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Skill Based Elective III (Semester V)  

E – CRM (VIRTUAL MARKETING) 

 Unit I 

 Introduction E - Business Fundamentals: Internet Basics: Internet, Intranet, Extranet 

 Unit II 

 B2B Marketing B2B Marketing – focus, scope - different forms of B2B organizational process  

Unit III 

 Online - Marketing On-line marketing – On-line retail – On-line sales promotion – Web enabled 

advertisements – Web based Marketing research. 

 Unit IV 

 E-Customer Relationship Management The Economics of e-Loyalty – The importance of trust - 

The importance of focusing on the "right" Customers - Relationship Capital  

Unit V  

Internet Marketing E - CRM - Internet strategies facilitating CRM – including personalization, 

collaborative filtering, data mining, data warehousing and real-time profiling.  

TEXT BOOKS RECOMMENDED:  

1. Internet Marketing - By Rafia. Mohammed, 2003  

2. Building an Intelligent E-Business – By David Ferris and Larry Whipple, 2005  

3. eCRM-Concepts & Cases: Madhavi Garikaparthi  

4. Kaushik Mukerjee – CRM – PHI.  
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5. Dr.S.V. Srinivasa Vallabhan – E- Commerce – Learntech press – Trichy. 6. P.T.Jpseph, S.J. – 

E.Commerce – PH 

 

III BBA 

E-CRM (VIRTUAL MARKETING) 

Unit:1  

E -Business, E-Fundamentals, Internet, Extranet 

Introduction: 

 

E- Business and Marketing: 

Creating an online Presence: Website Promotion, Internet 

Advertising, Traffic and Brand Building, Online Pricing and market 

research. Legal problems of real time marketing and information 

marketing. Electronic customer support, Personalization and consumer 

benefits 

E-business 

E-business is short for “electronic business.” As an overarching 

term, it refers to any method of utilizing digital information and 

communication technologies to support or streamline business processes 

– from preparation to implementation. However, it can also refer more 

specifically to the business processes of online stores or other internet-

based companies. 

Definition 

E-business is a general term that encompasses all forms of using 

digital information and communication technologies to support and 

optimize business processes. In contrast, e-commerce describes only the 
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online trading of products and services, and is therefore only a 

subsection of e-business 

Components of electronic business 

The core components of e-business are information, communication, 

and transaction. Business partners use digital networks (i.e. public or 

private communication networks) to conduct business processes using 

innovative technologies to improve efficiency. Three key areas are 

particularly important for e-business: 

 

 

E-procurement: 

 The electronic sourcing of products and services by companies, 

focused on reducing costs and effort. 

Online stores: 

COMPONE
NTS OF 

ELECTRO
NIC 

BUSINESS

E-
proproc
uremen

t:

Online 
stores

Online 
market
places

Online 
commu
nities
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 The electronic sale of products and services via appropriate 

platforms, such as 

Online marketplaces:  

Electronic commerce via digital networks, connecting the buyers 

and suppliers of products and services. 

There are also two further areas of e-business: 

Online communities:  

Electronic communication network between individuals and 

organizations, which supports data and knowledge sharing as well as the 

preparation of transaction decisions. 

Online companies: 

 Electronic business cooperation for connecting individual 

company services, resulting in a virtual business with a common 

transaction offer. 

Features of e-business 

To fully understand the concept of e-business, you must first grasp 

the link between e-business and the net economy and know who the 

typical market participants are in the industry. 

 

Net economy and e-business 

The range of e-business is determined by the net economy. This refers 

to the commercial use of digital data networks for handling 
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information, communication, and transaction processesvia various 

platforms. 

Since the late 90s, or even earlier, the development of digitalization not 

only led to a major structural change in society, but also in the economy. 

Since then, the focus has shifted to the information sector. The 

systematic use of technology to collect and utilize information laid the 

foundations of a so-called “information economy,” in which 

competitiveness is achieved through knowledge superiority. 

This section of the economy, known as the “net economy,” now exists in 

parallel with the traditional, “real economy.” 

Market participants in e-business 

E-business can take place between a large number of market 

participants: between businesses and consumers, various private 

individuals, public administrations, and other organizations such as 

NGOs. 

Generally speaking, these various market participants can be divided 

into three distinct categories: 

 Business (B) 

 Consumer/citizen (C) 

 Administration (A) 

All three categories can play the role of either buyer or service provider 

within the market, meaning there are nine possible combinations for e-

business relationships. Within this context, B2C and  belong to e-

commerce, while A2B (administration-to-business) and A2A 

(administration-to-administration) are a part of the so-called e-

government sector (also a part of e-business). 

https://www.ionos.com/digitalguide/online-marketing/online-sales/b2b-business-to-business/
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Function of electronic business 

The most important role of electronic business is “electronic value 

creation” – the generation of electronic added value. The forms of 

electronic added value are usually distinguished in the following way: 

 Structuring value: an online offer achieves an overview of a large 

quantity of information 

 Selection value: an online offer provides specific database 

information upon request 

 Matching value: an online offer makes it possible to merge 

inquiries from supplier and buyers more efficiently 

 Transaction value: an online offer makes a business more 

efficient 

 Coordination value: an online offer allows different providers to 

better combine their services 

 Communication value: an online offer improves communication 

between different consumers 

Depending on which type of value a company decides to pursue, they 

can choose one or more value activities – for example the collection, 

structuring, pre-selection, summary, or distribution of information. A so-

called “digital information product” can also be created, offering 

added values which the customer is prepared to pay for. This 

information product may be a website, blog comparison portal, e-book, 

or a software application. 

The electronic value creation process involves the following steps: 

 Collecting large quantities of information to identify data 

relevant to the product 

 Processing the information and transforming it into a product 
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 Transferring the final information product to the customer 

 Repeat this process whenever new information becomes available 

– information products are not static and must be kept up to date 

Besides the generation of electronic added value, the various long-term 

goals of the e-business must be determined, such as how best to 

automate commercial processes, or establishing new business models 

(such as cutting out middlemen). 

The e-commerce sector includes the following activities: 

 Designing and maintaining an internet presence and/or an 

online store including: products or services accessible from 

anywhere at all times, multiple payment options, automatic e-mail 

notifications on orders, and customer support (live chat, hotlines, 

or help centers) 

 Developing and provisioning additional content, such as an 

informational blog or comparison portal 

 Expanding online marketing and targeting advertising to 

customers, for example by using big data from cookies, purchase 

behavior, and customer data 

It’s worth noting that new technologies like the internet of  will likely 

increase the importance of other e-businesses not mentioned here. 

E business fundamentals introduction 

E-business refers to the use of the web, internet, intranets, extranets or 

some combination thereof that is used to conduct business. E-

business includes a wider range of businesses processes, such as supply 

chain management, electronic order processing and customer 

relationship management. 
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MEANING 

For most retailers and their customers the online shopping process is as 

follows. Online stores utilise a "shopping cart" application that allows 

users to complete an online order form and process orders and payments.  

 

1.  E-Business Fundamentals 

 E- Business: Concept . 

 E-business Framework. 

 Network Infrastructure for E-business,  

 Application and Implementation issues of E-business. 

 

2.  E-Payment System :   

 E-Payment system and Types. 

 Risk of E-Payments. 

 Designing E-payment system. 

 Role of Banking in e-payment. 

 

3. Inter Organization Management :  

 EDI and Applications. 

 EDI Standardization , EDI Software Implementation. 

 VANS. 

 Internet Based EDI. 

 

4.  E- Business and Marketing:  

 Internet Marketing Vs Physical Offline Marketing. 

 Internet marketing methodology. 
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 Creating an online Presence: Website Promotion, Internet 

Advertising,         Traffic and Brand Building, Online Pricing and 

market research. 

 Legal problems of real time marketing and information marketing. 

 Electronic customer support, Personalization and consumer 

benefits. 

 

5. Digital Documents:  

 Web Catalogues. 

 Business care for documents library. 

 Types of Digital Documents, Documents Infrastructure.  

 Multi Media, Digital Video and data warehouses. 

 Digital marketing. 

 

6. E- Business Standards and security:  

 Cyber Laws, crimes and frauds. 

 Types and tools of hacking. 

 Security and E-business: Client-server security, Data and message 

security, Document security, Firewalls. 

7. Future of Electronic Business:   

 Mobile and wireless computing . 

  Virtual Factory , Web Portals and Vortals . 

 Strategies for Electronic Business. 

Advantage of Internet business 

Potential Access to a Global Market 

The internet is an excellent tool for increasing the visibility of your 

business. The internet overlooks physical borders, thereby giving your 



11 
 

products and services heightened exposure to a global audience. This 

can lead to increased sales, as your business offer reaches new markets 

that would otherwise be beyond your physical reach, especially if you 

are a small business owner. 

 Reduced Marketing Costs 

With the rise of the internet, there has been a huge increase in various 

social media platforms. These platforms that are designed to connect 

people with one another become powerful, relatively low-cost 

marketing channels that can be utilized by both large and small 

enterprises. The internet means that you can put your products and 

services right in front of your target market without using the help of a 

formal marketing agency to do it for you, but at a much greater cost. 

Reduced Building Overhead 

Many jobs and business functions can be performed online. This means 

that incorporating the internet into your business functions could open 

up an opportunity to have remote staff who can work from home, 

thereby reducing the cost of having an office building. 

Automated Systems and Resource Sharing 

The internet has enabled a million and one ways you can make your life 

easier as a business owner. You can do your bookkeeping and customer 

service care online, and get bespoke solutions that automate how 

customers purchase your goods and services. In short, it can streamline 

processes while saving valuable work hours from performing tedious 

tasks. 

In addition, the internet enables you to share knowledge and 

information quickly and easily. Whether you are sharing documents or 
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best business practices, emails, apps, webinars and everything in 

between, sharing resources has become easy and efficient. 

Disadvantage of Internet business 

Potentially Lower Profit Margins 

The internet has upped the market for many different types of 

businesses. Although this has made it easier for customers to access 

your products and services, the internet has also made it easy for 

customers to access the products and services of your competitors, as 

well. To be at the forefront of customers' minds, businesses have 

resorted to slashing prices drastically, which has also drastically 

reduced profit margins. If you conduct your business on the internet, 

prepare to lose sales if customers can find the same product on the 

market at a lower cost. 

Reduced Physical Interactions 

Some of the most creative ideas are borne out of the face-to-face 

interactions that people have with one another. While the internet has 

succeeded in connecting people to one another in a superficial way, it 

cannot adequately replicate the human interactions of interacting face-

to-face with colleagues and customers. 

Negative Reviews 

People now take to social media to voice their concerns and their 

viewpoints about a business. People are more likely to complain than 

they are to compliment a business, and this can damage the reputation 

of a company. Plenty of examples can be found of complaints that have 

gone ‘viral’ and that have forced businesses to change their strategies 

or change their products, resulting in a loss of revenue. 
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The internet is a powerful tool not only for businesses but also for 

consumers. Handle it with care and in accordance with the needs and 

model of your business, so that the advantages are maximized and that 

the disadvantages can be mitigated. 

extranet 

An extranet is a private network that uses Internet technology and the 

public telecommunication system to securely share part of a business's 

information or operations with suppliers, vendors, partners, customers, 

or other businesses. An extranet can be viewed as part of a 

company's intranet that is extended to users outside the company.  

It has also been described as a "state of mind" in which the Internet 

is perceived as a way to do business with other companies as well as to 

sell products to customers. 

Companies can use an extranet to: 

 Exchange large volumes of data using Electronic Data 

Interchange(EDI).  

• Share catalogs exclusively with wholesalers or people 

within your business or branch. 

• Collaborate with other companies in joint development 

efforts. 

• Develop and use training programs with other companies. 

• Provide or access services offered by a company to another 

group of companies, such as the application of online 

banking managed by a company on behalf of banks affiliated 

with it. 

• Share news of common interest exclusively with partner 

companies. 
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 Netscape, Oracle, and Sun Microsystems have announced an 

alliance to ensure that their extranet products can work together 

through the standardization of JavaScript and the Common Object 

Request Broker Architecture (CORBA). 

 Microsoft supports the Point-to-Point Tunneling Protocol (PPTP) 

and is working with American Express and other companies on an 

Open Buying on the Internet (OBI) standard. Lotus Corporation is 

promoting its Notes group software product as a program well 

suited for use in extranets. 

Extranets offer small businesses many other advantages: 

 Increased productivity.  

 Reduced margin of error.  

 Flexibility. ... 

 Timely and accurate information. 

 Shorter time to market.  

 Reduced inventory 

 Build customer loyalty. 

Disadvantages. Extranet 

1. Extranets can be expensive to implement and maintain within 

an organization (e.g., hardware, software, employee training costs) 

2. extranets can be a concern when hosting valuable or proprietary 

information. 
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