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The Asia-Pacific region continues to gain market share Global B2B eCommerce GMV™ in billion US$

Regional analysis (2/8) /
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Models de B2B

The marketplace model is gaining more traction in B2B eCommerce

Business models

Comparison of B2B eCommerce business models

Direct model

Pros

No competition on the
platform

Direct customer relationship
Customization is possible

Cons

Necessity to build up
technical expertise

Platform development &
maintenance

High marketing & advertising
costs

Marketplace model |

Pros

Larger potential customer
base

No development costs

B2B eCommerce business models

Direct model

Higher technical expertise Supplier Order g|
B2B = =3
- platform Payment E
Fierce competition
Marketplace fees & potential
price cuts
No control over customer
experience Buyer
Logistics
Supplier < >
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Marketplace model

o Market-
PP | > place <+——p Buyer A
A order

Supplier Payment o Buyer B
; 9

Supplier LOGIStICS g Buyer C
€ =
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Comprador B2B omnicanal

|dentifying and researching ) Considering and ) Ordering ) Reordering

new suppliers evaluating new suppliers
35% 33% 32% 350 34% 33%
49% 48% 44%
34%
36%

349 [ 34 % . 3470
32%
20%

B
Aug-20 Feb-21 Dec-21 Dec-22 Aug-20 Feb-21 Dec-21 Dec-22 Aug-20 Feb-21 Dec-21 Dec-22 Aug-
Bl Traditional interactions M Digital self-service M Remote interactions

32%

35% 36%

34%

33%
19%

N

0 Feb-21 Dec-21 Dec-22

Sources: McKinsey & Company Global B2B Pulse, as of December 2022
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Comprador B2B omnicanal

Preferred use of channel by type of purchase situation”

2016 2019
31% 31% 31% 320% E-mail E-mail

In person In person

Phone Phone

Supplier website Supplier website

First time

E-procurement portal Procurement department

ngher value

Lower value

Less complex

Mobile app

Trade show

More complex

Bl Traditional interactions M Digital self-service M Remote interactions

Sources: McKinsey & Company Global B2B Pulse, as of December 2022
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Number of distinct channels B2B customers are using for decision making

2021

E-mail

In person

Phone

Supplier website
Procurement department
Mobile app
E-procurement portal
Video conference

Web chat

Google/web search
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Preferred customer service touchpoints( of B2B buyers, in %

55%
45%
38%
35%
23%
20% 19%
i 17%
5%
E-mail Live chat (manned Call center Sales rep Live chat (manned  Social media Used the Virtual | didn't contact
by |nd|V|dual) by automated company’s app appointments  customer service
agent, avatar) with sales reps

Sources: The Digital Commerce 360; Forrester Research Inc. B2B Buyer Survey 2023
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B2B buyer preference for different sales aspects(?

| find buying from a website to be more convenient than buying from .
0

a sales representative when purchasing products or services for work

| prefer to buy online rather than from a salesperson 759
0

when |'ve decided what to buy

| prefer to interact with a sales representative on the telephone as EEG
0

my primary source of research prior to making a purchase for work

| prefer not to interact with a sales representative in person as my

primary source of research prior to making a purchase for work _ —

| prefer to interact with a sales representative in person as my _ 580
primary source of research prior to making a purchase for work

| find gathering information online on my own superior to interacting _ co
with a sales rep prior to making a purchase for work

| prefer to interact with a sales representative by way of chat as my _ -
primary source of research prior to making a purchase for work

| find interacting with a sales representative superior to gathering ceo

information prior to making a purchase online

Sources: The Digital Commerce 360; Forrester Research Inc. B2B Buyer Survey 2023
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Captacio - Web

La captacio d'usuaris cap a la nostra web es realitza principalment @
través del canal organic (SEQO) i dels canals de publicitat digital (SEM,
Social Ads). L'estrategia SEO/SEM internacional va molt més enlld de
traduir les pagines i els contfinguts. Cal decidir en quin idioma i pais
(podem tenir diversos idiomes dins el mateix pais) volem posicionar en
un defterminat ambit geografic (google.es, google.it, google.com), i
quina és la competencia per segons quines keywords.

Research &
Understand Your
International
Landscape

Establish Your SEO
Strategy & Goals

Measure Your
International SEO
Results &
Advancement
Over Time

Implement /
Optimize Your
International SEO
On-Page Presence

Estados Unidos / Global

English

Europa

English Francais
Espano Italiano

Canada

English Francais

- Australia / New Zealand

English

Japon

Latin America

Espano

ACCIO =%

Catalonia

Trade X Investment e

Deutsch
Pycckuin
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Captacio - UX

Un cop els usuaris arriben a la nostra web, hem de contfinuar captant la seva atencid i guanyar-nos la seva
confianca, per aconseguir convertir-los en leads (oportunitats de negoci) qualificats, ja sigui perque se
subscriguin a la newsletter o perque es registrin a la web. Per assolir-ho, sera fonamental treballar tots els
aspectes relacionats amb I'experiencia d'usuari (UX) comencant per escollir bé la pagina a la qual els

dirigirem quan cliguin a I'anunci (landing page).

e @ NICELANDINGPAGE.COM

USER EXPERIENCE NICELANDINGPAGE.COM e—>L.NKulememeL.NK
e G—»A NICE LOOKING HEADLINE

A SECONDARY HEADLINE
rem ipsum dolor sit amet sectetur adipisicing elit
magna aliqua. Ut enim ad minim veygam nosts ‘e
exercitation ullameco laboris nisi ut p ex ea commodo
T wat 5 aute irur olor in reprehenderitculpa qui
fficia deserunt mollit ar d est laborun
>
« Lorem ipsum dolor sit amet, consectetur adipisicing elit.

« Sed do eiusmod tempor incididunt ut labore et dolore.

Interfaz de

usuario .
Q « Ut enim ad minim veniam, quis nostrud exercitation.
. ? DO IT NOW! [ &GN 4—6

A TESTIMONIAL! MORE INFORMATION
Lorem r > t amet,sectetur

Tipografia

rem ipsum do

F ne u ! € 1 por incic nt ut iabore et

o
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THE BEST PRACTICES

—— FOR OPTIMIZING LANDING PAGES ——

HEADLINE

- Begin with a strong headline to
grab prospects attention

CONTENT PREVIEW

This is where you let the viewer
know what content your landing
page is going to include. This
preview can be a small blurb,

a graphical element, or even
avideo

MAIN CTA

Always include a CTA at the top
as well as multiple places
throughout the landing page.

FORMS

~ Make sure your forms are quickly

visible. This is especially important

if the form is the main goal for the

page. Forms should be quickly and |4

easily visible to prospects. ant
he
nd
MULTIPLE CTAS
Having your CTA in at least two
places is helpful for people
navigating your site as well as
helping with click through rates
REMEMBER THE 3 C'S
CONTENT CONVERSION CLOSING
Keep your copy short and to Don't get caught up in having At the end of your landing page
the point. Too much copy is the such a "cool” page that your main remind prospects of the goal.
biggest turn off to prospects and CTA/goal gets lost. Make sure your This can be done by linking to a
will make them lose interest. focus is still on converting form or a copy of the main CTA. lage
H
toa
——: Y
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Quan parlem d'experiencia d'usuari (UX), ens estem referint a totes les interaccions (experiencies) que es realitzen en I'entorn digital

(navegacio, estructura, continguts, disseny, serveis, compra).

@m‘ =R  9=%—  I3yyasfhk KUvsIzF

BUILT TO PROTECT

Since 1976

Shop KUY 70 x7

Shop
Case Accessories

nobodinoz

Acces client enregistré

Si vous avez un compte, connectez-vous avec votre adresse e-mail

Adresse e-mail *

Mot de passe *

CONNEXION

* Champs obligatoires

Mot de passe oublié?

changer le monde commence deés I'enfance

B GARCIADEPOU ( Cerca nell'intero negozio... NEW Cotillon Outlet Personalizzati [#
MONOUSO ETICHETTATURA ILBAREIL TAVOLA UTENSILI DA PULIZIAE ARTICOLI PER DELIVERY
BUFFET CUCINA IGIENE OSPITI
Trasporto 8,95 € (gratuito da 200€) | 2-4 giorni lavorativi (8 gg ordini voluminosi)
Carrello della spesa (1 prodotti)
Accesso o Iscriviti Procedere con il tuo acquisto Totali
| < CONTINUA A FARE ACQUISTI ‘ l [il] CANCELLA CARRELLO ‘ Sotaie 114,00 ¢
parziale
X spedizione 8,95 4
(Corriere
CODE. 22318 standard)
U CONTENITORI PER MINI NOODLES 10 -m
IVA 21% IT 25,08 €
CL 210 + 15 PE G/M2 5x5 CM MARRONE 570 €
CARTONE (100 UNITA) 100 u. - No inc,L IVA 14,00€ .
Ordine 148,03 €
IVA esclusa
totale
{ CONTINUA A FARE ACQUISTI l | @CANCELLA CARRELLO

PAGAMENTO SICURO
AL 100%

Puoi pagare con carta
di credito, PayPal o
tramite Bonifico
bancario.

peE ﬂ

SPEDIZIONE GRATUITA
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L'experiencia del client (Customer Experience o CX) es defineix com la qualitat de la interaccid entre una

Customer
Centricity

empresa i els seus clients. Es, per tant, una estratégia de fidelitzacié que és present en totes les relacions (abans,

durant i despreés de la compral).

Customer

D'entre els principals beneficis que ens pot generar desenvolupar una estrategia de Customer Experience, "a'”e
podem destacar:

« Aquelles empreses que implementen una estrategia d'experiencia de client auamenten un 60% el nivell de satisfaccio i fidelitzacio del client.

« Entre els clients amb millor experiencia nomeés el 3% esta disposat a canviar de companyia mentre que entre els que tenen una pitjor experiencia el

46% estan disposats a canviar.

« Les empreses que ofereixen una experiencia de client diferencial creixen meés, venen més i tenen una taxa d'abandod dels seus clients menor.

«  Millorar I'experiencia del client en B2B, pot arribar a reduir entre un 10% i un 15% la taxa de perdua de clients, augmentar entre un 20% i 40% les

probabilitats d'aconseguir un contracte i disminuir en un 50% els costos de servei.

. Les empreses millor valorades pels seus clients van augmentar de mitjana 8 punts el seu index de Desenvolupament d'Experiéncia de Client.

The
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https://www.emprendedores.es/gestion/customer-experience-estrategias/
https://www.emprendedores.es/gestion/customer-experience-estrategias/
https://www.emprendedores.es/gestion/customer-experience-estrategias/
https://asociaciondec.org/wp-content/uploads/2017/07/22.2017_III-Informe-DEC-BCG_La-mejora-continua-de-la-Experiencia-de-Cliente-como-motor-de-crecimiento.pdf
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/finding-the-right-digital-balance-in-b2b-customer-experience
https://asociaciondec.org/wp-content/uploads/2019/01/22.2019_DEC_BCG_Reinventar-la-Experiencia-de-Cliente.pdf
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Fidelitzacid - A&P

Des de la perspectiva del marqueting, la millor manera d'optimitzar I'experieéncia del client (CX) és desenvolupant una estrategia d’Automatitzacio i

Personalitzacio (A&P), que adapti els continguts de la web en funcid dels interessos dels clients i del seu comportament de compra.

B2B: 32% of buyers have difficulty finding
products online

> November 11, 2022 by Pleuni. About Statistics with tags Europe. 2697 views.

A > News > Europe > B2B: 32% of buyers have difficulty finding products online

While B2B sellers are increasingly turning to ecommerce

solutions, customers still encounter issues when trying to
https://ecommercenews.eu/b2b-32-of-buyers-have-difficulty-finding-products-online order online. At least 32 percent of B2B buyers said that

finding products is the biggest online issue. A more

personalized shopping experience could solve that issue.
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Omnicanalitat

No podem oblidar les particularitats de I'entorn B2B, entre les quals moltes
vegades hi ha la de compartir I'espai digital (web o ecommerce) amb el

canal fisic (distrioucié tradicional).

Tenir una visid omnicanal i aportar el comportament digital dels clients a
I'experiencia i coneixement del sector i dels clients que té el Departament
Comercial per poder fer un seguiment i qualificacio de les oportunitats de
venda, és una de les multiples facetes que el marqueting digital pot

aportar en aguest entorn.

Se & particular e quer comprar os nossos artigos, lhe apresentamos

N,

a ITEM contamos

MOVEIS DECORACAO LAR

com um amplo catalogo de mais de 18.000 referéncias, de maneira que talvez o negodio a

SOMENTE PROFISSIONAIS, PRIVATE CLIQUE AQUI

) INICIO DE SESSAQ / REGISTO @ O

PRESENTES CAMPANHAS AMBIENTES OUTLET TUDO

LOCALIZADOR DE LOJAS

Esta a buscar o seu artigo ITEM?

assessoramento sobre produtos muito similares e que incluam no proximo pedido o produto que deseja.

Search Radius , km
Everywhere v
USE MINHA LOCALIZACAO ATUAL
Filtro A

Tipo de negocio

ITEM International S.A - Oficinas

Avenida/Ferrocarril 17
Poligono Industrial Can Estapé
Castellbisbal, 08755

Telefone: 434 937 768 300

Correio electronico: cial@itemint.com

Site: www.itemint.com

MARIOLA'S

faixa/BLAS INFANTE 84 LOCAL
SEVILLA, 41310

Telefone: 61552021

Correio electronico: mariolasdecoracion@gmail.com

(VRPN

Mapa Satélite

0 que va n3o tenha exatamente o artigo que esta
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fm o PoRTUGUES +

Q

o nosso localizador de lojas para que possa conhecer os diferentes negocios com artigos ITEM International que Ihe estejam perto.
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Captacio - UX

Si volem desenvolupar una estrategia orientada a millorar I'experiencia dels nostres usuaris quan

arriben a la nostra pagina web, necessitem saber que els interessa de tot alldo que tenim per

oferir-los:

- Quines pagines han visitat a més de la pagina d'arribada?
- Quins productes o serveis o quines categories?

- Han mirat el formulari de registre d’usuaris?

- Han visitat el bloge

- Han descarregat algun cataleg?
- S'han registrat per rebre la newsletter?

- Quant temps ha passat des de la seva darrera visitae

Per poder fer-ho, hem d'utilitzar eines especialitzades en fer un seguiment digital (digital tracking).

Al Generalitat
Wl¥ de Catalunya

John Doe
Toronto

Thank You Email Sent

user@mail.me

Purchase Completed

1ser@mail.me

o Coupon Incentive
user@mail.me

Personalized Product Offers
1ser@mail.me

Is VIP Audience Member
user@mail.me

Product Visited

user@mail.me
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Captacio - UX

Amb el seguiment digital podem identificar els diferents perfils d'usuaris que visiten la nostra web i classificar-los segons el seu comportament
(interessos) per, en funcid d'en quin moment de la seva relacid amb la nostra empresa es troben, poder-los impactar amb accions de marketing

automatiques i personalitzades, que ens ajudin a fer que passin al seguent estadi de la relacid (d'usuaris anonims a subscrits a la newsletter o

reqistrats a la web; de registrats a sol licitar pressupost o contacte comercial, etc.).

User Persona Buyer Persona

Buyer / User Persona

8

. A . t.
. — 5 “| feel good about the ™ "
4 | “It was difficult to .~ decision and the contract . “How do my team “I recommend this
! compare options.” j process was easy.” ‘ and | use this?” solution to my peers.” .
= 9 | |
2/
L

» = ' Onboarding Ongoing usage

L | “We didn’t realize some . @ “The agent wasn't helpful
Motivations . business need.” features were extra” 4 “This is helping my when | had an issue.”
.. business and team” .-

Brian - Top Manager Christina - CRM Specialist Kevin - IT Specialist ; ey \
Goals Goals Goals
Brian is looking for a software product The main goal is for the product to be easy To get a product that is easy to integrate

se and not a road block when trying to into the current IT infrastructure, that

that will boost the team’s productivity u
and help bring better results in the solve a particular problem.

doesn't require intensive support.
long run
i “I have a

Motivations Motivations
- Intuitive interface - Easy integration with current infrastracture

- Decrease the time spent for
doing routine operations - Easy to learn and use - Secure
- Flat learning curve 5, .
Frustrations Frustrations Frustrations
- Low ROI - Messy navigation - Requires a lot of support

- The product takes way too much time - Not clear what to do at each stage.

to integrate and learn

The
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@ itatiano - vt 7 Come riciclare © Looks ! Blog D cataloghi Ordine veloce @ Il mio account Qllmio eI

B GARCIADEPOU (I‘-‘e':'-r':»itw:w negozio.. NEW  Cotillon Outlet Personalizzati [#
TOl Com Velem Obo r']SI |O fIdelITZOCIO ImplICO Odre(;(jr—nos Ols Cllen‘l-sl es MONOUSO ETICHETTATURA IL BAR E IL BUFFET TAVOLA UTENSILI DA CUCINA PULIZIA E IGIENE ARTICOLI PER OSPITI DELIVERY
0 . . . s . 2 Trasorto 8,95 € (gratuito da 200€) | 2-4 giorni lavorativi (8 gg ordini voluminosi)
a dir a aquells usuaris de la web que ja tfenen una relacio comercial L v /
amb nosaltres, i per tant de qui ja coneixem moltes més coses. Q o o

|

Cataloghi Garcia de Pou

Home / Cataloghi Garcia de Pou

Si sabem qui son (seguiment digital) i com es comporten offline

SCARICA LISTINO PREZZI {

(omnicanalitat), podrem definir i desenvolupar una estratégia de

Cataloghi Garcia de Pou

personalitzacié que de manera automadtica adapti els continguts tant

de la web com de la comunicacio per millorar I'experiéncia de client

(CX) i augmentar la fidelitzacio.

., NAPKINS &
i=' P ACE MATS

Catering Catalogo Catering Catalogo - Tovaglioli e Catering Catalogo - Imballaggi per Catering Catalogo -Catalogo
Tovagliato Food Service Prodotti Durevoli
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Totes les accions de marqueting que fem sén un mitja per aconseguir una finalitat.

N .r .. . . . . Enviaments, obertures i clics diaris Embut de conversio emailing

Per aixo, per cada accio, cal definir el seu objectiu i els KPIs que ens han de servir 6 e MO i B

per mesurar-la (si no mesurem, no sabem com anem) i per posar els resultats en §
confext. §

Pero, la major part de les vegades, en I'entorn B2B les dades provenen de diferents

. . . . 7 . . Data
fonts (online, offline o ambdues) i es fa dificil fer aquest seguiment. Per resoldre o
stadaistiques enviaments
Oques‘l‘o prob|emdﬁcc es poden CreOr Uns quqdres de Comqndqmenfs fe-l-s Od_hoc rE\JJorCE;::aE;\bGENERHL Eﬂ-uats Obertures Obertures Uniques ;:2 Clics Unics Rebots 3:;8 erctsbua;; Baixes Sol-licituds

240123 - ES - URBAN - RGULACION DE

2

. . s . e ACCESOS

que ens donen la informacio que ens permet prendre decisions segons dades 210125 -5 - urean-sevaerica [ 2o B q
240116 - ES - LIGHT - LUMINARIA FUsioN |EIGEERNNN4555 10973 3353 a4 S o4 2
240130 - ES - LIGHT - FAROLAS 11392 [T 106 42 8t 3

con CreTeS . 240206 - ES - LIGHT - LIGHT&BUILDING 14597 409971 1709 - 29 51 4 1
2024
240118 - ES - PLAY - PROMO PLAY (CP)  [IBSGRZE 12049 8554 (3917 425 9 156 58
240220 - ES - PLAY - PROMO SPORT (CP) 34879 10610 7814 1717 28 6 53 0
AT T D ATENA S s AR ~aman amann Amam .- - IR ~r .~ -~

Unes dades que, avui dia, analitzen que ha passat, pero qgue amb I'aplicacid de la
Intel.ligencia Artificial, permeten fer un analisi predictiv del que hauriem d’esperar
vendre o de I'estoc de productes que necessitem per cobrir I'estacionalitat del

nostre mercat.
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