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e Business-to-consumer (B2C)
e Business-to-business (B2B)
e Consumer-to-consumer (C2C)
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* Mobile commerce (m-commerce)
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* Commerce with media or Media with commerce
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* Domain that plans marketing and distribution by using digital media &

content
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Retail e-commerce sales worldwide from 2014 to 2023
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“Banking is just bits and bytes” John Reed, Prior Citibank CEO, 1980s
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An Extension of Inhibitors to the Online Purchase Process

Inhibitors During the Online
Shopping Process

Social Influences (online search)

*  Online shopping not available
(e.g., need to shop in a store for a
gift on a registry)

*  Family/friends influence to shop
together at a store

= Lack of entertainment/boredom

Emerging Inhibitors to
Purchasing Online

Lack of Availability (online search)
= Of the product (e.g., sold out)
* To online access
*  To the e-tail site
e Of shipping to the geographic area
(e.g., no international shipping)

Organization and Research (online search)
= Need to organize items of interest in a
single place
* Desire to create a wishlist or other
summary list of items of interest

High Price (online consideration)
= [tem not on sale
*  Price of item(s) too high
®  Shipping costs too high
® Handling fees too high
* Applicable taxes too high

Privacy & Security Issues (purchase

decision)

e With the Internet in general
*  With specific e-tail sites
*  Privacy of specific purchases
* Privacy of personal
information
e Security of financial information

Shopper’s Financial Status (online
evaluation)
* The total cost is evaluated as too
hi
0 access Lo accepted payment
methods (e.g., Paypal, e-checks)
Limited availability of funds in

Technology Glitches & Issues (purchase

decision)

* The Internet service provider, computer,
or printer does not work

* The website does not work

* The payment system does not work

* The online sale or promotion code does
not work

referred online payment accou
Time Pre i i
*  Product is needed at time of
purchase
s Delivery too slow
* The online purchase process too
slow

20
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% Online shopping cart abandonment
« 40| HTFU O dES Ftet =, ZH Hoi| |2 E0| &=

* 69% of online shoppers who add a product to their basket never

complete a purchase. Here are some of the top concerns:

The shopper was asked to create an account

The checkout process was overly complicated

The shopper couldn’t see order value upfront

There was a lack of trust when inputting card information
There were limited payment options

There was a payment error EEtEl L

https://medium.com/nyc-design/6-ways-to-improve-checkout-optimisation-7d96ebd731f3 70%
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< AH|X} HotZel £ (Consumer Empowering Shopping) &4
« £ 7% rich consumer experience, consumer self-configuration, and
openness
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Fig. 1. Stages of online purchase decision-making process.
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% 7l (Kano) 2 & A - 2210 &£ N/MHAIE 7
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7t (Kano) 22 Z

7Is A 0 M | R D“;fj %ﬁf (2
Z1=®(1) 94 66 35 99 9 0.544 -0.344 |
71=2(0) 74 34 27 88 3 0.484 -0.274 |
ZHE/217| H A0 (1) 75 49 30 146 14 0.413 -0.263 |
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