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Abstract

Purpose: Today, with the development of e-commerce, society is experiencing a business revolution. E-commerce
gradually has been accepted more and more and changed people’s lives. The aim of this research is to determine to the
critical performance criteria in balanced evaluation of Iranian online B2C business stores using a hybrid Balanced
Scorecard (BSC) and multi criteria decision making (Fuzzy ANP and Fuzzy WASPAS) approach.

Methodology: Considering research objective, it’s an applied research, regarding method it’s descriptive and based on
analysis method, it’s a quantitative- mathematical modeling study. The statistical population of this study includes owners
of online businesses in Rasht city.

Findings: After reviewing the literature and identifying online stores’ evaluation criteria, these criteria were classified
based on the four perspectives of BSC. Next, the importance of the criteria was determined using the Fuzzy Analytical
Network Process (ANP) technique, among which operation management (0.15848), sales (0.14957), market share
(0.13710), customer satisfaction (0.12409) and customer relationship management (0.10527) are the most important
criteria, respectively. Finally, based on the results of evaluating 10 Iranian online stores using Fuzzy WASPAS technique,
Digi Kala, Digi Style, and Chareh stores were ranked first to third.

Originality/Value: In this research, B2C online store brands wete evaluated and ranked with a mixed approach of
FANP and FWASPAS and based on the research results, executive and research proposals were presented.
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Table 1- Performance evaluation indicators of online store brands.
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Table 1- Continued.
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Figure 1- Execution stages of research.
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Table 2- Linguistic scales to express the degree of importance.
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Figure 2- Comparison of two fuzzy triangular numbers.
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.Table 3- Scale for evaluating options
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Figure 3- Structure of online store evaluation networks.
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Table 4- Final prioritization of the criteria under review and their weights.
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Table 5- Initial decision matrix.
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Table 6- WSM, WPM, Q and P values.
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Table 7- Final ranking of online stores.
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