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Unit 1

Passage: E-commerce

Getting Started

Para 1 Say you’re working for Computer Chip Corporation , the world’s leading supplier of comput-
er memory products. After the recent meltdown in the tech sector, your CEO is more determined than ever
to crush the competition. So the big boss meets with the board of directors, and after a long, heated de-
bate, they call you in to tell you they want to open CCC’s cyberdoors in (gulp!) six weeks. That should
be plenty of time, they insist. After all,the CEO’s daughter (a sophomore at Berkeley) built her own on-
line store in a mere three weeks, so she’s selling enough Beanie Babies to put herself through college.
“Surely we can sell our RAM computer memory chips for less? You know, direct to the customer?” the

board chimes in unison.

Para2 Don’t panic. Six weeks may sound a bit tight, but it’s still not a hellish 24-hour
turnaround. With the right planning and a little luck, you just might make it. So calmly say, “I'll get
right on it,” and then immediately register the domain name ramforless.com with Network Solutions or
another domain registry service. (Actually,you’ll have to come up with your own name since ramforless .
com has already been grabbed for the purposes of this tutorial.) That done,take a deep breath and then
read the rest of this tutorial in its entirety. By looking before leaping, you’ll learn about all the e-com-
merce gotchas that can hit you unexpectedly. Planning ahead will not only save you quite a bit of redevel-
opment time down the road,it will also help you make educated decisions as you choose the right e-busi-

ness solution for your company.

The Many Ways to Skin a Cat

Para 3 Before you can select the right setup for your e-business, you must determine exactly what

you need to be competitive online.

Para 4 Most likely, you'll need some software to help you manage your products, your promotions,
your customers, and their orders. You may also need some additional programs to handle the tax, ship-

ping,and payment processing of your orders.
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Para 5 A number of popular off-the-shelf solutions have evolved over the past few years that give
you these core features and allow you to plug-in other software modules to handle the complexities of taxa-

tion, the varieties of shipping options, and many of the popular forms of payment. Each option offers its
I

v

own set of pros and cons.

Para 6 Solutions like Yahoo's Stores provide storefronts that are ready to go. Just pick a design

and pop in your products: You are ready for business.

g

+

Para 7 Other applications, such as Intershop (offered through a variety of Intershop hosting part-
ners) , allow you to change standard templates that come with the packaged software so that you can cus-
tomize the way your storefront will look and feel. These solutions also let you extend the standard features

and behaviors contained in the templates-assuming you can “speak” their application languages.

Para 8 And then there are solutions that act more like e-commerce application platforms. These
include Microsoft’s Site Server Enterprise, which relies on Microsoft's ASP (active server page) technolo-
gy; Macromedia’s ColdFusion application engine and its popular CFML ( ColdFusion markup language) ;
IBM’s WebSphere solution ; and more costly high-end e-commerce platforms like Broadvision, Blue Marti-

ni, or Commerce One.

Para 9 Many of the above solutions rely on other e-commerce software from CyberCash or Open-
Market for payment processing, Taxware for tax calculations, and Tandata for up-to-date shipping informa-

tion. .

Para 10 But which is the right solution for your e-business? To figure that out,you need a plan.

I

The Best Laid Plans 3

Para 11 It’s hard to know which technology solution is right for you,until you have a detailed list
of requirements against which you can compare the solutions. Therefore, before you can choose an e-com-
merce platform, you have to decide what kind of experience you want to deliver to your online customers.
As you do this, think about where your company is going to be in one, two, five, or 10 years. If you set up
your solution correctly now, when your company grows and expands, you can add on to the original founda-

tion without tossing out your prior efforts.

Para 12 Or,as many companies do,you can go for the quick fix today. This strategy may get you
to market faster at a lower cost,but it will cost quite a bit more in the long run, since you’ll have to re-
build from the ground up when your site grows (which at the rate things change online, could be as soon

as a year from now) . Either way,you still need a plan.
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Para 13 As you build your plan, the first thing you should do is generate a Requirements Docu-
ment. At this stage,it’s a good idea to get all the corporate departments involved. That way you can get
everyone’s input at the beginning, as opposed to later, when it’s too late. You’ll also have people who re-
ally know how long things take helping you come up with realistic scheduling and budgetary expectations.
The other benefit of this summit approach is that it gets ideas and potential conflicts out on the table ear-
ly. The last thing you want is Frank from Fulfillment telling you a week before launch that the product

numbers you're sending him are three characters too long. Gotcha!

Para 14 To avoid this kind of scenario, get everyone that’s involved in a room for a “Day of Dis-
& Ty y
covery.” The information you need to gather can be modeled as a circle that represents your entire sales

and marketing cycle. Each stage of the cycle can be a basis of discussion for your summit meeting.

Sales and Marketing Cycle

Customer: Who are your target customers and what do they need?

Awareness and advertising: How will you
advertising and

get customers to the store the first time? How will awareness

you get them to come back?

Merchandising: What products will you offer

marketing merchandising

and how will you position and display them to your

9 post-sale sales
customers ! service customer service
Sales service: How will you answer customers’
questions and solve their problems? a
fulfillment o sales
transaction

Promotions: How will you promote merchan-

dise and services to give customers incentives to

transaction
processing

make purchases?

Transaction processing: How will you handle
orders, tax , shipping, and payment processing?

Fulfillment: How will you pass orders to the fulfillment center?

Post-sales service: How will you provide customer service and answers to order-status questions af-
ter the sale?

Marketing data and analysis: What information about sales, customer, and advertising trends will
you gather? How will you use it to make decisions?

Brand : How will you communicate with customers during each of these interactions in a way that re-

inforces your unique company image?
Play by the “ Business Rules” Document

Para 15 At your D-Day,talk through all the steps that come before and after a transaction. Gather
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ideas. Discuss constraints and get the raw information you’ll need to develop your e-business plan.

Para 16 To help keep the ideas flowing and your brain-storming on track , we’ve created a Business
Rules document for you to use as you meet with your team. This isn’t a check list —it’s simply a compi-
lation of the e-business issues that you should consider as you carefully lay plans for your ¢-commerce
site. Print it out,put it on the OHP (overhead projector) ,stick it on the white board, and then use it to

generate new ideas and spark innovations of your own.

Para 17 After you have all the raw information you need, it’s time to prioritize . It is not likely that
you’ll be able to implement all the things you want in the first release of the store because of constraints
in budget or time or because you’re the only person working on this project and you haven’t slept for three
days. Rank each of the features you want with a one for “must have,” a two for “nice to have,” and a

three for “pipe dream.” With your priorities in line, you can create your Requirements Document .

Requirements Document

Para 18 Back at Computer Chip Corp. ,your CEO decides that it’s better to have the first version
of the project concentrate on building up the company’s online customer base via the promotion of the
www . ramforless . com service. Then once a minimum monthly order volume is sustained , the company will
commit to putting resources toward automating the back office and fulfillment systems. “Until then:, we’ll
just re-key orders,” the employees are told. The fulfillment manager’s eyes get large and he jots down'a
note to open several new data entry job requisitions. And you? You just breathe a sigh of relief, because,
for now, you don’t have to tap into that 1970s mainframe monster that handles all of the current order en-
try and fulfillment processes. ’

Para 19 With those priorities in line, the ramforless .com preliminary Requirements Document (aka
The Plan) is just about ready to go. (Note that yours will probably need to be a bit more detailed and will
likely require a few revisions to get there.)

www . ramforless . com Requirements

Version 1.0

Displaying products

We want customers to be able to tell us what kind of computer equipment they have. Then we'll tell
them what kind of memory chips work with their computers. If we know the make and model of their e-
quipment , then we can recommend chips in 8 - MB,16 - MB,32 - MB, and 64 — MB flavors. Sophisticat-
ed customers may already know the model number of the memory chip they want,but these products are
changing all the time. We’ll need a tool where we can make changes to the products we offer in real
time .

Order and transaction processing

Customers will want to buy more than one item at a time,so we’ll need to let them build an order be-
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fore checking out. Then we’ll need to accept major credit cards and calculate tax, shipping,and handling
charges. Plus,we’ll be shipping within 24 hours of the order,so we’ll need to verify the credit card infor-
mation before we accept the order.

Attracting customers

We want to use a variety of lead-generating tactics, such as buying banner ads, registering with
search engines,and sending direct email to get qualified customers to the site. We'll also want to know
which of these tactics gets the most customers to our site so that we can figure out which advertising in-
vestments make the most sense.

Fulfillment and customer service

Orders that arrive on the server need to be relayed to the fulfillment center quickly so that we can
pick, pack , and ship the memory chips before the FedEx truck shows up at 5 p.m. We also want to be
able to let customers get the status of their orders so that they don’t have to call us.

Software and hosting

We want to host the site with a third party. Staying up 24/7 monitoring servers is not our idea of
fun. We've seen a number of e-commerce software packages on the market but are confused about which

one is right for us. Help!

Para 20 Once you've generated your own Requirements Document, you still have a lot of details to

iron out,and there are many choices still to be made before you can open your doors in cyberspace.

New Words
* % application n. AR
* brain-storming n. £8 &%
* % budget n. mE
* chime v, AT, R AR A S
* commit ut. L (eHE, &8%);#K.%%
* constraint n. R, 5m
* crush vt. Ew,$HM
* % customize ut. 5E 1
* % cyberdoor n. HEIHREZ]
* % cyberspace n. B f s (6], i B AL AR
* % email n. B FE iR, BT R
* % % gotcha n. BE
* % % gulp v. ;
. BN
* hellish adj. HRR A B9
* % high-end n. &

* host v F5, £
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n. EAEN
* implement vt . SR, LB, AT (&), BH.ER .
* incentive n. Bhil
adj . b 4k
* innovation n. B, EH
* % interaction n. XH,E3)
* lead-generating adj . REW, IREFLRRY
* % mainframe n. EHL, KA
* ¥ meltdown n. ik B B H
* % merchandise n. 7= i, dh
v . PR, A EE
* % model vt . B R B, B4
n. B R
* % module n. B B
* monster n. By, KR
* % off-the-shelf adj . &.adv. FTLALEIM/H, BUELAY /e, BLR B (7=
an ), BEETTLAGE T (7 &)
* % order n. iTH
* panic vi. % , R
n. R, R A%
* % plug-in v . B EA
n. i
* preliminary adj . WK, M2 K
* prioritize v . XakERF, KaRERS
* priority n. HaGIER, R
* * project n. A
* % promotion n. R#ED, 5%
* % redevelopment n. WERE, EAKE
* reinforce o . hnsg , 3 hn
* % re-key vt . HEHIFRA
* %% scenario n. KEERE EREAER; 7R 8%
* % site n. W o
* sophomore n. KR THERFEE
* % storefront n. 5 E
* sustain vt . iy, X1
* % taxation n. B, AR
* tech ( = technical) adj. HEAM
* % template n. B
* % transaction n. X5, E5
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EOEkE, EERE; B EY, Tk E
* unison n. i, A
* SULH A« SO ERERND ; xx N E B FREFENT; *x« FAR%¥ R,

* turnaround n.

Phrases
advertising investments ITERRE
application engine RL 51 %
application language MARHES
banner ads (MBS &
board of directors RS
budgetary expectations WA
build an order 5 —iT 8, T8
check list K&
check out BE
company image NEER
compilation of the e-business issues B, 7 55 e L4
computer equipment HEILRE
computer memory products HEILAFE™ &
credit cards iR
data entry BHEFEA
domain name B4
e-commerce application platforms TR & MARGETEE
e-commerce platform BFRFTE
e-commerce site B, 7 55 M8
e-commerce software packages BTESERGE
forms of payment XA E R
fulfillment center HERBITHL
hosting partner BRIRERFBEAR
iron out e L ([E) R, R XESE , UL 2 /) ] R )
jot down REET ,EFEIZT
memory chip W&
online customers MEEF
online store M ERE B
order-status ARG
packaged software e
pass orders (L AAR:
payment processing XATAL IR, ZATHRIE
post-sales service EERF



HTRFELRE

potential conflicts
pros and cons

re-key orders
Requirements Document
search engines
shipping option
sophisticated customer
spark innovations
summit approach
summit meeting

target customer

toss out

transaction processing
white board

day of discovery

Abbreviations
aka also known as
ASP active server page
CCC Computer Chip Corporation
CEO Chief Executive Officer

CFML ColdFusion markup language
D-Day

e-commerce electronic commerce

MB megabyte
OHP overhead projector
RAM Random Access Memory

Proper Names

Beanie Babies

Blue Martini

Broadvision

Computer Chip Corporation
Commerce One

CyberCash

FedEx truck

TR T 2%
REME G, ARG, F B
HHWMAITE

R3O

BRG%E

sy Ak

N

BRI KT
BRRRRETA B2 H R
Bz %

Vi, IR %%
AR, Ko 8RE E54E
HiR

5 o — R ok [ &

X #
&R % 2%
HEHERAH
HRITE
ColdFusion $3iRiE F
TREARREEFSIRERE,
Her it R e R F
BFEF
BHAHFE,RFA
BREAL

K& VU U 2%

N PIER
—METHSFRETE
—METFHERGTE
HEHE R A F
—METFRHSRETE
— Rl T & AT
Sh% R EF



