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Abstract

The purpose of this research study is to create comparative evaluation model to compare eTail firms across several eTail service qual-
ity dimensions. This research paper employs Analytical Hierarchy Process (AHP) for analysing decision problem into several stages
which include objective, criteria and the alternatives to evaluate eTail service organizations. Non-probabilistic method of sampling was
used to collect the responses. This study validated the formal e-Tailing quality scale eTailQ, with an alteration which resulted into its
suitability in the Indian context. After validating the scale, four variables were taken for pair-wise comparison, namely website design,
fulfilment/ reliability, security/ privacy and customer services. Results of this study imparts a better understanding of consumer prefer-
ences among different eTail service quality dimensions. This research would be helpful to practitioners in eTail industry to measure
the quality of their services in comparison to their competitors. Since many eTail organizations have attained scale and volumes but
are struggling to reach at sustainable stage, this research may be helpful to bring those organizations at sustainability by knowing which
factor should be given more focus. The analysis of best alternative with given criteria by deploying AHP technique is first-ever done
on e-Tail scale in India.
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