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On a scale from 1 to 5,
How do you rate your
knowledge on 
e-commerce?

QUESTION
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The ecomConnect initiative aims to build the world’s largest community of e-commerce 

entrepreneurs engaged in the sustainable development of small businesses online by facilitating 

shared learning, innovative solutions and partnerships.

Expert training and 
workshop

Advisory and 
research services

Private and public 
partnerships

Digital tools and 
online and offline 

visibility



Some useful tools for your online business

E-commerce
Readiness Quiz

E-commerce
Cost Calculator

Africa 
Marketplace Explorer

ecomConnect
Community 

Engagement Platform
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Finalised projects

Qatar
Helping businesses to prepare for 
cross-border B2B e-commerce

Senegal
Strengthening e-commerce skills among 

young entrepreneurs and helping them 
connect to markets though digital channels. 

Rwanda
Opening e-commerce opportunities for 
small businesses through improved 
logistics services and the development 
of an e-commerce platform

Western Africa
Creation of a regional 

marketplace Connect UEMOA

Jordan, Morocco and Tunisia
Supporting small businesses to sell 

handicrafts and services on 
international marketplaces

Laos, Cambodia, Myanmar, 
Bangladesh, Afghanistan
Training of small businesses 
on e-commerce, with a focus 
on China marketplaces

Azerbaijan
Integrating small businesses into 
global value chains and providing 
innovative digital solutions to sell 
on international marketplaces



Current projects

Central America
Supporting women-led

businesses in Central America
to export handicrafts though

e-commerce channels.. 

Uganda
Training IT businesses on digital 
marketing techniques to improve their 
international presence

Tunisia and Lebanon
Providing women-led businesses 

with access to markets through 
online marketplaces.

Bangladesh, Kenya and Nigeria
Upgrading the e-commerce 
ecosystem by training IT businesses 
on how to improve the SEO and 
online visibility of small businesses 
in the tourism, textile and 
agribusiness sectors.

Central Asia
Supporting small businesses on
their journey to trade internationally
through online channels.





In emerging economies…
…SMEs are the future

Formal SMEs contribute up to 
60% of total employment

4 out of 5 new positions are 
created by SMEs

600 million jobs need to be 
created

Formal SMEs contribute up to 
40% of national income (GDP)

There are about 400 million 
MSMEs

https://www.worldbank.org/en/topic/smefinance


E-commerce is becoming the 
new way of conducting trade

It boosts the economy and 
creates jobs

It builds a digital economy 
ready for the future

It offers SMEs the potential to do 
business around the world

It can provide significant income 
from outside of the country 

It is a key driver of economic 
development, especially for SMEs



"In the next 30 years, 80% of small business will benefit 
from globalization. In 2030, more than 85% of business will 
be e-commerce. 99% of trade will be online and less than 

one percent of trade will be offline" 

Jack Ma, Alibaba Group
World Trade Organisation Open Forum 2018, Geneva

E-commerce is the future



SMEs face several barriers to e-commerce trade

Lack of digital, business 
and export skills

Poor availability of 
payment solutions

Low visibility and lack 
of reputation in 
international markets

Unfavourable government 
and business policies and 
environment

High cost and slow 
delivery and logistics

Lack of access to the 
internet and connected 
devices



Selecting and working with 
marketplaces and digital 
channels 

Good visibility 
online

Efficient 
transport 
and 
logistics

Competitive 
pricing and 
profitability

The right product 
or service 

Popular customer 
payment 
methods

…and 
more

Good customer 
service 

Success in e-commerce demands attention in different areas



There are multiple ways to sell online across borders

Selling 
through 

e-commerc
e websites

e.g. Shopify, 
Wordpress, 

Magento 

e.g. Amazon, 
eBay, Mercado 

Libre, Jumia

Selling through 
online 

marketplaces

e.g. Facebook, 
Instagram, 
Pinterest

Selling through 
social stores

e.g. Facebook 
Messenger, 

WeChat

Selling through 
chat apps



5 tips to start selling e-commerce

Have a balanced 
portfolio of different 

digital sales and 
marketing channels

Understand it will take a considerable investment in time 
and money to be successful

Take time to develop 
digital skills through 
self-learning online and 
attending workshops

Act now as e-commerce 
is the future of trade

Make a sensible plan 
and set expectations 

at an achievable level



Expert training

Online and 
offline visibility

Advisory and 
research 
services

Digital tools
Private and 
public 
partnerships

…and 
more
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▪ E-commerce takes place when a business that sells 
products or services uses an online system to take 
orders from its customers.

▪ There are different ways to sell online. Businesses 
can choose to operate their own e-commerce 
website or phone app, or choose instead to sell via 
a virtual marketplace such as Amazon, eBay or 
Alibaba.



▪ Business-to-business (B2B) and business-to-consumer (B2C) are the main forms of e-Commerce. 
Other forms of e-Commerce include social commerce (S-Commerce) and consumer-to-consumer 
(C2C).

BUSINESS-TO-BUSINESS (B2B)

B2B transactions take place between 
businesses. They involve the provision of 
goods and services by one business to 
another business.

BUSINESS-TO-CONSUMER (B2C)

Businesses sell their goods/services to consumers 
who are the end users of these goods/services.

CONSUMER TO CONSUMER (C2C)

Consumers sell their goods/services to other 
consumers. C2C transactions can be seen as a 
digital versions of the “classified advertising” section 
still found in many newspapers.

S-COMMERCE

Social commerce, is a way for buyers and 
sellers to conduct e-commerce transactions 
on social media platforms or chat apps 
using a chosen payment method. 
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▪ The latest estimates from the United Nations Conference on Trade and Development (UNCTAD) 
(2019) show that global e-commerce reached USD 29 trillion in 2017, of which USD 25.51 trillion 
was B2B e-commerce and USD 3.85 trillion B2C e-commerce.

▪ The share of B2C e-commerce in global GDP is expected to increase steadily in the coming years.

▪ According to UNCTAD (2019), e-commerce is becoming increasingly international:
• In 2017, the number of online shoppers stood at 1.3 billion people, or one quarter of the 

world’s population.
• Cross-border business-to-consumer (B2C) sales reached an estimated USD 412 billion in 

2017, of which 11% was B2C e-commerce.



▪ There are many pros to doing business online. Understanding exactly what they are can help you leverage them 
to your advantage.

✔ REACH CUSTOMERS ALL OVER THE COUNTRY AND AROUND THE WORLD

✔ LOWER SET-UP AND RUNNING COSTS

By using e-commerce to leverage the following elements, your business can lower its set-up and running costs:

• Scalability
• Efficency
• Automated inventory
• Efficient customer support
• Efficient staff processes
• Less physical space



✔ COLLECT CUSTOMER INSIGHTS THROUGH TRACKING AND ANALYTICS

✔ YOUR BUSINESS CAN STAY OPEN CONSTANTLY

• Your store is now open 24 hours a day, 7 days a week, 365 days a year
• You can increase your sales by boosting your number of orders
• Customers can purchase products whenever they want,

✔ OFFER GREATER PERSONALIZATION

• Studies have found that e-commerce businesses that did not use personalization were losing at least 40% of their 
customers to their competitors and wasting valuable opportunities to build deeper relationships with their client 
base.



▪ The e-commerce business development model can be challenging. You have to take care of 
everything, from website maintenance to order processing. As such, it can be difficult to meaningfully 
engage in e-commerce, particularly for SMEs.

▪ The major problems that e-commerce businesses face are:

✔ LACK OF PERSONAL TOUCH AND TACTILE EXPERIENCE

✔ SECURITY ISSUES AND CREDIT CARD FRAUD

✔ COMPLEXITY IN TAXATION, REGULATIONS, AND COMPLIANCE

✔ THE LONG JOURNEY OF ONLINE TRUST

✔ FIERCE ONLINE COMPETITION AND MARKETPLACE SATURATION



▪ E-commerce can give small businesses great opportunities to grow. Increasingly, customers want to 
order and research their purchases online, and the technology to do so is becoming readily 
accessible, all over the world.

▪ However, before you “make the jump,” you need to check whether selling online is really the best 
path for your business. This means that you will need to consider, not just issues in your local market 
and within your business, but ALSO the foreign markets that you would be targeting with your 
e-commerce channel.



Questions that you need to ask yourself:

• Are customers in your current market ready to buy online?

• Is infrastructure in your market sufficiently mature that your current 
customers could easily access your online website and buy from it?

• Are your products/services the kind of products/services that 
customers would want to buy online?

• Are your existing corporate systems and data ready to integrate with 
a B2C or B2B e-commerce system?

• Have you identified any opportunity to sell your products online in 
other markets (whether in other regions of your home country or 
abroad?)



▪ Adding an e-commerce channel is a huge change for your business - it’s going to affect every 
department and everything you do.

✔ IS YOUR TEAM IN FAVOUR OF THIS CHANGE?

✔ WHAT TRAINING AND SYSTEMS IMPROVEMENTS WILL BE NECESSARY?

✔ WHAT DATA/INFORMATION WILL YOU NEED TO PUT TOGETHER?

✔ WHAT WILL YOUR COSTS BE?





▪ Starting an e-commerce business can be fast, relatively easy, and inexpensive. Nevertheless, 80% of 
online businesses fail in their first two years, often because of mistakes during the planning stage. 
This is why it is crucial for you to sufficiently plan the various aspects of your e-commerce venture 
before you get started.

✔ E-COMMERCE CHANNEL(S)

✔ IDENTIFYING YOUR TARGET MARKET

✔ MARKET RESEARCH



✔ FULFILMENT AND LOGISTICS
How do you plan to manage your inventory? Do you plan to do it yourself, through a fulfilment centre, or 
through drop-shipment with your suppliers? 

✔ PAYMENT OPTIONS
How will you collect payment from your customers? 

✔ CUSTOMER SERVICE
How will you provide services to your customers? 

✔ MARKETING STRATEGY
How will you make sure your target customers know about your products? 



▪ Online marketplaces are third party platforms 
for e-commerce on which vendors can make 
their products available to customers. 

▪ The marketplace’s operator manage their 
platforms through a variety of business 
models, including:

making vendors pay to list product
charging transaction fees
requiring monthly subscription fees

There are hundreds of online marketplaces in the world, 
but only seventy-five make-up 95% of the revenue.



▪ The most popular online marketplaces for developing countries are:
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Pros Cons 
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Pros Cons
➔ Total control of how your visitors see your 
business and products

➔ Full control of how you treat your customers

➔ Control of most costs

➔ Full control of the design

➔ Easy integration within your existing systems

➔ Better, more precise data for future sales 
forecasting

➔ Time consuming, especially in B2B e-commerce

➔ It can be expensive (e.g., you could potentially 
pay tens of thousands of dollars to develop a B2B 
e-commerce website)

➔ Need to market your website or no one will see 
it

➔ Potential for fraud, data privacy issues, etc.



▪ There are a limited number of widely used social 
and chat stores:

6 factors to consider when it comes to using 
s-commerce: 

• The registration is much simpler than for online 
marketplaces 
• Experiment is easy, as most social and chat stores 
do not charge vendors anything 
• You can sell on a wide variety of social and chat 
stores simultaneously, no need to limit yourself to 
one 
• Be ready to invest time and team members to 
answer inquiries. 
• Ensure that you have excellent product or service 
descriptions and photos, as branding is critical on 
social media. 
• Keep in mind that you may need your own 
e-commerce website to complete transactions. 



Your team. Your team holds the key to the success of any e-commerce project. Not only 
will they be working on it, they’ll also be the ones responsible for launching it. You need 
them to love the idea and be completely behind it.

Your product & company data. If the information the customer needs to decide whether 
or not to buy from you isn’t available to them, then they won’t make a purchase.

Your systems, including logistics. If your systems aren’t ready to receive an order from a 
website or marketplace, process it, and get it to the right customer at the right time then 
your e-commerce channel won’t be a success.





✔ Logistics & shipments

✔ Customer service

✔ Digital marketing



▪ Managing inventory and shipping for e-commerce is important for your business because without 
them, you will find it hard to provide quality products to your customers on time. If you can’t do that, 
then you won’t be able to make money!

✔ MANAGING INVENTORY
If you can’t manage your inventory properly, you might end up with too few products to fulfil orders, or 
with too many products that end up going unsold.

✔ MANAGING SHIPPING
Likewise, problems with your supply chain, transport and distribution can cost your company both 
customers and money. 



•
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DOS

• Create a shipping policy

• Make your pricing transparent

• Offer multiple shipping options

DON’TS

• Assign the wrong staff member to the job

• Miscalculate costs

• Do everything by hand

• Have a poor international shipping plan



▪ Returns are an integral part of e-commerce. Since your customers can’t physically view or touch the products 
that you are selling, there is a higher likelihood that they will be dissatisfied with what they receive and want a 
return or an exchange.

▪ Your business must have a clear returns policy and processes for managing returns to ensure that your 
customers remain happy with your company, even if they are dissatisfied with their purchase.

✔ RETURNS POLICIES NEED TO ADDRESS THE FOLLOWING KEY AREAS FOR CUSTOMERS:
• The contact person to arrange or authorize the return.
• Logistics and transport costs for returning goods.
• The location(s) to which the goods can be returned.
• Whether customers will receive credit or a replacement item.
• The period of time during which you will accept item returns.

✔ “NO QUESTIONS ASKED” RETURNS POLICY?

✔ TRY TO MAKE IT EASIER FOR YOUR CUSTOMERS TO RETURN ITEMS



▪ In the past, people chose which companies they did 
business with based on price or quality. However, today, 
the key driver is often the overall purchase experience. 
This is why ensuring good customer service is key, not just 
after, but also before and during the purchase process.

▪ As an e-commerce company, you will need to open various 
different channel to provide support to your customers.

 
- These could include telephone lines, e-mail, web 

chat, text messages and social media.

- Additionally, many online companies now also 
provide self-service support, so customers can find 
answers at any time via FAQs or online forums.

“If you don’t take good care of your 
customers, somebody else will.” 

Edgar Mitchell

“89% of companies now expect to 
compete mostly on the basis of customer 
experience” 

Gartner Research



AFTER A POSITIVE CUSTOMER EXPERIENCE

69% Would recommend the company to others

50% Would use the business more frequently

AFTER A NEGATIVE EXPERIENCE

69% Will never use the company again

50% Will tell the friends not to use the business

50% Would take punitive action by posting a 
review online or sharing a poor experience on 
social media 



▪ There are several tools that you can implement to make sure that your existing customers keep 
coming back to buy from you, instead of going to your competitors. Note that the act of keeping your 
existing customers is often called “customer retention.”

✔ CUSTOMER LOYALTY PROGRAMS

✔ PERSONALIZATION

✔ USING A CRM TO MANAGE CUSTOMER RELATIONSHIPS



The best way to manage customer data is with a Customer Relationship Management (CRM) system.

✔ A GOOD CRM SYSTEM

• Allows you to automate your sales and marketing systems
• Provides interoperability among the different platforms you use
• Allows you to get social media insights for your product or service
• Serves as the main contact point between you and your customers

✔ ADVANTAGES OF CRM FOR E-COMMERCE

• Improved demand and supple planning
• Self-service portraits
• Improved after sales service
• Produced costs and losses
• Targeted marketing and advertising campaigns
• Integrated RMA Management



▪ Having an online sales channel is all well and good, but in today’s world if you do not engage in 
digital marketing it is unlikely many customers will find you. 

▪ identify what you stand for, who your customers are and actively seek them out

▪ The good news is that there are a lot of advantages to digital marketing versus traditional 
marketing. 

▪ Digital marketing will enable you to:
• Reach your audience
• Engage your audience
• Motivate audience to take action



✔ Measurable results

✔ Low barrier to entry

✔ Reach larger audiences

✔ Improved conversion rates

Tip! 

Before engaging in any digital marketing activities, it is essential that your online sales channel is as 
good as can be. There is no point in directing customers to your website or chosen sales channel if, 
once there, they are not able to find the product they want or complete the sale.



▪ You can choose to engage in one or multiple digital marketing techniques. Before starting out, it helps to do some 
research and decide what works best for you and your customers. This means understanding your audience and 
choosing the best marketing channel to target them.

▪ There is no universal agreement on the types of digital marketing techniques. Here are six of the most commonly-used 
ones:

✔ SEARCH ENGINE OPTIMISATION (SEO)

✔ CONTENT MARKETING

✔ E-MAIL MARKETING

✔ PAY-PER-CLICK (PPC)

✔ SOCIAL MEDIA

✔ DISPLAY OR VIDEO MARKETING



▪ SO, WHICH DIGITAL MARKETING TECHNIQUE SHOULD YOU USE?

Each digital marketing technique has its advantages and disadvantages. Some like SEO can take many 
years to produce results but are relatively inexpensive, whereas search engine or social media 
advertising will immediately drive traffic to your sales channel but can quickly become very expensive. 

Like with all other stages of setting up your e-commerce business it pays to do your research and 
select your channel carefully, looking at what activity will bring you the biggest return on investment 
whether that is financial or in terms of resources (e.g. man hours).



▪ When setting up your digital marketing strategy, you need to establish a baseline against which you 
can benchmark your progress. 

▪ Before you engage in any digital marketing activities, you need to identify your audience and define 
your marketing messages.

✔ IDENTIFY YOUR AUDIENCE

✔ DEFINE YOUR MARKETING MESSAGE

✔ SET UP KEY PERFORMANCE INDICATORS (KPIS) FOR YOUR DIGITAL MARKETING 
STRATEGY



✔ Planning – is this the right time to engage in 
e-commerce

✔ Preparation – selecting your channel, creating 
your content, choosing your payment and 
shipping solutions

✔ Running a successful e-commerce business – 
managing your logistics, keeping your 
customers happy, working on your visibility







Central America: Women & E-commerce

Countries: Costa Rica, El Salvador, Guatemala, Honduras,  
Nicaragua, Panama

Beneficiaries: 6 institutions and 200 women-led businesses in the 
handicraft sector 

Objective: Sell online to EU and US customers

Budget: USD 1.7m (600k for ecomConnect) funded by the EU

Implementing partner: SIECA 

Dates: 2018-2021

Project lead: OLAC, 3.5 out of 5 outputs implemented by 
ecomConnect

Private sector partners: DHL, Payoneer, PayPal, eBay, Etsy, Google 



LA CASA COTZAL SA – Handicraft exporter based in Guatemala
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Best practices

Due to limited personal contact, online business relations require a high level of trust

Design 

Content 

UX 

The completeness and correctness of digital content is 
key to avoiding dissatisfaction and loss of trust

Overall coherence of the website and positive user 
experience will turn your visitor into a customer

Simple, visually pleasing websites will reinforce trust and 
increase sales



Organic Trade & Investments Ltd – Agri-food exporter based in Ghana



Organic Trade & Investments Ltd – Agri-food exporter based in Ghana

Content 

Review of text and visual 
content from a marketing 

and SEO perspective. 

Technical

Review of technical 
website performance and 

security. 



Organic Trade & Investments Ltd – Agri-food exporter based in Ghana
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The completeness and correctness 

of digital content is key to establish 

trust and avoid dissatisfaction and 

returns

Best practices



The importance of having a clear process for processing returns in your stock

Returned 
Products

Checking for 
defects and 
damages

Generate 
Refund

If product 
damaged, 

ship to 
manufacturer

If product not 
damaged, 

place back in 
inventory



Simulation based training – Training for trainers

FACILITATOR MUST HAVE 
EXPERTISE IN:

- E-Commerce
- Inventory Management
- Pick Pack Ship processes

The simulation should be done in a 
real warehouse environment.

AUDIENCE:

Facilitator needs to understand the audience and be able to adapt theirself through the 
live simulation. The audience could be a mix of people with good knowledge to novice 

with none or little experience in Ecommerce, Pick, Pack and Ship processes and 
Inventory Management.

FACILITATOR GOALS:

- Audience skills development
- Involve participants in learning
- Stay in “ask” mode
- Receive constant feedback
- Audience often has the answer
- Live simulation is to raise awareness



FACILITATING                          TRAINING                               LEARNING

FACILITATORS:
Ask first participants to 
analyse the situation and 
to explain what step went 
wrong and why.
Ask them to explain how 
the importance of 
inventory management is 
crucial to order 
preparation accuracy.
Emphasis on the 
importance of:
- Reading accurately a 
picking list
- Quality control starts 
during the picking 
process
- How poor inventory 
management can affect 
pick and pack process.
PARTICIPANTS:
Reflect on the scenario 
and share their own 
experience with stock 
management.

4. Debriefing:
 facilitate and reflect

FACILITATOR:
Ask participant to explain 
what they do during the 
process from reading the 
picking list to going to 
location bin and picking. 
Scenario 1: participant 
acknowledge the 
inventory error when in 
front of the bin/during the 
process.
Scenario 2: Participant 
picks the wrong item and 
go to the packing station.
Facilitator needs to adapt 
the guidance to the 
situation.
PARTICIPANTS:
Explain to the group 
each step of the process 
while doing it ( how to 
read a picking list, how to 
find the location, item 
picking, etc…) 

3. Scenario:
guide and participate

FACILITATOR:
Ask a participant in the 
group to start the picking 
process by showing them 
where to pick the order 
picking list after printing.

PARTICIPANTS:
Take the picking and 
packing list and head to 
the bin locations to grab 
items.

2. Scenario briefing

FACILITATOR:
Understand the 
knowledge level of the 
audience when it comes 
to inventory management 
and Pick, Pack and Ship 
processes.

Introduction to daily order 
pick and pack process in 
e-commerce. 

PARTICIPANTS:
Share about their 
Ecommerce business.

1. Introduction:
Setting the ground

Material needed 
and set up:

- In stock, place 
a batch of 
wrong items in 
a bin location.

- Picking and 
Packing Slip 
template A: 
Update 
accordingly for 
simulation 
scenario.

 

Participants should 
understand the 
importance of:

- good product 
inventory 
management and 
its impact on Pick 
and Pack 
processes. 

- Clear picking list 
(layout, information 
given) for efficient 
process.

- Quality controls 
during picking and 
packing processes.

Grabbing the wrong item from the right location.





Market research can be carried out through the whole lifecycle of a business

• Setting up a business

• Developing new products or services

• Launching new products or services

• Running a business

• Growing a business

• Expanding a business into new markets

• Analysing competitors



Service productisation is the end-to-end systematisation of a service 
in a way that benefits both the customer and the service provider 

A service is fully productised when it can be licensed or its ownership 
can be traded

A productised service is repeatable and scalable



Ariel Technology – Cyber Security Services based in Kenya
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Bead Safaris Collection – Travel and Tourism agency based in Kenya



Which one is more optimised?





Association of Producers and Exporters of Nicaragua

• A private business organisation founded in 1991

• Members:  Exporters, importers and service 
providers to international trade

• services offered by APEN have been designed to 
cover the aspects of foreign trade management 
of a company



Association of Producers and Exporters of Nicaragua



Association of Producers and Exporters of Nicaragua
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Association of Producers and Exporters of Nicaragua
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Association of Producers and Exporters of Nicaragua
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Association of Producers and Exporters of Nicaragua



Association of Producers and Exporters of Nicaragua



Association of Producers and Exporters of Nicaragua





https://docs.google.com/file/d/1ZehJ62RKhVz46_KXbCfP3bGXtUpwX8g0/preview






ecomconnect@intracen.org

www.intracen.org/ecomconnect

Join ecomconnect.org

#ecomConnect

http://www.intracen.org/ecomconnect

