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PrefacePrefacePrefacePrefacePreface
We have great pleasure in presenting the first edition “E-Commerce and Business
Communication” written for students of UG courses. The subject matter is written
in a simple and easily understandable language with sufficient support from real
business world information.

The language of the book is simple and the coverage of various unit is exhaustive
with examples. This work is prepared as a basic material for the learners to know
fully about e-commerce and business communication. We have tried to make
the book very useful for the students but still we will thankfully solicit and
incorporate the suggestions of our readers. This title “E-Commerce and Business
Communication” provides them an opportunity to develop the skills necessary to
meet the challenges.

This is an attempt to provide the students with thorough understanding of e-
commerce and business communication concepts. In writing this book we have
benefited immensely from the studies of a number of books and the articles
written by scholars spread over diversely.

We are sure this book will prove to be useful to students and teachers alike.
The book would not have seen the light, but for the grace of God and the
blessings and support of our family members and friends.

We offer our gratitude to Himalaya Publishing House Pvt. Ltd., who is leader
in Commerce and Management publications. Our sincere regards to Mr. Niraj
Pandey, Mr. Vijay Pandey and Mr. N. K. Mitra for interest shown and for the
best effort put forth by the matter of publication of this book.

Finally, we express our sincere thank to SPS, Bengaluru for their excellent
computer typesetting work and the printing.
Any suggestions regarding improvement and errors, if any, will be gratefully
acknowledged.

  Kolkata                          Authors                         Authors                         Authors                         Authors                         Authors
Jan. 2019
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Module – I: Module – I: Module – I: Module – I: Module – I: E-CommerceE-CommerceE-CommerceE-CommerceE-Commerce
Unit - 1: Introduction      [10 Marks, Class: 10]

E-Commerce - Meaning, Nature, Concepts, Types; E-commerce Business Models B2B
[Concept, Major Activities, Types of B to B Market (Independent, Buyer Oriented, Supplier
Oriented, E-market Place)], B2C [Portals, E-tailer, Content Provider, Transaction Broker,
Real Life examples of B2C], C2C, C2B, etc.; Forces Behind E-commerce, E-Governance
[Meaning, Types, Significance, Real Life examples].
Unit - 2: E-CRM and SCM   [8 Marks, Class: 8]

E-CRM - Definition, Features, Goals of E-CRM Business Framework, Phases of E-CRM,
Types of E-CRM, Functional Components of E-CRM, Strategies for E-CRM Solutions; SCM -
Definition, Features, Types of Supply Chain.
Unit - 3: Digital Payment   [8 Marks, Class: 8]

Methods of E-payments [Debit Card, Credit Card, Smart Cards, e-Money], Electronic or
Digital Wallet, Digital Signature (procedures, working and legal provisions), Payment
Gateways [Core Banking Solution or CBS, Mobile Payment, UPI, NCPI, International
Payments], Online Banking [Meaning, Concepts, Importance, Electronic Fund Transfer,
Automated Clearing House, Automated Ledger Posting], Risks involved in E-payments.
Unit - 4: ERP   [8 Marks, Class: 8]

Definition, Features, Major Characteristics, Levels of ERP, Benefits of ERP, Enterprise
Potential of ERP, Modules of ERP, Phases of ERP Implementation, Limitations of ERP.
Unit - 5: New Trends in E-Commerce   [6 Marks, Class: 6]

Social Commerce - Concept, Definition, Features; Digital Marketing - Definition,
Objectives, Methods, Limitations; Advertisement in Social Media - Objectives, Advantages and
Disadvantages, Procedures.

Module – II: Module – II: Module – II: Module – II: Module – II: Business CommunicationBusiness CommunicationBusiness CommunicationBusiness CommunicationBusiness Communication
Unit - 1: Introduction   [8 Marks, Class: 8]

Definition, Objectives, Importance, Elements, Process, Forms, Models, Principles of
Effective Communication, Barriers to Communication and Remedial Measures, Role of
Communication in Conflict Resolution.
Unit - 2: Types of Communication   [6 Marks, Class: 6]

Formal and Informal Communication, Grapevine, Corporate Communication,
Characteristics of Corporate Communication, Communication Network.
Unit - 3: Tools of Communication   [6 Marks, Class: 6]

Emergence of Communication Technology, Modern Forms of Communication, Fax,
Email, Video Conferencing.
Unit - 4: Drafting      [20 Marks, Class: 20]

Notice, Circular, Resolution and Minutes, Report, CV Writing, Business Letter Writing
- Offer Letter, Quotation, Status Enquiry, Confirmation, Execution, Refusal and Cancellation
of Order, Recommendation, Credit Collection, Claim, Bank Loan.
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Introduction

E-Commerce
Meaning of E-Commerce
Nature of E-Commerce
Concepts of E-Commerce
Types of E-Commerce Business Models
Concept and Major Activities of B2B
Types of B to B Market (independent, buyer
oriented, supplier oriented, e-market place)
B2C [portals, e-tailer, content provider,
transaction broker, real life examples of B2C]
C2C and C2B, etc.
Forces behind E-Commerce
Meaning of E-Governance
Types of E-Governance
Significance of E-Governance
Real Life Examples
Multiple Choice Questions (MCQ)
Review Questions

Further Readings
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Introduction
E-CRM
Definitions of E-CRM
Features of E-CRM
Goals of E-CRM Business Framework
Phases of E-CRM
Types of E-CRM
Functional Components of E-CRM
Strategies for E-CRM Solutions
Supply Chain Management (SCM)
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Definition of Supply Chain Management
Features of Supply Chain Management
Types of Supply Chain Management
Multiple Choice Questions (MCQ)
Review Questions

Further Readings
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Introduction
E-Payment
Methods of E-Payments
Debit Card
Credit Card
Smart Cards
E-Money
Electronic or Digital Wallet
Digital Signature
Procedures of Digital Signature
Working & Legal Provisions of Digital Signature
Payment Gateways
Core Banking Solution or CBS
Mobile Payment
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Meaning of Online Banking
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Importance of Online Banking
Electronic Fund Transfer
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Risks involved in E-Payments
Multiple Choice Questions (MCQ)
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Further Readings
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Enterprise Resource Planning (ERP)
Meaning and Definitions of ERP
Features of ERP
Major characteristics of ERP
Levels of ERP
Benefits of ERP



Enterprise Potential of ERP
Modules of ERP
Phases of ERP Implementation
Limitations of ERP
Multiple Choice Questions (MCQ)
Review Questions

Further Readings
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Social Commerce
Concept of Social Commerce
Definition of Social Commerce
Features of Social Commerce
Digital Marketing
Definition of Digital Marketing
Objectives of Digital Marketing
Methods of Digital Marketing
Limitations of Digital Marketing
Advertisement in Social Media
Objectives of Advertisement in Social Media
Advantages of Advertisement in Social Media
Disadvantages of Advertisement in Social Media
Procedures of Advertisement in Social Media
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MEANING OF E-COMMERCE
Electronic commerce or e-commerce refers to a wide range of online business activities for

products and services. It also pertains to “any form of business transaction in which the parties
interact electronically rather than by physical exchanges or direct physical contact.”

E-commerce is the electronic exchange of business information between two or more
organizations. There are e-commerce conducted between businesses and those that carried out
between a business and its consumers. Business-to-business e-commerce take place in electronic
data interchange over private networks. Companies that regularly do business together will setup an
automated and fast info exchange such as stock deliver and receive confirmation.

E-commerce, however, is more than just electronics and commerce added together. It
represents an entirely new way of doing business over a medium that changes the very rules of
doing that business. It is, therefore, far more about strategy and business management than it is
about technology. In order to understand e-commerce and its implications for developing countries,
it is important, therefore, to see it from the perspective of the transactional aspects of e-commerce,
i.e. those that represent the business between the different players, as well as the framework
aspects, i.e. those basic requirements that are needed in developing countries for it to develop.

DEFINITIONS OF E-COMMERCE

The World Trade Organization defines e-commerce as, "e-commerce is the production,
distribution, marketing, sales or delivery of goods and services by electronic means."
The Organization for Economic Co-operation and Development (OECD) defines e-
commerce as commercial transactions, involving both organizations and individuals, that are
based upon the processing and transmission of digitized data, including text, sound and
visuals images and that are carried out over open networks (like, the internet) or closed
networks (like, AOL or Mintel) that have gateway onto an open network.
Zwass defines e-commerce as “The sharing of business information, maintaining business
relationships and the conducting business transactions by means of telecommunications
networks”
Daniel Minoli and Emma Minoli defines “Electronic commerce is the symbiotic integration
of communications, data management and security capabilities to allow business applications
within different organizations to automatically exchange information related to the sale of
goods and services.”
The Dutch Ministry of Economic Affairs “all business activities carried out electronically
with the intention of improving the efficiency and effectiveness of market processes and
business processes”
Laudon & Laudon: “The process of buying and selling goods and services electronically
involving transaction using the Internet, networks and other digital technologies.”
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Kalakota and Whintons defined the term E-commerce from different perspectives. These
perspectives are:

Communication Perspective: According to this perspective, E-commerce is the delivery
of information, product/services or payments over tele-communication channels,
computer networks or any other electronic mode of communication.
Business Process Perspective: This says that E-commerce is the application of
technology towards the automation of business transactions and work flow.
Service Perspective: E-commerce is defines as a tool that addresses the desire of firms,
consumers and management to cut service cost while improving the quality of goods/
services and increasing the speed of service delivery.
Online Perspective: E-commerce provides the capability of buying and selling products
and information on the internet and other online services.

E-commerce may thus be defined as those commercial transactions carried out using
electronic means, in which goods or services are delivered either electronically or in their
intangible or tangible form.
A more complete definition is: E-commerce is the use of electronic communications and
digital information processing technology in business transactions to create, transform and
redefine relationships for value creation between or among organizations and between
organizations and individuals.

THE FRAMEWORK OF ELECTRONIC COMMERCE
It is evident that e-commerce applications will be built on the existing technology

infrastructure of the business, which would include computers, communication networks and
communication softwares. The number of e-commerce applications listed below would not be
possible without each of the building blocks shown in the framework below:
1. Common Business Services – like security, electronic payment system, electronic catalogs

etc., are for facilitating the buying and selling process.
2. Messaging and Information Distribution – serves as a means of sending and retrieving

information. It includes facilities like EDI, e-mail, Hypertext Transfer Protocol.
3. Multimedia Content and Network Publishing – e.g., Digital video, electronic books, world

wide web are needed for creating a product and means to communicate about it.
4. Information Superhighway – like telecom, wireless, Internet etc. is the foundation of e-

commerce framework, providing the highway system.
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There two pillars support all e-commerce applications and infrastructure are:
1. Public Policy – to govern issues like universal access, privacy and information pricing.
2. Technical Standards – to dictate the nature of information publishing user interfaces and

transport in the interest of compatibility across the entire network.

NATURE OF E-COMMERCE
Electronic commerce being a new field is just developing its theoretical or scientific

foundations. It is clear that electronic commerce is based on several disciplines. The major
disciplines of electronic commerce with some samples of the issues with which they are concerned
as follow:
1. Marketing: Many issues of marketing offline are relevant to online electronic commerce for

example, cost benefits of advertisements and advertisement strategic. Other issues are unique
to electronic commerce, ranging from online marketing strategy to interactive.

2. Management: Electronic commerce efforts need to be managed properly and because of the
interdisciplinary nature of electronic commerce, its management may re quire new approaches
and theories.

3. Computer sciences: Many of the issues listed in the infrastructure, such as languages,
multimedia, and networks, fall into the discipline of computer sciences. Intelligent agents play
a major role in electronic commerce as well.

4. Accounting and auditing: The back-office operations of electronic transactions are similar to
other transactions in some respects, but different in others. For example, auditing electronic
transactions presents a challenge for the accounting profession; so does the, development of
methodologies for cost-benefit justification.

5. Consumer behavior and psychology: Consumer behavior is the key to the success of B2C
trade, but so is the behavior of the sellers. The relationship between cultures and consumer
attitude in electronic market is an example of a research issue in the field.
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6. Finance: The financial markets and banks are one of the major participants in electronic
commerce. Also, financing arrangements are part of many online transactions. Issues such as
using the internet as a substitute for a stock exchange and fraud in online stock transactions
are a sample of the many topics of the field.

7. Management information systems (MIS): The information systems department is usually
responsible for, the deployment of electronic commerce. This discipline covers issues ranging
from systems analysis to system integration, not to mention planning, implementation,
security/and payment systems, among others.

8. Economics: Electronic commerce is influenced by economic forces and has a major impact
on world and country economies. Also, theories of micro and macronomics need to be
considered in electronic commerce planning, as well as the economic impacts of electronic
commerce on firms.

9. Business law and ethics: Legal and ethical issues are extremely important in electronic
commerce, especially in a global market A large number of legislative bills are pending and
many ethical, issues are interrelated with legal ones, such as privacy and intellectual property.
Several other disciplines are involved in various aspects of EC to a lesser extent - for example,

linguistics (translation in international trades), robotics and sensory systems, operations research/
management science, statistics, and public policy and administration. Also, electronic commerce is
of interest to engineering, health care, communication, and entertainment publishing. In this book
we cover various disciplines' involvement in electronic commerce.

SIGNIFICANCE OF E-COMMERCE
1) Anybody can easily set up a website at low cost.  To market a product large retail showrooms

are not required, just a web site can make market of product.
2) Easy to create global market.
3) Easy to access market and product.
4) E-commerce provides multiple market opportunities like purchasing, selling, etc.

5) Pre-sales enquires through internet.
6) Easy to make advertisement of product.
7) Easy funds transfer.
8) After sales services become easy.
9) E-commerce reduces the sales cost.
10) Development of technology.
11) Others:

 Customer Research
 Pre-sale enquiries
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 Advertising
 Public relations
 Customer support
 Funds transfer

MAJOR COMPONENT OF E-COMMERCE
The Major Component of E-Commerce is:
(i) Web browser: A software program that allow people to access the WWW. Internet Explorer

and Netscape navigator are the most popular web browser.
(ii) Web server: Computer that host the information that internet users access via their web

browser. Web server are special internet computers that store and deliver web pages. A web
server can host one or more web sites.

(iii) Transaction manager: Electronic money exchanges including via credit cards, electronic
checks, smart cards, digital cash and electronic fund transfer.

(iv) Standards: Methods of facilitating e-Commerce interactions include and are meant to ensure
transaction security, reliability, electronic data interchange.

(v) E-commerce software: The most visible part of the E-Commerce is the software that puts it
all together. The basic function of E-commerce software is – Customers registration and
authentication, online catalog viewing, order capturing and processing, customer service etc.

(vi) E-mail: E-mail as a support E-Commerce web sites.
(vii) Knowledge management technologies.
(viii) Multimedia and broadband access technologies.

FEATURES OF ELECTRONIC COMMERCE TECHNOLOGY IN BUSINESS
Electronic Commerce means better business communication and data interchange information

is essential for every Modern business. The quality and quantity of information which a business
delivers to customers or use this information to make decisions can determine just how competitive
the business is. Electronic business can result in better transactions, wide market coverage by
offering the benefits of speed, convenience, being cost effective, timeliness, high profit margins,
instant customer relations, no loss of customers, impact and control all are a fraction of the past
traditional business methods. A concern can do everything it can to run its business efficiently and
profitably.

Application of electronic operations to commercial activities means better business solutions.
It greatly facilitates a firm to make better decisions, sale forecasts, prices and other valuable
information can be sent and received instantaneously. A business will always have the information it
needs faster, easier and more completely in the new system of communication than ever before.
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1. Effectiveness and Efficiency
Electronic commerce can increase the efficiency and effectiveness of public relation

programmes, broadcast press releases, financial updates and other corporate communications.
Copy reviews and approvals are expedited by circulating instant messages to key internal and
external contacts.

2. Ubiquity
In traditional commerce, a marketplace is a physical place visit in order to transact. For

example, television and radio are typically directed to motivating the customer to go someplace to
make a purchase. E-commerce is ubiquitous, meaning that it is available just about everywhere at all
times. It liberates the market from being restricted to a physical space and makes it possible to shop
from Consumer desktop. The result is called a market space. From consumer point of view,
ubiquity reduces transaction costs - the cost of participating in a market. To transact, it is no longer
necessary that consumer spend time and money traveling to a market. At a broader level, the
ubiquity of e-commerce lowers the cognitive energy required to complete a task.

3. Global Reach
E-commerce technology permits commercial transactions to cross cultural and national

boundaries far more conveniently and effectively as compared to traditional commerce. As a result,
the potential market size for e-commerce merchants is roughly equal to the size of world's online
population.

4. Strong relation with customer
In any business where maintaining close contact with customers is a priority consideration,

electronic business can increase responsiveness of the company' and ensure customer satisfaction.
Appointment confirmations, requests for information, follow-up reports and electronic data
interchange can be effected with greater efficiency using instant messages.

5. Universal Standards
One strikingly unusual feature of e-commerce technologies is that the technical standards of

the Internet and therefore the technical standards for conducting e-commerce are universal
standards i.e. they are shared by all the nations around the world.

6. Expedites and Streamlines Reporting
It has been an experience in conventional commercial practices with factors like delays and

ineffectiveness in reporting systems crippling effectiveness. Responsive, timely information flows
from sound management systems. Electronic commerce improves delivery and distribution both
within and outside organisations.

7. Interactivity
Unlike any of the commercial technologies of the twentieth century, with the possible

exception of the telephone, e-commerce technologies are interactive, meaning they allow for two-
way communication between merchants and consumer.
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8. Information Density and Richness
The Internet vastly increase information density. It is the total amount and quality of

information available to all market participants, consumers and merchants. E-commerce
technologies reduce information collection, storage, communication and processing costs. At the
same time, these technologies increase greatly the accuracy and timeliness of information, making
information more useful and important than ever. As a result, information becomes plentiful,
cheaper and of higher quality. Information richness refers to the complexity and content of a
message.

9. Personalization
E-commerce technologies permit personalization. Merchants can target their marketing

messages to specific individuals by adjusting the message to a person's name, interests and past
purchases. The technology also permits customization. Merchants can change the product or
service based on user's preferences or prior behavior.

BENEFITS OF ELECTRONIC COMMERCE
E-commerce has revolutionized the concept of conducting business by providing equal chance

to all the businesses to mark their global presence. It has also eased the customers with online
shopping and easy transactions. With the introduction of e-commerce business, communication has
become effortless and has also changed a lot in recent years for the better. Still, there are people
who think that conventional business practices are far better than the e-commerce business. The
benefits of Electronic commerce is Classified in to three categories those are:

I. Benefits of E-Commerce to Businesses
1. It helps to reach Global: E-commerce enabled businesses now have access to people all

around the world. In effect all e-commerce businesses have become virtual multinational
corporations. E-Commerce expands the market place to national and international markets.
Internet and web based E-Commerce helps to reach a more geographically dispersed customer
base and more business partners as compared to the traditional business methods.

2. Cost effective: E-commerce is proved to be highly cost effective for business concerns as it
cuts down the cost of marketing, processing, inventory management, customer care etc. It
also reduces the burden of infrastructure required for conducting business. It can also collect
and manage the information related to the customers efficiently which in turn will assist the
consumer in developing efficient promotional strategy.

3. New Customers With Search Engine Visibility: Physical retail is driven by branding and
relationships. In addition to these two drivers, online retail is also driven by traffic from search
engines. It is not unusual for customers to follow a link in search engine results and land up
on an ecommerce website that they have never heard of. This additional source of traffic can
be the tipping point for some ecommerce businesses.
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4. It Reduces the Paper Costs: E-Commerce decreases the cost of creating, processing,
distributing, storing and retrieving information through the use of FDI systems. This greatly
cuts on the cost of paper work in terms of the time taken and the man power required. Also
the date is more secure from theft and destruction.

5. Reduction in Inventories: A reduction in inventory is desirable to enable reduction in storage,
handling, insurance and administrative costs. Internet E-Commerce can help firms to reduce
inventories by electronically linking the suppliers and buyers.
The process starts from the customer orders and uses just-in-time manufacturing.
Information on inventory levels and production rate is shared between the manufacturers and
their suppliers. Using such information, the delivery schedules are “fine turned” for just-in-
time manufacturing, rather than maintaining large inventories.

6. Mass Customization and Competitive advantage: The web based interactive E-Commerce
enables the customization of products/services as per the customer needs. This provides a
great competitive advantage to businesses. For example, an online travel agency may
customize the itenary for a customer who wishes to travel abroad or a computer manufacturer
may be able to supply a customized PC to a user.

7. No Middlemen: There is a direct contract with customers in e-commerce through internet
without any intermediation. companies can now focus more on specific customers by
adapting different one-to-one marketing strategy.

8. Reduced Production lead Time: The production cycle time is the time taken by a business to
build a product, beginning with the design phase and ending with the completed product. The
internet based E-Commerce enables the reduction of this cycle time by allowing the
production teams to electronically share design specifications and refinement processes.
The reduction in the production cycle time helps to reduce the fixed overheads associated with
each unit produced. This saving in the cost production can be passed onto the customer or
may be used to achieve higher profits.

9. Improved Customer relationship: Customer service can be enhanced using the internet based
E-Commerce by helping the customer to access information before, during and after a sale.
Customers may need to retrieve information on product specifications and pricing. On the
status of an order or may need online help in the installation or use of a product he has
purchased. A prompt customer support service can help businesses to earn goodwill of
customers in the long run.

10. Lower Sale and Marketing Costs: The internet allows businesses to reach many customers
globally at lower costs. Thus by shifting the sale and marketing functions to the electronic
processes, the organizations can bring down greatly the marketing overheads. For example,
advertisements on the internet can cut down the cost of printing and mailing the pamphlets or
brochures. Any charge in product specifications in the case of paper- based advertisements
may mean re-printing, how-ever in web based advertisement it may mean changes only in the
web site.
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11. Lower Telecommunication Costs: The Internet is much cheaper than value added networks
(VANs) which were based on leasing telephone lines for the sole use of the organization and its
authorized partners. It is also cheaper to send a fax or e-mail via the Internet than direct dialing
before the coming internet, only few organizations were using the private networks and VANs
for their EDI. The cost of installation and running these systems was very high and beneficial
only to the larger firms that had enough business volumes to justify the cost.

12. New Found Business Partners: Internet based E-Commerce enables businesses to find new
business partners globally on the web, thus not restricting themselves to a specific choice of
suppliers.

13. Increased supply chain efficiencies: E-commerce minimizes supply chain inefficiencies,
reduces inventories, reduces delivery delays.

14. Digitization of Products and Processes: Particularly in the case of software and music/video
products, this can be downloaded or e-mailed directly to customers via the Internet in digital
or electronic format. The internet helps to expedite access to remote information, thus adding
speed to transactions and processes.

15. Information sharing: It takes only few seconds to share information over the internet. a firm
can e-mail its customers relating new products and new offers and can solve their product
related quires and welcome suggestions.

II. Benefits of E-Commerce to Consumers
1. Gives freedom to make choices: It also gives customers an opportunity to look for cheaper

and better quality products. With e-commerce, consumers can search the specific product or
service they require and can even find the direct manufacturer from where they can purchase
products at comparatively less price. Shopping online is time saving and convenient. In
addition to it, consumers also get to see the reviews of other consumers that will help  in
making beneficial purchase decision.

2. Increase in variety of goods: As the market will expand the variety of goods available will also
expand. Wide variety of goods are available than ever before.

3. It gives more choice and alternatives:  E-commerce provides more choice and alternatives to
customers that will increase the choice of vendors or products because they are no longer
geographically constrained to reach a vendor or a product. A large number of vendors/
manufacturers are marketing and selling their products/services on the internet.
Virtual shops (e.g. Homeshop18, snapdeals, flipkart) can offer the consumers a large number
of products/services at a single site.

4. Convenience of Shopping at Home: allows the consumers to shop went it is convenient for
them and not strictly during store hours. Also for handicapped or ill consumers, home
shopping on the internet provides a lot of opportunity and convenience.
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5. Ensure Secrecy: the various security measures that are in built are used in E-commerce
transactions to prevent any unathorised access to information on the internet for ensure
secrecy they maintain encoding, encryption and passwords.

6. More Competitive Prices and Increased Price comparison capabilities: The large amount of
information available on the internet is giving more and more power to the consumers.
Consumers can make comparison shopping. There are several online services that allow
customers to browse multiple ecommerce merchants and find the best prices.

7. Access to Greater Amounts of Information on Demand: Consumers can have access to large
amount of information online on products and services, their features and prices. This further
translates into more choice to customers in shopping and greater price comparison
opportunities.

8. Time compression: Time is not a factor with Internet communication between firms and their
stakeholders. Online stores can be open 24/7; people can communicate as their schedules
permit; times zones disappear for managers collaborating with partners on other continents.

9. Quick Delivery of Digitized Products/Services: E-Commerce allows quick delivery in the case
of digitized products such as music, software etc.

10. Provide Comparison Shopping: Ecommerce facilitates comparison shopping. There are
several online services that allow customers to browse multiple ecommerce merchants and
find the best prices.

11. E-payment system: The electronic payment system on the interent is facilitated by payment
gateways or intermediary between the business firm and customers and between the business
firms for assuring the payments from the customers.

III. Benefits of e-Commerce to Society
1. Enables More Flexible Working Practices: Which enhances the quality of life for a whole

host of people in society, enabling them to work from home. Not only is this more convenient
and provides happier and less stressful working environments. It also potentially reduces
environmental pollution as fewer people have to travel to work regularly.

2. Connects People: Enables people in developing countries and rural areas to enjoy and access
products, services, information and other people which otherwise would not be so easily
available to them.

3. Facilitates Delivery of Public Services: The health services available over the Internet on-line
consultation with doctors or nurses, filing taxes over the Internet through the Inland Revenue
website.
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ADVANTAGES OF ELECTRONIC COMMERCE

1. Advantages to Organizations
i) Using E-Commerce, organization can expand their market to national and international markets

with minimum capital investment. An organization can easily locate more customers, best
suppliers and suitable business partners across the globe.

ii) E-Commerce helps organization to reduce the cost to create process, distribute, retrieve and
manage the paper based information by digitizing the information.

iii) E-commerce improves the brand image of the company.
iv) E-commerce helps organization to provide better customer services.
v) E-Commerce helps to simplify the business processes and make them faster and efficient.
vi) E-Commerce reduces paper work a lot.
vii) E-Commerce increased the productivity of the organization. It supports "pull" type supply

management. In "pull" type supply management, a business process starts when a request
comes from a customer and it uses just-in-time manufacturing way.

2. Advantages to Customers
i) 24 x 7 supports. Customer can do transactions for the product or enquiry about any product/

services provided by a company anytime, anywhere from any location. Here 24x7 refers to 24
hours of each seven days of a week.

ii) E-Commerce application provides user more options and quicker delivery of products.
iii) E-Commerce application provides user more options to compare and select the cheaper and

better option.
iv) A customer can put review comments about a product and can see what others are buying or

see the review comments of other customers before making a final buy.
v) E-Commerce provides option of virtual auctions.

vi) Readily available information. A customer can see the relevant detailed information within
seconds rather than waiting for days or weeks.

vii) E-Commerce increases competition among the organizations and as result organizations
provides substantial discounts to customers.

3. Advantages to Society
i) Customers need not to travel to shop a product thus less traffic on road and low air pollution.
ii) E-Commerce helps reducing cost of products so less affluent people can also afford the

products.
iii) E-Commerce has enabled access to services and products to rural areas as well which are

otherwise not available to them.
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iv) E-Commerce helps government to deliver public services like health care, education, social
services at reduced cost and in improved way.

DISADVANTAGES OF ELECTRONIC COMMERCE
The following are the important drawback/disadvantages of electronic commerce:
1. Ecommerce Lacks That Personal Touch: Not that all physical retailers have a personal

approach, but we do know of several retailers who value human relationship. As a result,
shopping at those retail outlets is reassuring and refreshing. Clicking on "Buy Now," and piling
up products in virtual shopping carts.

2. System and data integrity: A computer virus is a program that clones itself when an injected
piece of program code is executed. it is malicious program. data protection from the viruses
that causes unnecessary delays and can clean up all stored information must. In order to
create cost effective response to the varied technical and human threats to web site security.

3. Ecommerce Delays Goods: Ecommerce websites deliver to take a lot longer time to get the
goods into consumer hands. Even with express shipping the earliest consumer get goods in
next day. An exception to this rule is in the case of digital goods an e-book or a music file. In
this case, ecommerce might actually be faster than purchasing goods from a physical store.

4. System scalability: It means regular up graduation of the website is required when the number
of website users increase over period of time or during busy seasons. As a result of rush of
enquiries on the companies site, it might cause slow down of the system performance and
eventually loss of customers.

5. Dependent on internet: E-commerce is dependent on internet. Mechanical failures in the
system can cause unpredictable effects on the total processes. Furthermore, there are many
hackers who look for opportunities, and thus an ecommerce site, service, payment gateways;
all are always prone to attack. Things such as viruses could mean losing the site or affecting
the customer’s computers while on purchasing from the website.

6. Many Goods Cannot Be Purchased Online: Despite its many conveniences, there are goods
that consumer cannot buy online. Most of these would be in the categories of "perishable" or
"odd-sized." It could order both of them online, but consider the inconvenience. The Popsicle
would have to be transported in refrigerated trucks. Unless the seller was willing to make a
huge loss, the cost of shipping that Popsicle would far exceed the cost of the Popsicle.

7. Products people won’t buy online: There are various products which the customers would
like to first touch and feel and then buy it. For example: Furniture users want to touch ant
they want to sit on it, feel the texture of the fabric.

8. Ecommerce Does Not Allow Experiencing the Product before Purchase: It cannot touch the
fabric of the garment when consumer wants to buy and it cannot check how the shoe feels on
our feet. consumer cannot "test" the perfume that consumer want to buy. In many cases,
customers want to experience the product before purchase. Ecommerce does not allow that.
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If they buy a music system, they cannot play it online to check if it sounds right? If they are
purchasing a home-theatre system, they would much rather sit in the "experience center" that
several retail stores set up.

9. Loyal customers: Great amount of effort is put on building a customer relationship by the
organizations and retaining them is rather a bigger job. A business cannot survive without a
loyal customer.

10. Shopping is Social Experience: People love to shop in the mall because it gives them an
opportunity to have fun with friends and family. It’s something online stores lack of.

11. Anyone one Can Set Up an Ecommerce Website: Where online storefront providers bring the
ability to set up an ecommerce store within minutes. The lowered barriers to entry might be a
great attraction to the aspiring ecommerce entrepreneur. But for the buyer, reliability can be an
issue. This could lead customers to restrict their online purchases to famous ecommerce
websites.

12. Too Many Competitors: If there are thousands of online stores selling similar products, how
company can attract visitors so they actually buy from it and not from others? As the
technology has boomed the competition is increasing because more and more people are
opening their businesses on internet.

13. Security: When making an online purchase, consumer have to provide at least credit card
information and mailing address. In many cases, ecommerce websites are able to harvest
other information about our online behavior and preferences. This could lead to credit card
fraud, or worse, identity theft.

TYPES OF E-COMMERCE BUSINESS MODELS

E-Commerce Business Models

1. Business to Business (B2B)

2. Business to Consumer (B2C)

3. Consumer to Consumer (C2C)

4. Customer to Business (C2B)

5. Peer-to-Peer

1. BUSINESS TO BUSINESS (B2B)

Meaning of B2B
Business-to-business (B2B) is an Internet business model that involves businesses that

perform services or provide products for other businesses. Business information may also be
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shared. B2B is a form of e-commerce and it can involve businesses that manufacture a product,
service or merchandise component that that is sold to another business.

Major Activities of Business to Business (B2B)
Forging new relationships between businesses is becoming critical for businesses to survive

and blossom in this increasingly fast paced world. B2B applications provide new opportunities for
businesses to leverage emerging technologies to build their businesses. Examples of B2B
applications include facilitating transactions for goods/services between companies, selling goods/
services on the Internet to businesses, and supply chain integration. Another example is online
procurement of goods from one company to another. Legacy integration is a huge issue in B2B
applications. If existing applications such as EDI or EFT are extended to help the B2B process, then
the existing legacy applications can be a big help in moving forward. On the other hand, if two
companies want to trade data, but have dramatically different legacy systems, legacy integration
can be a challenge to overcome. There are other issues such as security, speed, and flexibility, in
B2B applications.

Types of Business to Business (B2B) Market

1. Independent e-market place
An independent e-marketplace is usually a business-to-business online platform operated by

a third party which is open to buyers or sellers in a particular industry. By registering on an
independent e-marketplace, you can access classified ads or requests for quotations or bids in
your industry sector. There will typically be some form of payment required to participate.There
are three distinct types of e-marketplace: independent, in which public environments seek simply
to attract buyers and sellers to trade together; consortium-based, in which sites are established on
an industry-wide basis, typically when a number of key buyers in a particular industry get
together; and private, in which e-marketplaces are established by a particular organization to
manage its purchasing alone.The independent e-marketplace it the way of selling product that you
are going get the attention of the customer, to attract and also to encourage them so that they
will be interested for it. The independent sellers will also show their own techniques so that they
can get the customer of their customers. The e-market has evolved and become an important
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element in the Internet-age economy, and it attracts many attentions from academy and industry.
The independent e-marketplace has benefits to consider which is the seller and buyer will know
what are this.There are greater opportunities for suppliers and buyers to establish new trading
partnerships, either within their supply chain or across supply chains.E-marketplacescan provide
greater transparency in the purchasing process since availability, prices and stock levels are all
accessible in an open environment.

2. Buyer-oriented e-market place
This marketplace is run by a body of buyers who want to establish an efficient purchasing

environment. This helps the buyers to lower their administrative costs and get best prices from
the suppliers. The suppliers can also use the buyer oriented e-marketplace to advertise their
product to the set of relevant customers. An example of a buyer-oriented portal that links many
suppliers to a few buyers is the Exostar.

3. Supplier-oriented e-market place
This marketplace is operated by a large group of suppliers for establishing an efficient sales

channel and increase their visibility and get leads from a large number of potential buyers. This
type of Supplier-oriented e-marketplace are also called as supplier directory and are usually
searchable by the product or the services being offered. The buyers can also access information
about the suppliers, products or the region that they are not familiar with. Successful examples
of this business model are (CCO) Cisco connection Online which operates Cisco’s electronic
marketplace.

4. Vertical and horizontal e-market places
Vertical e-marketplace provides online access to businesses vertically across every segment

of a particular industry sector such as automotive, chemical, construction or textile. Buying or
selling using Vertical e-marketplace helps increase the operating efficiency while decreasing the
supply chain and inventories cost and procurement time. A horizontal e-marketplace on the
contrary connects buyers and sellers across different industries or regions. It will allow the
buyers to purchase indirect products such as office equipment or stationery.

Advantages of B2B
1. Improving the speed of communication.
2. Higher customer retention rates in business.
3. Higher transaction value through business purchases.

4. Clear structure and collaborative shopping.
5. The opportunity to expand the business.
6. Increased brand awareness through an additional channel.
7. Lower customer acquisition costs.
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8. Improved business and market intelligence.
9. Improved efficiency in ordering material.
10. fewer errors in business transaction.
11. Just-in-time environment that minimizes inventory sitting in the warehouse.

Disadvantages of B2B
1. Low barriers to entry for competitors.
2. Limited Market opportunities.
3. Long Purchase Decision Time.
4. Inverted Power Structure.
5. Lengthy Sales Process.

2. BUSINESS TO CONSUMER (B2C)

Meaning of B2C
Business-to-consumer (B2C) is an Internet and electronic commerce (e-commerce) model

that denotes a financial transaction or online sale between a business and consumer. B2C involves a
service or product exchange from a business to a consumer, whereby merchants sell products to
consumers.

Major Activities of Business to Business (B2C)
It is the model involving businesses and consumers. This is the most common e-commerce

segment. In this model, online businesses sell to individual consumers. When B2C started, it had a
small share in the market but after 1995 its growth was exponential. The basic concept behind this
type is that the online retailers and marketers can sell their products to the online consumer by using
crystal clear data which is made available via various online marketing tools. Example: An online
pharmacy giving free medical consultation and selling medicines to patients is following B2C model.

Business to Consumer (B2C) is applications that provide an interface from businesses directly
to their consumers. The most common example of a B2C application is a retail web site featuring
the business's products or services that can be directly purchased by the consumer.
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Advantages of B2C
1. Extensive search capabilities by item, corporate name, division name, location, manufacturer,

partner, price or any other specified needs.
2. Reduced marketing and advertising expenses to compete on equal balance with much bigger

companies; easily compete on quality, price and availability of the products.
3. The Internet gives customers the opportunity to browse and shop at their place. They can

access the services from home, office at any time.
4. The Internet allows the companies to reach people around the world, offering many products

to a global customer.
5. It has reduced inventory, employees, purchasing costs, order processing costs associated with

faxing, phone calls and data entry and even eliminate physical stores.
6. Reduce transaction costs.
7. Its eliminate Middlemen.
8. Reduce customer service and sales support service.
9. Better way to deal with dealers and suppliers.
10. It creates automated registration verification, account entry and transaction authorization

features.

Disadvantages of B2C
1. Customer will only locally and limited to certain area.
2. Increased Cost regarding inventory, employees, purchasing costs and order-processing costs

associated with faxing.
3. Some sales or transaction may taking part indirectly or gone through third party.
4. Need staffs that give customer service and sales support service.
5. The list of products or services needs to regenerate every time when there is some new

information or items to add in.

Model of B2C

i) Portals
Portal are gateways to the internet officer powerful web searching tools efficiency and ease.

The portal business model is in addition to serving as a gateway to the internet. It is a destination
site provide an integrated package of content and service all in one place.

A gateway or portal to information related to a particular industry, such as human
resources, health care, insurance, automobiles or food manufacturing. Portals are also seen as
likely business-to-business communities.
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ii) E-tailer/Storefront
Virtual merchant such as Amazon.com, ebooks.com. Online version of retail store where

customers can shop 24/7 with comfort. Walmart.com, bestbuy.com  is online distributor channel
for company that also has physical stores. Catalog merchant example - LandsEnd.com,
llbean.com to make  online version of direct catalog. The catalog merchant has generally lower
prices than other retailers and lower overhead expenses due to the smaller size of store and lack
of large showroom space. Online mall Fashionmall.com internetmall.com are online version of
mall. Manufacturer direct - Dell.com, unionway.com, make online sales made directly by
manufacturers.

iii) Content Provider
Information and entertainment providers like newspapers, sports sites or other online

sources offering up-to-date information (news, special interest, photos, video, artwork etc.) to
customers. Electronic intermediaries that control information flow in cyberspace, often
aggregating information and selling it to others. They do not own but aggregate and distribute the
content produced by others.

iv) Transaction Broker
Processors of online sales transactions, such as stock brokers and travel agents that

increase customer’s productivity by helping them do things faster. It assists buyers, sellers, or
both during transaction and acts as an agent for larger markets. Furthermore, they sell others
products rather than their own product. Transaction brokers receive commissions for every
transaction that had been successfully concluded in order to sustain their business. One legal
advantage to sellers is that the seller is usually not legally responsible for the actions of
transaction brokers acting within the scope of the transaction.

v) Service Provider
Companies that make money by selling users a service, rather than a product. Offers

services online, like consultancy, trade knowledge, expertise etc. Example: Window updates
offered by microsoft.

B2B vs. B2C Markets
B2B vs. B2C Markets are different at the following levels:

1. Small vs. Big
The B2B market is typically composed of a few and very specific customers. The B2C usually

has a large and rather undefined audience.

2. Relationship vs. Product
B2B customers focus on the business relationship and how it will improve their bottom line

through product support (e.g., tech support), longevity (how long will the product line “live” before
being discontinued) and distribution (the availability of this product on a national or international
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level). B2C customers emphasize the product itself, the transaction (i.e., coupons/discounts) and
the product’s perceived value vs. money spent.

3. Sales Cycle
B2B customers must be “courted” for a long time before the sale occurs; B2C customers have

a shorter or even a “rush” time frame (e.g., midnight madness sale).

4. Rational vs. Emotional
B2B marketing takes a more rational and information-heavy approach (e.g., white papers and

case studies) and target customers who must eventually purchase products for their businesses;
B2C marketing benefits from emotional appeals (e.g., “you deserve a delicious candy bar”) and
relies on impulse purchasing.

5. Advertisement Styles
Unique and infrequent ads that help educate the customer are the preferred marketing strategy

for B2B advertising; frequent and repetitive ads that are low on content and high in memorable
images or humorous punch lines are typically used in B2C advertising.

3. CONSUMER TO CONSUMER (C2C)
Consumer-to-consumer e-commerce or C2C is simply commerce between private individuals

or consumers. Though there is no visible intermediary involved but the parties cannot carry out the
transactions without the platform which is provided by the online market maker such as eBay.

This type of e-commerce is characterized by the growth of electronic marketplaces and online
auctions, particularly in vertical industries where firms/businesses can bid for what they want from
among multiple suppliers. It perhaps has the greatest potential for developing new markets. Social
networking websites and e-commerce sites such as e-bay come within the purview of C2C
solutions.

Advantages of C2C
1. Customers can directly contact sellers and eliminate the middle man.
2. It is easy to start the new business.
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3. Sellers can reach both national and international customers.
4. Simplified buying and searching process.
5. Minimized searching and distribution cost.
6. Reduced Inventory cost or holding cost.

Disadvantages of C2C
1. The numbers of internet-related auction frauds have also increased.
2. Unnecessarily inflated prices by creating multiple buyers.
3. Illegal or restricted products and services have been found on selling process. Example: illegal

drugs, pirated works.
4. More credit card/Payment frauds.

4. CUSTOMER TO BUSINESS (C2B)
Customer to Business (C2B) also known as Consumer to Business, is the most recent E-

Commerce business model. In this model, individual customers offer to sell products and services
to companies who are prepared to purchase them.

C2B Model
C2B or Consumer- to- Business is a business model where the end consumers create products

and services which are consumed by businesses and organizations. It is diametrically opposite to
the popular concept of B2C or Business-to-Consumer where the companies make goods and
services available to the end consumers.

In C2B, the companies typically pay for the product or service. However, it can assume
different forms like an idea generated by an individual (like an innovative business practice) which
may be used and implemented by an organization. Another possible form of C2B is where a
consumer specifies a need and the various businesses compete or bid to fulfil that need.

5. PEER-TO-PEER
Peer-to-peer refers to the design of a service that does not rely on centralized networking

services such as DNS to connect end users' computers. This design accounts for the unpredictable
accessibility of these end nodes in making connections between users. Traditional networks follow
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a spoke-and-wheel design, where the network is organized around a central hub, the site's users
come to interact with that hub from client workstations. In peer-to-peer applications, many or all of
the functions performed in connecting a traditional, server-based, network are off-loaded to the
client machines connected to the network. File sharing is a use of peer-to-peer technology. It takes
advantage of the end users' storage and retrieval capabilities across individual networks that
includes other users of a filesharing system (for example, early Napster and the gnutella network).
Think of a WWW model being a 24-hr shopping mall. The stores are web sites. They are always
there. It can always go to the same place to find the same items. It never know what consumer will
find until they get there. The products aren't in the same place every time.

OTHER TYPES OF E-COMMERCE BUSINESS MODEL

1. Business-to-Government (B2G)
Business-to-government e-commerce or B2G is generally defined as commerce between

companies and the public sector. It refers to the use of the Internet for public procurement,
licensing procedures and other government-related operations. This kind of e-commerce has two
features: first, the public sector assumes a pilot/leading role in establishing e-commerce and second,
it is assumed that the public sector has the greatest need for making its procurement system more
effective.

It is a derivative of B2B marketing and often referred to as a market definition of "public
sector marketing" which encompasses marketing products and services to various government
levels - including federal, state and local - through integrated marketing communications techniques
such as strategic public relations, branding, marcom, advertising and web-based communications.

2. Customer to Business to Consumer (C2B2C)
Customer to Business to Consumer (C2B2C) involves consumers conducting transactions

with other consumers using a business as an intermediary. www.autotrader.com is the best example
for this sort of application. This site facilitates the transactions of selling used cars between
consumers but also contains an inventory of used cars to sell to the consumer.

3. Business to Business to Consumer (B2B2C)
Business to Business to Consumer (B2B2C) is one of the emerging models of e-commerce.

B2B2C is basically defined as using B2B to help support and rejuvenate companies attempting B2C.
This is due to the fact that B2B has been an overwhelming financial success and B2C has not
performed upto the expectations. This model is poised to do well as it capitalizes the success of
B2B and the potential demand of B2C. B2B provides a way for B2C companies to reduce costs and
improve their B2C services. An example of B2B2C is developing products to help B2C companies
increase profit by integrating inventory from the manufacturer to the distributor. An application that
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links one online catalog to another would be considered a B2B2C application as it capitalizes on both
B2B and B2C.

FORCES BEHIND E-COMMERCE

1. Economic Forces
a) Lower marketing costs: marketing on the Internet maybe cheaper and can reach a wider

crowd than the normal marketing medium.
b) Lower sales costs: increase in the customer volume do not need an increase in staff as the

sales function is housed in the computer and has virtually unlimited accessibility.
c) Lower ordering processing cost: online ordering can be automated with checks to ensure that

orders are correct before accepting, thus reducing errors and the cost of correcting them.
d) New sales opportunities: the website is accessible all the time and reaches the global audience

which is not possible with traditional storefront.

2. Market Forces
a) Strong competition between organizations.
b) Extremely low labor cost in some countries.
c) Frequent and significant changes in markets.
d) Increased power of consumers.

3. Technology Forces
a) The development of information and communications technology (ICT) is a key factor in the

growth of ecommerce.
b) This in turn has made communication more efficient, faster, easier, and more economical as

the need to set up separate networks for telephone services, television broadcast, cable
television, and Internet access is eliminated.

c) From the standpoint of firms/businesses and consumers, having only one information provider
means lower communications costs.

4. Societal and Environmental forces
a) Changing nature of workforce.
b) Government deregulations.
c) Shrinking government subsidies.
d) Increased importance of ethical and legal issues.
e) Increased social responsibility of organizations.
f) Rapid political changes.
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MEANING OF E-GOVERNANCE
Electronic governance or e-governance is the application of information and communication

technology (ICT) for delivering government services, exchange of information, communication
transactions, integration of various stand-alone systems and services between government-to-
citizen (G2C), government-to-business (G2B), government-to-government (G2G) , government-
to-employees (G2E) as well as back office processes and interactions within the entire
government framework. Through e-governance, government services will be made available to
citizens in a convenient, efficient and transparent manner. The three main target groups that can
be distinguished in governance concepts are government, citizens and businesses/interest groups.

In the arena of advanced technology, e-government has distinct place and it facilitates to
huge number of customers to perform their task speedily. As the Internet supported digital
communities grow, they present the national governments with numerous challenges and
opportunities. e-Governance which also known as electronic governance is basically the
application of Information and Communications Technology to the processes of Government
functioning in order to bring about 'Simple, Moral, Accountable, Responsive and Transparent'
governance (Governance for The Tenth Five Year Plan (2002-2007), Planning Commission,
November, 2001). E governance involve the use of ICTs by government organisations for
Exchange of information with citizens, businesses or other government departments, Faster and
more efficient delivery of public services, Improving internal efficiency, Reducing costs/
increasing revenue, Re-structuring of administrative processes and Improving quality of services.

TYPES OF E-GOVERNANCE
The Interactions in e-Governance are as follows:

1. Government to Government (G2G)
In this interaction, Information and Communications Technology is used to reorganize the

governmental processes involved in the functioning of government entities as well as to increase
the flow of information and services within and between different entities. Gregory (2007)
indicated that G2G is the online communications between government organizations, departments
and agencies based on a super-government database. This kind of interaction happen horizontally
such as between different government agencies as well as between different functional areas
within an organisation, or vertical such as between national, provincial and local government
agencies as well as between different levels within an organisation. Main intent of this interaction
is to increase efficiency, performance and output.

2. Government to Citizen (G2C)
G2C maintains the relationship between government and citizens. It allows citizens to access

government information and services promptly, conveniently, from everywhere, by use of
multiple channels. Government-to-Citizens (G2C) model have been designed to facilitate citizen
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interaction with the government. In this situation, an interface is generated between the
government and peoples who enables the citizens to benefit from efficient delivery of array of
public services. This expands the availability and accessibility of public services on the one hand
and improves the quality of services on the other. In G2C model, clienteles have instant and
convenient access to government information and services from everywhere anytime, via the use
of multiple channels. Additionally, to make certain transactions, such as certifications, paying
governmental fees, and applying for benefits, the ability of G2C initiatives to overcome possible
time and geographic obstacles may connect citizens who may not otherwise come into contact
with one another and may in turn facilitate and increase citizen participation in government
(Seifert, 2003).

3. Government to Business (G2B)
In this type of interaction, e-Governance tools are used to help the business organizations

that provide goods and services to seamlessly interact with the government. G2B can bring
significant efficiencies to both governments and businesses. G2B include various services
exchanged between government and the business sectors that include distribution of policies,
memos, rules and regulations. Business services offered include obtaining current business
information, new regulations, downloading application forms, lodging taxes, renewing licenses,
registering businesses, obtaining permits and many others (Pascual, 2003). The major aim of this
interaction is to cut red tape, save time, reduce operational costs and to create a more
transparent business environment when dealing with the government.

4. Government to Employee (G2E)
G2E denotes to the relationship between government and its employees only. The aim of

this relationship is to serve employees and offer some online services such as applying online for
an annual leave, checking the balance of leave and reviewing salary payment records, among
other things (Seifert, 2003). In this case, Government is major employer and it has to interact
with its employees on a regular basis. This interaction is a two-way process between the
organisation and the employee. Use of ICT tools helps in making these interactions fast and
efficient on the one hand and increase satisfaction levels of employees on the other.

SIGNIFICANCE OF E-GOVERNANCE

1. Administrative Development
Administrative reforms, often, have focused on procedural details and restructuring of

systems and processes of government organisations. The basic objective of these reforms is to
enhance capacities of the systems. ICTs can be used and are being used now to give further
impetus to the process. They help in the following manners:
a) Automation of Administrative Processes: A truly e-governed system would require minimal

human intervention and would rather be system driven. While initially the solutions that were
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offered were quite primitive with poor information layout, inadequate navigation provisions,
occasional disruption in services, periodic outdated content and little or no ‘back office’
support. However, technological advancements and increased pressure from citizenry have
prompted improvements in these areas. Now administrative departments are computerised and
connected through network. Software has been built and designed around government
departments ensuring efficiency in operations.

b) Paper Work Reduction: An immediate impact of automation would be on the paperwork.
Paperwork is reduced to a greater extent with communication being enabled via electronic
route and storage and retrieval of information in the electronic form. All this has led to
emergence of ‘less paper office’. This concept is defined as an office situation where all the
information (file and mail) amongst various functionaries is distributed online.

c) Quality of Services: ICT helps governments to deliver services to the citizens with greater
accountability, responsiveness and sensitivity. Quality of services improves, as now the people
are able to get services efficiently and instantaneously. As volumes of transactions and
information can be electronically handled and delivered over a wider area through the net and
web, qualitative services become possible in least time, in least cost, in least difficulty and in
greater convenience.

d) Elimination of Hierarchy: ICT has reduced procedural delays caused by hierarchical
processes in the organisation. Through Intranet and LAN, it has become possible to send
information and data across various levels in the organisation at the same time.

e) Change in Administrative: Culture Bureaucratic structures have been plagued by
characteristics aptly described by Victor Thompson as ‘bureau-pathology’. From the days of
New Public Administration, efforts have been made to find ways to deal with the pathological
or dysfunctional aspects of bureaucratic behaviour and to make delivery of public services

2. Effective Service Delivery
a) Transparency: Transparency by dissemination and publication of information on the web.

This provides easy access to information and subsequently makes the system publicly
accountable. Also as web enables free flow of information, it can be easily accessed by all
without any discrimination.

b) Economic Development: The deployment of ICTs reduces the transaction costs, which
makes services cheaper. For example, rural areas suffer on account of lack of information
regarding markets, products, agriculture, health, education, weather, etc. and if all this could
be accessed online would lead to better and more opportunities and thereby prosperity in these
areas.

c) Social Development: The access to information empowers the citizens. Informed citizenry
can participate and voice their concerns, which can be accommodated in the programme/
project formulation, implementation, monitoring and service delivery. Web enabled
participation will counter the discriminatory factors affecting our societal behaviour.
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d) Strategic Information: System Changing organisational environment and increasing
competitiveness have put pressures on the performance of the functionaries. Information
regarding all aspects need to be made available to the management at every point to make
routine as well as strategic decisions. ICTs effectively enable putting such strategic
information systems in place.

CHALLENGES IN IMPLEMENTATION OF E-GOVERNANCE APPLICATIONS
A number of issues, some old and some new have arisen in e-governance application, for

example:
(i) Lack of strategies and financial plan.
(ii) The project implementation is generally vendor driven.

(iii) Lack of standardization (For example, similar projects are carried out by different state
agencies using incompatible file formats and application standards).

(iv) Reverse compatibility of application with legacy systems are missing in several projects.
(v) The IT Infrastructures are procured before building the application or digitizing the data.
(vi)  Physical security is emphasized, whereas the Logical and application security is left to vendors

in many cases.
(vii) Lack of understanding by the departments, for the components of e-governance applications,

which can be outsourced or can be carried out in-house.

ADVANTAGES OF E-GOVERNANCE
E-Governance is improvement in governance which is enabled by the resourceful use of

Information and Communications Technology. E-governance bring better access to information
and excellence services for inhabitants. It also makes simplicity, efficiency and accountability in
the government. Through the use of ICT to governance combined with comprehensive business
process reengineering would lead to simplification of complicated processes, simplification in
structures and changes in statutes and regulations. E governance is advantageous to citizens and
government as rapid growth of communications technology and its adoption in governance would
support to bring government machinery to the doorsteps of the citizens.

Following are the advantages of E-Governance:
1. Speed: Technology makes communication speedier. Internet, Phones, Cell Phones have

reduced the time taken in normal communication.
2. Cost Reduction: Most of the Government expenditure is appropriated towards the cost of

stationary. Paper-based communication needs lots of stationary, printers, computers, etc.
which calls for continuous heavy expenditure. Internet and Phones makes communication
cheaper saving valuable money for the Government.




