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Abstract

In recent years, due to the outbreak of the Epidemic COVID 19, the fresh food e-
commerce industry has also emerged, and the rapid expansion of the industry has also
caused a series of developmental problems. In addition to the logistics and
transportation issues and marketing strategies that the industry has been concerned
about, one of the most important focuses is the research on improving consumer
satisfaction. Besides the fact that fresh food e-commerce allows consumers to buy their
favorite fresh products without leaving home, the subject of popularity among many
fresh food e-commerce platforms is also highly regarded. In other words, the matters
with popular platforms on which customers can choose and purchase products trustfully
have become the e-commerce companies’ main concerns. This paper studies how
fresh food e-commerce can improve consumer satisfaction > and uses the SERVQUAL
scale to design IPA-Kano.

Keywords: Fresh Food E-Commerce, SERVQUAL Scale, IPA(Importance-
performance analysis), Kano Model
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