Infrastructure of E — business

Summary

Developing an infrastructure with which to exploit e-business must be brought
onto the agenda as a tool to enrich management possibilities, not a problem to
be managed. This report will demonstrate why building an infrastructure for e-
business is the vital strategic issue for management and how the PAL group can
develop their own strategy and win business support for infrastructure

development.

This assignment examines the infrastructure requirements of the four key areas
of e-business activity like B2B, B2C, intra-firm and global. Discover the e-
business potential within each of these areas, along with in-depth details of the
technology, management, and cultural infrastructures required to successfully
exploit and develop these opportunities. Detailed industry examples illustrate the
potential pitfalls, challenges, errors and success stories and contribute to
comprehensive coverage of how to successfully build a tailored information

infrastructure for the market.

Discover how to use the e-business outsourcing market by studying examples of
actual outsourcing practices and analysing their outcomes and the reasons for
success or failure. See when and how an organization should source work from
the external market and which core capabilities should be built in-house.
Understand the risks and advantages of outsourcing and learn how to manage

technology suppliers and develop a long-term sourcing strategy.



1. What is infrastructure of e-business

Few in business today are unaware of the power of e-business to transform
whole organizations. Any organization hoping to exploit its potential must develop
an infrastructure that can cope with the demands of e-business.

e What does it take to prepare a company infrastructure for e-business?
e What are the effects on personnel?

e What are the technological implications?

e What are the costs?

e What are the benefits?

Put simply, e-business is the application of sound business principles via
modern, global, technology-based communications media. As such, it reaches
far and wide, affecting everyone from staff to management, players to
competitors. A successful e-business strategy must address business models,
values, and operational dynamics and include both audience and enterprise.

Infrastructure determines how easily corporations can respond to the increasingly
urgent demands of its executives, how they can respond to the E- business data
requirements of modern business, and the competitive nature of a global

marketplace.

The technical infrastructural elements of e-business consist of internet and server
technologies, hardware and software. That is, the Internet, intranets, extranets,
networks, security solutions and a myriad of applications promoting customer
relationship management, knowledge management, business intelligence,

integrated supply chain management and many others.

Infrastructure is much more than technology. It is the dynamic interaction and
management of strategy, skilled people, tools and processes. It both drives, and

must be driven by, e-business.



The complete report of e-Business Infrastructure should be including the
following points:

« original and exclusive research results and analysis

» optional CD-ROM format allowing flexible use and information sharing

e analysis of the latest e-business trends and developments

e insights and experiences from many leading commentators from the field
of e-business and infrastructure development

» fourteen in-depth case studies illustrating how leading organizations have
exploited e-business opportunity by addressing infrastructure issues,

including:

Supporting of E-business

A comprehensive integration solution needs a Framework that can cater for
this variety of applications that can cope with different Styles of integration
and which can extend these links beyond the organisation.

Aspects of a company’s information systems to co-operate as a single entity.
Some commentators have viewed this aim as an unreachable goal, but it is
not — it is based on doing the simple things in a co-ordinated manner.
Furthermore, this approach exhibits a network effect — the greater the
proportion of applications that are working together, the more powerful the
system as a whole becomes.

As the next generation of e-business applications, not only is there a need
for integration with back-end systems, but an increasing requirement for

Web-based systems for PAL to work together.



Example of E.Business System Architecture
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PAL E-business about

This technology envisages a scenario where application programs are delivered
as services across the Internet, independent of operating system, programming
language, and platform, and can be accessed as reusable components for

differing functions.

The problem with the first generation of application infrastructure was that we
tended to have a highly technical focus, based either around point-to-point
solutions. Application A talks to Application B — or around a hub-and-spoke type
model, application A and Application B both talk to a central point and are thus

able to communicate.

This model does not generally match well to the actual business process, which
typically cuts across application and departmental boundaries, an agent
responding to a customer in a call centre needs to access Application A to get
the customer’s details, then Application B to view the customer’ s account, and

then passes the request to someone in the despatch department.

This has led to software that takes a business -centric view — a category termed
Business Process Integration (BPI). A model can then be defined that represents
the actual business process, and approaches the integration task w ith a top-

down view.

The problem of infrastructure of e-business in past

These years, determining the requirements for true e business architecture, lack
Of understanding e-business, the requirements for a true e-business payback
Opportunities, and difficulty in establishing a unified business solution across an

entire enterprise.

All of the issues are should consider when the PAL building new infrastructure of

E-business.



The problem before was seems that past PAL network professionals have a
better

grasp of their current network architectures, but are less certain of what they
need

in order to implement e-business solutions.

Typical Infrastructure problem comments

* The business do not understand technology

* The company wants systems but do not want to pay for them

 They have no interest or understanding of the implications of

providing real infrastructure

« IT infrastructure is a strategic resource and should not be sacrificed

for tactical gain

* The business funds a project but starve it after it has been rolled out

Integration on demand

PAL should build on the "software as service" model, PAL group award-winning
Business Services Network is an Internet-based, highly scalable, fully managed
network service. Businesses of all sizes ¢ an simply and cost-effectively connect,
create, share and manage business processes within and between organizations

without technology constraints.

Customers are the primary drivers of customer interactions. At the core of their
demands is the following mandate: inform me, supply me, and support me -
anywhere, anytime, via any channel and any media (e.g., voice, Web, e -mail, etc.).

Although businesses want solutions to manage multifarious, multi -tier customer



interactions, organizations also seek solutio ns that they can rapidly implement in

either traditional or modern environments. Further, they want solutions that permit

integration of their unique business processes and existing systems.

Equally important is the ability to optimize and translate a cus tomer's activity and

buying patterns into tailored content and responses. The ability to respond to and

support each customer in real time and use business processes that recognize global

and local requirements is increasingly important.

Other key market dynamics that drive the need for advanced e -business technologies

include the following:

Rise in multiple channels: There is an increased need to integrate multiple
business channels such as direct sales, indirect partner, self -service, and
contact center channels into one unified system. Additionally, companies need
to provide an infrastructure that allows customers to choose their channel
preferences to interact with the enterprise.

Usage of multiple devices and media: Accelerated use of different
communication media via multiple business channels makes it increasingly
important to adopt solutions that let customers choose when and how they
want to communicate. In particular, there is significant early interest in these
technologies from the banking, brokerage, fisheries, and retail products sector.
The extended enterprise: As the wave of mergers and acquisitions continues
to extend the enterprise, it is becoming increasingly difficult to respond
effectively and rapidly to customers, partners, suppliers, and employees. New
technologies and services that facilitate the development, integration, and
management of the extended enterprises will be critical to the rapid response
and strategic movement of an extended enterprise as it adapts itself to the
market environment to survive.

Heightened customer requirements: Customers demand a ccess to new
channels and e-business and want faster, more personalized service than ever
before. Organizations that can add value to a consumer's purchasing
experience or win his or her trust are likelier to succeed in their customer

strategies. Personalizing the customer experience is a key differentiator to



increase customer acquisition rates, customer profitability, and customer
retention. The personalization of customer prefer ences, product information,
marketing messages, pricing, and discounts needs to be consistent across any

channel.

To win more business and retain profitable customers, businesses will increasingly
rely on integrated solutions that enable them to interact with customers via text chat,
e-mail, voice, fax, WAP, or the Web. And, the ability to engage a new type of
"connected" customer will be an important differentiating element in customer

satisfaction and profitability.

PAL Key Points Strategies in Next-Generation

Implementing next-generation PAL strategies will require new technologies and Web -
based channels that integrate all customer support, sales, and marketing activities
optimized for verticals and that enable businesses to quickly deploy and adaptt he
system to meet their specific business needs.

More importantly, businesses realize the benefits of winning customer loyalty and
upholding high levels of customer service. Some distinguishing features of next -
generation PAL strategies include the following:

« Web capabilities: PAL has rapidly assimilated the Internet and Web -based
technologies. Many organizations today provide "brick -and-click"
infrastructures to interact with the customer. Web -based solutions provide
intranet systems for virtual, Web -based interaction centers and to link satellite
and remote employees to corporate systems; extranet systems to extend
information and services to external partner organizations; and Internet
systems to enable customers to execute service, marketing, and sales
functions either on their own or in assisted, collaborative environments.

« Enterprise wide integration: The number of people and/or electronic agents
that interact with any one customer is on the rise. That makes integrating
customer interaction information and databases across the enterprise vital.

Effective pal strategies must enable organizations to consistently manage and



execute actions across the extended enterprise and to make information
available to all access and interaction channels.

« Personalization: The need for personalization and the use of data mining and
decision support technology have exploded in PAL as businesses search for
new ways to identify purchasing patterns or customer characteristics and
market segmentation information. PAL strategies need to pay increased
attention to personalization and data analysis tools to enable human or
automated agents to recognize customer needs and respond to them with
tailored product and service offerings during the customer interaction.

« Globalize products: As businesses embrace the global marketplace, they
become more vulnerable to customer diversity, language obstacles, cultural
barriers, and varying governmental regulations. In addition to the obvious need
to support multiple languages - and to enable the translation of contact center
applications and scripts quickly - customer service center applications must
also deal with multiple currencies. Again, although the need to support multiple
currencies is obvious, the need to support multiple currencies simultaneously
and automatically roll up forecasts and sales from these multiple currency
types into a single currency type is not so obvious. It is also important that
companies enable human and electronic agents to select their languages and
currencies of choice dynamically so that they can be supported across either
national or linguistic borders. Support for legal variations, calendar systems,

and formatting codes is also important.

An Architecture Built for Sharing

PAL group will build from the ground up as a loosely coupled, Service
Oriented Architecture (SOA). The complete capabilities of a standards -
based of infrastructure are available for the first time in a simple -to-
use, self-service, web-based interface, enable PAL business
processes to be rapidly built and deployed in the Network. A
comprehensive set of services can be woven together to provide the
connectivity, security, process execution, policy mediation and visibility

required to deploy transactional business processes.



PAL e-business solution

The solution provides dedicated consoles for customization, administration,
management, and connectors that link the core e -point suite to other desktop
applications and back-end systems (Figure 2).

Figure 2: e-point - Point's PAL Product

e=point Contact Chamnel
| Agent = Contact Center Channe| =

expoir! Mobile
Sains -
— .. —_Direct Sales Channal —— ,
m B N E'm:ﬂ: E'Hm!
CRM Hub Conmnectars
Cuslomer —_— [eskiop
Enterprise
m a
. o-point Partner Portal —\‘ { Back-End
Partriar == Indirect Channel —
H:n:uem-:nt_
_ Salf-Sarvice Channal . — :"mmmﬂm:
= podii
Consolos

Source: Aberdeen Group, September 2000

E-point Contact Center

e-point Contact Center provides agents with a Windows, browser -based solution as
well as a thin-client browser-based solution for interacting with customers. The
Windows product, called Win desktop, is targeted at organizations that require a
sophisticated solution for a multifaceted, Windows -based customer contact center.
The Web desktop is targeted at thin -client contact center operations and at the users
who occasionally access customer information through a browser -based interface.
Based on Extensible Markup Language (XML) and available in both HTML and

DHTML variants, the Web desktop also provides server -based computer telephone
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integration (CTI) directly into the browser. Agents using e -point Contact Center can
interact with the customer via any media including voice, e -mail, fax, Web
collaboration, and chat.

Connect

Secure, reliable messaging that transparently mediates the technology differences
between applications and services, protocols, devices, between our company and our
partners and customers, all, without adding additional infrastructure, using proprietary

protocols, or adopting additional standards.

PAL Group e - Business Services Directory

Dynamically discover access, reuse and publish services and business processes in
all the time, privately or publicly. Virtually any services and business processes - from

tax calculations to credit checks -- can be use by all the parties.

Private Directory Services

PAL group Businesses can provide visibility to their services by publishing them
privately for customers, partners, and diverse businesses. PAL e-business can allow
anyone to access or use their service, or only those developers, customers, or

solution providers that they authorize, so business can be done confidentially.

Public Directory Services

PAL group is building the industry's largest, high -quality directory of shareable Web
services publicly available, with hundreds of services in dozens of easy to navigate
categories, ranging from construction services to banking data transformation

database.

How many data base program allow user to use

e prospect lists, existing customer databases, website vis itor data and other

marketing information into a single, information -rich and easy-to-use resource
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« produce highly accurate mailing lists in minutes, using as many qualifying
factors as required

« perform quick and efficient, precision targeted direct marketing and e-
marketing from the desktop

« track e-marketing recipients' behavior and automatically feed this back into the
database to close the loop

« significantly increase response product rates, sales and revenue

o maximise the value of marketing information through greater understanding of

clients' needs, wants and behavioral patterns

Other functions of PAL e-business infrastructure

So, after that, what other function that PAL e-business infrastructure has to help their

business:

e PAL e-business can take customer html or text document, personalize it, and
send it to customer email database, whether customer want to read it.

o PAL e-business has the infrastructure and bandwidth to fulfill this process from
start to finish.

o PAL e- business can generate the contact details of all those who have viewed
(opened company email) and clicked through on any of the links in it.

e PAL e-business can manage customer unsubscribe.

e PAL e-business can manage customer bounce-backs, and sort them by type.

Conclusion

Over all that we all understand that without infrastructure there would be no modern
business. All processes would be manual and the enterprise would soon fall prey to

all competitors.

E-business infrastructure must realize that they are fundamentally performing a

support function for the business.
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IT is providing tools to help the business perform their function more efficiently
than before and more effectively than their competitors. It should be professional
in all dealings with their colleagues. Even so if our IT is funded centrally from
allocated funds us should consider our IT infrastructure as a business itself and

be run as one
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