So there still are 

some problem needs to be improved. For example, there are no uniform standards 

of the products’ quality, whether from the company itself or the government. The 

quality management needs to be improved. The delivery system is imperfect,
3
 so 

there is some space for improvement. It is valuable to explore the factors that have 

impact on the delivery of optimal customer value which makes more people could 

be aware of the superiority of online shopping. On the other hand, by analyzing 

which factors could be good for authors to come up with improvements to 

increase brand value. 

 

As the development of online shopping, security is one of the critical successful 

factors.
4

How to protect customers’ rights and maintain the harmonious 

environment is a major objective that needs to be solved. That is to say, not only 

be aware of what customer value could be created, but also do non-stop 

investigation of online marketplace environment improvements. 

                                                 
1
 Kardaras&Papathanassious.(2000) 

2
Li, Li,& Lin.(2007) 

3
Li, Li,& Lin.(2007) 

4
Kesh,Ramanujan,& Nerur.(2002) 
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2 Purpose 

The purpose of this thesis contains two parts.  

 

First, find out the main factors for creating customer value according to literatures, 

especially in on line shopping. Second, in order to reach the significant 

information, investigate the present situation of online market by applying a case 

study of Taobao. The literature study and the case study will be the base for 

giving suggestions to improve and enhance customer value. 

 

2.1 Research questions: 

1. What are the important factors for customer value?  

2. Find out the important factors in online shopping for excellent customer value 

in Taobao.  

3. Give suggestions for online marketplace.  
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3 Methodology 

3.1 Methods for literature review 

Authors look through related literatures for a start, because the literatures are the 

base for the future research. According to these literatures, authors formulate the 

questionnaires for the survey and made a depth interview with one of sellers in 

Taobao. After collecting the results from the questionnaires and interview, authors 

analyze the results via theories and models from the literature. Based on the 

results, authors can give some suggestions to improve and enhance customer 

value in the end. 

3.2 Data collection 

In order to improve the persuasion, data are required. Considering that Taobao has 

a large customer group, authors decided to use the data collection which is one of 

the seven improvement tools created by Dr Kaoru Ishikawa.
5
The purpose of the 

data collection is to find what customer value Taobao has already got, and the 

aspect they need to be improved.  

 

Therefore, the authors made a questionnaire survey, collecting 73 portions as the 

result of data collection, and got 100% responses. The questionnaire included 

open questions and closed questions (see appendix A Questionnaire); mainly 

focus on the customer value. The open questions was aimed at gaining advice and 

evaluations from customers; helping authors have a deep analysis of Taobao.  

 

3.2.1 Histograms 

The histograms can divide the measurement axis into different parts; the results 

can be showed as a rectangle. The sum of all rectangles will equal to the number 

of interviews. Using histograms authors can easily see the characteristic varies of 

Taobao. It can generally describe relative frequencies.
6
 

                                                 
5
Bergman & Klefsjo. (2008) pp.216-219  

6
Bergman & Klefsjo. (2008) pp220-222 
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Due to there were large amount of closed questions the authors have collected 

which cannot be represented each observation clearly, authors decided use 

histograms.  

 

3.3 Quantitative and qualitative researches 

3.3.1 Quantitative research 

Quantitative research is mainly used to perform the quantitative characteristics of 

things; the results showed by quantitative value. It is very easy to work with this 

method, because the types of question are structured, large number of typical 

cases, the result can be collected by computer. The results can be quantified and 

high precision. The open ideas from researchers will not influence the results.
7
 

 

Taobao is a well-known online shopping website in China, therefore there are 

many loyal customers including the authors. The authors put some basic questions 

in questionnaires (see appendix A Questionnaire); the results would reflect the 

basic needs from the customers.  

 

3.3.2 Qualitative research 

Differ from the quantitative research; the qualitative research was focus on a small 

scale. It made a close and nature environment to authors and the object of study, it 

is possible make for the authors observe and understand their behaviors, attitude 

and motivation from the perspective of the object of study.
8
 Not only to describe 

the little-known customer behaviors, but also provide the appropriate 

interpretation. 

The authors made a depth interview with the object of study from a qualitative 

point of view (see appendix B Interview). The interviewee is one of sellers in 

Taobao. The results would reflect the basic needs from sellers. What they really 

want, profit or credit or both. 

                                                 
7
Westerman. (2006) 

8
Westerman. (2006)  
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3.4 Questionnaires 

3.4.1 What is questionnaires 

In order to collect the information needed for research or work, there must be 

appropriate manners to do with it. Surveys are always used by people to process 

problems with or meet with.
9

 One of the main methods to do surveys is 

questionnaire that consists of several questions used to generalize the findings. 

However, how to formulate an appropriate questionnaire is always the subject 

which should be reasonable and scientific. 

 

3.4.2 Fundamental issues 

Therefore, successful questionnaire design should follow some principles. It is 

that the topic should be direct and clear to make sure the questions are closely 

related to the topic. If the questions for readers are too difficult to answer, readers 

will not like to do the survey. In another word, the questions should be easy to 

understand reasonable and logic. That is it should be considered that if the 

wording is easy enough without unusual words, meanwhile, the questions also 

obey the ethics, culture and history to avoid the misunderstanding. On the other 

hand, the questions should avoid leading readers’ thinking so that cause impact on 

fairness and authenticity.
10

In terms of efficiency, it is better to regulate the size 

and numbers of questions. Because on the one side, effective and efficient 

questionnaire is convenient for researchers to sort and count the information, on 

the other side is that the response rate can be improved because readers are not 

willing to spend much time on a survey.
11

 

 

3.4.3 How to design a questionnaire 

Formulating a good questionnaire should follow the following stages. Firstly, 

before researchers start the design, they have to figure out what is the objective 

and concept of the survey while reviewing and collecting the related information 

                                                 
9
Oppenheim, (1992) 

10
Murray, (1998)  

11
Oppenheim, (1992) 
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about the main topic. Secondly, in terms of different concept of survey researchers 

should decide on what kind of manner used to investigate, face-to-face or by mail 

etc. Thirdly, when researchers decide the way of investigating, they need to 

formulate the concept of the questions that are the significant aspects. Meanwhile, 

structure the questions according to different concept of questions that can be 

opened or closed questions. Furthermore, to make the questionnaire logic and 

reasonable, researchers should pay attention on the wording as well as order of the 

questions so that ensure readers understand. Before publishing the formal ones, it 

is better to have a draft used to revise and improve the questions. Finally, when 

each stage has been finished completely, the formal questionnaire can be used for 

researching.
12

 

 

3.4.4 Formulate questions 

To start the questionnaire, the basic personal information should be required to 

answer, like gender and age etc. The customer value mainly consist of four 

aspects that are time, cost, quality and service. Thus, the questionnaire should 

mainly focus on those aspects. The questions can be divided into open and closed 

point of view. In terms of open view, the questions should be set by asking 

customers’ thoughts, wishes or attitude to product. In the questionnaire of this 

thesis work, it is asked about the people’s thinking of price, satisfaction and 

delivery time etc. For closed view, it needed to know about the fact that may have 

happened, such as, “the frequency of online shopping”. The questionnaire used in 

this assignment consists of both open questions and closed questions in order to 

see the real and detailed opinions which are essential for obtaining valuable 

information from customers. To ensure the questions are accurate and concise, 

checking and revising of the wordings is necessary before sending out. Due to this 

investigation with universality, author of this assignment decide to send 

questionnaire by email so that improve efficiency and quantity. 
13

 

 

                                                 
12

Oppenheim, (1992) 
13

 Oppenheim, (1992) 
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3.5 Interview 

A good survey research should have a good start of interview. The interviewers 

are not required by interpersonal skills of high order, like humorousness. But it 

requires the high concentration on putting questions to interviewees directly, 

while obtaining the major answers. Seriously, it is a task that extremely complex. 

Interview is not just simple as a conversation. While doing an interview, the 

questions should be focused on the topic. Make sure the answers for the questions 

contain the relevant information that is needed, as well as structured well. The 

answers are in the form of replying their feelings, ideas, expectation and attitude 

etc. Interview can be classified with two kinds, which are exploratory interview 

and standardized interview. In this case study, the interview more focus on the 

standardized interview that essential for data collection.
14

The purpose to have the 

interviews is that know about present situation that how the sellers work, as well 

as their point of view in the cooperation with logistic companies etc. The authors 

interviewed a seller from Taobao. These sellers have been running the online shop 

for over one year with high reputation. Before starting the interview, the authors 

need formulate the alternative questions that are relevant and accurate. On the 

other hand, the authors are also required to have a good record while doing the 

interview. The reason is that all of the information may be valuable for the case 

study. In another word, it shows the respect to interviewee as well. Finally, have a 

well-structured list of questions with all detailed answers. 

 

3.6 Reliability and validity 

Validity 

Validity determines whether the research truly measures that which was intended 

to measure or how truly the results are. (Golafshani.2003.pp.597-607). the aim of 

this thesis work is to find out what aspects affect the delivery of customer value 

during the online market. Taobao and eBay that are chosen to be analyzed, they 

are both the popular online marketplace that can mostly represent the 

comprehensive situation of the online market environment. The reason to have 

                                                 
14

Oppenheim, (1992) 
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this study is when people buy things on the internet not only get the benefit of it, 

but also face the fake and dishonesty. It proves that the measure of this thesis 

work is worthy. On the basis of multiple evidence and credible resources, the 

authors obtain the findings and conclusions that can enhance the validity of the 

work. Furthermore, in terms of the findings, authors also present the suggestions 

to help with weaknesses and threat. That is also strongly useful for the 

development of online market.  

 

Reliability 

As introduced from Golafshani (2003) that:  

The extent to which results are consistent over time and an accurate 

representation of the total population under study is referred to as reliability and 

if the results of a study can be reproduced under a similar methodology, then the 

research instrument is considered to be reliable.
15

 

 

No matter how the situation changes in the future, the online market is the main 

and popular way for shopping. Therefore, the barriers will appear all the time. 

Suggestions to deal with the problems are consistently applied. In a word, the 

results of this thesis work could be relied on to be essential for the development of 

online market in the future. 

3.7 Overview of the thesis process 

Authors look through related literatures for a start, because the literatures are the 

base for the future research. According to these literatures, authors formulate the 

questionnaires for the survey and made a depth interview with one of sellers in 

Taobao. During the research, authors find an interesting point, the price monopoly. 

So the authors also make some deep research about the problem and give some 

suggestion. Furthermore, authors use the internet to make some research, for 

example, authors find an article in the internet which writes about the limitations 

of online shopping. After collecting the results from the questionnaires and 

interview, authors analyze the results via theories and models from the literature 
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and internet. Based on the results, authors can give some suggestions to improve 

and enhance customer value in the end.  

 

Table 1:  The overview of the thesis processes.  

 

3.8 Limitation of the methodology 

The objective of forming the questionnaire is to collect as much data as possible. 

In this thesis work, authors obtain over 70 responses. Most of the respondents are 

students that are at the age from 18 to 25. Although many consumers of online 

marketplace are young people, the results may not represent comprehensive ideas 

from different age.  

 

Another limitation is that only one person has been interviewed. In this thesis 

work, interview is used for knowing about the present situation and related 

information of logistic that seller is coordinating with to send product. One 

interviewee just stands for her own experience or thinking. The results may lead 

to limitation of reliability. However, reliable and typical seller is the basic 

requirement when select the interviewees so that enhance the reliability as much 

as possible.  

 

Quantitative research and qualitative research are both used in the thesis work. In 

general, quantitative research is to describe the results by data and qualitative 

research reaches a conclusion by text description. In another word, either of these 

methods have advantages and disadvantages. Applying one of the methods, there 

is always limitation raised. 
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4 Theoretical  framework 

4.1 Customer value 

From the customer point of view, customer value includes quality, services, cost, 

and time. Quality includes the functionality, performance and the technical of the 

products. Service represents the support and commitment provided to the 

customer. Customers evaluate price always based on the price of the product and 

life cycle cost. Delivery lead time is one of the customer requirements which 

customers would take into account when evaluate the company.
16

 

 

4.1.1 Quality 

Quality as customer satisfaction 

Customer satisfaction is a wider concept compared with customer needs. 

Customer needs is just the basic requirements from customers. In order to attract 

more loyal customers, it is necessary to enhance the quality of all aspects, such as 

service. Make sure not only satisfying the basic needs, but also the expected needs 

or even excitement needs.
17

 

 

In the past, it has been thought that it is more important to attract many new 

customers than old ones. However, to gain more new customers is more expensive 

than enhance the customer retention. For the reason that to improves the customer 

retention, companies have to focus more on reaching the customer satisfaction as 

much as possible. Meanwhile, according to the reflection of customer satisfaction, 

it shows what has fulfilled customers or not.
18

 

 

Customer satisfaction can be divided into external and internal aspects. In terms 

of external customer satisfaction, the service quality of customer satisfaction 

dimensions that are following the order equal to their importance: ( Zenithal et al., 

cited in Oppenheim, 1990) 

                                                 
16

Christopher, (2011) pp.30 
17

 Oppenheim, (1992) 
18

Bergman & Klefsjo.(2008) 
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Reliability: It is necessary to do what has promised to customers. Customers buy 

the product rely on the promotion or advertisement. If there is any false leading of 

the real product, customers are never willing to purchase the product any longer.   

 

Responsiveness: “Willingness to help and provide prompt service” (Zeithaml et al., 

cited in Oppenheim,1990), it means that when customers have opinions or advice 

on quality, appropriate and reasonable responses should be replied to customers so 

that to solve the problems that may appear, meanwhile improving the quality of 

service.  

 

Assurance: “Conveying trust and confidence.”(Zeithaml et al., cited in 

Oppenheim, 1990)First of all, manufacturers have to ensure their product is 

qualified enough. Then deliver the product with good quality while being 

confident so that let customers trust in the product they get. In harmony with good 

relationships is really positive action for promotion.  

 

Empathy: As sellers who are always customers, they should be able to know about 

what customers think and needs. Only in this way, can sellers offer the most 

satisfying product which can achieve customer satisfaction.  

 

Tangible: “Equipments, physical facilities, etc.” (Zeithaml et al., cited in 

Oppenheim, 1990)Each part of product should be as described with their 

particular using. None of the customers would like to pay for things that are 

useless.
19

 

 

Customizing:  Due to variety of product created, customers have many choices to 

select from. That is it is not enough just fulfill customers’ basic needs. Likewise, 

compared with amount of products, customers prefer to purchase product which is 

more creative and personalized. Under tough competition, customizing for 

different customers’ requirements becomes superiority. Customizing is the way to 

produce product while involving in the ideas of customers so that to fulfill 

                                                 
19

 Oppenheim, (1992) 
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customer expectation as much as possible. The steps for customizing are: 

 Identify the customers and their buying habits. 

 Differentiate the customers according to value and need. All customers are not 

equally important to the company. 

 Open a dialogue with the customers. 

 Customize goods and services on offer to different customers.(Bergman & 

Klefsjo. 2008,pp. 310) 

 

4.1.2 Service 

Customer service  

Customer service is one of the key factors to generate loyal customers and 

customer retention. In addition, salesman provides customer service through their 

interactions and relationships with customers.
20

 

 

A qualified customer service should provide customer time and place utility in the 

transfer of goods and services between buyer and seller, therefore, the product 

would have value while it has been sent to customers.
21

 

 

In short, customer service can be divided into three steps: pre-transaction, 

transaction, and post-transaction. Before transaction, companies should think 

about some elements in advance. For example, understand customer service 

policy and the structure of organization; know customers’ information, make it 

easy to contact them; make sure the flexibility of system to adapt the particular 

needs. During the transaction, companies should grasp the total time from order to 

delivery and inventory amount; ensure products can be sent on time. After 

transaction, companies will deal with the customer complaints, identify the 

location of individual products once purchased, and try to meet the expected need 

from customers.
22

 

 

 

                                                 
20

Paulins, (2004)  
21

Christopher, (2011) pp.31 
22

Christopher, (2011) pp.31-32 
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Identify customers’ service needs  

No two customers will have same requirement on one product in the market, so it 

is important to segment customers. Christopher (2011) summarizes three steps of 

process segmentation:  

 

1. Identify the key components of customer service as seen by customers 

themselves. 

2. Establish the relative important of those service components to customers. 

3. Identify ‘clusters’ of customers according to similarity of service preferences.  

 

It is important to identify the key sources which can influence the customers to 

make the final purchase decision. Once the customers generated, the company can 

identify the importance of each one and prepared for each kinds of customers. The 

second step would be difficult in practice. For example, customer would consider 

different aspects when purchase a product, such as appearance, price and 

performance. It is hard to meet these entire requirements, so the company can 

trade off one or several of these attributes against the others. If any similarities of 

preference occurred, cluster analysis is a good way to apply the final step. It is a 

computer-based method for looking through data and seeking to the similar 

respondent, after finishing seeking, cluster analysis would assign them in a same 

group. 
23

 

 

After-sales service  

Furthermore, after-sales service occurs through offering customer service. In the 

meantime after-sales service is a way of sales promotion; after-sales service can 

improve the company’s credit by offering sales service. Offering a satisfactory 

service could expand market share, improve the efficiency.
24

 

 

After-sales service mainly consist delivery, installation, commissioning, 

maintenance, and home care. Along with the drastic competition in marketing and 

the improvement of customers’ awareness of right, customers not only pay 

attention to the products’ performance and quality, but also pay more attention on 

                                                 
23

Christopher, (2011) pp.42 
24

Paulins, (2004) 
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after-sales service
25

. Therefore, providing perfect after-sales service make 

enterprise more competitive in modern market. 

 

4.1.3 Price 

Customers always want to buy the products for a fair price, however, there is a 

phenomenon called price monopoly in the market, which lead to a bad loop in the 

market and go against to customers. Manufacturers rely on their 

monopolizedposition, in order to maximize the profit as well as make the 

behaviors of monopolistic price. In this way, they can obtain profits. For example, 

if a company has a large share within an industry, it can determine the output and 

can also manipulate the price.
26

 

 

The causes of price monopoly 

The needs of the economies scale. If a company can provide more output than 

other companies, the average cost would be lower than other enterprises because 

of the expansion of the products. So the company can lower the price, and finally 

other enterprises will be unprofitable in the industry. Thus the industry is 

monopolized by this company. Economy monopolists can lead the monopolistic 

price easily. The second is caused by the control of the scarce natural resources. If 

a monopolist controls the supply of some raw material, so that other enterprise 

cannot compete in this field. Thus the monopolist can decide the output and 

manipulate the price. The third is caused by own the monopoly of goods. The 

person or government has a monopoly of a commodity; they have the power of 

price monopoly.
27

The forth is generated by the administrative monopoly. Some 

department or local administrative authorities could not bear the temptation of 

monopoly profit; strengthen the monopoly position, and exclude others. This is 

called super economic monopoly caused by the administrative monopoly, not the 

result of fully competition. The price monopoly harms the market directly, make 

customers losses, and also give the losses to society.
28

 

 

                                                 
25

Saccania,Johansson, &Peronaa, (2007) 
26

James, (2001). 
27

Leland, & Meyer, (1976)  
28

Guo, & Hu, (2004) 
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4.1.4 Delivery service 

Delivery service is one of the customer requirements which customers would take 

into account when evaluating the company. In addition, reduce the delivery time 

and improve the delivery service can significantly reduce the bullwhip effect 

throughout a supply chain and reduce finished goods inventory levels.
29

 Customer 

or company would like to choose suppliers with shorter lead-time; buyers 

consider the delivery as a very important criterion. 

 

A perfect delivery service means an order is delivered on time with no quality 

errors of the products.
30

So there are some common delivery service elements:  

 

Inventory service level – to what extent stock items can be delivered directly from 

stocks to customer from customer orders.  

Delivery precision – to what extent the delivery takes place at the delivery time 

agreed with the customer.  

Delivery reliability – a measurement of the quality of delivery in terms of the right 

product being delivered in the right quantity.  

Delivery time – the time elapsed from receipt of customer order – to – delivery.  

Delivery flexibility – the ability to adapt to and comply within changes in 

customer requirements in agreed and already ongoing orders. (Jonsson, 2008. pp. 

85) 

 

Inventory service level is also called fill rate. It represents the extent items are 

actually available in stock when they are demanded. It measures the ability of the 

warehouse. Delivery precision is also called on-time delivery, which means the 

time should agreed with customers. So the deliveries which are too early or too 

fast can be seen as low precision. Delivery reliability means the products should 

be delivered in the right time within a good quality. A good way to measure 

delivery reliability is less complaints from customers. Delivery time consists of 

administration and order processing times, dispatch and transport times. Normally 

the time will last in weeks or days. Long delivery times would have some 
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negative consequences such as the cost and reputation of the company. Delivery 

flexibility measures a company’s ability in the emergency cases or changes during 

the delivery.
31

 

 

4.2 E-business 

4.2.1 Definition and application fields 

Definition 

In e-business buyers and sellers do not met and the business activities are based 

on the browser applications. E-business uses web technology to help company 

simplify the processes; improve the productivity and efficiency. It makes it easier 

to communicate with customers, suppliers and cooperative partners. E-business 

use internet as a platform and has become the main method of doing businesses 

nowadays, it could become the main trend in the future.
32

 

 

Application fields 

It is a large scope of e-business that is related to people’s life, work and 

consummation. Along with the development of internet, e-business can be used in 

family financial management, personal online shopping, and even the business of 

the international trade. The first e-business company was built in 1997.
33

After that 

China has a number of business-to-business companies. Taobao is one of them. 

 

4.2.2 Pros and cons of e-business 

Pros  

E-business turns the traditional business into a new level and makes it more 

convenient. On the one hand, the electronic flow instead of the actual logistics, 

thus reduces the manpower and resources, and reduces the cost. On the other hand, 

the e-business breaks through the limitations of time and space, making trades 

happen anytime and anywhere thus can significantly improve the efficiency. E-
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business has some characteristics such as openness and globosity. Hence it creates 

a number of trade opportunities for companies. Companies can enter into the 

global electronic market within the similar cost, so that minor enterprise can share 

the same resources with large enterprises; and improve the competitiveness of 

minor enterprises. E-business has redefined the traditional circulation pattern, 

reduce the intermediate links. It makes it possible that the producers and 

consumers can deal directly. It has changed the entire social and electronic 

method of operation in a certain extent. E-business break through the limitation of 

time, furthermore, it provide a rich source of information, provides more 

possibilities for the re-combination of the various socio-economic factors which 

will affect the economic layout and structure of the society. The communication 

between retailers has been improved. The retailers can communicate directly, 

make contracts and negotiate. Consumers can also make their own feedbacks 

reflect to the websites or retailers. Company would timely make some 

investigation of products and service quality based on the consumers’ feedbacks. 

Thus the positive interaction has been achieved. 
34

 

 

Cons  

The development of internet industry is only a decade in China. Apparently there 

still has some shortage in e-business. E-business shoulders the heavy 

responsibility in the diversified market in the future. Network itself has limitations. 

It is hard to show a three-dimensional product in a plane picture perfectly, some 

basic information of the product itself will be lost. Customers can not get all the 

information of products from internet, especially cannot get the most distinctive 

visual impression of the product. 
35

 

 

The security issues has become a serious problem and blocked the development of 

e-business. Due to the popularity of internet, e-business has been paid more and 

more attention and been supposed as the most potential new growth point. 

However, how to ensure the security during the transmission of data in an open 

network has become one of the most important factors. Some people did not buy 
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online because they afraid of attacking from hackers. With the same argument, 

some enterprises refused to use e-business because of the security issues.
36

 

 

The management of e-business is not sufficiently standardized. The varieties of e-

business bring business rules and method which requires the management 

achieves the specification. This management concept should cover business 

management, technology management, service management and other aspects. 

Therefore, it is hard to achieve all these aspects satisfactory at the same time. 

Distribution problem is a vexing problem for both businesses and customers. The 

goods usually been delayed in delivery and the charge of distribution is higher. 

China is lack of professional and systematic national goods distribution 

companies; the distribution system does not have an efficient and impeccable 

distribution management system, which has a bad influence on enthusiasm of 

people’s online shopping.
37

 

 

Furthermore, there are some detail problems of e-business. For example, the 

commodity prices is mixed, some of them have a very big gap, and geographical 

differences.  

4.3 Globalization 

Globalization is a mixture of economic, culture, social, and political process. It is 

a phenomenon which happened fundamentally geographical expressed through 

complex networks of circuits and networks.
38

 The globalization can be separated 

into three main dimensions: economic globalization, socio-technical globalization, 

and cultural globalization. It is important to understand how customers perceive 

globalizations, specifically in countries where digital access is still limited. The 

development of globalization is becoming an important factor to measure the 

capability of a company.
39

 

 

                                                 
36

Nabi, (2004)  
37

 Phillips, &Wright, (2007) 
38

Dicken (2009)  
39

Merino.& Vargas (2013)  



 

 19 

Since Taobao already had a special website that provides the chance to customers 

to shop overseas. But the target customers are still native customers. It will be a 

huge market if Taobao can attract the customers from all over the world, give the 

overseas’ customers chances to buy the products from China.  

 

4.4 Customized service 

Because of the varieties of product, customers prefer to purchase the product 

which is special or unique. Therefore, customized service is becoming the 

competitive advantage in business. There are two dimensions of customized 

service, which consists of the customization of various characteristics of the 

service and its delivery system, and the latitude if discretion of service personnel 

in defining the nature of the service provided. In another word, the higher level of 

customized service means that it involves more options for customers. Meanwhile, 

it also concludes better discretion to the service providers in delivery. That is 

customized service more focus on specialization, uniqueness for customers so that 

to create the value for customers.
40

 In order to attract more customers among lots 

of competitors, customized service is one of the manners.  

 

4.5 Reputation 

In all of economic field, the competition is becoming more and more intense. The 

competition is not only the quality, service etc, but also the competitive 

advantages. Reputation is one of the most important aspects could enhance the 

competitiveness. Today, people are operating in a reputation economy. There are 

studies showing that the companies with higher reputation are more valuable as 

much as 150% than the companies with low reputation.
41

 Overall, it is important 

to increase awareness of the importance of reputation and to investigate formal 

management system to build good reputation.  
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To catch up with the rapid development of reputation economy, each company 

could explore their 5-phase reputation management journey as following: 

1. Reputation is explored 

2. Reputation becomes a top priority 

3. Reputation impact is recognized 

4. Company leaders assume responsibility  

5. Reputation is fully integrated
42

 

 

Taobao is a typical example of C2C online market. That is the communication and 

relationship between buyers and sellers have great impact on online markets. In 

another word, the reputation is affected by customers a lot. Because the failure of 

quality or service may result in customers’ mistrust so that affect the reputation. 

To reduce this kind of problems, many sites like Taobao and eBay have developed 

the reputation mechanisms that could be used to share their shopping experiences 

and comments on products.
43

 This is one of the ways to control the product 

quality so that to enhance the reputation. 

 

4.6 SWOT analysis 

SWOT is a kind of management tool for strategy planning, which analyzes the 

strength, weakness, opportunity and threat of the object so that reach a conclusion. 

In terms of the conclusion, it will be understood what are the advantages and 

disadvantages of the object, even what threat they have to face and the 

opportunity can be captured. Under the deep understanding of the object, it will be 

more efficient to come up with the solutions that valuable for achieving the 

objectives of object. SWOT analysis is becoming more popular so that it is 

applied widely from management to human resources.
44

 

 

SWOT analysis main about analyzing the four aspects that are divided into 

internal aspects and external aspects. Internal aspects are strength and weakness of 
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the enterprise itself. However external aspects are opportunity and threat from 

outside. 

 

Table 2: SWOT matrix
45

 

 

Strength: describe what the strengths of the organization are. The strengths could 

be the internal assets like motivation, technology, finance etc. These strengths 

have great impact on demand which needed to support the organization. In terms 

of online marketplace, the optimal aspects are that it can provide variety of 

product for people to choose from. Furthermore, it is more convenient for 

customers just shop online without going out by themselves. However, what other 

strengths can be discovered and creative is still an issue need to be considered.
46

 

 

Weakness: what has to be improved and how to improve for avoiding the 

mistakes or problems occurs again. Mostly, the problems are coming from 

internal factors. As online market, it offers plenty of products so that cut down on 

the necessity of going out. But it also increases the possibilities of false product or 

other accident. That is it brings the convenience as well as the risks.
47

 

 

Opportunity: opportunities come from the surrounding environment. Therefore, 

what is expected is what could be done well by oneself. Meanwhile, the trend of 

the development is always leading people. So, it is necessary to know about the 

environment and trends so that capture the opportunities that are valuable. For 
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online market, how to spread their market widely and create more consumption 

mode for customers is the opportunity. 
48

 

 

Threat: by the changing of trends, not only opportunities but also threats exist. 

Because of the non-stop changing trends, there will be impact on the organization. 

Lots of competitors and lack of resources are always the threats. Due to the high 

speed development, there are more and more creative and capable competitors 

fight against each other. All of the obstacles push great pressures on the 

organization. In a word, in order to achieve success, online marketplace 

organization has to pay more attention on the threats so that avoid difficulties.
49

 

 

4.7 The kano model 

In order to have a good relationship with customers, it is necessary to satisfy 

customers’ needs and expectations as much as possible. To have a deep 

understanding of customer satisfaction is valuable for customer retention. 

Therefore, the Kano model of satisfaction shows the customer needs that are 

divided into three levels. 
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Figure 1: The Kano model of customer satisfaction (Berger et al., 1993, pp. 3-35) 

 

Must-be requirements (basic needs): The basic needs will not be mentioned by 

customers, because the basic needs are basic criteria of product.
50

If the basic 

needs did not reach the requirements, it will disappoint customers so that 

customers will be dissatisfied with product. In a word, satisfy the basic needs of 

customers are the fundamental issue.
51

 

 

One-dimensional requirements (expected needs): The expected needs are not 

necessary, but it contributes to improve the customer satisfaction. That is the more 

overstep the basic needs, the more customers will be satisfied. If one company 

aims at being the leader of a field, it has to provide with much better product than 

any other competitors.
52

 

 

Attractive requirements (excitement needs): In terms of excitement needs, that are 

not expected by customers. If customers received the products which beyond their 
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expectations, customers will be attracted by the good reputation. Compared with 

competitors to satisfy the excitement needs is a competitive advantage for a 

company to increase the customer value.
53

 

 

The significance of Kano model 

No matter how to satisfy customers, first of all, the basic needs have to be fulfilled. 

To make sure customers’ requirements are achieved in time, then doing the best to 

reach customers’ expected needs. It guides to enhance the excellent images among 

customers so that increase the competitive advantages. Furthermore, in order to 

capture more loyal customer, it is the best to achieve as much excitement needs as 

possible.
54

 

 

However, the Kano model is not the model designed for measuring customer 

satisfaction. The Kano model is used for classification of the customer needs. 

According to different requirements, companies could come up with ideas to 

enhance the customer satisfaction. It has great value for analyzing significant 

aspects of customer satisfaction.
55

 

 

4.8 Summary of findings 

It is meaningful to summarize what has been done in the theoretical framework 

chapter. Authors conclude how the information will be used in the future study 

and the empirical research. Therefore in this sub-section authors will summarize 

and conclude the literatures, and describe the usage of these conclusions in the 

empirical research.  

 

Quality, service, price and delivery service are the significant aspects for creating 

customer value. These are the aspects that the customers would take into account 

when evaluate the company and the business. By analyzing the e-business, 

authors get a deep understanding of the pros and cons, which is helpful in the 

empirical research. SWOT model is a useful method to analyze a company’s 
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comprehensive ability, including the strengths, weaknesses, opportunities and 

threats. Make the company recognize the advantages and disadvantages, what the 

opportunity can make the company improve and threats that the company is going 

to face. Kano model shows the customer needs from the basic to attractive, which 

helps company know the customers satisfaction and get customer retention.  

 

These findings introduced before will be used in order to carry out the empirical 

research. To start with, authors will describe the present situation of the customer 

value which the company has created. Find out the advantages and disadvantages 

by using the SWOT model, combining the Kano model to give some suggestions 

and improvements. The summary and conclusion lead to the following section, 

where the exact need for research is described in more detail.  
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5 Result 

Both eBay and Taobao are the large and successful online marketplace aim at 

improving people’s life style and providing convenience for customers. 

5.1 Case company descriptions 

Taobao was invested and established by Alibaba set in 2003, is the largest online 

marketplace in Asia. Until 2009, there are over 170 million registered members in 

Taobao. The total turnover is over 200 billion during the year of 2009. The main 

target of the company is to provide the goods with the least time and highest value. 

There are thousands of online stores that offer different kinds of stuff. The 

company has covered most of China’s online shopping community. Taobao aims 

at building the world's leading network of retail business district. Taobao consist 

of plenty of brands and producers that offer a variety of product with high quality 

and publicity campaigns. Besides, Taobao offer a great platform for online 

shopping security to customers, it provides careers opportunities as well. By the 

end of 2009, there are over 8 hundred thousand sellers achieved their careers in 

Taobao. 
56

 

5.2 Statistical findings 

The data come from the open question in the questionnaire which sent to 

customers. Because of the question type; some customers deliver more than one 

advice. Therefore, the total number was over 73. The question is: which feature 

need to be improved? (See appendix A Questionnaire). Authors make a check 

sheet which make the result more clear (see table 3). 

 

Table 3: The results of open questions.  

                                                 
56
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Type   Number  

Customer service   7 

Management & security   10 

Fake goods  9 
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Furthermore, authors collated the answers of closed questions which showed by 

histogram, (see figure 2). There are 7 closed questions in the questionnaire; each 

group represent for one question. Each question has three or four options; which 

described in detail below.  

 

Figure 2: The result of closed questions.  

 

Description of questions and options. (Illustrated in figure 2)  

Q1: Frequency of online shopping.  

A usually B sometimes C seldom D never  

 

Q2: Your evaluation for quality of goods in Taobao.  

An excellent B good C general D bad  

 

Q3: The most satisfying aspect.  

A Quality B price C delivery D service  

 

Q4: What do you think of the price in Taobao? 
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A very expensive B general C cheap  

 

Q5: What do you think of the delivery time?  

A quick B general C slow  

 

Q6: What do you think of Taobao online service?  

A satisfied B general C dissatisfied  

 

Q7: What do you think of types of goods in Taobao?  

A complete B general C incomplete  

 

Q8: What kinds of products you always buy in Taobao? 

A Clothes B entertainment C electronic D beautify and features E others 

 

Result from the statistic findings  

In the open question, customers give one or more advice for Taobao about which 

aspect should be improved. The most serious problem in Taobao is in the quality 

aspect. Authors mentioned the price, delivery and service are the significant 

customer value, which has proved in this questionnaire result. People are not 

willing to shop online because of security, but customers do not think it is a 

serious problem of Taobao.  

 

In the closed questions, customers give only one answer for each question. From 

the chart can see that almost 97% shopping online, people think the quality of 

goods in Taobao is okay but not excellent, but the goods in Taobao are complete. 

The price in Taobao has been the most satisfactory aspect. For the delivery time 

and online service aspects, customers stand in the middle. Further, the clothes and 

beautify and features are almost bought by women; men prefer the electronic 

products and entertainment.  
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5.3 Customer value 

5.3.1 Quality in Taobao 

Taobao has established a series of regulations that used for administration. For 

instance, Taobao signs consumer protection agreement with 6 million sellers 

among Taobao, as well as set up a fund of 200 million for security of online 

purchase. Taobao also establishes a series of security system for protecting 

customer’s rights. For instance, if customers have complaints about the product or 

sellers, customer service will appear to coordinate with issues as soon as possible. 

This is the way to visualize the willing of showing the responsiveness and 

assurance of Taobao. In case customers have any doubts or worries about product 

quality, Taobao provides relevant service, which applies the third party inspection 

to ensure the quality of product.
57

Because customers can not just be fulfilled the 

basic needs, to provide novel product, which called customizing could involve 

customers’ ideas in the design is a popular way for customers.
58

Therefore, it 

seems that by equipping with scientific systems to deal with quality issues, the 

status of Taobao becomes more reliable to give more confidence on both sellers 

and consumer. 

 

From the results of questionnaires, it shows obviously that a large part of 

complaints are about the quality. Besides the delivery, quality, service and cost 

aspects that customers mentioned. They mentioned the fake goods and integrity 

are the pitfalls when they are shopping online, because some of the sellers 

provided fake or unqualified product for customers. Fake goods and integrity 

could be involved in quality problem as well. Even though, Taobao applied 

relevant protections for customers, it did not react on the need of high quality 

product that customers required. How to make sure the product could satisfy 

customers’ need without any fake or cheating is always the main point. 
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5.3.2 Service in Taobao 

There are several payment methods that customers can choose in Taobao. A 

specific payment method is cash on delivery. Cash on delivery has a lot of 

advantages for customers. Firstly, lower risk for customers, customers can inspect 

products before payment. If the products do not match in the picture or the 

product has already damaged, the customers have right do not pay. Secondly, the 

method increases the credibility between customers and sellers. It is conducive to 

the enhancement of sales. Thirdly, due to the postman will collect the money; the 

express company would be more careful for products for their own benefit. It 

reduces the damage in transit.  

 

Taobao has free online business communication software made for businessman. 

The buyer and seller can communicate online by text, voice, and video. The 

software makes the buyer and seller face to face, increase the trust and facilitate 

transactions. The software can send instant messages. Customers can get the 

trading details immediately, and save the phone call cost. Customers can also see 

the products by the video chat, and ensure the product is what the customer wants. 

Furthermore, Taobao has aim at contributing to customer online service and after-

sale service. The service opened for both customers and merchants. It provides an 

individual website for the customer service which customers can look through the 

frequently asked questions or ask questions online if the question is an emergency 

and unusual. The frequently asked questions include account management, 

purchase issues, complaints activist, and merchant service. Specifically, Taobao 

has an intelligent system which can automatic identify questions and help 

customers. Customers can also call the telephone service, but it is not recommend 

because of the low efficiency and communication cost. Furthermore, customers 

can look through the service records of them, it is very clear and make the online 

service efficiently.  

 

5.3.3 Price in Taobao 

The price in Taobao is easily accepted by customers. In the questionnaires most 

customers thought the price is cheap in Taobao. However, there still has some 
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price monopoly in Taobao; some products’ price is improved by monopolists who 

have the unique way to get the popular and scarce products.  

 

In order to ensure the viewpoint, authors made some research about the price 

monopoly. Authors selected Casio tr150 (a new famous fashion camera in the 

market, which was published in April) as the sample. To research the price, 

authors checked the price in Taobao twice a week, and made a picture of the price 

trend. In order to show the picture more distinctly, we made a price difference. 

(See figure 3) The original price should be 3800 Yuan.  

 

Figure 3: Price difference (the unit on the axis is Yuan).  

 

From the figure 3, we can see the product in Apr. 27th has been sold in an 

extremely high price, 6053 Yuan. The camera did not worth the price, but the 

monopolists increase the price blindly rely on the popularity of the product. 

Customers who wanted the camera have no choice but to buy it at a high price. 

 

5.3.4 Deliveryservice in Taobao 

Another noteworthy aspect is the delivery time. From the customer’s point of 

view, it is better that if the product can be received on time. As Taobao is the 

online marketplace, all of the sellers have to send products by logistic companies. 

In terms of Taobao, it does not just provides the local products, but also offer the 
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procurement service of overseas product, which means staffs from overseas 

purchase the product that just sold in foreign countries
59

For these reasons, the 

logistic companies play a key role for delivery. From the interviews of the sellers 

in Taobao, it is known about that the delivery of all products depend on what 

companies are chosen. From the seller’s view, the price and speed are the 

significant aspects when selecting a property company. Therefore, in order to 

increase the efficiency of delivery, the staffs of logistic company will come and 

take the products. In this way, it saves more time on delivery. However, in case of 

some festivals, the delivery time will be longer. Logistic companies are differing 

from providing different services. In order to achieve customer satisfaction, sellers 

choose different companies to deliver product to both foreign countries and inland. 

 

5.4 Online payment system – Alipay 

Alipay has become the first choice of buyers as an online payment tool due to its 

innovative technology and large customer base. According to the investigation by 

Alipay themselves, Alipay has 49.56% market share of 3
rd

 party payment 

companies. It had more than 550 million registered users and facilitated around 

8.5 million transactions daily. It provides payment solutions in China for more 

than 5 million external merchants for online retail, virtual gaming, digital 

communications, commercial services, air ticketing and utilities fee payment 

transactions.
60

To expand the market share, Alipay cooperates with more than 65 

financial institutions including Visa, MasterCard and many national banks in 

China.
61

 

 

Alipay is a program in order to ensure the security of online transactions for 

Taobao Company. Alipay use the ‘third party guarantees trading patterns’; the 

money will be paid by buyers to the Alipay account; Alipay would notice the 

sellers shipped goods. When the buyers receive goods, they will instruct Alipay 

send payment to sellers. At this moment, the online trading finished.  
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Alipay’s core mission is to provide a safe and reliable online payment service for 

customers. It provides high quality security services to users such as digital 

certificates, mobile dynamic passwords, security control, SMS notification, dual 

password and a back-end real-time risk treatment system.
62

These technologies 

could explain why they own prodigious users in China and has an excellent 

reputation; in addition, from the questionnaires results, people trust in Taobao 

because of the high security.  

 

5.5 Description of the credit system of Taobao 

Taobao has set a standard of the credit system aim at the sellers. Customers’ 

comments are taken into consideration adequately. The system is extremely strict, 

so sellers will offer high quality products and courteous service if they want to get 

a high credit. The credit system consists of sales volume, favorable reputation rate 

and service. The system allows buyers to input comments and reputation rating 

scores of the seller after a translocation completed.
63

If the customer satisfies the 

products, the credit will be added one point. The seller will not be added if the 

customer thinks the product is just okay. It will be reduced one point if the 

customer dissatisfied with the products. The feedback comments and rating scores 

of the sellers are freely accessible by the general public. The specific credit level 

published on the website provided to customers.
64

 

 

What is more, the standard of running an online shop is stricter in Taobao. The 

basic request of running a shop is to finish the real name and photo authentication. 

The sellers must pass the examination online and perfect the online shop 

information. It is helpful for both customers and Taobao Company. Customer can 

buy products more reassuring, and the Taobao Company can manage the online 

shops more easily.
65
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5.6 Extra value in eBay 

eBay is the world’s largest online marketplace with over100 million customers 

globally established in 1995.  From the website, everyone can buy or sell anything 

online. In 2011, totally, the value of goods sold is over $68 billion. The sum of 

goods sold is always higher than the second place online marketplace. It also has a 

subsidiary called PayPal, which is used for people who are from different 

countries and using different languages pay online with different currencies, so 

that make it more convenient for people buy or sell staff without any obstacles. In 

order to give customers a platform to communicate, eBay always update its blog 

used to let customers and sellers share opinions and conversations. Not only eBay 

provides an online market place, but also does it advertise charity actions and 

environmental protection. eBay offer opportunities of jobs at every level. People 

could follow their interests to look for opportunities all over the world. Just due to 

the diversity of product and service, amount of customers loyal to eBay urged 

more and more people trust in it. 
66

 

 

EBay has a pretty timely payment system, PayPal. PayPal is a fast and safer way 

to send and receive payments online without sharing customers’ financial 

information. With PayPal customers can shop online with millions of merchants, 

pay online with customers’ PayPal balance, bank account, or credit card. 

Customers can check out quickly without entering payment or shipping 

information. At PayPal, the customers’ financial security is the highest priority. 

The company use the latest antifraud technology, and customers are 100% 

protected against unauthorized payments sent from their account.
67

PayPal has 

over 220 million users in 190 countries; it accepts 24 kinds of foreign currency 

transactions in the website.
68

PayPal has an extremely high popularizing rate in 

USA and European countries; it is the synonymous of the global online payment. 

 

Further, eBay cooperate with social networks such as face book and twitter. The 

cooperation not only expands the popularity of the company; but also updates the 

information timely, equivalently as a free advertisement for the company.  

                                                 
66

 eBay (2012a)  
67

 PayPal (2012b)  
68

 Paypal (2012c)  



 

 35 

5.7 Limitations of online shopping 

The description of the limitations comes from an article in the internet. 

 

Some customers would complain to the sellers that the goods of quality are okay, 

but the material objects are not perfect as the image which the sellers posted on 

the website. For example, different people wear one same clothes would have 

different effects. It is hard to show a three-dimensional product in a plane picture 

perfectly, some basic information of the product itself will be lost, such as a 

cloth’s size or color. Customers cannot make sure it is perfect until get and try it. 

Thus, the sellers have not cheated customers on purpose, but the limitation of the 

network itself would misdirect customers automatically, which lead customers not 

to will shopping online.  

 

Transportation expense is a problem for some small and cheap products like 

pencils, erasers, socks etc. Delivering them may double the cost, the seller would 

offer a free transport until your order has reached the quota. However, you may 

not need that much. 

 

Returning and restocking products also annoy customers. When you want to 

return or restock your dissatisfactory product, you often have to pay the cost of 

delivering it back. This situation would not happen if you buy it in a real store, 

because you can open it after purchasing. If you feel dissatisfied, you can return it 

or buy other types without paying a returning fee.  

 

Furthermore, there are also many risks of online shopping. For example, the 

products you are expecting never comes, you should make every effort find it by 

contacting to the sellers or the delivery company. Perhaps when the products 

arrived, but you are not at home. Perhaps the delivery company broke the 

products during the post, and you realized after opening it when the postman has 

already gone away, so you contact to sellers to change, but it is hard to confirm 

whose responsibility.
69
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6 Discussion 

6.1 SWOT analysis of delivered customer value in terms of Taobao 

Detailed information is described in order to have a clear view of Taobao. In 

terms of Taobao present situation, authors summarize the four aspects of SWOT 

analysis as following.  

 

Table 4: SWOT analysis of Taobao  

Strength Weakness 

Formal administration system; 

Comprehensive service; 

Online payment system; 

High awareness and popular online 

marketplace in China; 

Provide all kinds of popular products from 

all over the world for customers; 

 

The quality administration; 

Delivery is not efficient enough; 

Price monopoly; 

Opportunity Threat 

Overseas market development; 

Cooperation with social network to 

strengthen the promotion and 

communication; 

Apply exclusive logistic company to 

increase efficiency; 

Competitors, such as eBay; 

The risks of online shopping; 

No government policy support the online 

shopping security; 

 

6.2 Kano model analysis 

It stated that the Kano model is used for classification of customer 

satisfaction.
70

Therefore, in terms of the online marketplace like Taobao, a clear 

classification of customer satisfaction is helpful to satisfy different customers’ 

needs. If customers purchase something on Taobao, the basic need, which has to 
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be fulfilled, is the product is qualified while delivering the product on time. 

Sometimes, must-be requirements cannot increase customer retention. One-

dimensional requirements are key factors that have impacts on customer retention 

reflected by customers, such as, providing qualified product with lower price and 

courteous service. Moreover, in order to attract more customers, offering the 

product with extra value, which is not expected by customers, is an excellent way. 

For instance, the excitement needs could be extra discount for quantity buying or 

contribute little presents to customers.  

 

In a word, classifying the customers could highlight different customers’ different 

requirements that are the customer value has to be delivered by the companies. 

For individual customers, deliver the basic needs and expected needs could be 

accomplished. In case the customer is an organization that has strong partner 

relationship with, it is better provide excitement needs as much as possible to 

enhance the relationship. 

6.3 The main factors of delivering customer value 

6.3.1 Quality factors in e-business 

From the results, it is obvious that quality is aspect customers care about. The 

reason is that quality is the basic need but the most significant factor. In case the 

product cannot reach the basic requirements, no more customers are willing to 

purchase. In terms of the online marketplace, the limitation of online shopping is 

that customers cannot see the real product by themselves. All the information and 

instruction of products just can be obtained from the internet. There are always 

some sellers cheating on customers that provide with fake or unqualified goods, 

due to the specificity of online shopping,  On the contrary, when people shop in 

the shopping mall, they can estimate the product directly so that could decide to 

buy or not. Customers can not count on what they see exactly while shopping 

online. Under these real conditions, customers become more sensitive to the 

quality of product. In a deep view of quality, the basic of quality is the honesty 

and integrity. Offering fake goods equals to there is no integrity and assurance. It 

has a significant impact on delivering customer value. In general, quality is the 
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major impression of product for customers as well as the key point that cannot be 

ignored. 

In order to improve the quality, first of all, customers’ basic needs should be 

satisfied. That is sellers have to provide qualified product. Company establishes 

efficient and effective regulation that direct at quality administration. For example, 

to set up a department that applies the random inspections irregularly among the 

sellers. The same, audit for sellers should be more rigorous so that to reduce the 

unqualified sellers as soon as possible. As the rapid expansion of the online 

marketplace, the security also becomes a force challenge. However, mostly the 

security measurements are established through related online marketplace 

companies. There have not been any published official regulations about the 

safety of online shopping. If government applies official regulations, it can be 

more convincing and effective for administration. That is extremely valuable for 

protection of customer rights. Almost all of the young people who prefer to buy 

something unique are the main consumer of the online marketplace. Taobao could 

spread the idea of customizing widely; meanwhile, develop several of novel 

product so that attract customers. 

 

6.3.2 Price factors in e-business 

From the questionnaire (see figure 2), we can see the customers are satisfied with 

the price. The lower price can stimulate the customer's shopping desires, reduce 

investment costs and attract customers. It has become a significant competitive 

advantage of Taobao in the online marketplace. 

 

However, along with the needs of the economics scale, the quantity demand has 

been enlarged. Further, if a person has a monopoly of a commodity, he will have 

the power of price monopoly.
71

So the price monopoly has serious influences for 

both market and customers. Firstly, it harms the market directly. Price and market 

competition interact with each other, and the relationship between them is 

interdependent. When the products in short supply or oversupply situation, price 

can adjust the production and circulation automatically as a signal of allocate 
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resource in the market. However, price monopoly makes the price distortion as the 

signal of allocate resource and damage the normal market order, and then kill the 

benign competition in the market. So the market will lose its vibrant vitality and 

the energy of economic promotion. Secondly, monopoly raises the price by 

restricting production, or the monopolists reduce production in order to charge a 

high price. The behaviors cause customer losses to both price and quantity.  

 

The price monopoly in Taobao is not widespread, but in some popular and 

expensive products. In order to maintain a well online shopping environment, the 

administrative department should strength the monitoring. Allow benign 

competition and establish the underscore of the competition, once the price goes 

beyond the underscore, the department should give some punishment. The method 

not only maintains the normal order, but also gives a counter example to other 

sellers. Furthermore, the government should establish laws and regulations to 

protect he legitimate rights and interests of the online shopping consumers, 

establish the price control system, play a vital role in a monitor the market order 

to protect customers.  

 

6.3.3 Delivery factors in e-business 

A perfect delivery service means an order is delivered on time with no quality 

errors of the products. It means the delivery reliability, delivery time, delivery 

flexibility are supposed to be perfect.
72

Most customers from the questionnaires 

are satisfied with the delivery service in Taobao, but there are several customers 

think the delivery should be faster. Taobao provide some warehouses which the 

sellers can save the products. Once there has an order, the order will automatically 

go to the warehouses and the products would be shipped by a professional 

logistics company. The cooperation provide a reliable service to the seller, but the 

customer do not get much more benefit from the cooperation.  

 

“I think Taobao can build a delivery company itself in order to make sure the 

delivery service has accomplished quality.” This is one of advises from the survey. 
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As one of the respondents said, if Taobao build a logistics company itself, the 

company would protect the products more careful consider to its own benefits. 

The customers could track the product anytime, once the product has problems 

they have right to claim compensation, the company would compensate for 

customers consider to its reputation and future business. The company not merely 

helps sellers save costs and space to keep the products, but gives the customer a 

reassuring service.  

 

6.3.4 Service factors in e-business 

As authors mention before, Taboo’s service is much humanized. Special payment 

methods and the online business communication software make customers have a 

merry mood during the online shopping. It is a convenient way to get the loyal 

customers and attract new customers. 

 

Taobao has set an individual website which can provide the global merchandising 

service. Customers can buy the merchandises around the world with a lower price. 

It is a service in the people who would like to buy the commodity around the 

world; Taobao global merchandising service can provide a reliable shopping 

guide platform. It has cooperate with Korea, Japan, Hong Kong, the United States, 

Taiwan, the United Kingdom, Canada and other purchasing channels.
73

The 

objective of the service makes the customers stay at home, purchasing globally. 

The global merchandising service not only guarantees the quality of the products, 

but also offers a lower price compared with the price in store. 

 

Taobao also provide the customized service which means the products can be 

designed involve customers’ own ideas, such as cups, T-shirts, calendars, and 

badges. The customized service can show the personality of people which is why 

the service is hugely popular in Taobao. Under the tough competition of the 

market, the spirit of innovation can help Taobao catch up the step of time, and 

become the first option of customers and get customers retention. One reason why 

Taobao popular is that it provides all kinds of products. From the results of 
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questionnaires, it shows that women more prefer to buy clothes and beautify and 

feature products, as well as men prefer to buy electric products. Because of the 

diversification of products,   the consumer groups increased, that makes Taobao 

so popular. 

 

As a whole, Taobao has a quite intact customer service system which can give the 

customer a satisfied service. It is valuable for customers, and the system could be 

an example for other companies.  

6.4 Globalization in e-business 

As the authors wrote before, Taobao has a special website for the customers who 

want to shop overseas. In the website the customers can find all the famous global 

brands from the sellers with good reputations. Because most of the products in the 

website are large amount pecuniary exchange, Taobao put more attention about 

the reputation and integrity make the customers feel safe shopping online.  

 

Since the website can help Taobao extend the popularity and increase the 

competitive strength, Taobao needs to grab the opportunity to extend the market 

to another client base. For example, the website can be set for different language 

versions for the foreigners who live in China but want to buy something from 

their homeland. Moreover, one of the impacts of online shopping is that there are 

fake products everywhere and it is hard to distinguish them. Taobao can apply a 

patent make the customers can only buy these products on Taobao, to monopolize 

the business but not the price. This can also make customers feel safe and comfort. 

6.5 Customized service in e-business 

In terms of Taobao, it is a typical online-market that provide platform for sellers 

and customers to conduct C2C business. However, it is not easy for online-market 

to conduct customized service due to the large popularity of customers. According 

to the theoretical framework, it reveals that customized service is one competitive 

advantage in business. Moreover, the customization should consist of more 

options for customers as well as the great discretion for service providers in 
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service delivery.
74

 Obviously, Taobao has provided lots of varieties of product 

from all over the world, no matter from clothes, electricity to food etc. What’s 

more, how to provide customers with something special and unique is significant 

at the same time. Under a rat race in lots of emerging online-markets, Taobao 

have to find products that are attractive and particular for customers so that to 

obtain loyal customers in terms of the products. For instance, Taobao could sign 

exclusive dealing contract with the manufacturers of the products. Also, Taobao 

could be more innovative in conducting the delivery service which could be 

convenient for the customers from different regions. Although Taobao is not in 

charge of the logistics of delivery, they could set up rules for the sellers so that to 

control the choices of the logistics companies. 

6.6 Reputation in e-business 

From the theoretical framework, the authors realized that build a perfect 

reputation system is a lengthy process. It unless needs five basic steps including 

explore reputation, let reputation become a top priority, recognize the impact of 

the reputation, company leaders assume responsibility and integrate the reputation 

fully.
75

 

 

The seller’s reputation in Taobao decided the sales volume and profit. An 

excellent reputation can increase the intellectual impetus and the quality of 

communication. It is the foundation of the company’s survival and development. 

In this case, Taobao can perfect the reputation system. For example, encourage 

and reward online shop, which has a solid reputation. Warning the online shop 

which has a poor reputation, even cancel the qualification of running an online 

shop.  
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6.7 Extra value in e-business 

6.7.1 Paypal 

Compared with Taobao, the payment method is more high-tech in eBay. 

Customers can shop online immediately after registering an account via mail; do 

not need other complex process. By contrast, the payment method of Taobao is 

more complex, it usually needs double checking to ensure the security of the 

account. Apparently, eBay has a strong and high-tech system to protect the 

account under the condition of ordinary payment process. This is a fundamental 

issue which Aliped should use for reference. The high security can improve the 

reliability from customers. So Alipay should develop the technology, improve the 

ability of the protection, not only for increasing the competitive in the market, but 

also make the customers more convenient.  

 

PayPal accepts dozens of currency for online payment. This is a terrific way to 

attract customers and open the overseas market. There are a number of Chinese 

around the world. Some Chinese like overseas students who want to buy 

something in Taobao, but the bank card are not accepted by the Alipay system, 

because Alipay only accept national banks in China. Thus, Taobao would lose a 

number of customer groups. Once Alipay accepts the credit card like VISA or 

Master Card, it will attract overseas Chinese customers and open the overseas 

market at the same time. It is also helpful for the progress of the globalization, let 

Taobao become an international brand.  

 

6.7.2 Social network 

Along with the development of the internet, social network has become a vital 

part of people’s life, especially for the young people. eBay has cooperated with 

Face book and twitter, once the customer buys a product in eBay, they can 

connect Face book or twitter and let the friends know. So eBay could enlarge the 

popularity and have loyal customers around the world. The main customer groups 

in Taobao are young people. So cooperate with social network is a terrific way to 

develop the popularity. There are some famous social networks in China such as 
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Xiaonei and Weico; even many famous stars have an account in Weico. The 

cooperation would engender the celebrity effect and increase the popularity.  

 

eBay has different kinds of software for different mobile system such as iPhone, 

android, and blackberry, the software makes online shopping more convenient. 

Taobao also has the software for the mobile users, but the system is not complete 

compared with eBay. Focus in this problem, Taobao can develop the technology, 

encourage the creativity of the high-tech software, let different customer groups 

enjoy the online shopping.  



 

 45 

7 Conclusion 

The customer value delivery of the online marketplace is the main topic to be 

discussed in this thesis work. From the analysis of Tabao, authors obtain the 

significant factors of customer value. The important factors for customer value are 

time, cost, delivery and service. For online marketplace, the customer value 

should be more specific.  

 

Quality: qualified product is the basic need when people purchase anything. In 

order to enhance the security of the online marketplace, government should 

establish relevant administration system and official regulations that to protect 

customers’ rights. 

 

Price: purchasing the product with a lower price could make customers be 

satisfied. In short supply of a certain product, it will cause price monopoly, which 

has a serious impact on both market and customers. The price monopoly should 

be limited by maximum limit. Relevant punishment should be applied to control 

the price monopoly. 

 

Delivery: One key factor of delivery is the choice of logistic company. Under an 

intimate relationship and, coordination with logistic company, the efficiency of 

delivery will be increased. For a certain online marketplace, building a sub-

logistic company for delivery instead of cooperative companies could avoid 

unnecessary accidents while increasing the efficiency of delivery. 

 

Service: a humanized online service can increase the loyal customer and attract 

new customers. The global merchandising service help customer stay at home, 

purchasing globally, and open the overseas market as well. As a whole, the 

service in Taobao could be an example for other companies. 

 

Extra value: For long-term development of the online marketplace, more customer 

value could be delivered to customers are competitive advantages. The added 

value of the online marketplace could be the global payment system which could 
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be used to pay for different product with different currencies. In this way, it 

provides much more convenience for customers, as well spread wider market. On 

the other hand, cooperate with social network can also enhance the population. 

 

Important factors for online marketplace 

Globalization: Due to the convenience of e-business, people could get information 

from all over the world. Online marketplace could catch up with the advantage 

that they could face customers from the whole world. Develop the market widely 

as much as possible.  

 

Customized service: Provide the novel and unique products that can be designed 

involve customers’ idea so that to satisfy customer’s needs. Applying optimal 

online service system and software equipments is valuable for customers. 

Moreover, under the pressure of lots of competitors, the main competition is what 

the competitive advantages are. That is to say that furnish with service, price or 

product that are novelty and unique to customers is valuable for customer 

retention.  

 

Reputation: build a reliable reputation would become a strong competitiveness in 

the tough market. A reliable reputation can keep the customer retention and attract 

new customers. Taobao has been focused on this point, but they can pay more 

attention to this.  

 

Suggestions 

As the e-business develops fast, more online marketplace join in the competition. 

How to survive among the competitors is quite valuable. According to the 

analysis of Taobao, the authors concluded some advice for successful online 

marketplace. 

 

1. Develop overseas market widely. 

2. Cooperate with social network to strengthen the promotion and 

communication. 

3. Apply exclusive logistic company to increase efficiency of delivery. 

4. Government applies official regulation to enhance the security, quality 
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administration and price control system. 

5. Level out the customer classification to satisfy different customers’ needs.  

6. Conduct benign competition and establish the underscore of the competition. 

7. Provide with payment system that is convenient for customers from all over 

the world. 
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Appendix 

Appendix A Questionnaire 

1. Your gender  

    Male       Female  

2. Your age  

    Under 18      18-25     26-35      over 35  

3. Frequency of online shopping  

    Usually       sometimes      seldom    never  

4. Your evaluate for quality of good in Taobao  

    Excellent     good    general     bad  

5. The most satisfying aspect  

Quality    price     delivery time    service   

6. What do you think of the price in Taobao  

Very expensive    general     cheap  

7. What do you think of the delivery time  

    Quick     general     slow  

8. What do you think of Taobao online service  

    Satisfied      general      dissatisfied  

9. What do you think of types of goods in Taobao  

Complete      general       incomplete  

10. What kinds of products you always buy in Taobao?  

clothesentertainment      electronic       beautify and featuresothers 

11. What aspects need to be improved?  

 

 

 

 

 

 

 

 



 

 54 

Appendix B Interview 

Interviewee 

Yiwen Zhang, an undergraduate who runs an online shop sells contact lenses. She 

has a diamondreputation which means very credible in the online shopping. Thus, 

authors connected and asked her some questions related to the thesis. 

 

Interview questions 

Hello, we are so glad that you accepted the interview. It is our pleasure to 

communicate with you about the internal information of online market, which 

contributes to our thesis work a lot. Following are the questions we want to know 

about: 

1. How long have you run the online shop? 

A:  Not so long. It is about over 1 year. 

 

2. How is the cooperation with logistic companies? 

A:  It has been good so far. 

 

3. What are the most important aspects do you think when select the logistic 

companies? 

A: I select the companies by myself. Each aspect is essential for selecting. It 

depends. In my opinion, the most important aspects are price and speed.  

 

4. How many logistic companies that you cooperate with? Is the cooperation 

going well? 

A: There are two companies that I am cooperating with, and it has been very well. 

According to different locations, one of companies will be utilized.  

 

5. How do you deliver the goods to logistic company? 

A: I do not need deliver the goods on my own. The staff will come and take the 

goods, and with a good and long-term relationship, companies also give discount 

for the costs.  
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6. Do customers complain about the delivery of product? Such as, the delivery 

time is too long or the product is broken.  

A: Not much. If it happens, some customers will ask about it. When festivals 

come, the delivery time may be longer. Mostly, customers could understand the 

situation. 


