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CSFs and Sample Items
CSFs ~ Sample ltems 7
Customer rclationship Is Web page customized for cach customer? S
CUSTOMER How much sensitive to needs of customers?
Privacy of information [s there any illegal use of customer information?
PRIVACY Do you honor privacy rights?
Low-cost Operation What is cost/revenue ratio?
LOWCOST What is overhead cost ratio?
Lase of usc How EASE to recognize meny?
EASE [s web page sequence logical?
EC strategy Is there EC stratepy?
STRATEGY Is strategy ntegrated with IT strategy?
Technical EC expertise Do you have EC expert(s) in company?
EXPERTISE Do you have necessary EC technology?
Stability of systems How often system is disconnected?
STABILITY How constant system s working?
Security of systems Do you have enough protection from hacking?
SECURITY How secure customer information??
Plenty of information [s therc enough information about poods/scrvices?
PLENTY [s information relevant?
Variety of poods/services Is there variety of goodsiservices?
VARIETY Do you carry top-brand goods/services?
Speed of systems How fast is retricval time?
SPEED Docs speed fluctuate at peak and of 1 times”
Payment process Is customer payment safe?
PAYMENT Do you accept variety of payment?
services Do you provide A/8?
SERVICES Do you have technical service hot lines?
Delivery of goods/services How accuratc your delivery to cuslomers”?
DELIVERY Are Goods delvered the same as on the sereen?
Low price of goods/serviges Are your prices of goods/services competitive?
LOWPRICL Are Shipping and handling charges reasonable?
Evaluation of EC operations Do you have metrics for EC?
EVALUATION Do you have metrics for web sites? )
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