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The study aims to develop the service attributes prioritization procedure by integrating
4 indices which is performance-expectation gap, Kano model attributes, importance slope and
benchmarked' performance.

The study presents the service attributes prioritization procedure, which consists of
three major procedures by the integration of 4 indices as follows. The first procedure is service
attributes prioritization procedure by integrating internal priority indices, which integrates three
internal priority indices (performance-expectation gap, Kano model atiributes, service,
importance slope), which reflects target business competency, together in the structure of
algorithm process and results in internal priority orders. The second procedure is service
attributes prioritization procedure by integrating extermnal priority index, which uses
benchmarked performance as priority index in the algorithm prioritization procedure and
results in external priority orders. The third procedure is the internal and external priority orders
integrating procedure, which considers internal and external priority orders together on the
prioritization diagram and results in total priority orders. Then, the developed procedure is
implemented on the electronic commerce website to guide the management team for suitable

resource allocation further.





