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"Quality is never an accident; it is always
the result of an intelligent effort"

John Ruskin
http://evene.lefigaro.fr/citations/john-ruskin

Quality focuses on an ultimate goal of
customer satisfaction
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Context & Motivation > Context

• E-Commerce Web sites

• Quality / Continuous quality

Customer satisfaction

Attracting customers

Increasing traffic

Gaining customer trust

Retaining customer

Efficiency

Improving the turnover of e-commerce

Quality measurement tools

Generating competitive success.

Reaching Sustainability
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Motivation > e-Commerce Observers

• OECD (Organization for Economic Co-operation and Development,

• FEVAD (Federation of e-commerce and distance selling),

• WTO (World Trade Organization),

• eMarketer

• newmediametrics

They disclose statistics.
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Motivation > e-Commerce Indicators > Tunisia

• In 2014, the turnover of e-commerce in Tunisia is estimated at more
than 100 million dinars, its annual growth is 2 digits.

• It is not in its real growth despite the technological and socio-economic
infrastructures that are getting ready. The strong predisposition is
proved by the following figures of 2015:

5.8 million Internet users out of a population of one can over 11 million.

78% of Tunisians who say they are ready to buy online.

(Jumia.com.tn) (Haddouk Y. 2015)(babnet2014)(Turess 2013)
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Motivation > e-Commerce Indicators > France USA

• Fevad 2015 to 2016 :

e-commerce in France an increase of 15% of turnover, ie. € 72 billion

 835 million of transactions online in 2015 | an increase of 19% compared
to 2014.

1,029 billion online transactions in 2016 | + 23% compared to 2015

(fevad 2016~2017)

• eMarketer:

 Worldwide sales of BtoC e-commerce amounted to $ 1,671 billion in
2015, an increase of 25% compared to 2014.

It weighs 7.4% of total retail sales worldwide.

The eMarketer even has predicted turnover for e-commerce until 2019
where it will exceed $ 3500 billion. (journaldunet 2016)
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State of art

• Quality in Management

• Quality in Software Engineering

• Quality according to Web Marketing Scholars and Practitioners
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State of art > Quality in Management

• It is the industrial revolution and mass consumption that have raised
management issues in terms of quality management

Walter Andrew Shewhart (a physicist and statistician researcher at Bell
Laboratories), sought to understand the quality control of a mass-produced
product.

He invented in 1924 a method that statistically controls variations in the
characteristics of a product and their impact on customer satisfaction.

He had to specify in detail all the phases of production in order to stem the
causes of the variations.
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State of art > Birth of Quality

• At the beginning of the 20th century the quality appeared as one of the
functions of the company among the theories advanced by Frederick
Winslow Taylor.

At that time, a person called quality controller had the responsibility of inspecting the
quality of the employees’ work.
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State of art > Birth of Quality

• Quality has been hatched in the United States by the works of Walter A.
SHEWART and W. Edwards DEMING.

• But it flourished in Japan, its pioneers are Kaoru ISHIKAWA, Shoji SHIBA and
Genichi TAGUCHI.

K. ISHIKAWAG. TAGUCHI S. SHIBAW. E. DEMINGW. A. SHEWART
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• "The ability of a set of intrinsic characteristics to satisfy requirements".

(ISO 9000 )

Outmoded definition of quality

Subjective and Personal Vision

Demands (Requirement Engineering)

• ISO / IEC 9126, "Evaluation of Software Products - Quality Characteristics and
Instructions for Use", was published by AFNOR in October 1992 (classification
index Z 67-133).

State of art > Quality in Software Engineering
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State of art > Quality in Software Engineering

http://users.polytech.unice.fr/~hugues/GL/SPICE/index.htm

Quality
Model

Families22

Models of
Certification

The ISO 9000
Certification

France Telecom
TQE

DOD 2167A
certification

Models of
Maturity and
Improvement

Software-Capability
Maturity Model

(SW-CMM)

Software Process Improvement and
Capability Determination (SPICE)

Trillium (from Bell Canada for
Telecommunications
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> Kano Diagram
State of art > Quality in Software Engineering
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State of art > Quality according to Web-marketing

Scholars

• The predecessors are Parasuraman, Zeithaml and Berry

Off-line Quality Measurement Scale

• SERVQUAL:

Promulgated and promoted as a technology through a series of publications:

 (Parasuraman et al., 1985; 1986; 1988; 1990; 1991a; 1991b; 1993; 1994);

 (Zeithaml et al., 1990; 1991; 1992; 1993).;

 (Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1994)

• They had to adapt it later for the on-line context

A. Parasuraman Valarie Zeithaml Leonard Berry23/11/2017 15e-ComDecaQual ICSEA 2017



Scales/Author(s) Scales’ Domains

Webqual TM

Loiacono et al.,
2000

(1) accommodation of information to the task, (2) trust, (3) response time, (4)
attractiveness of design, (5) intuitiveness, (6) visual attraction, (7) creativity,
(8) empathy, (9) integrated communication, (10) interactivity, (11) business
process and (12) availability.

SiteQual
Yoo and Donthu
2001

(1) ease of use of the site, (2) site design, (3) speed of the order process and
(4) security.

WebQual
Barners and
Vidgen’s 2002

(1) quality of interactivity and service (trust, empathy), (2) site usability
(design), (3) quality of the information presented on the site.

PIRQUAL
Francis and White
2002

(1) online store features, (2) design of the product sheet, (3) conditions of sale,
(4) conformity of delivered products, (5) customer service, (6) security.

e-ServQual
Parasuraman et al.,
1994

(1) reliability, (2) liability, (3) access, (4) flexibility, (5) navigational facility,
(6)efficiency, (7) insurance / trust, (8) security, (9) knowledge of prices, (10)

aesthetics, (11) customization.

State of art > Formal Scales
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Scales/Author(s) Scales’ Domains

eTailQ scale
Wolfinbarger and
Gilly 2003

(1) reliability and compliance with commitments, (2) site design, (3) security /
privacy, (4) services provided to consumers.

E-S-QUAL & E-RES-
QUAL Parasuraman,
Zeithaml and
Malhorta 2005.

E-S-QUAL (1) efficiency of the site, (2) compliance with commitments, (3)
system availability, (4) respect for the privacy of users.
E-RES-QUAL contains (1) reactivity, (2) compensation and (3) contact.

NetQu@l
Grégory Bressolles
2006

(1) quality and quantity of the information presented on the site, (2) ease of
use of the site, (3) design or the graphic style of the site, (4) reliability and
compliance, (5) security and privacy of personal data, (6) offer proposed on
the site, (7) interactivity and customization. 54 items were generated for these domains.

eTransQual
Bauer et al., 2006

functional and hedonic elements :
(1) features and design, (2) enjoyment (Pleasure), (3) business process,

(4) reliability and (5) reactivity (responsiveness).

PeSQ
Cristobal et al. 2007

(1) website design, (2) customer service, (3) insurance and order management.

E-SELFQUAL
Ding et al. 2011

(1) Perceived control, (2) Service convenience, (3) Customer service,
(4) Service fulfilment

State of art > Formal Scales
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Quality Domain Rate Quality Domain Rate Quality Domain Rate
1- Design /Ergonomics 26 11-Privacy 7 21-Maintainability 2.5

2- Information variety 22 12-Access 6.5 22-Customer support 2

3- Reliability 17 13-Insurance 5.33 23-Customer

loyalty/Fidelity

2

4-Security 17 14-Feeling 4.5 24-Incitement 2

5- Ease of use 16 15-Trust 4.16 25-Ease of terms 1

6- Reactivity 14.33 16- Ease of ordering 4 26-Ease of responding 1

7- Service quality 12.33 17-Structure 3.5 27-Speed of delivery 1

8- Performance/Efficiency 11.5 18-Interactivity 3 28-Community for e-

reputation

1

9- Reputation 10.33 19-Web store policies 3 29-Storage capacity 1

10- Customization 9 20- Ease of contact 2.5 30-Low prices 0

State of art > Synthesis and classification of quality domains
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Methodology for a Quality Approach
• Step 1 Gathering domains and items

• Step 2 Structuring domains in a scale

• Step 3 Enriching the scale (slide 20)

• Step 4 Associating control tools to job profiles (slide 21)

• Step 5 Integrating in PDCA wheel (slide 22)

Production
• A Framework composed by :

A scale e-ComDecaQual

Two axes

• An Object Model Abstraction (Slide 23)

• A Detailed Specification of e-ComDecaqual Scale

• One Prototype of a Groupware
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Production>Scale

23/11/2017 20e-ComDecaQual ICSEA 2017



Life Cycle Axis
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PDCA Axis
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Validation

• Validation of quality guidance Framework by a Computer Supported
Collaborative Work

Computer-Supported Cooperative Work (CSCW)

Groupware

• Collaboration, Cooperation, and Communication (3C) specification of e-
ComDecaQual’s CSCW
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Legend

Admin

QC

Quality Control Administrator /Project
Manager

2

2- Direct communication between team member
with the same profile: Computer-Mediated
communication (CMC)

TM
A Team Member : can have different or same
speciality with another TM

2’ 2’- Coordinate

Art Art: Artefact of work of domain and its items 3
3- Collaboration: Working using platforms, APIs,
languages, design tools, frameworks etc…

GA Global Artefact 4

4- Control quality with dedicated tools, retrieving
control report and feedback with shared work
objects (versioning Domain quality report)
(feedback mistakes weaknesses and warnings)

QDR
QDR: Quality Domain Repository. To be
verified

5 5- Cooperate

GR

GR: Global Repository: to be verified and to
feed through for communication of
awareness. 6

6- Knowledge management by gathering and
collecting final quality control reports to constitute
the Global Repository

1
1- Understanding: meeting and decision
support systems for common understanding23/11/2017 26e-ComDecaQual ICSEA 2017
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T H A N K Y O U F O R Y O U R
C O N C E R N
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