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ABSTRACT

The current technological advancements have played a crucial role in
personal and business life, mainly through the Internet and e-commerce websites.
Developing high-quality websites across various dimensions has become essential for
practical results and meeting the expectations of website users. This research explores
the efficient utilization of resources in developing an e-commerce website for auto
parts. The Importance-Performance Analysis (IPA) tool is employed to study and
analyze different website quality dimensions as perceived by users purchasing auto
parts.

An online questionnaire was used to collect data for this study, and a
sample group of individuals who have utilized the website service for purchasing auto
parts was surveyed in a real-world setting. The study’s findings indicate that when
considering the overall assessment of website quality for purchasing auto parts, four
groups of variables can be distinguished based on their importance and the practical

results of using the website service.
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Quadrant 1, labeled as “Concentrate Here,” represents variables deemed
highly important but have low satisfaction scores regarding performance. Customers
may not prioritize these variables, but the website for buying auto parts excels.
Consequently, the investment of resources in these areas can be reduced to allocate
them to parts that customers value more. No variable group falls within this quadrant.

The Service Interaction and Overall Quality groups are positioned in the
second quadrant, labeled “Keep up the Good Work.” This quadrant signifies significant
variables that perform well according to customer satisfaction scores. Maintaining these
high service levels is crucial as customers highly value them.

The Third quadrant, labeled “Low Priority,” encompasses the Usability
and Information Quality variables. Variables within this quadrant have both low-
importance scores and low-performance satisfaction scores. Although customers may
not prioritize these variables, the website for purchasing auto parts should still work
on improving these areas. However, there is no urgent need to rush the improvements
as the importance scores are low.

Quadrant 4, denoted as “Possible Overkill,” consists of variables with low
priority but high-performance satisfaction scores. Customers may attach little
importance to these variables, yet the website for buying auto parts performs
exceptionally well in these areas. Therefore, resource investment in these variables
can be minimized, allowing for allocation to areas that customers prioritize. No variable
group falls within this quadrant.

It is important to note that the results may differ when considering the
specific details of each variable group. The cutoff point for determining which parts
need improvement or require reduced investment varies based on the mean of the
importance score and the satisfaction score for each variable group. Therefore, to
understand which parts need improvement, it is necessary to consider the overall view

of all variable groups and the details within each variable group.
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