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ARTICLE INFO ABSTRACT

Business-to-Customer (B2C) e-commerce systems cover a wide
geographical area and a wide range of customers. One of the new ways
to respond well to customers is a sharing economy. Sharing economy
is an innovative business model with an emphasis on community and
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EXTENDED ABSTRACT

Introduction

With the growth and expansion of the use of internet-based systems, new challenges
have been created in various areas of business systems. E-commerce systems operate in
wider geographic areas than traditional business systems. This issue causes a wide range of
users with cultures, patterns and social structures to conduct transactions in e-commerce
systems. Geographical extent and the existence of multiple social structures of users,
especially in business-to-customer (B2C) e-commerce systems, are more tangible.

In this type of business system, the number of customers and the number of enterprises
are higher compared to other business systems, and the two concepts of the extensive
system and the absence of exclusive accountability structures are relevant. Although the
high geographical spread of customers is an advantage, the need for responsive structures
with management capability and geographical expansion is a major challenge for
enterprises for this type of business system. Businesses use various mechanisms to respond
to the requests of customers with a wide geographical range. One of the most important
solutions is the use of sharing economy.

Although the use of the concept of sharing economy makes it possible for enterprises to
respond to customers' requests in a wider geographical area, there are different policies in
the field of responding to customers' requests. Different policies governing other
enterprises affect concepts such as social and cultural values and concepts that are valuable
from the point of view of the enterprise or customer: This issue is particularly important in
the field of social values from the customer’s point of view. The concept of social values
causes the customer to leave the business system in the event of an incident during trading
activities, which leads to the violation of one (or more than one) concept of social values
governing the customer.

On the other hand, the enterprise uses the resources of other enterprises based on the
concept of sharing economy and cannot interfere in the management and supervisory
affairs of the third enterprise. This issue is also present in many sharing economy systems
such as Uber and Airbnb, and the enterprise at the core of the activity cannot interfere with
many affairs, dos and don'ts, as well as the social structures governing the service providers.

In previous research, sharing economy has been proposed as a concept in enterprises.
In most of the past research studies, researchers have addressed the framework of the
sharing economy and the factors affecting it. However, considering that the sharing
economy is one of the social innovations derived from the community, no research has been
conducted on the use of social values influenced by the sharing economy so far. Therefore,
the sum of the mentioned factors makes it necessary to consider the role of social value in
B2C e-commerce systems that use the sharing economy to serve customers, so that
enterprises can, based on a conceptual model, maintain the values of customers and provide
services in a wider geographical area. Therefore, the purpose of this research was to
investigate the effect of the sharing economy on B2C e-commerce systems with the
mediating role of social value. In summary, this study attempted to fill this gap by examining
how the sharing economy and social values affect B2C e-commerce systems.
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Methodology

This research was practical in terms of its purpose, and in terms of the research
method, it was a descriptive-survey of the correlation type. Data collection was carried
out in the field. The statistical population of the research included experimental and
academic experts and post-graduate students in the field of information technology
management, totaling 110 at the time of the research. The sample size was determined
based on the Karjesi and Morgan Table; 86 people were selected (30 experimental
experts, 10 university experts, 46 graduate students) using a stratified method for
sampling. Three questionnaires were used as data tools consisting of 33 questions;
questions 1 to 12 related to the factors of the sharing economy (commitment, economic
factor, infrastructure and collaboration), questions 13 to 17 related to social values, and
questions 18 to 33 related to B2C e-commerce. The scale used in the questionnaire was a
five-choice Likert scale, with a score of 1 for the option of completely disagree or very little
and 5 for the option of completely agree or very much. Data analysis was conducted by
structural equation modeling method and Smart pls3 software.

Results and discussion

The research findings showed that commitment, economic factor, infrastructure and
collaboration had a positive and significant effect on social value. In addition, social value
had a positive and significant effect on B2C e-commerce systems.

Commitment is one of the most important values in the sharing economy. Considering
the centrality of resource sharing in the introduced research model, commitment focuses on
all matters of sharing and using other people's resources and causes the formation of
relationships. Therefore, B2C enterprises that intend to communicate and cooperate must
adhere to their obligations both as service providers and as service receivers. Otherwise,
they cannot use the advantages and benefits of this ecosystem. According to the guarantee
that is created in the commitment, trust is created and this trust causes the success and
stability of the transaction. The economic factor represents the set of factors that two B2C
companies use to create a sharing economy system. They specify many interactive and
communication patterns between commercial enterprises as well as variables such as the
flexibility of enterprises in implementing activities related to customer requests. Therefore,
the economic opportunities that the sharing economy creates for enterprises include:
promoting economic growth, business opportunity, supporting small businesses, economic
empowerment, sustainable consumption, productivity and cost reduction. A technology-
driven infrastructure facilitates communication between B2C e-commerce systems and
affiliates. Infrastructure creates value in B2C e-commerce systems through the formulation
of frameworks and rules between systems and the correct and optimal management of
interactions. Therefore, the sharing economy infrastructure reduces the transaction cost of
establishing communication and sharing resources, products and information among
enterprises by eliminating intermediary groups. The infrastructure provides appropriate
security in different sectors, the possibility of customization, ease of access to use resources,
the compatibility between the service recipient and the service provider, and the protection
of user privacy. In the sharing economy, enterprises look for strategic cooperation and
finding common interests, and from the path of interactive advantages, they reach
competitive advantages so that they can move in the direction of customer value. One of the
fundamental effects of the sharing economy is that knowledge is widely accessible and
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easily attainable and can be used by enterprises, different people and communities in
different ways with different goals. Technology and social networks enable information flow
and support information sharing. Therefore, businesses, their customers and contractors
can achieve new values through shared resources. Social values enable commercial
companies to operate with each other according to the conditions governing each other's
social values and also the conditions governing the social values of customers. Therefore,
social values show the dos and don'ts of the sharing economy. These values are directly
derived from the community and affect the type of resource and the type of sharing.

Conclusion

Appropriate response to customers is the most important goal of B2C e-commerce
systems. In this research, B2C e-commerce systems use the sharing economy mechanism to
develop their systems and communicate with other B2C e-commerce systems to solve
customer requests. One of the important concepts in the use of the sharing economy is the
role of social value. The sharing economy emphasizes values such as commitment, economic
factor, infrastructure and collaboration among the social values that govern society
according to the research literature and the experts’ confirmation in the current research,
and enterprises should consider the mentioned values. If B2C e-commerce systems cannot
adapt to the customers’ social value environment and other B2C e-commerce systems,
customers will leave or start doing business with other businesses.
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