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Working Title

Examining the development of ecommerce within business towards customer satisfaction

Introduction

Over the years there has been a drive in advances in technology which has led to an increased use in
computer technology, therefore organisations are striving to do everything business related online.
From the promotion of their business to online banking, these pushes have resulted in customers
doing business online rather than on the high street. With the push of ecommerce for people to
shop online, the purpose of this study is to identify the development of ecommerce overtime and if
those that purchase online are satisfied with the experience.

The research will primarily cover how people shop for items online by asking them a series of
questions about their experience, the research will not focus on comparisons to shopping on the
high street since its purpose is to find the relationship between ecommerce and a user’s satisfaction
to using the services. To limit the research, data will be collected from only those that shop with the
following through ecommerce including Amazon, EBay, Tesco and Argos this is so that comparisons
between how they have implemented ecommerce into the business can be studied and reduces
unnecessary questions asking about specific websites features. Additionally the study specifically
covers online shopping and therefore will not cover the emergence of banking within ecommerce. It
is important to learn about the development of ecommerce because it has played a vital role for
business since it was first implemented during the 90s.

Research Objectives

1. Identify the history of ecommerce through its advancements and see the changes it has
made to businesses in the way consumer's shop for products.

2. Define ecommerce and how it works, then provide the benefits and drawbacks for
consumers using these services.

3. Identify the progression that ecommerce has made in terms of the number of customers
that shop online.

4. Understand why businesses have adopted ecommerce within their business models

5. Investigate how ecommerce varies throughout different businesses and how they enable
their customers to purchase items.

6. Analysis of how Amazon.com uses ecommerce to sell products through the internet to its
CONsSUMmMers.




Literature Review

The emergence of ecommerce was identified more than ten years ago when according to Heeks
(2000) the spread of ecommerce was rapid where he predicted that “more than US51 trillion-worth
of goods and services are likely to be traded electronically by 2003” (p.1) he continued to state that
this would affect the world of business and trade at alarming rates. He continues to states thata
starting up business could adopt ecommerce to support its business but outlines the challenge of
doing so through “stepping stones” (p.3).
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Figure 1: S5teps to implementing E-commerce (p.4)

The development of ecommerce is further evident when Cyr (2010) identified that “there are over 1
billion Internet users worldwide representing a 183% increase since the year 2000" (p.47).
Academically e-commerce is defined as “the use of the Internet and the Web to transact business”
(Laudon and Traver, 2007) where exchanges in products are made digitally between businesses and
its customers over the internet. A PowerPoint by Laudon and Traver (2007) identifies how
Armazon.com operates as an online retailer, which is divided into two sectors, Armazon Retail which
operates as a standard retailer by buying and selling goods, but also Amazon Services which allows
users to set up items which they can sell.
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Figure 2: E-Commerce Project Sales [eMarketer, 2013)

An article by Eid (2011) outlines the importance for businesses to identify the satisfaction of their
customers when they use their services so that their website can be improved to reflect their needs
where he says that the ease and contents of a website can determine whether someone purchases
online, therefore the drive for businesses to constantly update their websites is essential for shares
in the market and motivates the consumer to purchase again, thus increasing the customers loyalty.
Similar evidence was found by Cyr (2010) which identified satisfaction to have a stronger impact on
loyalty than trust in an e-service environment.

Research Strategy and Methodology

In order to answer the objectives of the study, primary research needs to be carried out which will
involve the collection of data. Both qualitative and quantitative data will need to be collected in
order to meet the research objectives set as they are both appropriate to answering them therefore
a mixed methodology will be carried out. In addition since there is a lack of literature to answer the
question in study this primary research needs to be done. Qualitative research would involve
interviewing a random member of staff working at either of the stores listed in the introduction of
this study which utilise ecommerce into their business model. The interview would be carried out
semi-structured which gives the interviewee more freedom over structured interviews meaning that
they can share their own opinions about the service, adding more depth and meaning to the
information that is received back from the recipient. Additionally it allows the potential to answer
some of the other research objectives e.g. although this is intended to specifically answer objectives
numbers 4, 5 it would also contribute to answering numbers 2 and 3. The data from the interview
will be collected with an audio recorder so that transcripts can be analysed in the findings by
identifying themes relating to the business and their ecommerce services. The benefit of using an
interview over other methods of data collection is that it gives the interviewee freedom over




answering questions, since the purpose of interviewing the member of staff is too find out about
how ecommerce is used within their business. This means that bias is prevented because the
guestions are not asking specifically about their model. E.g. if a questionnaire was used it would
mean that the true meaning of the model would not be understood since they would be selecting
from options that have been pre-set. However a drawback of using an interview means that
preparation and agreements with member of staff would need to be agreed beforehand so that the
interview can take place, this is time consuming and does not guarantee that the participant will
want to carry out the interview therefore finding someone to carry out the interview is harder than
giving out questionnaires.

Additionally quantitative research would also be used in order to answer all of the objectives, data
would need to be collected from consumers that shop online. A questionnaire would be carried out
to consumers in a shopping centre with pen and paper asking about their experience of shopping
online and would need to ask relevant questions relating to the study including their satisfaction.
Furthermore when carrying out the questionnaire, it will need to be done at different locations e.g.
different shopping centre since people at different locations may have different experiences using
ecommerce services. However in order to take the costs of travelling into consideration, the
distances between these locations must not be very far away. The method of sampling this data to
represent the entire population would be through systematic sampling which reduces the bias that
is found from random sampling. Once the sampling size has been identified it means that every nth
of the population is selected. For example every 10" person that walks past would participate in the
questions, this reduces any bias because the 10™ person is always selected reducing the control on
the specific person that is selected. However despite collecting information from many people being
quicker than interviews, it does not guarantee that all questionnaires will be completed which often
results in low response rates. In addition multiple choices can lead to inaccurate results since many
may select any option at random. However despite these negatives the research method is suitable
to answer the intended research objectives of 1, 3, 5 and 6. Furthermore the computer programme
called SPS5 would be used to analyse produced graphs including bar charts which can be created
from the data obtained from completed questionnaires.

Logistical and Ethical Considerations

When carrying out the research and collecting data there needs to be a great consideration in terms
of ethical issues, therefore those that are involved have rights and they must be followed. When
conducting the interviews and questionnaires with members of the population it is important that
they have agreed to comply with the research and its purpose. This would be done by getting an
informed consent, in this consent there would be an explanation of the research and how their
information would be used within it. Additionally this informed consent would be presented on a
form which the interviewer and the interviewee would agree to which legally protects them both.
Furthermore this informed consent must reflect exactly what will be done and must in no way
deceive the participant in thinking that information will be used differently.




In addition if a participant does not want to continue with the research then they will be given the
option to withdraw so that they are not pressurised into completing the research and additionally if
they do not accept the informed consent they will not be interviewed or given a questionnaire.
Furthermore any confidential information about the participants will not be used within the study so
that participants remain anonymous. Questions within the interview or gquestionnaire will not be any
that would put the participant under mental discomfort and there must be full respect for those that
have agreed to participate. In relation to health, risks assessments would need to be carried out to
prevent any risks when collecting the data. Completed transcripts and questionnaires must be kept
securely to prevent data being stolen or lost. When entering this data for analysis on a computer e.g.
5PSS including questionnaire responses, the data must be kept securely under the data protection
act and means that any information will be deleted when it is no longer needed.

Outcomes of Study

In order to gain the potential outcome of the research, data collected from the participants must be
analysed in relation to the aims and objectives of the research. From these results it would be
expected that ecommerce has become a vital part for business and would expect that the
interviewees would provide some insight including the importance of the ecommerce within their
current business models e.g. it is becoming easier to use their websites to shop, contributing to
customer loyalty online. The customer satisfaction would vary between the different ecommerce
services however there would be a clear overall indication of how satisfied customers are when
shopping online and would expect that overall, customers are satisfied with shopping online due to
evidence showing increases in trade online over the years as seen in the background literature which
contributes to the success of ecommerce.
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Research Question:
You have provided a clear research area and

/ 1 O O have given some quite considerable attention to
the research questions and the objectives that

ensue from this.
13/20 %

Background Literature:

There is quite considerable evidence of
background reading through your review of some
good literature ideas and you demonstrate this
quite well in your selection and of ideas from
sources that underpin quite well your own
thoughts. .

12/15 %

Methodological approach:

You have explained and justified a quite clear
selection of the methodological approach and
techniques for data collection and analysis. You
defend your mixed methodology approach quite
well and you identify particular methods and
represent these effectively. Your interviewing of
staff rather (in shops) rather than consumers is
a little unclear as your overall goal is consumer
experience.

20/30 %

Ethical Issues:

You have provided a quite clear consideration for
ethical issues and to some extent how you will
handle them and why they are important.
Logistical issues are also attended to. | would
have expected some references here.

10/15 %

Project Planning:

A quite clear idea and representation of the
planning that you envisage for the project is
provided in a suitable table.

6/10 %

Presentation:
Your clear presentation and good quality



structure, style, grammar and referencing is
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