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A Service Design Model of Cross-Border E-commerce Based on Trust

ZHOU Mei-yu, LI Chao, SHUAI Ru
(East China University of Science and Technology, Shanghai 200237, China)

ABSTRACT: The work aims to build a service design model of cross-border e-commerce to enhance cross-border
e-commerce consumers' trust and satisfaction, thereby enhancing the consumers' shopping experience. 16 service design
elements were extracted according to stakeholder trust framework model and service process. According to the categories
of service design elements, 16 service design elements were classified into 4 categories and the hypothetical relationship
between design elements and user trust was established. The above-mentioned hypothesis was verified by questionnaire
survey. Data analysis results show that, 13 of the service design elements are significantly positively correlated with user

trust. Finally, the virtual design practice verifies the aforesaid design elements' role in cross-border e-commerce trust.
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Fig.1 Model of service experience-trust relationship
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