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Providing mixed model BSC-DEMATEL to analyze the performance

indicators of e-commerce: Case Study of Iranian e-market places
N. Beighzadeh, S.K. Chaharsooghi, A. Sajedinejad

ABSTRACT

The tendency towards globalization, technological change, customer orientation, the increasing use of the
Internet, e-commerce, has increased the intensity and variety of competition between organizations.
Therefore, identifying and applying the new methods of performance evaluating is essential. Prerequisite
for any improvement is recognizing the strengths and weaknesses, and evaluation is necessary for the
recognition. Therefore, the purpose of this article was to evaluate the commercial sites of Iran. In this
study, the balanced scorecard (BSC), is used. Methodology of this study is survey. Using the Delphi
technique in building research tools, led to the development of a questionnaire with 75 key performance
indicators in e-commerce. Then, applying a balanced scorecard approach, effective indicators in each four
balanced scorecard perspectives were identified. DEMATEL statistical technique was used to determine
the importance of different perspectives, Indicators, and identify causal relationships between the four
perspectives and provide the proposed model. The findings show that financial perspective, has the most
important role and most affected by the other perspectives. Growth and learning perspective has the
greatest impact on other perspectives.
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