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E-commerce Tutorial - Introduction

Introduction
to e-commerce

Inthe past, selling online was the preserve of consumer-
facing retail businesses. Now, a broader range of businesses
areinvestingin e-commerce — particularly those trading
with other businesses.

This document will outline how e-commerce could work for
your business, along with the associated benefits of selling
your products and services online.

Throughout the document, we’ll look at different online
marketplaces and assess which best suits your business
need, as well as launching your own e-commerce website.
We will explore digital marketing and the many platforms
available to promote your online offering. Finally, we will
cover some basic legal and security issues to protect your
business from the hazards and pitfalls of the online world.

But first, let’s look at the importance of laying a firm
foundation for your e-commerce business by conducting
thorough research.
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E-commerce Research
—a iirm foundation

In this section, we'lllook at

the importance of laying a firm
foundation by conducting
thorough market research.

Selling your goods online is a cost-effective way to
access new customers both locally and internationally.
You may feel the impulse to create a website straight
away, but a successful push into e-commerce is based
on planning and research. With your researchin hand,
you will be better prepared to make critical business
decisions. But what should your research consist of ?

Your research should consider five facets of your
business, namely your:

 competitors

* products

* markets

* human resources
* internal processes

Competitors

The first stepis to look at your competitors to find
out how they are selling online. Search the web using
keywords that relate to your products or services and
thenidentify some of the top sellers.

Take a look at the websites of the companies you

have identified. How do they organise their products
or services? How much do they charge? What do they
offerin terms of shipping? What is their returns policy?
How do they offer customer service?

In addition to researching their business model, explore
the design of their website. How do they display their
goods? What website functionality do they offer?

Itis good to learn best practice from these sites.
E-commerce has a well-defined business model,
sothereis noneedtore-invent the wheel. However,
itis worthwhile to consider how you will differentiate
your business online.
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Products

Secondly, look at your own products and services and
seeiftheylend themselves to being sold online. You may
need to make some adjustments to prepare for online
sales. For example, you may have to change the way you
price, package and deliver your products. If you have
traditionally sold to businesses, you may need to make
some adjustments before you can sell to the public.
Consumers typically buy goods in small quantities, so
with this in mind, you may need to review your pricing
and shipping costs. You do not need to be the cheapest
seller, but your prices and value proposition need to

be competitive.

You may decide that you need a new range to
complement your existing stock, specifically to sell online.
This is often a good idea, but it will tie up cash within the
business. Make sure you have enough working capital to
build your website and market your new offering.

Resist the temptation to put your entire range online
immediately. Start with a small selection and see what
sells. You can always add more later.



Human Resources

Internal Processes

Markets

A firm foundation
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The Online

Marketplace

In this section, we'lllook at online
marketplaces and consider some
common ways to get your product or
service in front ofyour customers.

When it comes to selling online, the easiest places
to get started are marketplaces such as Amazon and
eBay. Setting up your online shop on either platform
is straightforward and does not require high upfront
costs or technical expertise.

You will, however, need some key business information
to hand such as your:

« personalidentification documents such as
a passportordrivers’ licence
* business bank account details
* taxdetails
» company registration information (if applicable)

It can take time to build up sales onan online
marketplace. You may need to persevere for several
months before knowing if selling onlineis a successful
endeavour for your business. Customer serviceis a key
requirement on both platforms, and you will need to
understand the individual marketplace rules for
providing it.

Amazon and eBay operate in slightly different ways.

Selling on Amazon

Amazonis an enormous marketplace, and your offering
may already exist in the online catalogue. If so, you may
be able to list against them without creating a new
listing. If your products are not currently for sale on
Amazon, you will need to create onein the catalogue.
This will require key information such as:

* aproduct description
 productimages
* barcode information

Amazon will charge you a percentage of each sale, and
this rate will vary depending on the category. Some of
Amazon'’s categories are gated, which means you will
need to apply to sell within them. Amazon's “Seller
Central” vendor support pages provide the information
you need to do this.

Amazon allows certain products to be stored in their
warehouses by marketplace sellers. This is known
as “Fulfilment by Amazon”, or FBA. It means that
you can leverage their large order processing and
dispatch capabilities, and it can be a great way to
scale your business.

Selling on eBay

The process for selling on eBay is slightly different.
New sellers face restrictions on the number of products
they can sell until they build up a trusted reputation
based on their sales performance. You will need to
create a listing for each product and upload your own
images and descriptions. Like Amazon, eBay charges

a percentage of each sale.

Paid promotions

You can pay to promote your products on both Amazon
and eBay, using advertising campaigns specific to each
marketplace. More customers will see your products, but
be careful, you will need to account for this extra spending
when calculating the cost of your sales. Balancing the cost
of each sale against the profit of each one you makeis an
important consideration when selling online.



Building an e-commerce website

Choosing a domain name

Setting up your site

Processing payments

Popular choices include:

Common providers include:

Hiring a developer
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Shipping

Shipping is a big consideration for e-commerce. When
you are starting out, and sales are low, it may not be

practical to sign a contract with a courier. There are plenty

of other options available for booking small batches of
parcels without a contractincluding:

* MyHermes
* Parcel Monkey or
* Parcel Hero

Royal Mail is a good option for small parcels and
padded envelopes.

These providers will allow you to upload orders and
automatically create shipping labels. This can be areal
time-saver if you are shipping many parcels each day.
Once you have a better understanding of your shipping
volumes, you will be in a better position to negotiate

a contract with a courier.

Selling internationally

You may want to sell internationally. This requires
some extra considerations, such as setting up
appropriate courier services, researching international
taximplications and looking at translation costs.
Marketplaces such as Amazon, eBay and others will
help you access these new markets and automate
many of the common functions such as paying duties
inadvance or storing stockin a particular country to
improve dispatch and shipping times.

Automation

Software can help you grow your business by speeding
up repetitive and time-consuming tasks. You may need
to considerimplementing multi-channel management
software. This will help manage your stock across
anumber of online sales channels. It allows orders to
be processed together without logging into several
different platforms and prevents overselling stock.

It canlink into your chosen couriers, automatically print
labels and provide picking and packing information to
help with dispatch. Tracking information for shipping
can be automatically sent to each online sales channel
and customer enquiries can be collated into a central
place for easy follow-up. Costs for this kind of software
will vary depending on the size of your business and the
sales you generate.

Selling onlineis a great way to get your products in front
of a much broader potential customer base. With careful
planning and an eye to costs it is possible to sellin
volume, both locally and internationally.
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Digital Marketing

In this section, we'll explore the
vital role of digital marketing in
selling online.

Understanding digital marketing is essential when it
comes to selling online, and is the best way to reach
customers and drive online sales. Marketing spend will
add to the cost of each sale, soit’'simportant to ensure
you have enough margin built in to make a profit.

It's tempting to jump straightin and start using the first
ad placement technology you find, but taking the time
to planand lay out a plan will lead to greater success.
The first step is to create a digital marketing plan, this

will form part of your overall business marketing strategy.

Your marketing plan should look at each aspect of your
online business and outline the tactics you will use to
drive sales, anticipate costs and set targets.

Preparing for digital marketing
Measuring success

Setting clear goals will help you to understand how
successful your online marketing campaigns are.

Some important metrics include:

* Cost per click (CPC) is the cost charged by an online
ad network each time a user clicks on one of your ads.

 Conversionrateis the percentage of visitors to your
site who buy something.

» Cost per acquisition (CPA) measures what it costs
you to make a sale.

 Returnoninvestment (ROI) compares the profits
you make to the money you spent on a marketing
campaign.

Website optimisation

Itisimportant to lay a solid foundation before you launch
a marketing campaign. You should optimise your website
from both sales and marketing perspectives. What's it like
to use your website? Review your website’s user interface
and ensure that your products are organised logically
andintuitively. Check that your website’s search function
performs well at returning relevant results.

Make sure that your site includes trust indicators
—markers that reassure your users that your siteis

a genuine shopfront. Your customers will look for
independent customer reviews, a secure website
certificate (SSL), visible contact and business details,
a privacy policy, and shipping and returns information.

The checkout process can be a particularly frustrating
part of a customer’s journey. Make sure that it is simple
and logical. Too many steps will put a customer off.
Include a variety of recognised and trusted payment
options such as debit and credit cards from major carriers,
and digital options such as PayPal.

Strategic options

Each of the options for your marketing strategy comes
with a cost—evenifitis just your time.Itisimportant to
keep track of these expenses to ensure that your sales
are profitable.




Search engine optimisation Social media marketing

Paid advertising

Analytics
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Legal and

security issues

In this final section we will review
arange of issues relating to the legal
and security measures required when
selling online.

As there are multiple regulations relating to e-commerce,
we're focusing on providing a starting point to assist you
inimplementing policies and procedures to protect your
business, your brand, and your customers.

Let’s look at legal issues first. There are several pieces
of legislation that may be relevant to your e-commerce
activity. Theseinclude:

» E-commerce Requlations

+ Consumer Contracts Regulations

* General Data Protection Regulation
+ Intellectual Property Law

* Cybersecurity

E-commerce Regulations

E-commerce Regulations set out the minimum
information you need to give customers when they are
shopping online. Under the regulations, you must supply
certain details on your site such as your business’s name,
address and contact details. The regulations also outline
the information you must supply throughout the online
sales and ordering process.

The requlations provide guidelines for marketing
and advertising and covers unsolicited commercial
communications, often known as “spam”. They also
set rules for the ways in which you can store and use
customer data.

Itisimportant that you familiarise yourself with these
rules to avoid common pitfalls. They will also help you
to create a better online experience for your customers,
which will boost sales and garner positive customer
feedback.

Consumer Contract Regulations

You might not realise it, but you make a contract with
each of your customers every time you sell something.
The Consumer Contracts Regulations covers goods that
customers buy online. They stipulate the information that
customers must receive before making a purchase —such
as price and delivery information. They also outline the
minimum guarantees that you must offer in relation to
returns and refunds.

Many online marketplaces will assist sellers to comply
with consumer rights laws — particularly their obligations
inregard to returns, refunds and disputes. Sellers often
have policies that exceed the requirements of legislation
such as extended return times or free postage on returns.
Offering such terms is a good trust indicator and helps to
build your reputation with customers.

General Data Protection Regulation
(GDPR)

The General Data Protection Regulation (GDPR) requires
that customers consent to how their datais used. For
example, they will need to opt into email marketing
communications. GDPR relates to many areas of online
selling. A privacy policy, set outin Plain English, is a
good way to inform your customers on how their data
will be collected, stored and processed. It should outline
how your website uses analytics data and provide the
essentials of your tracking cookie policy.
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Intellectual property (IP)

Intellectual property (IP) is another essential area for
online selling, and relates to many areas of the business.
Inthefirstinstance, you will need to be mindful of IP
when selecting a business trading name or domain
name. You must ensure that you do notinfringe on

any existing registered trademarks. It might be worth
getting an IP search done professionally before spending
money on your product packaging and other branded
materials. Remember, a potential infringement is not
always obvious.

Selling online makes it much easier for trademark
holders to spotinfringements against their brands,
and correcting breaches will incur unforeseen costs.
You will face legal fees and potential damages on top
of the changes you will need to make to your branded
materials, websites and packaging.

Infringing copyright rules can be distressingly easy.
Make sure not to use images from theinternet that

do not belong to you, or copy someone else’s product
description. It might be a simple mistake, but the
penalties can be severe. Using your own product pictures
and writing original copy is the best way to avoid these
problems. Not only that, original content will help your
website stand out from the competition in web searches.

Cybersecurity

Another area where breaches can cost you dearly is
cybersecurity. Your website is animportant asset. You
could lose sales, stir up customer distrust and incur fines
if your site is hacked or compromised. Make sure that it
isreqularly updated with the latest security patches and
back up your key data regularly. Run tests to ensure that
your website is secure. You may not have the technical
skills to do this well, so engaging a web developer to do
itforyouisagoodidea.

Cybersecurity is much broader than just securing your
website. You will need to make sure that you have policies
and procedures in place to combat cybersecurity risks.
Forinstance, many attacks begin with deceptive emails
asking for usernames and passwords.

Make sure that you have the right policies and training in
place to prepare your workforce for such attacks. Using
aframework such as Cyber Security Essentials can help
guard against the most common threats, educate your
staff and demonstrate your commitment to robust
security to your customers. Many insurance companies
offer cybersecurity insurance —a vital safety net if your
business is caughtin a cybersecurity breach.

Legal and security issues such as these sound daunting,
but don't let them put you off selling online. The risks

of selling online are well understood and there are well-
established mitigation measures to help you combat
them. The regulations for selling online may require new
processes and procedures, but are easy to maintain once
they arein place. Once you do, you will have a strong
foundation for launching your e-commerce business.

Conclusion

That wraps up our brief exploration of e-commerce.
We've looked at researching and setting up your own
e-commerce website, delved into online marketplaces,
discussed the benefits of digital marketing, and explored
the legal and security requirements when launching an
e-commerce website.

For more information on
e-commerce and other support
available, contact your Client
Executive or visit investni.com.

90
Invest 'C.

Northern
Ireland



