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[bookmark: _Toc510121238]What is eCommerce
[1] defines ecommerce as ‘EC [ecommerce] is the process of conducting business electronically…the advertisement and procurement of goods and services over the Internet.’  Over the last 20 years, ecommerce has revolutionised the way consumers shop. From online auctions to online store fronts and digital catalogues to huge retailers selling everything from A through to Z [3]. 
eBay has transformed from its early model of giving people everywhere an online channel to sell things they no longer want, to becoming a tool within which retailers create online stores, and a channel through which other online retailers sell through. Thanks to giants like Amazon and Alibaba, products from half way around the world can now be bought by customers across the globe. Who expect delivery in a matter of days, no longer weeks. [2] ‘E-Commerce has the ability to access international markets that used to be difficult to enter due to high transaction costs and other market access barriers.’
Just as eCommerce has taken up its place as a core element of modern retail, the tools used to create eCommerce web sites are becoming more of a commodity. Thanks to what Simon Wardley refers to as the ‘[value chain] evolution axis’ [4].
When creating an eCommerce store there are many different ways to create one in 2018:
· A custom built (coded) website using HTML/CSS and integrating with different payment provider application programming interfaces (API’s).
· An online web builder that generates a generic online store with plug ins for processing payment, e-marketing, analytics and so on.
· An online web builder that allows for a custom-built website with a whole multitude of plug ins selected from an Apple style app store.
· Social Media store fronts such as Facebook Market place. Enabling ecommerce within a social platform.
· Online store fronts through ecommerce channels like eBay.
· Online store fronts with fulfilment services like Amazon.
· Outlets to sell a design through someone else’s online store front, with the ability to utilise value added services such as printing your design on a t shirt like Spreadshirt.










Each of these options has many benefits and disbenefits, which bear relevance depending on the outcome you’re trying to achieve. For the purposes of this task, an ecommerce website is required. The author assessed different solution options to complete this task, against a criteria based on the author’s needs, see figure 2. Based on the authors research of the most popular ecommerce builders were assessed. These are Shopify, Wix and BigCommerce, see figure 1.





Figure 1

Figure 2
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	Professional layout and design.
(Themes) 
	 
5
	 
5
	 
5
	 
4
	 
4

	Product Support for businesses
	 5 [*1]
	4 [*2]
 
	5
	5
	4

	Ease of a range of payment integrations
	 
5

	 
5
	 
5
	 
5
	 
3

	Ability to sell through additional channels (Facebook, Amazon, EBay)
	 
 
5 [*8]
	 
 
4 [*4]
	 
 
5 [*3]
	 
 
2 [*6]
	 
 
5 [*5]

	Responsive to mobile devices. 
	 
5
	 
5
	 
5
	 
5
	 
5

	Shopping-cart (including MI and abandoned cart function)
	 

5

	

4 [*7]  
	 

5
	 

5
	 

4

	Ability to create a prototype site for as low a cost as possible 
	 
3
	 
5
	 
3[*9]
	 
1
	 
4

	Ease of use through the GUI to create a web site
	 
1
	 
5
	 
5
	 
5
	 
5

	Marketing integrations, including push email & social media
	 
5
	 
5
	 
5
	 
2
	 
3

	Suitability for The B Side solution
	0
	5
	4
	2
	2

	Total
	39
	48
	47
	37
	37



See figure 3 for table references.




[*1] ‘With Shopify, you get the best possible customer support at any time of the day. They literally mean it when they claim that they are available to you 24×7. You can get in touch with the Shopify support staff for any technical issue or website-related problem via email, live chat or telephone. If that was not enough, they also offer four different international phone numbers on which you can call them, depending on your region.’  [10]
 
[*2] ‘Phone Support – (but not 24/7) Email, Forum.’ [11]
 
[*3] ‘eBay totaled 167 million shoppers and $84 billion in sales at the end of 2016. Our industry-first native integration enables you to increase sales by selling directly to that massive customer base, right from your BigCommerce control panel.’ [12]
 
[*4] ‘Boost your sales by showcasing your eBay products within your Wix site. eBay ecommerce allows you to setup an eBay store on your Wix website, then let customers browse your product range without distractions from competing eBay sellers.’ [13]
 
[*5] ‘Spreadshirt amps up their international presence as the leading e-commerce platform for print on demand apparel and accessories with a hyper focus on offering multiple key market place channels to connect global sellers and consumers. External Marketplaces was specifically created to cultivate partners like Amazon, eBay, Rakuten, and Sears.’ [14]
 
[*6] This doesn’t compare to the other simple integrations where you list your product on your website and it’s available as a product to buy on ebay. This solution requires you to create an ebay store and use Amazon Fulfilment. ‘Fulfilment by Amazon (FBA) is a group of fulfilment solutions offered by Amazon to its sellers, in order to empower them to trade faster and easier across Europe. Opting for FBA essentially means choosing to let Amazon store, pick, pack and deliver your products to the buyer’s address’ [15]
 
[*7] ‘No abandoned cart delivery.’ [16]
 
[*8] ‘Customers can easily browse your products and collections using the new, always visible, Shop section on your Facebook Page. It's never been easier to sell products on Facebook.’ [17]
[*9] ‘Try BigCommerce free for 15 days, then pick a plan.’ [18]


















Figure 3



[bookmark: _Toc510121240]eCommerce Website Tools Evaluation
Based on the above comparison, the author decided to investigate the three highest scoring solutions; Wix, Shopify and BigCommerce.
[bookmark: _Toc510121241]Wix
Wix was previously just a website builder. But is now a credible ecommerce platform. Wix has a great feature set out of the box, with great themes, simple to add products page, easy integration to payment methods, with a range of plug ins for additional payment providers. Easy to set up shipping and tax settings for products individually or as a whole. Products can be grouped in to collections, aiding product search. The author found it remarkably easy to navigate, which helped in the discovery of features such as gift cards, coupons, marketing features, social media integrations and analytics. On top of these is a huge selection of apps across a variety of topics, available from the Wix app store. Please see overleaf for screenshots taken from the author’s evaluation of Wix.
Adding a product image to eCommerce store.
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Adding product price, description, ‘on sale’ parameter.
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[image: ]Product list view, with useful navigational suggestion prompts from Wix.







[image: ]Connecting payment channels with ease.










[image: ]Setting the same tax amount for all products.











[image: ]Setting up invoices







[image: ]Setting up SEO optimisation for the store.
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Big Commerce as a tool is mightily impressive. From the authors research it had by far the widest range of tools and integrations. It was easy to use and provided professional looking templates. If an organisations primary business were ecommerce, the author is in no doubt Big Commerce would be the best solution. However, for a small business whose primary business is not ecommerce, this solution is significantly more than is required. Particularly impressive was the range and depth of the analytics offered by this solution. A very useful page was the analytics covering the four stages of the purchase funnel. [5] states the purchase funnel is the process whereby ‘consumers systematically narrow the initial-consideration set as they weigh options, make decisions, and buy products.’ Please see below for screenshots taken from the author’s evaluation of this tool.
Showing the options to create a site for Enterprise, small businesses and business to business (B2B) organisations.
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Showing the GUI, simple menu down the left hand side, easy navigation with a large view to identify what is being changed.
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[image: ]Screenshot showing how a bespoke company logo can be added










[image: ]Adding products to the store.






[image: ]Showing added products within the product list.











Individual product view showing recommended products also.


















Product catalogue page.
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Setting up a carousel of products for the home page.
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[image: ]Setting up voucher codes for discounts.











[image: ]Exploring setting up selling through eBay from within Big Commerce.


















[image: ]Exploring the app store within Big Commerce to set up payment methods











[image: ]Setting up Google Adwords integration from within Big Commerce


















[image: ]Exploring the analytics capabilities.











[image: ]Analytics on customers






[image: ]Analytics by purchase funnel process steps.
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From the author’s research, Shopify is rated highly across the internet as one of the leading eCommerce builder tools. It does have a range of out of the box features, good dashboarding of metrics, ability to view a product catalogue, adding items for sale is relatively simple. But that is where the simplicity stopped in the authors opinion. The author found Shopify difficult to navigate, features such as themes are difficult to find, when adding images to products, Shopify appears to resize the images. So that when products are viewed in catalogue view, the images appear different sizes. This does not look at all professional and the author was unable to alter this within an acceptable timescale. So the author gave up on Shopify. Please see below for screenshots taken from the author’s Shopify evaluation.
Setting up the Shopify store, including the search engine listing.
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[image: ]Viewing the product list.





Creating a product listing.






























[image: ]Product catalogue customer view.






























Store home page showing a selection of products from the product catalogue.





















[image: ]Viewing the design in a mobile phone view to demonstrate the responsive design.








[image: ]Shopping cart page with product added to cart.














[image: ]Exploring the Shopify app store for plug ins.















[image: ]Investigating the analytics package within Shopify.












[bookmark: _Toc510121244]eCommerce Tool Evaluation Conclusion
The B Side is primarily a content creation business, creating both videos and blog articles, reviewing specialist cars and car related experiences. To bring in additional income, The B Side sells organised driving experiences and retails self-branded clothing and accessories, car cleaning products and other car and motorsport related products, including clothing and prints.
For this purpose, Big Commerce is significantly more than is required. Whilst it isn’t always necessary to use all of the features of a product to derive value from it, there would be more unutilised than utilised features. Meaning Big Commerce could potentially add unnecessary complexity to a small organisation such as The B Side. 
As The B Side is already running a website hosted on Wix, managing their blog and social media integrations, it makes sense for the organisation to adopt Wix’s truly brilliant ecommerce solution. It also has no time period expiry on its free tier. Which for an organisation designing it’s new ecommerce offering is a significant benefit. Both Shopify and BigCommerce have a 14 day free trial period, which may not give a new user time to fully explore and learn which features they want to use before the access is removed from them or they’re charged for access. Please see over the page for screenshots of the completed eCommerce store.









The B Side Home Page































[image: ]The B Side Blog Page

The B Side Videos Page
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The B Side Events Page with Scrolling Gallery
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‘Drive The B Side’ Event Booking Page with payment option
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The B Side Shop Page, highlighting ‘NEW’, ‘BEST SELLER’ and ‘SALE’ items.
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A Product Page showing item description, images, colour options, size options, buy now, add to cart, payment options and social media sharing links.
[image: ]







Same product page as above, with black option selected, size selected as large and quantity 2.
[image: ]

[image: ]Another product page for a mobile phone case showing phone model must be selected from list.

















[image: ]Screenshot showing cart and payment options











Showing SEO settings for the shop page.
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When creating any website it is important to consider web design guidelines. [6] states ‘Web usability guidelines play an important role for web designers to ensure the usability and accessibility of websites when designing and evaluating websites.’
The World Wide Web Consortium (W3C) [7] publishes guidelines by topic area. The table below in Figure 4, is taken from their website (www.w3.org/standards/webdesign/) and details the different areas the guidelines cover.
	HTML & CSS
HTML and CSS are the fundamental technologies for building Web pages: HTML (html and xhtml) for structure, CSS for style and layout, including Web Fonts.

	JavaScript Web API’s
Standard APIs for client-side Web Application development include those for Geolocation, XMLHttpRequest, and mobile widgets.
	Graphics
W3C is the home of the widely deployed PNG raster format, SVG vector format, and the Canvas API.

	Audio and Video
Some of the W3C formats that enable authoring audio and video presentations include HTML, SVG, and SMIL (for synchronization).

	Accessibility
W3C’s Web Accessibility Initiative (WAI) has published Web Content Accessibility Guidelines (WCAG) to help authors create content that is accessible to people with disabilities
	Internationalisation
W3C has a mission to design technology that works across cultures and languages. W3C standards such as HTML and XML are built on Unicode, for instance.


	Mobile Web
W3C promotes “One Web” that is available on any device. W3C’s Mobile Web Best Practices help authors understand how to create content that provides a reasonable experience on a wide variety of devices, contexts, and locations.
	Privacy
The Web is a powerful tool for communications and transactions of all sorts. It is important to consider privacy and security implications of the Web as part of technology design.
	Math on the Web
Mathematics and formula are used on the Web for business reports, education materials and scientific research. W3C’s MathML enables mathematics to be served, received, and processed on the World Wide Web, just as HTML has enabled this functionality for other types of content.


Figure 4

[bookmark: _Toc510121246]Custom Branding 
A custom logo has been created using Adobe Photoshop for the organisation ‘The B Side Wales.’ The logo was created with the mindset of it having look good anywhere. The B Side Wales already had an existing logo. However, for the purposes of this exercise the author was required to design an additional logo. Many organisations have more than one logo, but maintain an element of consistency across their logo sets.  An example of one such organisation is Adidas. Adidas have a few different logos and the logo used depends on which fits the object best. However, there is consistency throughout these designs. Every Adidas logo always features three lines and the Adidas name. See figure 5 below.
[image: Image result for same company different logo]



Figure 5 [8]


In keeping with the Adidas approach, the new B Side logo incorporated the circle and the swoosh, with the aim of maintain consistency between the logos to ensure it’s instantly recognisable as The B Side Wales. Please see Appendix A for the various designs.
The images below show The two B Side logos in a range of locations, demonstrating how the logo can be used in a variety of locations, and has elements of consistency between the designs. Please see Appendix A for additional designs created during the design process.
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Throughout an organisation there are specialist areas, HR, Finance and procurement for example. Each of these business is likely to have different software needs and there are many purpose built applications for each of these specialist areas. Figure 6 lists some of these departments, their needs and available solutions.
	Business Area
	Function
	Applications

	Human Resources
	Workforce Management, Payroll
	SAP, Aggresso, Staff Squared, Breathe.

	Procurement
	Purchasing, tracking purchase orders, goods receipt, stock control.
	Wise, 3PL Warehouse Manager, Oracle SCM, Tecsys EliteSeries.

	Estates Management
	Monitoring of physical estate and environment, building management.
	Maintenance Connection, Appfolio Property Manager, MRI Commercial Management.

	Operations
	Making available services, products, content to enable customers to transact with the organisation.
	Data Input applications, Optical Character Recognition software (OCR), Document scanning software, e.g. Visolution, Adobe Document Cloud.

	Call Centre
	Answering customer enquiries, progress chasing transactions, handling complaints. Social Media enquiry handling. 
	Customer Relationship Management (CRM) software, e.g. Salesforce, Zoho or HubSpot. Social media management tools, e.g Sprout Social. Phone call recording e.g Witness.

	Creative/Marketing
	Creating content and campaigns
	Adobe Photoshop for creation of graphics and image manipulation. Video editing software such as DaVinci Resolve.

	Finance
	Budget allocation and monitoring. Purchase orders, accounting.
	SAP, SAGE, Quick Books, Zoho Books.

	Project Management
	Project planning, requirements documentation, allocation of tasks, reporting, budgeting, communication.
	MS Project, Slack, Trello, Jira, Confluence, Skype, RedBooth, 9teams.


Figure 6

It would be reasonable to expect that all of the business areas above, would require a set of tools for word processing, spreadsheets, presentation creation and email. Tools such as Microsoft’s (MS) Office 365 provide these and more, it’s cloud hosted and in addition provides document storage and collaboration tools such as MS Teams and Yammer.
In a large established organisation, it’s likely that each of the business areas will have its own software for performing its business functions, as software use will likely have grown organically over time, unless there is robust governance around software use within the organisation. Where business functions have their own software, this could:

· Increase costs due to multiple software licences.
· Make it difficult to access information as it’s held in someone else’s software or across multiple applications or data stores.
· Make it difficult to locate products or customer information.
· Make it difficult for staff working in multiple business areas due to the need to learn multiple applications.




Applications such as Customer Relationship Management (CRM) and Supply Chain Management (SCM) systems, can alleviate the need for numerous function specific applications, performing many tasks within one application. An example of a market leading CRM system is Salesforce (www.salesforce.com/uk) it has a host of features that could replace multiple function specific systems such as:

· Social Studio – Manages multiple social media accounts in one place.
· Chatter – replaces communication tools such as Yammer and Slack
· Workflow – for managing workflow processes for online and digital services such as complaints handling process.
· Knowledge Base – building of an online repository of information
· Contact manager – holds customer information and records of contacts with those customers across all channels, phone, email and social.
· Communities – create communities of staff to share sales leads
· Analytics – create reports and dashboards from everything stored within the system.
· Salesforce has an app store, similar in concept to Apple’s app store. Salesforce users can develop apps to create specific pieces of functionality, allowing users to further tailor the application to their own needs.












As Salesforce is a software as a service (SaaS) solution, it can be accessed from anywhere across a range of devices, from desktop to Apple Watch. This is likely more useful in an SME than a large organisation where access to business data is more closely guarded.
[image: family-of-lightning.png]
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Supply Chain Management (SCM) systems also amalgamate functionality offered by narrowly focussed applications in to one tool. SCM applications allow users to manage elements such as:



· Capturing business requirements.
· Record the procurement process, important documents and supplier interactions.
· Management of orders.
· Record goods received.
· Inventory management.
· Warehouse management.
· General supplier management.









Figure 7 visualises market share of SCM software by vendor. SAP and Oracle are the clear market leaders but this software can be expensive for SME’s, who may choose one of the myriad of other smaller application vendors.
[image: Top 10 SCM Software Vendors and 2016 SCM Applications Market Shares, Apps Run The World, December 2017 ]











Figure 7


The consolidation of applications across an organisation could go even further. In 2018 Enterprise Resource Planning ERP applications are proving to be a credible alternative to the need to have multiple systems for different specialist tasks. [9] states an ERP system integrates ‘inventory and order management, accounting, human resources, customer relationship management and beyond…into one complete system.’ Therefore, all associated enquiry and reporting tools are part of the ERP system.
The core feature of an ERP system is one central database for all business information [9] ‘The central feature of all ERP systems is a shared database that supports multiple functions used by different business units.’ The table below lists some of the benefits and disbenefits of ERP Systems.
	Benefits
	Disbenefits

	
· Increased accessibility to all business information for users.
· Reduced software licensing costs
· Data consistency, all users are accessing the same data.
· Improved business intelligence, due to a greater ability to forecast as all relevant information is up to date and accessible in one location.
· Improved cross department collaboration on tasks, as everyone is working from the same system.


	
· Cost – This depends on whether your business is a start-up or an existing business which is migrating from other software. Either way there will be a large upfront cost.
· Migration, it could take a long time to migrate all organisational departments in to your new ERP system depending on current software licensing agreements. This can affect the cost to benefit ration/payback of a new ERP implementation.
· Vendor Lock In, ultimately all or nearly all of your business will be using one system. This could lead to vendor lock in when your organisation becomes dependant on a certain feature or if it’s difficult to migrate off of.




[bookmark: _Toc510121248]Recommendations for eBusiness Apps for SME
Without a specific business in mind it is difficult to be precise, however, in general for new SME’s the author would recommend where appropriate based on the business model, that an organisation uses a cloud hosted ERP solution supported by Microsoft’s Office 365 (also cloud hosted). This places no requirement on an organisation to host any business-critical IT themselves transferring or removing a lot of risks associated with IT systems. Microsoft’s suite of tools in Office 365 enable users to access emails, produce documents, maintain spreadsheets, and create presentations. All without needing to deploy and maintain any software to a server as its cloud hosted. 
The ERP system will enable colleagues to work across department boundaries and provide the management tier with a good view of all areas of the business, reduce the number of software licences and versions of software, and enable the business to have a simpler approach to gathering business intelligence. It means the organisation can get on with its core business and not need large numbers of staff to manage its IT estate. Figure 8 shows a comparison of ERP solutions for SME’s. Apprise and Epicor come out top, their cloud hosted approach giving them the edge.






[image: A comparison of the 6 top ERP systems for small businesses.]









www.softwareadvisoryservice.com/software-solutions/erp/6-top-erp-systems-for-small-businesses/


Figure 8


If the SME were to have a content creation element, including creating videos, imagery, social media stories or even web page design, the author would recommend Adobe Creative Cloud. Again it’s a cloud hosted suite of tools covering all of the previously mentioned areas of creativity. Whilst it doesn’t come in at the cheaper end of the market, it’s plethora of tools across, Photoshop, Typekit, Lightroom, Premier Pro, XD, Dreamweaver and Muse, means an organisation almost certainly wouldn’t need anything else in this space. Given its adoption across the creative industry, it also means that hiring staff with skills and even qualifications in this suite of tools would not be a challenge and they could hit the ground running, maximising their value to the organisation. Rather than having to learn and potentially be frustrated by multiple cheaper applications.
Social Media platforms are business tools in their own right in the 21st century. The B Side uses Facebook, Instagram and Twitter to generate awareness of and interest in its content. Therefore management of these channels is increasingly important for organisations. Tools such as Sprout Social, Crowd fire and Unfollow Today, are tools to automate social media posts, manage accounts and view analytics for your accounts. With reference to The B Side, it uses social media tools for marketing purposes, sharing content to drive people towards the website. Social Media is used to promote products new and on sale, in an attempt to drive customers down through the sales funnel to secure a purchase. See figure 9.
If an organisation needed to build an enterprise IT capability for storing data, running tailor made scripts, offering data services through API’s, the organisation could build all this within the cloud. Utilising serverless technology through a platform provider such as Amazon Web Services (AWS).




[image: Image result for what is a sales funnel]








https://stevepatrizi.com/2012/10/23/the-new-marketing-sales-funnel/


Figure 9


The screenshots below are examples of business systems trialled for the purposes of this assignment.
The B Side Instagram account. 
[image: ][image: ][image: Image result for mobile phone][image: Image result for mobile phone]





The B Side Twitter account showing promoting of a product. 
[image: Image result for mobile phone][image: Image result for mobile phone]
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Screenshots from the author’s use of Adobe Photoshop
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[image: ]Screenshot showing use of Slack










Screenshot of Odoo ERP software as a service.
[image: ][image: ]Adding elements in to the CRM tool.








AWS Service Console view.
[image: ]
Managing Lambda functions – Serverless code.
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Screen shots of Crowdfire social media channel manager.
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