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How BSOs can assist small firms to address
opportunities and barriers for e-commerce
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Agenda - 25 of November 2020

Centre

« About the ITC ecomConnect Programme: Obijectives,
roadmap and success stories

» SMEs and e-commerce: Why in emerging economies it is a
key driver of development

« The opportunity of Using e-commerce: Forms of
E-commerce, implications, pros and cons

+ Getting an E-commerce business ready:
o The importance and different areas of planning

o The different online channels
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Key points to run a successful E-commerce Business
o Logistics and shipments
o Customer service
o Digital marketing

What Focus is required to grow an E-business depending on
the sector:

o Case studies: Agrifoods, ICT Services, Handicraft,
Tourism

From theory to practice: Learn from successful BSOs how
they have implemented a successful ecommerce support
programme

Q&A with Ms. Farhana A Rahman, Senior Vice President of
BASIS, Bangladesh
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Meet the speaker

Joanna Karolik

International E-commerce Consultant
International Trade Centre
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QUESTION

On a scale from 1 to 5,
How do you rate your
knowledge on
e-commerce?
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About the ITC Programme:
Objectives, roadmap and success stories



What is the ITC ecomConnect Programme?

What is the objective?
It is to build the capability for digital trade

What is it?
It is a roadmap to build the e-commerce eco-system and
digital skills of a developing country

Who is it for?
It is for small and medium-sized enterprises (SMEs) in
developing countries
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What is the ITC ecomConnect Programme?

= |TC focuses on helping micro, small and medium-sized
enterprises (MSMEs) of developing countries to
compete in global markets.

= How does ITC do this?
Providing trade and market intelligence
Building a business-friendly environment

Strengthening trade and investment support
institutions

Connecting to international value chains
Mainstreaming inclusive and green trade

SSSX KX

Supporting regional integration
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Where projects take place

l.' )‘

Number of Projects

1 14




What is ITC ecomConnect?

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 Advisory and Private and public Digital tools and
workshop research services partnerships online and offline
visibility
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What is ITC ecomConnect?

Some useful tools for your online business

lerce community
Ent platform for everyone

ecomConnect
Community
Engagement Platform
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E-commerce
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What is ITC ecomConnect?

Some useful tools for your online business

Join the live discussion on e-commerce
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What is ITC ecomConnect?

Some useful tools for your online business

#ITC | woomCon Etsy

‘ International
& % g
,\ Pl ecomConnct

wentre

WRat's™Your
—-Commeree | D

d - PRODUCT PRICE (2 0
2 ? SALES MARGIN =
@a I m eSS . SHIPPING CHARGE (D 0 Zross product profil
1 A :
QUANTITY () 0
TOTAL REVENUE -
With this short quiz. check the i of your business o engageing f Produsty
international e-commerce see where you to concentiate your A D)
>fforts to successfully sell online
PRODUCT COST () ° TOTAL COSTS =
SHIPPING COST (7 0
START QUIZ
Ve
OTHER COSTS 0 <otsl "
SUBSCRIPTION [ 0
ETSY SUBSCRIPTION FEE -
by-BICS
RE - - ~

" International
% ‘ Trade ‘
/,‘ ecomConnect

Centre



What is ITC ecomConnect?

Some useful tools for your online business

ecomConnect

w
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What is ITC ecomConnect?

Some useful tools for your online business

COVER INTRODUCTION MARKETPLACE CHARACTERISTICS MARKETPLACE SUCCESS OF MA|
ACTIVITY IN AFRICA OF MARKETPLACES CHARACTERISTICS MARKETPLACES X MARKETPLACE CHARACTERISTICS MARKETRLACE
ASSOCIATIONS co ACTIVITY IN AFRICA OF MARKETPLACES CHARACTERISTICS
ASSOCIATIONS

Africa Marketp|ace Exp|orer Characteristics of marketplaces in Africa in 2019
————————————————————————————————————————————

Classified sites are the most popular SELECT LEVEL:

form of business-to-consumer enline [Markeizlaca level .

imarketplaces for physical goods in

:Africa. As such, there are ively few

‘marketplaces in Africa that are

0 tional. Most p are not e N
OLX open to sellers rom foreign e el R o i

countries. Aimost 80% of the

—m marketplaces are domestic piayers. Yet, ENEEEEES UEEENE -
ithe 20% that are operati g

in multipie African countries (or world
wide) represent almost 75% of all
‘marketplace websites in Africa. The
imajority of the marketpiaces in Africa are
less than 10 years old and owned by
intermediary companies. About 9% of
the marketplaces are owned by refailers
that trade on their own platform.

Marketplace age Start year of marketplaces Possibility to make 2 Open to sellers from
(based on url age) {based on registration date of urls) transaction other countries

100 100% ™ T 1]

The Landscape of Business-to- ‘ o
Consumer Online Marketplaces G umiree
for Physical Goods in Africa ‘ '

Now registrations per yoar

Cunnulaive share of o
registrationa per year
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What is ITC ecomConnect?

Finalised projects

Azerbaijan

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

Jordan, Morocco and Tunisia
Supporting small businesses to sell
handicrafts and services on
international marketplaces

Senegal Q 9 9 o Qatar

Strengthening e-commerce skills among 9
young entrepreneurs and helping them
connect to markets though digital channels.

Western Africa
Creation of a regional
marketplace Connect UEMOA

@"0 ’Igtcrnational
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Laos, Cambodia, Myanmar,
Bangladesh, Afghanistan
Training of small businesses

9 on e-commerce, with a focus
on China marketplaces

Helping??inesses to prepare for
cross-border B2B e-commerce

Rwanda

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



What is ITC ecomConnect?

Current projects

Central America

Supporting women-led
businesses in Central America
to export handicrafts though
e-commerce channels..
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Tunisia and Lebanon

Providing women-led businesses
with access to markets through
online marketplaces:

Central Asia

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

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.

Uganda

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



Why in emerging economies it is a key driver of
development



Why SMEs matter

In emerging economies...

...SMEs are the future

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

There are about 400 million
MSMEs
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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

Source: World Bank (https://www.worldbank.org/en/topic/smefinance)


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

Why e-commerce matters

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

“ E-commerce is becoming the
new way of conducting trade

It offers SMEs the potential to do ‘
business around the world

‘ It boosts the economy and
creates jobs

It can provide significant income .‘
from outside of the country

‘. It builds a digital economy
ready for the future

‘@"0 International
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85% of business is predicted to be e-commerce

"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

%" International
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The e-commerce value chains and the capabilities required

SMEs face several barriers to e-commerce trade

Lack of access to the
internet and connected
devices

High cost and slow
delivery and logistics

o Unfavourable government
Poor availability of p\f\f and business policies and
payment solutions environment

Low visibility and lack ]ﬁ Lack of digital, business

of reputation in and export skills
international markets
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The e-commerce value chains and the capabilities required

Success in e-commerce demands attention in different areas

Selecting and working with
marketplaces and digital
channels

Co.rr]petltlve — Popular customer
pricing and </> payment
profitability methods

e -

Efficient Good visibility
transport online
and
logistics
...and

more

The right product  Good customer
%35 | ecomConnect or service service



The e-commerce value chains and the capabilities required

There are multiple ways to sell online across borders

Selling

through Selling through

e-commerc chat apps

e websites

.g. Facebook
e.g. Shopify, €.9. Faceboo

Messenger,
Wordpress, WeChat
Magento
Selling through
il social stores
marketplaces
e.g. Amazon, e.g. Facebook,
@ tormion eBay, Mercado Instagram,
¢ ™ | ecomConnect Libre, Jumia Pinterest



The e-commerce value chains and the capabilities required

S tips to start selling e-commerce

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

Make a sensible plan
and set expectations
at an achievable level

Have a balanced
portfolio of different
digital sales and
marketing channels

Act now as e-commerce
is the future of trade

Q" International
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What the ITC ecomConnect Programme offers

@ Expert training
Private and
public

m partnerships

=

@o@ Online and
offline visibility

Digital tools %

Advisory and
research
services
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The of using e-commerce:
Forms of e-commerce, implications, pros and cons



QUESTION

What does the term e-commerce
mean?

* Buying goods and services over the
internet

* Selling goods and services over the
internet

* Buying Goods over the internet

* Buying and Selling goods over the
internet



What is e-commerce?
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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.
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Forms of e-commerce

= 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) BUSINESS-TO-CONSUMER (B2C)

B2B transactions take place between Businesses sell their goods/services to consumers

businesses. They involve the provision of who are the end users of these goods/services.

goods and services by one business to
another business.

S-COMMERCE CONSUMER TO CONSUMER (C2C)
Social commerce, is a way for buyers and Consumers sell their goods/services to other
sellers to conduct e-commerce transactions consumers. C2C transactions can be seen as a
on social media platforms or chat apps digital versions of the “classified advertising” section
using a chosen payment method. still found in many newspapers.

%"' Igtcrnadonal
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QUESTION
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What type of commerce occurs
when a business sells its products
over the Internet to consumers?

*B2B
*B2C
*C2B
*S2B



E-commerce market size and trends
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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.
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The pros of going online

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

v REACH CUSTOMERS ALL OVER THE COUNTRY AND AROUND THE WORLD

v 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

o Efficient customer support
o Efficient staff processes

* Less physical space

nternational
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The pros of going online

v COLLECT CUSTOMER INSIGHTS THROUGH TRACKING AND ANALYTICS

v 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,

v 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.

In ernational C
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The cons of going online

= 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

N X X <

FIERCE ONLINE COMPETITION AND MARKETPLACE SATURATION

International
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Is e-commerce the right choice for your business?

= 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.
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Is e-commerce the right choice for your business?

Questions that you need to ask yourself:

Are customers in your current market ready to buy online?

|s 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?)

‘@"0 lIntc national
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What implications will going online have for your business?

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

v IS YOUR TEAM IN FAVOUR OF THIS CHANGE?
v/ WHAT TRAINING AND SYSTEMS IMPROVEMENTS WILL BE NECESSARY?
v WHAT DATA/INFORMATION WILL YOU NEED TO PUT TOGETHER?

v WHAT WILL YOUR COSTS BE?

ntern:
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Getting an e-commerce business ready:
The importance and different
The different



The importance and different areas of planning

= 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.

v E-COMMERCE CHANNEL(S)
v IDENTIFYING YOUR TARGET MARKET

v MARKET RESEARCH

In ernational C
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The importance and different areas of planning

v/ 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?

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

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

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

In ernational C
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Online marketplaces

= Online marketplaces are third party platforms There are hundreds of online marketplaces in the world,
for e-commerce on which vendors can make but only seventy-five make-up 95% of the revenue.
their products available to customers.

...................................................................................................................

= The marketplace’s operator manage their Physical products Physical products
. . : : g.A ,eB g.A Busi -
platforms through a variety of business R o meron oY M i
. . marketplaces
models, including: Digital products

e.g. iTunes, Audible Digital products

e.g. Envato,

1. making vendors pay to list product Regici)‘nfl online i Shutterstock
2. charging transaction fees marketpiaces
3. requiring monthly subscription fees

Services
In person services e.g. Freelancer, Upwork :
e.g. Uber, AirBnB - :

Digital services

Country-

specific Online
Marketplaces

Digital services
e.g. language app store

e.g.
Udemy online course

Lo
TP PR PR
P LLLLLL LRIt
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Online marketplaces

= The most popular online marketplaces for developing countries are:

JUMI AR

./ amazon
o b =g =
B¢ 8 ebay e
Etsy [ o
(7))
'—
5
B2B S AI_Q " freelancer.
g 108apa.Ccom
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QUESTION
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What is the most popular marketplace
by unique visitors in 20207

* Ebay

e Rakuten

* Jumia

* AliExpress
* Amazon

* Etsy



The pros and cons of selling on an online marketplace

=> A steady stream of customers
=> Low barrier to entry, or relatively low start-up cost
=> A possibility to test products and markets at a low cost

=> Existing brands can generate greater confidence than an
unknown brand

=> The platforms can enhance internationalization

=> The means of payment are provided by the marketplace,
though you may need a way to receive payments

‘ '0 International
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=> High competition

=> A need to validate the brand positioning to differentiate
yourself from competitors

=> Working by commission creates less margin

=> An effort is required for inventory management, pricing,
orders and inquiries

=> Traffic generation efforts will be (e.g., SEO, SEM) addressed
to other platforms rather than your e-commerce website



E-commerce websites

Starter website
builder

Hosted e-commerce
websites

Own e-commerce
website

Enterprise level e-

commerce system

Q". International
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Cost effective and easy way to get online ‘hosted’
or ‘in the cloud’ for a monthly fee

= E.g. Wix, Squarespace

E-commerce websites, where online store is hosted
by the software company with a monthly fee

» E.g. Shopify, BigCommerce

An online store that is hosted and maintained by your
company

» E.g. WooCommerce, Opencart, Prestashop,
Magento

Full e-commerce systems for larger companies and
organisations

= E.g. Demandware, SAP Hybris, Shopware,
Oracle Commerce



Pros and cons of selling on your own e-commerce website

=> 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
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=> Time consuming, especially in B2B e-commerce
-=> |t 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.



S-commerce

= There are a limited number of widely used social 6 factors to consider when it comes to using
and chat stores: s-commerce:

* The registration is much simpler than for online
marketplaces

R R L L R R L R T T P PP T -
) -

lobal B2C social | | al : . . .
SHDRCRESIOE P Sweteiadoenst - Experiment is easy, as most social and chat stores
L - [r— do not charge vendors anythlng |
i Shop Now * You can sell on a wide variety of social and chat
: stores simultaneously, no need to limit yourself to
one

Instagram WhatsApp Commerce

* Be ready to invest time and team members to
WeaChat E answer inquiries.

(China) » 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.

Pinterest

e EERR AR ERR R ARy T LIR R
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Key points — preparing your business for e-commerce

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.
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to run a successful e-commerce Business:
Logistics and shipments.
Customer service.
Digital marketing.



S

»

Running a successful e-commerce business

v/ Logistics & shipments
v/ Customer service

v/ Digital marketing

" Internation:
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Managing Inventory and Shipping

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!

v 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.

v MANAGING SHIPPING
Likewise, problems with your supply chain, transport and distribution can cost your company both

customers and money.

%" International
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QUESTION

Have you ever stopped shopping
with an online retailer due to a
bad shipping experience?

*Yes
*NO

* A negative shipping experience
was not the sole problem, but
contributed to my decision.

nternational
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How can you make your shipping procedures more efficient?

DOS DON'TS

. Create a shipping policy Assign the wrong staff member to the job

o Miscalculate costs
« Make your pricing transparent

Do everything by hand
« Offer multiple shipping options

Have a poor international shipping plan

In ernational C
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What are good practices for managing returns?

= 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.

v 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.

v “NO QUESTIONS ASKED” RETURNS POLICY?

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

‘@"0 International
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Why is good customer service and reputation management important?

= 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.

@"0 lI{ﬂcrnational
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“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



Why is good customer service and reputation management important?

£
A .' J
A
! ’ . .

AFTER APOSITIVE CUSTOMER EXPERIENCE AFTER ANEGATIVE EXPERIENCE
69% Would recommend the company to others 69% Will never use the company again

_ 50% Will tell the friends not to use the business
50% Would use the business more frequently
50% Would take punitive action by posting a
review online or sharing a poor experience on
social media
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How can you keep your existing customers?

= 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.”

v CUSTOMER LOYALTY PROGRAMS
v PERSONALIZATION

v USING ACRM TO MANAGE CUSTOMER RELATIONSHIPS

In ernational C
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How can a CRM help your business establish effective
customer service and improve sales?

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

v AGOOD 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

v/ 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

"'0 ’Igtcrnational
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The importance of digital marketing in e-commerce

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

In ernational C
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What are the advantages of digital marketing over traditional
marketing?

v/ Measurable results

v/ Low barrier to entry

v Reach larger audiences

v/ 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.
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What are common digital marketing techniques?

= 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)

S X X X

SOCIAL MEDIA
v/ DISPLAY OR VIDEO MARKETING

In ernational C
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What are common digital marketing techniques?

= 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).
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How do you set up your digital marketing strategy?

= \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.

v IDENTIFY YOUR AUDIENCE
v DEFINE YOUR MARKETING MESSAGE

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

In ernational C
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Key points — Introduction to e-commerce

v/ Planning — is this the right time to engage in
e-commerce

v/ Preparation — selecting your channel, creating
your content, choosing your payment and
shipping solutions

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




What Focus is required to grow an E-business
depending on the sector:
Agrifoods, ICT Services, Handicraft, Tourism
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Case Study
Handicraft sector and multi-channel selling
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ITC projects

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

International
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Example
LA CASA COTZAL SA — Handicraft exporter based in Guatemala

HANDMADE IN GUATEMALA — WHOLESALE WEBSITE $500 MINIMUM ORDER

Home Home Décor Fashion v Masks/PPE  About us Q M

'L
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Example
LA CASA COTZAL SA — Handicraft exporter base

Etsy is an online marketplace for handmade Etsy ( sesrchor anying Q) wn 8
prOdUCtS an-d VIntage Items founded In 2005 In Christmas Jewellery}& Clothing & H.ome& Wedding & Toys&. Art & ’ crak‘ 1 Gifts
N eW York Clty. sales Accessories Shoes Living Party Entertainment  Collectibles  Supplies
Etsy offers consumers a personalized shopping T s
experience and gives independent creative § ol el | Bispihinnilh .
businesses the tools to make their own boutique. Osdes  Akdkk Loreia g Gorza:
%% && Q Favourite shop (3)
Some data about Etsy : Items Savibibetiaceri =
Search items
* Buyers 46.4 million at December 31, 2019. i 1
* Gross sales: USD 5 billion in 2019, 26.5% more - e & A
than In 2018. Clutch S;ys;;e wooden mi... s::;; ndcrafied Guate... m:taa:ez ander uate...
. . . Pillow Covers 4 people have this in their basket
* Revenue: 818 million USD in 2019, 35.6% more -
than in 2018. L
Home Decor

Q" International
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A CASA COTZAL SA — Handicraft exporter based in Guatemala
Etsy tf::Search foranything Q — '

Christmas Jewellery & Clothing & Home & Wedding & Toys & Art & Craft

sales Accessories Shoes Living Party Entertainment Collectibles Supplies s

— LACASACOTZAL
a9 Q  osles AkkAK

Frida Boho Chic hand
embroidered clutch with
tassel - For slow fashion

lovers HANDMADE IN GUATEMALA — WHOLESALE WEBSITE $500 MINIMUM ORDER

£51.44

VAT included (where applicabl

8 Rare find - there’s on cosmetic CIUtCh Frida

$18.00
Shipping calculated at checkout.

Home Home Décor Fashion v~ Masks /PPE  About us

E—

Quantity ’ 1

ADD TO CART

BUY IT NOW

This is a hand-embroidered item made with a punch-needie
technique. Punch needle embroidery is similar to rug hooking but it's
not quite the same, punch needle punches the loops down into the
work, whereas rug hooking uses a different tool to pull the ioops up




Case Study
Agrifood sector, the importance of content and
logistics
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QUESTION

To build trust with
users/customers, what is the
most important?

*Good design
*Good content
*Good UX (User Experience)

nternational
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The importance of quality content

Best practices

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

Simple, visually pleasing websites will reinforce trust and
increase sales

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

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

ntern:
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rganic Trade & Investments Ltd — Agri-food exporter based in Ghana

Home About Shop T&C Info FAQ Contact Members Europe » A 23 November - .
- - Th N & ‘,:} 4 December J0|n US!
CONNECIT \ 2020

- (e R ﬂ Log in
~ /rganic Trade & Investments

NaturaL BEAuTY . HEALTHY LIFESTYLE
Prowoting Indigenous Products




@rganic Trade &’ Investments

Natupal BeauTty . HEaLTHY LIFESTYLE

Content Ul/UX Technical Social media

Review of text and visual = Review of specific goals Review of social media
content from a marketing and/or specific user presence and usage to
and SEO perspective. journeys on your website engage customers.




Example

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

™

e
C/rgamc Trade & Investments

NaTuraL BeauTy HeaiTay LIFESTYLE

100% organic producls made by
Lthe indigenous people of the
land, using traditional methods
for your well being, anylime,

wherever you are.

Shop Now

s" International
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Home / Arometic Plantz / ¢ nger Qi {25 L < pPrev | Nex

Organic Ginger Qil
(25 L)

SKU: OTI-ES0I0025

$750.00

Ginger cil which heppens 10 be cne of the meny szs=ntiel oils, is

obtained from the roots of ginger. When obtsined, ginger oil ususlly

tends tc be lightly yellow in color end possssses & pungent spicy and

refreshing scent Like ginger, our gingsr oil has strong enti-

inflammatcry properties that makes it us=ful in pain reduction and S f ¥ P
motion sicknesses. As an essential oil, ginger oil works &3 6 laxstive

end stimulant snd is rich in nutrients such as Vitamin B6, Magnesium,

Dietery fiber, Protsin and 6 variety of vitamins end minerals.



QUESTION

Why is good quality content so important in
e-commerce?

— _ Your customer cannot see or touch your
Husuusscooue A products.

It is important to establish trust in your
business.

It can save time with unnecessary calls to your
customer service.

Any inaccurate information will likely cause
problems in the future.

All of the above.

"' International
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The importance of quality content

Best practices

The completeness and correctness
of digital content is key to establish

trust and avoid dissatisfaction and

returns

‘@" International
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Handling returned good

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

If product If product not
Generate damaged, damaged,
ship to place back in
manufacturer inventory

Checking for

defects and
damages Refund

ntern:
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Handling returned good

Simulation based training — Training for trainers

- Audience skills development
- E-Commerce - Involve participants in learning
- Inventory Management - Stay in “ask” mode
- Pick Pack Ship processes - Receive constant feedback
- Audience often has the answer
The simulation should be done in a - Live simulation is to raise awareness
real warehouse environment.

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.

nternational
e
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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.

"" International
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FACILITATING

1. Introduction:
Setting the ground

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.

Share about their
Ecommerce business.

TRAINING

2. Scenario briefing

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

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

3. Scenario:

guide and participate

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.

Explain to the group
each step of the process
while doing it ( how to
read a picking list, how to

Grabbing the wrong item from the right location.

LEARNING

4. Debriefing:
facilitate and reflect

Ask first participants to
analyse the situation and
to explain what step went
wrong and why.

Ask them to explain how
e importance of
entory management is
al to order
ation accuracy.

IS on the

- Reading accurately a
picking list

- Quality control starts
during the picking
process

- How poor inventory
management can affect
pick and pack process.

Reflect on the scenario
and share their own
experience with stock
management.

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.



Case Study
ICT sector, Market Research and Productisation of
services
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When should | do market research?

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

" International
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What is service productisation?

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

A productised service is repeatable and scalable

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




iel Technology — Cyber Security Services based in Kenya

About Digital Audit Shop Contact Blog

DIGITAL AUDIT

Choose your pricing plan

Pro Static Wabsitz Dynamic Website

200 300

Perfect for SMEs startng oning presence For Dynamic and Ecommerce Wabstes

Viebsite Content Evaiuation Wetsite Content Evaluation

Visit Shop >>

User Interface User interface
Techncal SEQ Analpsis Technital SEO Analyys
Social Meo s Review Social media Reviny

We protect you from Malwares and other digital threats.
Extra Services

Extend your Security today. e



Case Study
Tourism sector and Social Medias
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Beyond sharing links to your website ...

Social media is of great interest to businesses
using the right content on the right platforms.

Not only does it connect you with your
customers, but it also encourages users to share
their opinions, participate in discussions and
engage with others in real time.




Why social media are so important?

* They connect with your target audience
* Build a community around your brand.
* They are a relevant channel for doing business

* They give you visibility (lots of people today conduct their
searches on social networks)

* They give you a lot of information about the perception
of your brand.

* They allow you to have easy feedback about your
products/services, including testing products and new
markets

> nternational
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Example

Bead Safaris Collection — Travel and Tourism agency based in Kenya

Instagrom AYE O Ee
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& 2 LY [0 i 2 - =
) 28 on S i - SR hoe v vl ad
— s gty 4+ AR g P
S 3 ' D A g S
B Prar e ’

.%‘ { e

e ' International
* Irade ‘
%, ecomConnect




QUESTION

Which one is more optimised?
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From theory to practice:
Learn from BSOs how they have implemented a
successful ecommerce support programme
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2% APEN

Asociacion de Productores y
Exportadores de Nicaragua




APEN

Association of Producers and Exporters of Nicara

Janisse Pérez Cubillo

Coordinator of Export Academy and
continuous trakwlirégNservices unit of

For more than 5 years she has
worked in the design and execution
of training programs, training and
mentoring in International Trade and
Business Management, with the aim
of creating the necessary skills and
abilities in the human resources of
companies in Nicaragua.
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APEN

Association of Producers and Exporters of Nicaragua

How has the International Trade Centre helped APEN to develop their knowledge in digital business
development?

* Ecommerce knowledge
development

 Workshops "learning by doing”
methodology

* Activities via EcomConnect platform

" Ill}t'cgnational
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APEN

Association of Producers and Exporters of Nicaragua

How has APEN structured their support toward SMEs for their development of E Commerce?

* Development of a multidisciplinary team

* Defined criteria, work plan establishment to
execute courses and mentoring

* Strengthening motivation, leadership and
teamwork

* Creation of series of actions to give visibility to
the work of women entrepreneurs
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APEN

Association of Producers and Exporters of Nicaragua

What are the challenges that APEN had to face to offer the right services to SMEs?

Fear of change

Use of technology

Limited logistics solutions

Effective payment methods
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APEN

Association of Producers and Exporters of Nicaragua

What are the opportunities today for APEN to continue to strengthen the growth of ecommerce in
Nicaragua?

e Continuous Ecommerce training and
support

* Strengthening of alliances with service
providers

e Collaboration with banks

* Influence the country legislation around
ecommerce

* Logistics improvement

* Introduction to new technologies to SMEs

" International
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APEN

Association of Producers and Exporters of Nicaragua

APEN’s successful projects
SerafinesArt - Angela Menchaca and Angela Huergo

SERAFINESART SHOP OWNER

Handmade statues soulpted in cedar wood o
-
9 Managua, Nicaragua = ©n Ftay since 2020 t
10 Sales ko Angela Huergo
¥ Contaot

Sort: Custom ~

s" International

2.4 - % Contact shop owner
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Mativity scene - Catholic St



APEN

Association of Producers and Exporters of Nicaragua

APEN’s successful projects
Piel & Arte / Native - Piedad Aguilar

Handmade in Nicaragua

Since 1998

©
Piel & Arte / Native

"' International
Trade
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ssociation of Producers and Exporters of Nicaragua

= NicaHot B Get Quote Y, Call Now & Get Directions

Hat Shop in Managua
Opening at 10:00 AM

GET QUOTE

APEN’s successful projects
NicaHat - Maria Isabel Montoya

Etsy "‘ Search for anything

Christmas Jewellery & Clothing & Wedding & Toys &
sales Accessolies Shees Entertainment

NicaHat

Genuinos sombreros de pita hechos a mano en Nicaragua
9 Managus, Nicaragua On Etsy since 2020

2sales wkkkk

Q Favourite shop (14]

Items

Search items

# Contact shop owner

£106.18 £98.32

Q " ) Sign in &

Art& Craft

Collectibles Supplies W Gilts

SHOP OWNER

Mariz Isabel Montoya

Duarte
¥ Contact

Sort: Most Recent v

—

Panama hat women - Wids Fe...  Canotier Hat for Women, stiz..  Hat women summer, straw ha..

£82.59
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BASIS

Bangladesh Association of
Software & Information Services






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




QUESTION

On a scale from 1 to 5,

now at the end of this
session, if you were to
answer the first question
with what you have learned
this morning, how would
you rate your knowledge on
ecommerce?
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http://www.intracen.org/ecomconnect

