

[image: Cover Image]



[image: image]



Copyright

[image: image]

Published in Australia and New Zealand in 2012

by Hachette Australia

(an imprint of Hachette Australia Pty Limited)

Level 17, 207 Kent Street, Sydney NSW 2000

www.hachette.com.au

Copyright © Todd Alexander 2012

This book is copyright. Apart from any fair dealing for the purposes of private study, research, criticism or review permitted under the Copyright Act 1968, no part may be stored or reproduced by any process without prior written permission. Enquiries should be made to the publisher.

A CIP catalogue record of this book is available from the National Library of Australia.

978 0 7336 2898 6

978 0 7336 2913 6 (ebook edition)

Cover design by Xou Creative


Contents

Copyright

Introduction

Do I need to be online?

1: Third Party Websites

Getting online without having a website – part one

2: Online Marketplaces

Getting online without having a website – part two

Interview with Deborah Sharkey
Vice President and Managing Director, eBay Australia and New Zealand Pty Ltd

3: Designing a Successful Website

Designing a website your customers will love

4: Online Payment Options

Enabling your website for eCommerce transactions

5: The Logistics of eCommerce

Making sure your buyers receive their goods on time, and in perfect condition

6: Marketing and Advertising

Driving traffic to your website

Interview with Ming Foong
Head of Search, Bing

7: Social Media

The role of social media sites in your eCommerce strategy

8: Mobile Commerce

The changing face of commerce

9: Online Customer Service

The online customer

Interview with Paul Greenberg
Executive Chairman, DealsDirect Group

10: Putting It All Together

Your prioritised eCommerce action plan

Finally …

An effective online strategy will grow your business

Endnotes

Acknowledgements

About the Author

Index



Introduction

As a business owner in Australia you’ve probably been asking yourself for some time whether your business needs to be online. If you’re already online, you probably ask yourself how much you need to spend to optimise your online presence and how best to get people to buy from you online. Gone are the days of questioning whether online is appropriate for your business because whether you’re a retailer, service provider, wholesaler or other business, you will more than likely be feeling the pinch of today’s economic environment.

Do I Need to be Online?

Getting online, and doing it effectively, is mandatory for all Australian businesses. Here’s why…

Running your own Business is Getting Tougher 

Three recent events have significantly impacted Australian business owners’ ability to maintain profitability.

	Dealing with the global financial crisis (GFC) affected most businesses negatively and while Australia narrowly missed slumping into full-blown recession, the GFC had a significant impact on consumer confidence. By March 2011, consumer confidence had fallen to a new nine-month low. Retailers were among the hardest hit, with growth month after month generally reported as being flat at best.
	Partway through 2011, however, confidence began to increase, producing a direct impact on the value of the Australian dollar. As the Australian dollar reached, then exceeded, parity with the US dollar, Australian consumers were given a boost – but this came in the form of renewed confidence in spending the Australian dollar offshore. Forrester Research1 estimates that around 25 per cent of all online spending, for example, is to overseas retailers.
	The growth of the internet and its penetration into the Australian household means around 80 per cent of the population are internet users, according to Forrester. The more people who use the internet, the easier it becomes for them to compare prices.


Is Online a Viable Channel to Help me Grow my Business?

This was the question a lot of Australian business owners began asking themselves in 2010 and 2011. As retailers went to the media and government complaining about the internet’s large negative impact on their business, the media responded by comparing online with traditional bricks-and-mortar stores. The comparison ultimately highlighted the considerable savings available online for Australian consumers. Not only did this bring Australian retailers into the eCommerce debate more vocally than ever before, it also improved consumer awareness of the benefits of online shopping. But online is much more than retail – it also represents opportunities for wholesalers, service providers, professionals and any business owner in Australia to find new customers.

The internet is rapidly changing the way Australians communicate, learn, have fun and shop. There is tremendous growth predicted for Australian eCommerce, and in order to compete, businesses must adapt by integrating online into their multi-channel strategies.
Deborah Sharkey, Vice President and
Managing Director, eBay Australia and
New Zealand Pty Ltd




Let’s look at two reasons why online is one answer to helping grow your business.

eCommerce in Australia is Worth $34 Billion Dollars Annually

It is not only retailers who are beginning to appreciate the possibility that online will help grow any business, rather than cannibalising existing sales. Forrester Research reports that 80 per cent of all Australians (or more than 14 million) over the age of 16 are online, and of these, 54 per cent (or 9.7 million) purchase items over the internet. The total amount spent by Australians online in 2012 is forecast by Forrester to reach over $34 billion, with an annual growth rate of 12.6 per cent. This growth is in stark contrast to bricks-and-mortar retail, which is more or less flat. But this number only represents the dollars processed via online transactions – every day, millions of customers go online to research products and services.

There is no doubt retailers need to respond to current consumer demand by including online eCommerce offerings in their business mix.
Russell Zimmerman, Executive Director, Australian Retailers Association




A conservative estimate for the number of times Australians will conduct an internet search in 2012 is around 80 billion2. That equates to 220 million searches every single day. Of these billions of search terms entered into Australian search engines each year, how many relate to your business? If your customers can’t find you online, chances are they will easily find one of your competitors. Not only could you be losing existing customers, you could also be missing out on tapping into a whole new set of customers.

How are People Finding you Today?

Take a moment to think about how your customers are finding you today. It is likely to be a combination of the following:

	Word of mouth
	Passing trade
	Offline media advertising – television, radio or print
	Offline directories – Yellow and White Pages, industry lists, etc.
	Online directories – search engines
	Other online – advertising, trading platforms


There may be other ways your customers are finding you but unless you ask, you may never get the full picture. Without a clear idea of where your customers look for you, you will have little chance of spending your marketing budget effectively. The point of this is to ask your customers, as often as possible, how they heard about you.

Train your staff to ask them what they are looking for, if they’ve conducted any research about the item, if they use the internet… Your customers are an irreplaceable source of information that can help you improve your business’s sales and profits. Only when you start hearing it from your customers directly will you begin to appreciate the true opportunity that online represents for your business.

How do I get my Business Online?

The writing is very clearly on the wall for Australian businesses and to ignore it will probably result in poor business growth, or perhaps zero or negative growth. Your customers are online and they want to see you there, too. The great news is that getting online doesn’t have to cost you a fortune. In fact, you can begin your online expansion without even having a website, and I will show you how.

eCommerce is increasingly embedded deep into the lives of more and more consumers. A change like this comes along once a generation; every entrepreneur and retailer needs to have a very clear perspective on how to respond to the internet’s challenges and opportunities.
Simon Smith, Director, Quantium Online




I’ve spent over ten years helping Australian businesses get online successfully. Throughout this book, I will show you a variety of options for getting your business online, covering everything you need to know and, more importantly, helping you prioritise which options are the most cost-effective for your business.

In the chapters of this book you will discover how to:

	Get online without a website
	Create an effective website
	Accept payments online
	Pack and send your goods/deliver your service – the logistics of eCommerce
	Build a website that drives traffic from search engines free of charge
	Use advertising to drive traffic to your website
	Use social media sites such as Facebook in your online business
	Use mobile retail in eCommerce
	Provide online customer support – how is it different?


Throughout the book, I will include some examples of businesses that have effective eCommerce strategies so you can pick the best of the best to create your own solution. I’ll speak to some of Australia’s best eCommerce experts and share their advice with you. I will be giving you fun and interactive homework to complete and all of this will culminate, most importantly, in a prioritised eCommerce action plan for your business.

By the end of this book, you will be able to launch an immediate, successful and cost-effective online strategy that will help the growth of your business.

Despite popular arguments, Australian online commerce is alive and well and growing at more than 10 per cent per annum. In the majority of cases, it is small businesses that are driving this growth. With close to 9 million Australians using the internet to buy goods and services, this number will only grow as Australia’s access to broadband internet services improves. PayPal’s research shows that the majority of Australian consumers prefer to ‘Buy Aussie’; there are huge opportunities for Australian businesses to dive into the world of online commerce and to reap success by reaching new customers and increasing their revenue streams.
Frerk-Malte Feller, former Managing Director, PayPal Australia




Homework:


Conduct an internet search on your business name. Make a note of whether it appeared at all and if so, what page and position of the search results you appeared on. Who appeared above or near you?
Next, conduct an internet search for the kind of products or services your business sells. Where are you now? Who performs better than you?
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