




























































































































































































































































































































































































































































































































































































































































































































































































































































future e-b/c development, based on the needs of your business. You may go back to 

Part 1 for another audit after the implementation of your e-business performance at 

anytime. 

Interview Questions: 

1. Is this tool easy to understand and to use? 

"Yes." 

2. Does this tool help to assess your current e-business performance in order to 

identify the strengths and weaknesses? 

"Yes." 

3. Do you feel more confident in developing your e-business after using this tool? 

"Yes." 

4. Have you ever had an assessment or evaluation of your e-business performance 

before (either from a professional body or from your senior management team)? 

"Yes." 

If the answer is yes: 

5. Is the result the same or similar as your previous evaluation? 

"I am very surprised that the results from the self-assessment are very similar 

compared with previous evaluation from a professional body. I am also delighted 

to know that the results confirm the overall strategy and direction of future 

development. Being a visionary leader myself, I never felt that identifying 

priorities is important than other daily tasks. The assessment has helped me to 

wake up from endless daily tasks but to concentrate on our e-b/c vision, 

strategies and the priorities for future development. Although we had a similar e­

b/c evaluation few year before which helped us to understand our e-b/c 

performance and possible future development but it never helped us to identify 

the priorities. In addition, it was time consuming and costly and little has 
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improved since then. As a typical small business, we are doing better than 

others in terms of e-b/c performance. Although I am aware of the possible future 

development but I never had encourage changing anything as I did not know 

where to start. Small firms are different from large companies in numerous ways. 

A significant difference is that most small business owners/directors need to take 

care of almost everything within their business. There are always operational 

issues that require attention, rather than solely focusing on business strategy. 

I thought increasing sales is the only priority and dealing with millions operational 

issues is my responsibility and is the reality for all small business owners. 

I often undertake as many responsibilities as I can and have to juggle between 

numerous daily tasks. Therefore I never had time to derive a detailed e­

business plan although I always knew where this company needs to be. In 

addition, I think it is extremely difficult to identify an e-business strategy with 

limited capacity, time and resource. Now I have just realised that identifying 

priorities for the e-b/c development is the key to success through the assessment. 

I believe this assessment tool will assist me to make clearer business decisions 

and communicate the decisions to my management team confidently. The only 

negative feedback on the assessment tool was that it did not provide the detail 

information required to progress onto the next level within each critical area." 

If the answer is no: 

6. Does the result give you more e-business awareness and a clear direction for 
future development? 
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Glossary 

Bricks and Clicks 

Bricks and clicks is an internet business model by which a company 

integrates both offline (bricks) and online (clicks) presences. The model 

refers to the marriage of traditional ways to conduct a business (often 

using direct, face-to-face contacts with customers) and Internet ways to 

interact with customers (often via websites, email, FTP and other internet 

technologies). 

CRM 

Customer relationship management is a broadly recognised, widely­

implemented strategy for managing and nurturing a company's 

interactions with customers and sales prospects. It involves using 

technology to organise, automate, and synchronize business processes­

principally sales related activities, but also those for marketing, customer 

service, and technical support. The overall goals are to find, attract, and 

win new customers, nurture and retain those the company already has, 

entice former customers back into the fold, and reduce the costs of 

marketing and customer service. 

E-business best practice 

E-business best practice is a set of benchmarking practices recognised in 

the literature that other firms should follow. 

E-b/c capabilities 

E-b/c capabilities are ICT related knowledge, skills and infrastructure 

which enable and facilitate a firm to adopt and develop e-business/e-

commerce. 

E-customer Management 
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It is an online system that allows a firm to engage and track its customers 

online activities. It utilises advanced techniques of web analytics, email 

marketing, social networking and etc. for the maximum effectiveness of 

customer care, service and management. 

e-Govern mentlgovernance 

e-Government is the use of information and communication technologies 

(ICTs) to improve the activities of public sector organisations. Some 

definitions restrict e-government to Internet-enabled applications only, or 

only to interactions between government and outside groups. Here, we 

do not - all digital ICTs are included; all public sector activities are 

included. 

Electronic interface 

It is an electronic device or system between the business and its 

customers. 

e-Marketing 

e-Marketing or electronic marketing refers to the application of 

marketing principles and techniques via electronic media and more 

specifically the Internet. The terms e-Marketing, Internet marketing 

and online marketing, are frequently interchanged, and can often be 

considered synonymous. e-Marketing is the process of marketing a 

brand using the Internet. It includes both direct response marketing 

and indirect marketing elements and uses a range of technologies to 

help connect businesses to their customers. e-Marketing 

encompasses all the activities a business conducts via the worldwide 

web with the aim of attracting new business, retaining current business 

and developing its brand identity. 

e-Procurement 
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e-Procurement is the business to business (828) purchasing of goods 

and services through the Internet. 

e-Resource Management 

Electronic resource management (ERM) is the practices and software 

systems used by firms to analyse, manage and keep track of purchasing 

information and its resources, especially internet-based resources. 

ERP 

Enterprise resource planning (ERP) is a term usually used in conjunction 

with ERP software or an ERP system which is intended to manage all the 

information and functions of a business or company from shared data 

stores. It is a commercial software package that promotes seamless 

integration of all the information flowing through a company. An ERP 

system typically has modular hardware and software units and "services" 

that communicate on a local area network. The modular design allows a 

business to add or reconfigure modules (perhaps from different vendors) 

while preserving data integrity in one shared database that may be 

centralised or distributed. 

Fixed factors 

A list of factors that used to identify a firm's characteristics. Those factors 

are likely to influence the success of e-business adoption and 

development but they are unlikely to be changed or improved within the 

short period of time. 

leT 

Information and communication technology (lCT) allows users to 

participate in a rapidly changing world in which work and other activities 

are increasingly transformed by access to varied and developing 

technologies. 8y this definition, you could almost say ICT is technology's 
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version of economic growth, to satisfy the needs and wants of the 

community over time. leT tools can be used to find, explore, analyse, 

exchange and present information responsibly and without discrimination. 

leT can be employed to give users quick access to ideas and experiences 

from a wide range of people, communities and cultures. 

leT ad-hoc 

Ad-hoc is a Latin phrase which means "for this purpose". It generally 

signifies a solution designed for a specific problem or task, non­

generalisable, and which can not be adapted to other purposes. leT ad­

hoc means a firm pays for the one-off service that can solve the leT 

problems when it occurs in the company. 

Large firms 

A firm employs more than 250 staff. 

Medium firms 

A firm employs more than 50 staff but less than 250 staff. 

Online-trading 

Online-trading means doing business online. A firm is able to sell its 

products/services to customers directly online or buying products/services 

from its suppliers or both. Online-trading engages a firm's customers and 

suppliers together through electronic and automatic business process. 

One-Way ANOVA 

In statistics, one-way analysis of variance (abbreviated one-way ANOVA) 

is a technique used to compare means of two or more samples (using the 

F distribution). This technique can be used only for numerical date. The 

ANOVA tests the null hypothesis that samples in two or more groups are 

drawn from the same population. 
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Post Hoc test 

Post Hoc tests are used at the second stage of the analysis of variance 

(ANOVA) or multiple analysis of variance (MANOVA) if the null hypothesis 

is rejected. If the significant difference was identified by One-Way Anova 

then Post Hoc tests can be employed to implement the Anova test in 

order to identify where the difference lays. 

SME 

Small and Medium Enterprise 

Small firms 

A firm employs less than 50 staff. 

UK SIC codes 

The UK Standard Industrial Classification codes are used to classify 

business establishments and other statistical units by the type of 

economic activities they are engaged in. 

Variable factors 

A list of factors that used to identify a firm's e-business/e-commerce 

performance. Those factors are likely to influence the success of e­

business adoption and development directly and they are likely to be 

improved through a firm's awareness and action within the short period of 

time. 

Web-marketing 

Web marketing is the general term for marketing done on the I nternet. It's 

basically a computer-based version of traditional marketing objectives that 

involve a product, price, packaging, promotion and place. Marketing is 

ultimately about propelling a product or service through the proper 

channels and web marketing uses the Internet as that channel. 
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