Selling WebSphere Multi Channel Commerce

Customer environment

In modern business competition can easily come from the next block or from half a world away. Lower entry prices and overhead costs allow more vendors in the marketplace at any given time. As a result, consumers have an unprecedented freedom to choose where, when, and how they make purchases. Business-to-consumer online sales are growing by an average of 30% every year. Even transactions that are completed through traditional channels are increasingly influenced by Internet experiences. In a marketplace flooded by identical offerings and discount pricing, smart businesses are searching for new ways to differentiate themselves and secure long-term success. 

Whether selling to end-consumers or other businesses, customer service and consideration is still the best way to build lasting relationships. Consumers want to be treated as more than anonymous revenue opportunities. They choose to buy from companies that know them, remember them, and that deliver a shopping experience that is customized to their needs—including channel flexibility. Putting all of these pieces together means that progressive companies are looking for ways to consolidate multiple customer facing sites, integrate diverse sales channels, and deliver a seamless, end-to-end experience that will produce a positive customer experience and earn future business.

Overview of WebSphere commerce 

IBM WebSphere® Commerce Professional Edition, Version 6.0 is the foundation for all of a company’s online and multi-channel business-to-consumer needs, whether they want to establish a sophisticated online marketing and sales channel or integrate all of their sales channels (for example, Web, store, call center, kiosk) for a seamless customer experience.

IBM WebSphere Commerce Business Edition, Version 5.6 provides a foundation for all of a company’s e-commerce needs, whether they want to establish a direct business-to-business marketing and sales channel or a fully integrated, multi-tier network of channel partners – or both. The Business edition includes enhanced support for large, high volume business-to-business e-commerce applications
Value proposition 

WebSphere Commerce solutions help companies automate and integrate cross-channel marketing and sales processes, helping companies become On Demand Businesses – ensuring their customers can do business with them when they want, where they want and how they want. WebSphere Commerce products can:

· Consolidate all e-commerce initiatives on a single platform for significant savings in hardware, software, skilled resources, development, deployment time, etc.

· Expand reach and revenue by supporting multiple e-commerce models and employing global capability

· Support all of a company’s e-commerce initiatives on a single instance of the software and its associated infrastructure

· Achieve the best balance of out-of-box readiness and complete adaptability by delivering hundreds of out-of-the-box processes and accelerating implementation of new ones

· Leverage the industry’s most complete middleware platform to integrate processes and information across multiple channels

· Fully exploit the power of the WebSphere platform for maximum performance, scalability and adaptability

Features and capability

· Sales Center for WebSphere Commerce gives call center representatives the functionality they need to service and upsell cross-channel customers.

· Contact-center representatives, gift registrants, distribution channel partners and others. Interfaces integrate with external systems such as POS, kiosk, enterprise resource planning (ERP) and fulfillment systems.

· Workspaces and Attachments give business users end-to-end control over the creation, management and publishing of product information, Web content, promotion rules and campaign information - without help from IT.

· E-mail Template Editor provides an easy-to-use interface to control the e-mail campaign process without help from IT. Campaign managers use a graphical interface to create and preview the text and imagery used in an e-mail campaign.

· A standards-based, rapid application development environment that uses and extends the award-winning WebSphere integrated team-development environment.

· Gift Center for WebSphere Commerce provides retailers a complete multi-channel gift registry solution.
· Auctions- an ideal environment for implementing small to moderate volume auctions

· Marketing and Merchandising Tools- enhanced targeted e-mail campaigns and advanced rule-based discounts and promotions

· Sales Catalogs- allows you to maintain an unlimited number of catalog hierarchies and product assortments for seasonal purposes and targeted customers or segments

· Payments- Provides a secure electronic payment process through a single unified interface.

· System Management- comprehensive tools for site administration, troubleshooting and performance monitoring with reduced need for IT support

· Web Services- WebSphere Commerce can provide web services by enabling its business functions as web services to be accessed by external systems. OR WebSphere Commerce can request services hosted by external systems

Business Edition extended features

· Extended Sites- enables users to create multiple, unique sites to serve different brands, regions, or targeted groups of customers all on a single instance of the software
Benefits 

 Generates immediate business value and rapid ROI

 Creates personalized, satisfying customer experiences, which means increased walletshare and stronger customer loyalty. 

 Delivers seamless experiences across all channels and points of interaction, which means improved customer satisfaction and new, cross-channel revenue opportunities. 

 Provides a single platform for all B2C and B2B business models and e-commerce sites, which means lower hardware and software costs and faster new site and initiative deployment.  

 Integrates-commerce sites and existing systems and processes, which means investment protection and improved e-commerce operations. 

 Optimizes performance, reliability, security, which means higher customer satisfaction and reduced risk. 

 Boosts productivity and improves customer service while reducing dependence on IT staff

 Maximizes value from sales and marketing initiatives 

 Optimizes efficiency and productivity of the value chain by automating, integrating, streamlining processes 

 Leverages existing investments 

 Accelerates market flexibility and responsiveness

 Enables easy scalability for future growth

Customer pain points

 Increasing customer expectations (buying when, where, how they want)

 Low performance or isolated Web channel having little or no positive impact on other channels

 Inability to differentiate in face of increased competition & new competitors on the Web

 Customer dissatisfaction with fragmented, inconsistent buying experience across channels

 Increasing customer service and order costs

 Inability to leverage customer data across channels to make fast, intelligent, accurate decisions

 Costly, manual processes

 Multiple order, inventory and fulfillment systems in place to capture and manage customer and partner orders leading to inefficiency and lack of visibility 

 Indirect sales channels are costly to support and are underperforming, inadequately leveraging the Web 

 Multiple, decentralized e-commerce platforms in place = high cost of operation, maintenance, integration

 High/unpredictable total cost of software/systems (IT)

 Inability to respond to rapidly changing customer demands/preferences

Why will they buy?

As business-to-consumer e-commerce continues to generate more revenue, both online and off, its strategic importance increases. Companies need new, innovative capabilities to support competitive evolution and growth strategies. They need higher levels of performance and scalability to support greater transaction loads. They must deliver consistent and relevant experiences that their customers desire. At the same time, they must continue to control costs and optimize operations. 

IBM WebSphere Commerce products are used by top enterprises and widely regarded as the market leading e-commerce solutions, They provide a future-proof answer for all of a company’s e-commerce needs--from a simple online store to a fully integrated, multi-channel sales network. Simply put, it is the fastest, easiest, and most effective way for companies to revolutionize their online presence and secure future success. 

Typical sponsors 

	CEO/Owner/President

	Role
	Responsible executive – Approver

	Responsibility
	Shapes overall business strategy

	Activities
	· Working to integrate all business channels and increase market share, revenue, and profitability

	Pain/Challenge
	· Channels are highly separated losing revenue opportunities and increasing operating costs
· Not currently able to leverage cross channel marketing 


	Chief Information Officer

	Role
	Responsible executive – Approver

	Responsibility
	Responsible for all IT resources and their integration with overall corporate business strategy

	Activities
	· Build responsiveness & agility into the organization through IT

	Pain/Challenge
	· Ensure availability and performance regardless of traffic

· Meet increasing demands while controlling budget

· Integrate e-commerce and customer facing applications with existing back-end systems


Qualifying the customer

These questions can help identify specific customer concerns and establish the need for WebSphere multi-channel products.

 How much of your business comes via the web? How much would you like to have generated on the web? Can your current site handle the additional volume?

 Can you automatically up-sell or cross-sell when customers browse your catalog?

 Can you dynamically target relevant offers and personalize offers based on online activities?

 How satisfied are you with the synergy between your channels (for example, does your Web site drive sales in your store; your catalog to your Web site)?

 Do you treat customers consistently at all touchpoints (for example, a Web shopper who comes in store)?

 Can you run promotions and campaigns across channels (for example, a coupon online and in store)?

 Do employees have the tools and information they need to serve increasingly informed and demanding consumers? 

 Would you like to decrease the time and effort of maintaining and updating your e-commerce sites?

 Would you like to migrate all of your existing websites to a single, stable, scalable platform?

 Would you like to leverage the Web to cost-effectively provide your shoppers with a seamless, consistent experience at every point of interaction (Web, store, kiosk, call center, mobile, etc.)?

Target customers

Customer size:  Companies with over 500 employees 

Likely Industries:  Retail, Travel and Transportation, Telecommunications and Media

Platforms and technology covered

	Operating System
	 Hardware Platform

	 Windows 2000
	 Intel, x-series

	 OS 400
	 iSeries

	 Linux
	 pSeries, non-IBM Linux HW


Top competitors to watch

	ATG - Blue Martini - Broadvision

	Weaknesses
	· Pure play vendors are experiencing declining license revenues and multiple straight quarterly losses

· Point solutions do not deliver the breadth and depth of native integration capabilities needed for true, comprehensive multi-channel retail

· These vendors lack the industry expertise, breadth of solutions and ability to execute that IBM possesses

	WebSphere Commerce Advantages
	· Comprehensive, multi-channel capability

· Greater customization and extensibility

· Broad user base for product evolution and support 

· Open standards

· Extensive out-of-the-box capability

· Comprehensive training and documentation

· Patented Business Context Engine supports unique business policies and complex business relationships


	Homegrown

	Weaknesses
	· Customization and maintenance of home-grown site makes Total Cost of Ownership much greater 

· If something goes wrong with a custom site, there is no one to call

· Changes in business model, customer needs or M&A may require rewrite

· Public exposure due to site glitches

	WebSphere Commerce Advantages
	· Accelerators such as starter stores, adapters, reference apps 

· Stress tested and usability certified

· Exploits IBM infrastructure for 24x7 availability and reliability

· Patented Business Context Engine supports unique business policies and complex business relationships

· Free upgrades 

· Faster time to value and ROI

· Commerce platform with configurable, extensible functions -- not a rigid app


Where to get more information?

· IBM Software Offerings at:  http://www.ibm.com/software/
· Learn more about IBM WebSphere Commerce products: http://www.ibm.com/software/commerce
· Obtain information about IBM on demand environment
http://www.ibm.com/software/info/openenvironment/
· Find current pricing and download software at:  www.ibm.com/software/passportadvantage/ 
· Obtain IBM Redbooks at:  www.redbooks.ibm.com/
· Access the Tivoli software information center at:  http://publib.boulder.ibm.com/tividd/td/tdmktlist.html/
Sales Sheet Supplement

Overcoming objections

· “We invested in an e-commerce platform a few years ago. We don’t want to spend the time and money to rip and replace it.” -OR -“E-commerce represents only a small percentage of our overall revenue. We don’t need to invest any more in that channel.” 

E-commerce can significantly impact the rest of your business. Remember that the Web influences about 27% of sales in other channels. A recent study found that for every dollar spent with a multi-channel retailer online, consumers were influenced to spend an additional six dollars with that same retailer offline. IBM customer REI implemented a buy-online, pick-up-in-store program, and found that customers who take advantage of it make, on average, additional purchases of $90. There are many such cross-channel opportunities, but you won’t be able to realize them with an aging e-commerce platform that cannot interface with and inform other channels. 

· “We have a large, talented IT group in house. They can handle the development and/or revamp of our e-commerce solution.” 

How quickly can you acquire, deploy and integrate the various infrastructure components you need to underpin your e-commerce solution (for example, database, application server, content management, integration middleware, etc.)? Are you confident you can meet your company’s immediate time-to-market and ROI objectives for e-commerce while also addressing strategic, cross-channel objectives? How will you “future proof” your application so that it can be quickly adapted and extended without being replaced or rewritten? 

· “I’ve heard IBM’s e-commerce solution is just a developer toolkit – that you have to piece the solution together and customize it extensively.” 

WebSphere Commerce gives you an unbeatable balance of pre-packaged capabilities and virtually unlimited flexibility, adaptability and extensibility. This combination gives you both quick time-to-value and the ability to meet unique business needs and to further differentiate you businesses with your own customized tools. 

· “I don’t want to pay for a bunch of capability we are not going to use. I just want to meet our unique requirements.” 

WebSphere Commerce products are available with a number of flexible editions and add-on modules to meet your needs, from entry-level to advanced. As your e-commerce business grows, your customer base will increase, your business stakeholders will look for more ways to increase revenue, and you’ll need to grow the capability of your site. WebSphere commerce products can deliver the capability that you need now with easy expandability for future growth—without the need to rip and replace or make changes to your base code
