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Design and Optimization of Online After-sales Service
Process Based on HTA

LI Wen-qgin, LI Jing, YUAN Xiao-fang, MA Ling-rui
(Xi'an University of Science and Technology, Xi'an 710600, China)

ABSTRACT: This paper aims to explore the problems existing in the operation process of online after-sales service, and
improve the operation experience of users. According to the construction rules of HTA model and the characteristics of
online after-sales service operation process, such e-commerce platform as Taobao, Tmall, JD and Pinduoduo are selected
as the representatives for hierarchical task decomposition and comparative analysis. The operation process is sorted out
and the hierarchical structure chart is drawn. The performance experiment is conducted by simulating the real after-sales
service operation scene by programming software, and the task operation time and task operation completion rate are ob-
tained by the USE usability scale and in-depth interview. The results show that Taobao is better than JD in terms of op-
eration time, operation error times and usability, and the operation interface is an important factor affecting the user's op-
eration experience. the conclusion and optimization suggestions are as follows: appropriately reducing the repetitive op-
eration can effectively reduce the operation time and improve the operation efficiency; improving the accuracy of the in-
formation expression of the operation interface can reduce the operation error, reduce the confusion of the information
displayed on the interface, thereby improving the user's operation experience.
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