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Welcome back. In today’s lecture, we are going to see various types of e-business transactions.
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So far what we have studied. We have studied, let us try to recapitulate what we have studied so
far. We have defined the term business, defined the term commerce, we have understood that
commerce is actually a subset of business and we saw over the years, how ICT has influenced
the business. So coming to this types of e-business transactions, this is a very you know
commonly known term that that is a C2C transactions, C2B transactions, B2B transactions, and

SO on.

So we put it in this grid where we have 3 entities-customer, business and government. And if the
transaction is between customer to customer or consumer to consumer, we say it is a C2C kind of
transaction. And if it is between customer and the business house, then it is a C2B. And if it is
from a business house to customer, then it is B2C and if it is between businesses, it is B2B. And
there are transactions which can happen from customer to government or government to business

and so on but our focus will not be on those kind of transactions.



We will basically focusing the customer than business, these 2 entities. So basically we are going

to discuss about 4 different kinds of transactions that is going, that happen in a business setting.
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To start with t, let us try to see what are the features of this C2C, B2C, et cetera and few
examples of this. Then in each category, we are going to be discussing about the specific case.
Now start with C2C. It is between consumer to consumer. Now it is obvious that the consumer
themselves cannot have their own website. So there has to have this certain intermediary who
will be helping them out. And the e-business, your eBay is a very well-known site for this where
basically there are transactions, in fact eBay not only supports C2C kind of transactions, it also

supports B2C kind of transactions.

We are going to see little bit more about it okay? But here in case of C2C transactions, there the
site has to be, the intermediary which hosts the site and through which the transaction takes
place, takes all the responsibility and he is responsible for security and payment system to deal
with security and payment system issues as well. Then we have B2C kind of transactions where
business house is directly dealing with the customer. So in this, as you know there is a very well-

known company which directly deals with its customers through its website.

So it is again this particular thing, it can be, B2C transactions can be either hosted by the

business to directly deal with its customers like that of Dell or it can also be hosted by some



intermediary like your Amazon or your eBay. In eBay, there are many merchants who have their
stores in eBay. Okay? So it can be either hosted by a intermediary or it can be hosted by the
business. Then, we have C2B kind of transactions where the customers interact with the

business.

Now where are those transactions? With the introduction of web 2.0, actually the customers are
able to give their views to the business. So those transactions where customers give their
feedback and their reviews to the businesses, are termed as C2B kind of transactions. And there
are and it has to be again hosted by a certain intermediary or by the business themselves and as

you know, while you buy a book, you give reviews to the Amazon.

Is not it? Then, the 3™ one is actually B2B kind of transactions. In B2B kind of transactions, two
business houses actually interact with each other. So it can be directly between 2 businesses or it
can happen through a 3™ party as well. For example, metaljunction is a website whose case we
are going to talk a little bit later. In this mentaljunction, is a 3™ party which actually connects the

steel manufacturers and steel buyers.

Okay. But when it comes to B2B transactions, it need not always be by the 3™ party. Businesses
can directly connect to another business. For example, suppose we talk about reverse auction. In
reverse auction, one company buys certain material and it hosts the auction and many sellers
participate, they compete with themselves and the transaction takes space. So that is again a B2B

kind of transactions. And B2B transactions is not about the auctions only.

After the transaction is over, tracking your consignments, making payments and all sorts of
activities that is associated with any kind of business, physical business, any information

exchange activities, that also termed as B2B activities. Okay.
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Now to start with, we 1* talk about eBay. EBay as you know, eBay is one Internet company. By a
Internet company, we mean see | told in the 1* lecture as well that Internet or information
technology is just some kind of tool which businesses are using to improve their processes, their
business processes. That does not mean that businesses cannot run without information,
communication technology. So the point that I am going to make it here is, businesses were

existing, businesses are going to exist as well with Internet or without Internet.

But because of the Internet, some of the companies have come up. Here we will try to distinguish
between brick and mortar business and web-based businesses. When it comes to brick and mortar
businesses, we will, those are the businesses which are not existing for, because of Internet alone.
They were existing previously as well. Okay? Consider about Tata motors, Tata steel, or any
other company that way, SAIL or any other company, all of them were existing but right now as
we saw that Andy Grove said that all the companies will have web interfaces, all of them have

come to have their web interfaces as well.

But those are brick and mortar companies. But there are certain companies which do exist
because of the, I mean which have actually surface because of the Internet and eBay is one such
company. These are some of the details about the company. It is a multinational e-commerce

corporation facilitating online consumer to consumer and business to consumer sales. What is



important here to note is, they facilitate consumer to consumer and business to consumer sales

and there are certain other details about the company.
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Now look what the company does. This company has 3 ways of doing the transaction. Either
somebody can sell his product. Now see, it as we have told, it facilitates both customer to
customer as well as business to customer. So you have to 1* register yourself with the company
as a customer or as a business, then only you can sell your product. Now that now it can either I

mean the look at this, it offers 2 types of ways in which the product can be sold.

One is buy it now, where the seller whether it is a customer or whether it is a business house,
they decide, they does display a price. And if anybody takes that, wants to take the product at
that price, it will be immediately sold. Or, the other way to do this transaction is to go for
auction. In auction, the item will be placed for example here. Here we have one example of a
auction going on for some watch and it says that the it is actually how much time is left and how

long it is going to continue and all.

And if somebody has to bid here, he has to again register. Both bidders and sellers are going to
be registering here and in the process, because somebody wants to sell and somebody wants to
buy and get registered, company also charges some money for this and that is how they make

their profit.
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Then the 2™ case is about Dell, about B2C transactions. As I told you, eBay is also facilitates
B2B transactions but the difference here is, difference here that I and there also it is B2C but I
am showing this Dell’s case specifically because Dell is the manufacturer itself. Dell is the
manufacturer itself and Dell’s computers can be sold through the physical channel through its

supply chain partners. They can also show stuffs online okay?

So directly they because of this Internet, Internet has provided them a channel because of which
they are now directly can interact with the customer. And in fact, I would like to add here is,

Dell, though started very later than that of IBM and not doing that well, at some point of time



when the Internet became commercialised, it got the advantage because its selling strategy was,

it was just selling through the retailers. It was not maintaining its proper supply chain.

So that is why, it got a lot of advantage. But anyway we are going to talk about it if we get time a
little later. But this is just a page which shows that how the Dell sells its computers. Okay? All
the high-performance laptops, gaming PCs, et cetera and it provides the best deal and so on. It
provides the facilities through which you can search the product and get it and so on.
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One important thing, there though it is dealing with its primary products directly with the
customer but one important thing I would like to show you. This is again from Dell only and this
is the auction from Dell. We saw the auction from eBay and where the 3™ parties, let us say you
are as a consumer, you wanted to sell your laptop, your old laptop. You are buying a new one and
you would like to sell your old laptop, you can sell it through eBay. Then what for this Dell is

doing the auction?

If you look at this, they are actually not selling their own product. That is number 1. And if at all
they are selling their own products, that is not their prime product. Look at this, they are actually
selling laptop but they are selling actually somebody else’s laptop. Okay? They have their own
auction site for that as well. Okay? This is again a B2C kind of transaction but here the Dell

auction is happening, it is just a facilitator for selling. Okay.
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Then the 3™ one is about C2B, consumer to buyer. Here one of the companies that we are going
to talk about is Amazon.com. As you know, Amazon started as a bookselling company. Okay?
Actually the 1% product that Amazon was started selling was books and its headquarter was
Seattle, Washington, United States. And it is said that when the company started selling books, it
was a Internet company. It was not very well-known then and people were not giving very

importance to those kind of companies then, earlier days.

Later of course, they become very important. But they were not giving them importance. What
this company was doing? They were actually had their I mean it was a small company and it was
just near a very big bookseller, physical bookseller. So what this company was used to do? They
used to get online orders. They used to get it from that physical bookstore and they used to

provide. Do you understand?

To come to a physical bookstore, you have to actually reach, physically go but they were
providing the catalogue. They need not have to maintain the inventory. Once they get the order,
they used to go to the nearby book shop, physical book shop. Of course, nowadays they have
their own inventory and all, that is a separate issue. But initially, they were doing like this. And
later, that book store itself discovered what is happening to it and they also, of course now this

bookstore I will not name it, they have their own channel, online channel.
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Now look, this is the customer review of a book that I am going to refer, Scaling for e-business.
Look how nicely people have given their books. They consider both star rating as well as they
get top customer reviews written and not only that, look at when they get the customer review,
they also verified customer has actually purchased item. Then only they considered the review to
be authentic. Okay? This is the review, this is the rating and to tell you, actually now a lot of
research is going on where these people are, see in this process, huge amount of reviews are

getting generated.

Huge amount of reviews because now the customers have facility to give their feedback about
the product, huge amount of. Now it is not possible for human being to go through each and
every review to find out the gist of what all are happening. A lot of research is going on where
actually these reviews are studied automatically to understand customer sentiments, to categorise

these reviews into different categories, on what topics they are talking about and so on.

But anyway, here the idea is we are actually the B2C transactions are those where the customers
can actually give feedback , the C2B transactions are those where the customers actually interact

with the business through giving feedback, mostly through giving feedback.
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The 4™ category that is important to us is actually B2B kind of transactions. This B2B kind of
transactions as I told you, this is between 2 businesses. Either it is hosted by the business
themselves or it is hosted by the 3™ party. The case that we are going to discuss here is the
metaljunction. This metal junction is a 3" party which provides this buying and selling services
to many other companies. Initially, they started their work with steel companies only but now

they have expanded.

So this is their website and you can see some testimonials from various users. You can in fact
visit visit the website and you can find out the details. So what exactly they do? They do both
buying and selling transactions. What do they make, the steel companies buy. It is not about only

steel. They can facilitate in buying many other stuffs as well. Okay?
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And when it comes to selling, basically again they sell products through auction. So now this is
one listing of auction listing where you have your, you have many companies, Rashtriya Ispat
Nigam Ltd, then SAIL, there is another thing from SAIL and all of them actually sell you know
what? All of them try to sell their waste material, the steel, the scrap and so on. So this is about
selling, this actually facilitates in those kind of selling. And of course I do not have anything for

buying.

Okay now, come to though we are not talking about many businesses and all, we are about
government transactions but we will be taking some time to talk about the kind of G2C and C2G

kind of transactions.
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Coming to this G2C kind of transactions, coming to customer, paying taxes, applying for various
benefits, et cetera, those can be categorised under G2C. Then coming to C2G, your answering

public queries, taking suggestions from citizens, those are C2G kind of transactions.

Then there can be G2B kind of transactions about registering a company, renewal of licence and
so on. Then there can be B2G kind of transactions which is about selling products to government
buyers. There can be G2G kind of transactions which may be some examples can be the e-
payment between government organisations. So with this actually, we talk about various kinds of

transactions that can happen in a business environment.

To summarise it, we have 3 entities here, customer, the business and the government. And
basically our focus was on customer and the business and in this category, we had 4 kind of
transactions-C2C kind of transactions which has become possible only because of Internet, there
are B2C kind of transactions which again has become possible because of Internet. Otherwise,
directly contacting the because we saw in value in the supply chain, the value delivery network

of the supply chain that you for example Dell, can Dell directly contact you to sell its laptop? No.

You have to buy it from some retailer or nowadays, online. Okay? So this B2C transactions are
also become possible because of the Internet. And this B2C kind of transactions have have not

only I mean the transactions because of B2C, many security issues are coming in and the



payment things are coming in. Those things are also to be handled by the B2C. And Bs2C can be

hosted by the companies themselves or it can be through the intermediary.

Then there are C2B. C2B is again because of the Internet . And the 4™ category that is B2B, B2B
transaction was always happening but only thing is that with IT, many other facilities have come

up. Let us just try to look at it, what it is.
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Now when we talk about the value chain of a company, try to remember the value chain of a
company. We had some 5 primary business processes 5 primary business activities and there are
many reporting activities as well. So here is the scenario presented here. Basically, we had some
major subsystems of every business. Let us say finance and accounting, manufacturing and

production, human resources, sales and marketing.

And all these subsystems cannot actually independently exist. They are interrelated and
information has to flow among them. Okay? So how the information flow? Through various
business processes. So now the information system which integrates all these 4 areas and in turn
makes the business processes automated within the organisation are called the enterprise systems
or ERP. I was talking about the brick and mortar companies, so every brick and mortar
companies nowadays most of the companies will have the ERP system which integrates their

their individual subsystems.



Now as I know companies cannot exist themselves. They are dependent on their vendors, they
are dependent or their customers. They interact with their investors and government and so on.
So in the context of a business organisation which is brick and mortar, if they interact with their
vendors, they have a subsystems there called e-procurement subsystem and they carry out B2B
transactions over there. Similarly, when they directly contact their customers, when they when
they contact their customers, either it can be directly they can contact their customers where they

will have a B2C kind of transaction.

But in this B2C kind of transactions, you need to maintain the relationship with the customer.
You keep to track of the customer, you know nowadays all of us are acquainted with such kind of
customer management systems. Users come back just we were talking about this washing
machine. Suppose your washing machine does not work, what do you do? You make a

complaint. How do you make a complaint?

You may, you can complaint by sending them some, through their web portal, you can just drop
some mail or you can call their customer number or whatever you do, if you mark properly,
everywhere you are connected with them. They will tell you that you have actually sent a email
on such and such date or you have made a call and so on. So how how are they managing it?

They are managing through some customer relationship management software.

So all these B2C transactions, have to be managed through customer relationship management
but if again you are going through your physical channel to your end customer, you have to have
B2B kind of transaction. So you need to have a supply chain management system which is not
the part of enterprise system which is again you have to contact enterprise system has to be

connected with a supply chain management.

Then, for sales and distribution, you can have e-selling and distribution. Again, you can have e-
marketing way for supporting your customers. And your organisational website through which
you are actually publishing your financial details and all, your investors can communicate with
you. Through your organisational website, they can know your, i mean the the transaction that

has happened with them, the details it can be the, they can get it.



And through government also, you can, the government can get all your details from your
organisational website. So your organisational website, supply chain management system,
customers relationship management system, e-selling and distribution, e-marketing, e-
procurement, all these things need not be part of your enterprise system though they have to be
integrated with your enterprise system and because of which you have to have proper interface

modules within these interface systems.

But they do have to exist independently. They do exist independently because of, there is some
reason as well. The reason in the sense, let us say e-procurement system. You are contacting with
a 3" party. I mean the 2, either you can take help of 3™ party for e-procurement or you can have
your own e-procurement portal. Whatever may be the case, you will not you will not allow your,
allow the outsiders to access your own enterprise system. So it has to be a different portal

altogether which has to in turn be connected to your enterprise management system.
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So these are the advantages of brick and mortar business with e-business operations. Better
availability of service, cost reduction in information processing, better timeliness of service,
better access to the customer market. Through B2C, now they are connecting. Initial cost of
operations are less expensive because things are online. Operating costs of operation are 1 mean

the cost has reduced because mostly things have gone paperless and they have many of the things



are automated, better purchasing price from the suppliers where one example is we were

discussing about reverse auction.

In reverse auction, actually you can you can make your suppliers compete with each other to
reduce the price. Then, improved product development, taking input from your customers as you
know if you can have, now you have websites which can help you customise your product. Is not

it? You go to Nike’s website, you can make your own shoe. Is not it?

So there are many websites which will be actually helping you to customise your product. So
you can, your product development can be improved. You can have improved product
development, you can have improved scheduling and you can have better quality, supplier
quality control. But anyway, we will be talking in detail about all these benefits when we talk
about the functional areas of [ mean when we see e-business has affected the functional areas of

the business. So thank you very much.



