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Fig.l Spatial differentiation of service quality of Taobao stores in China
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Fig.2 Interaction strength of service quality in Taobao stores
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Spatial Differentiation and Influencing Factors of Service Quality of
Electronic Shops in China: Taking Taobao Stores as An Example
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Abstract: The scale of China's online business has exceeded the order of ten trillion, and online business has de-
veloped into China's largest business group, with tens of millions of practitioners. Taobao (www.taobao.com)
has become China's largest e-commerce trading platform, and it has become an important way for urban and ru-
ral residents to consume. Based on Taobao's five most common types of crown and gold crown shop data, a
Taobao stores service quality evaluation index system was constructed, using entropy-TOPSIS, gravity models,
and geographic detectors to analyze the overall service quality space of Taobao in China and the five major cat-
egories differentiation characteristics and influencing factors. The results show that: 1) Taobao stores in munici-
palities, capital cities, and economically developed cities have higher overall service quality than major less-de-
veloped cities. Household Taobao stores and electronic Taobao stores have a higher concentration of high-qual-
ity service areas than clothing Taobao stores, beauty Taobao shops, and food Taobao stores; 2) The service
quality of the entire Yangtze River Delta and the Pearl River Delta regions and all major types of stores are net-
work-shaped, and the service quality of the two cities interacts strongly; Beijing, Wuhan, Zhengzhou and other
cities have a ‘central-peripheral’ radiation pattern; Two or two other cities are weakly connected. Spatial con-
nection of service quality of beauty and food Taobao stores is more complicated than that of electronics, cloth-
ing, and home furnishings, and the strength of urban connection is better than the latter three categories. 3) The
total retail sales of consumer goods plays a decisive role in the service quality of Taobao stores. In addition, the
total amount of regional freight, the number of broadband Internet access households, the level of urban admin-
istration, and the number of ordinary colleges and universities play a supporting role. The influence factors of
Taobao store service quality in the eastern region are highly interrelated, mainly multi-factor superimposed ef-
fects; the central region has a certain level of influence, and the influence of each factor is obvious; the western
region is similar to the central region. However, the influence of each factor is weaker than that of the central
region; there are relatively few influential factors in the northeast region, and each factor individually affects

the service quality of Taobao stores.

Key words: Taobao stores; e-commerce service quality; spatial differentiation; China



