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Introduction 

Everything about the e-commerce experience you offer customers should excite and entice them -- 
just as you would want a physical store to do. In an intensely competitive online marketplace filled 
with fickle consumers, that experience must also build customer loyalty and trust. Energizing your 
brand, knowing your customers across channels, personalizing each visit, accurately answering their 
questions, and efficiently getting them what they want is all part of delivering that experience. 

Yet maintaining this focus can be a challenge. As outdated e-commerce platforms and homegrown 
systems meet their limits trying to support new growth and more sophisticated requirements, 
companies are feeling the pain. For many, now is a time to re-visit the platform that powers their 
online business. However, not all companies choose to devote their limited time and resources to 
full-blown in-house e-commerce software development and deployment.  

Outsourcing the e-commerce platform offers a viable alternative to on-premise platforms. Once 
relegated to small business initiatives only, today e-commerce as a service (also known as  
“e-commerce on demand”) can deliver the full functionality required to deliver a highly 
sophisticated e-commerce experience. At the same time, it holds the potential to lower entry costs, 
improve productivity, and increase ROI. Moreover, industry-leading solutions offer businesses the 
opportunity to incorporate leading-edge capabilities without requiring in-house expertise on the 
latest programming technologies and approaches.  

e-Commerce as a service can offer bottom-line benefits for both the line of business and technology 
sides of an organization; moreover, ATG’s industry’s leading e-commerce platform offers the full 
range of capabilities needed to power every aspect of e-commerce– from marketing to selling to 
servicing customers – allowing companies to deliver the best possible experience for their 
customers at the lowest possible cost.    

 

Preparing for Next-Generation e-Commerce  

Internet and e-commerce initiatives continue to top the IT priority list, according to Forrester 
Research.  Yesterday’s e-commerce platforms are not meeting the needs of today’s online 
consumers. Shoppers are becoming more dissatisfied with their online commerce experiences, and 
businesses are losing their trust and loyalty. 

Plus, while online businesses have until now been able to count on growth simply as a result of new 
customers coming online, this is no longer the case.  The U.S. online commerce market is expected 
to grow to more than $300 billion over the next four years; yet simultaneously, the number of 
online shoppers is expected to flatten.  

Combined, these factors require that businesses not only offer products online; they must also 
deliver a compelling customer experience that increases loyalty and grows wallet share among 
existing online buyers.  
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Powering that experience requires a thorough understanding of your e-commerce platform 
requirements. Clearly the e-commerce basics are critical, such as product catalogs, shopping carts, 
secure transactions, and ways to search for and navigate to desired items. While it is easy to dismiss 
these features as commoditized functionality, the reality is that these common, expected features 
belie a complex set of capabilities required to keep best-in-class Web stores appealing, responsive, 
and performing well at high transaction volumes. As consumers grow more demanding and less 
loyal, these basics become increasingly critical factors in e-commerce success. At the same time, the 
basics are merely table stakes in delivering an experience that compels customers to keep coming 
back.  

Today’s savvy online customers expect more. Online sellers need more sophisticated sites, and 
sophisticated yet easy-to-use tools to manage them, to thrive in a competitive online environment. 
Features like advanced personalization, advanced search, guided navigation, affinity selling, 
advanced product viewing, integrated customer service, real-time merchandising, and content 
management go beyond the basics to create an interactive, highly customized customer experience 
that builds trust and loyalty for the long term.  

Effective On-Demand solutions support e-commerce capabilities across the customer lifecycle. 

 
Too frequently, companies look to add capabilities by “bolting on” multiple point applications. 
Unfortunately, the added cost and complexity of this approach creates diminishing returns. 
Software, integration, and development cost increases exceed revenue gains.  Making matters 
worse, companies still can’t maximize the customer experience they offer, and begin to fall behind 
more effective competitors.  For more information about maximizing e-commerce returns on 
investment, read the ATG whitepaper, “Preparing for Next Generation e-Commerce.” 

e-Commerce on demand offers businesses a way to launch a platform that offers the critical 
capabilities needed to serve high volumes of customers and transactions, and simultaneously,  
evolve to next-generation functionality at a pace appropriate for their business.  
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The Outsourcing Advantage   

As businesses determine what e- commerce capabilities they need, they must also consider what 
model of deployment will best suit them. While on-premise deployment may be best for 
organizations with extensive IT and development resources, e-commerce on demand offers other 
businesses an alternative model that avoids many of the pitfalls associated with attempting in-
house initiatives.   

The advantages of e-commerce on demand include:  

FOCUS ON BUSINESS, NOT SOFTWARE DEVELOPMENT 
Maintaining an e-commerce application in-house involves extensive technical and support staff 
with considerable experience and expertise – not only in the deployment phase, but also for 
ongoing customization and enhancement as business needs change. Finding and keeping staff with 
the right skill set is a major financial and time challenge for almost all organizations.  

Of course, some large enterprises have sufficient programming resources; yet, it doesn’t often make 
sense to dedicate them to applications that are commercially available or not the organization’s 
core competency. When it comes to maintaining an e-commerce application, programmers’ talents 
are best spent on the user interface, to ensure that the brand image of the company is represented 
in the most compelling manner possible and that customers have a fulfilling experience while using 
the site.  

RASP WITHOUT THE RISK 
Reliability, Availability, Scalability and Performance – RASP – may be some of the most over-used 
words in the software industry. Nonetheless, they remain the cornerstone of successful software 
deployment, particularly when it comes to major e-commerce applications. While sluggish internal 
applications may be annoying, slow-responding customer-facing e-commerce sites can kill your 
online business.  

Leveraging the right e-commerce on demand application can eliminate the worry associated with 
peak visitor times and unpredictable traffic patterns. As your Web site’s popularity increases, you 
want it to scale with virtually no effort. Moreover, you don’t want to incur disproportionate 
infrastructure management costs for occasional scalability issues. With the e-commerce on demand 
model, the provider shoulders the responsibility for and costs of building and maintaining state-of-
the-art facilities, managed by experts, enabling businesses to eliminate any concerns about RASP 
and instead keep focused on growing their online business.  

FAST TIME-TO-MARKET 
IT departments often receive mandates from the business units to deliver new or enhanced  
e-commerce applications that are bigger, better, and more advanced than competitors’ offerings. 
When you need to hit the ground running, the implement-it-yourself approach isn’t the best option. 
Implementing an e-commerce platform, process, and strategy is a long and arduous task. In fact, the 
U.S. Government Accountability Office (GAO) and National Institute of Standards and Technology 
estimates that over half of enterprise software projects take far longer to complete than originally 
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anticipated, and they can cost nearly twice as much as initially planned. Consequently, more than 
30 percent of these projects are cancelled before they’re ever completed.  

In contrast, rapid deployment and fast ROI is one of the clearest benefits of e-commerce on demand. 
On demand solutions eliminate code writing, allowing deployment efforts to stay focused on the 
presentation layer that defines the customer experience. The best offerings can be configured by 
business users using simplified wizards rather than IT, eliminating the extra steps required to get 
your site up and running.  

BUSINESS USER EMPOWERMENT  
The most sophisticated e-commerce on demand applications enable line-of-business users to 
change Web site content, promotions, and other information as business needs require. This is a 
particularly important advantage for merchandisers who are responsible for moving inventory 
quickly and profitably, but are not currently empowered to take action themselves. For example, 
first-rate on-demand applications let merchandisers control the site and leverage advanced 
features for product presentation and/or personalization. The integrated merchandising capabilities 
of these applications can give marketers direct, hands-on control of the site to enable dynamic 
interactions that continually adapt to customers’ preferences, without having to enlist the help of 
IT.    

 

 

 

 
 
 
 
 
 
 
 
 
 
Marketers/merchandisers gain flexibility and control with business user tools and reports. 

 
EASY UPGRADES  
Even the best-planned upgrades are disruptive by nature. Once upgrades are completed and 
applications are stable, it’s usually just a short time until the release of the next wave of patches 
and upgrades. Businesses often hesitate to adopt a new version of the software or even routine 
patches for fear their application will be at risk. As a result, businesses can sacrifice the leading-edge 
functionality introduced by their software vendor. Additionally, upgrades can consume valuable 
time and resources that would be better spent on revenue-generating activities.  
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In an on demand environment, the upgrade process is unobtrusive and seamlessly delivered via the 
Web. Moreover, organizations that span multiple regions can be assured that all locations are being 
upgraded at the same time.  

LOWER TOTAL COST OF OWNERSHIP 
Given the expense of deploying and maintaining an on-premise e-commerce solution, many 
companies are turning to an on demand solution. While companies often initially focus on capital 
expenditures such as hardware and software related to the implementation, the reality is that these 
fees are only a small portion of the overall cost. Post-deployment costs such as ongoing operational 
support costs, development costs, customization and integration costs, and so on, add up quickly. In 
fact, AMR estimates that an organization can pay ten times the cost of the original software license 
fee to keep an application up and running over the course of its useful life. 

 

ATG Commerce OnDemand 

ATG is widely recognized by industry analysts and other experts as offering the leading e-commerce 
solutions in the market. A functionally rich and complete e-commerce solution, ATG Commerce 
OnDemand can be molded to the design, layout, catalog, and branding required to meet each 
business’ unique needs. ATG Commerce OnDemand gives businesses the tools and services needed 
to create a compelling, transactional e-commerce Web site, as well as robust management 
capabilities to ensure your site can be kept fresh and interesting for your online visitors. ATG 
Commerce OnDemand makes it easy to sell online by handling all aspects of the buying process, 
including presenting your products from a flexible catalog, managing the entire ordering and 
checkout process, and processing the credit card payment to your merchant account. 

WEB STORE BASICS  
ATG Commerce OnDemand offers standard capabilities like self-service order entry, customer 
service, account administration, and other features to help you significantly reduce operating costs. 
The foundation of ATG Commerce OnDemand is a blueprint of a fully functional e-commerce Web 
site, completely customizable to reflect your specific design and brand guidelines. The blueprint 
reference application in ATG Commerce OnDemand includes best-practice basic and advanced  
e-commerce capabilities. 

PERSONALIZATION SERVICES 
ATG Commerce OnDemand includes an extensive set of pre-defined personalization features that 
help you understand and act on your customers' expressed, as well as implicit, preferences. This 
information allows you to fine tune your content and timing of promotions for both individuals and 
entire market segments. ATG's personalization and content targeting creates a more relevant and 
compelling customer experience - helping you deliver the right promotion, cross-sell, or up-sell more 
often and increasing the opportunity for conversion, greater order sizes, and repeat purchase. 

·  Profile management and Profile management and Profile management and Profile management and segmentationsegmentationsegmentationsegmentation – Allows you to create customer profiles and 
personas based on a wide range of attributes. In addition, customer profiles are 
automatically and continually updated, based on every online interaction.  
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·  Content targetingContent targetingContent targetingContent targeting – Creates business rules that blend your customer profile information 
with other event triggers (season, geography, inventory status, items in cart, etc) to 
dynamically deliver relevant promotions and offers.  

·  Scenario personalizationScenario personalizationScenario personalizationScenario personalization – Manages multi-step customer interactions via “scenarios” that 
treat all Web activity as part of a continuous relationship, rather than individual, unrelated 
sessions. By using a significant event (e.g. an order placed, a product viewed, a click-through 
from an e-mail) customers can be guided to their objectives over a series of multi-part, 
coordinated touches. ATG Commerce OnDemand includes a large number of out-of-the-
box pre-defined scenarios.  

 

SEARCH, MERCHANDISING & CATALOG MANAGEMENT  
ATG Commerce OnDemand gives business users Web-based access to a set of easy-to-use Web 
store management tools. Dashboards and reports help marketers and merchandisers respond in 
real-time to changing business and customer dynamics. By seeing what's selling and what’s not, 
what's in inventory, and what visitors are searching for, they can immediately update promotions, 
modify pages, create new bundles, change pricing, and modify cross-sell rules. ATG's merchandising 
capabilities help you maximize margins, reduce inventory, and differentiate your products and 
services by giving your merchandisers direct control over the full online store. Meanwhile, ATG’s 
fully integrated search includes dynamic natural language search and guided navigation based on 
global, category-level, or product-specific facets, making it easy for shoppers to find the 
merchandise they want, and discover new items they weren’t previously aware of. 

CONTENT MANAGEMENT 
With a rich set of content management tools, ATG Commerce OnDemand allows business users 
and administrators to keep Web content accurate and relevant to all customer segments. Business 
users can directly manage the entire publishing process from creating, version tracking, and editing 
content, to approving, previewing, revising, and deploying it. ATG's content management services 
leverage the scenario personalization capabilities of the core ATG platform – providing appropriate 
information to the right person, at the right time,  and helping you quickly and easily update this 
information. Additionally, ATG offers an efficient and automated process to publish online content 
in minutes, improving your organizational efficiency.  

E-MAIL AND WEB MARKETING  
ATG Commerce OnDemand offers an add-on option for managing outbound, integrated e-mail and 
Web campaigns. ATG's online marketing services leverage the customer information gained 
through Web interactions, preferences, and behaviors, to help you create relevant, personalized 
campaigns. ATG supports event-triggered marketing campaigns that send promotions based on a 
wide set of criteria you define to pinpoint when individuals or customer segments are most likely to 
act on them. And, ATG's marketing capability allows you to make the message a customer sees on 
your Web site consistent with a recent campaign she may have received. You can dynamically 
customize the content presented to individuals or market segments, ensuring a consistent message 
among all your communications channels. Perhaps most importantly, ATG allows marketers and 
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merchandisers to define, execute, and measure integrated, multi-stage campaigns that reach out to 
the customer in a highly personalized way, without involving IT resources. 

SEARCH ENGINE OPTIMIZATION AND SEARCH ENGINE MANAGEMENT  
ATG provides a full suite of search engine marketing services, including the design and 
management of full-service search engine marketing (SEM) campaigns and organic search engine 
optimization (SEO). Partnering with the top vendors in online and search marketing services, ATG 
has developed extensive relationships with the leading search engines, portals, directories, and 
comparison shopping engines, allowing our SEO/SEM services to stay ahead of industry standards. 

CONVERSION AND CROSS-SELL OPTIMIZATION 
ATG Commerce OnDemand lets business users directly control the promotions featured on their e-
commerce site and define complex rules which govern how, when, and to whom the promotions 
are presented. ATG's personalization and content targeting capabilities let you demonstrate your 
understanding of your customers and present relevant cross-sell/up-sell offers at just the right time 
in their shopping experience. eStara, an ATG company, also provides tools such as Click to Call or 
Click to Chat that invite customers to move from online interactions to phone or chat sessions at 
the most relevant time – such as when a shopping cart is at risk of being abandoned, or when the 
consumer's Web behavior implies confusion. Together, these capabilities will help you boost 
incremental revenue and convert more shoppers into buyers. 

CONTACT CENTER CUSTOMER CARE  
Recognizing that customer service is now a critical part of the customer’s e-commerce experience, 
ATG�brings customer care capabilities to your hosted e-commerce site. Customers benefit from a 
faster, richer, and more manageable customer service approach. And your business benefits from 
increases in first call resolution rates, improved customer satisfaction, and reduced customer churn. 
ATG employs industry-leading best practices and state-of-the-art tools to help service agents locate, 
leverage, capture, and communicate knowledge across the extended enterprise and improve first 
call resolution rates. ATG also includes an electronic communications response capability. Customer 
service representatives can integrate all forms of electronic communication including e-mail and 
Web forms, ultimately helping you offer more responsive, satisfying, and cost-effective customer 
service through your electronic channels. 

 
WEB SELF-SERVICE MANAGEMENT 
An effective Web self-service interaction using ATG can be 10 to 20 times less costly than the most 
efficient agent-enabled phone call. ATG empowers your customers to answer questions and 
complete transactions through highly personalized Web self-service. It combines an answer 
repository with multi-lingual natural language search and navigation capabilities into a single on 
demand solution. As a result, you can reduce service costs, increase customer satisfaction and 
loyalty, while reducing the IT expenses of deploying and managing in-house solutions.  

REPORTING, ANALYTICS, AND TESTING 
ATG Commerce OnDemand includes a comprehensive set of reports, dashboards, and analytics 
tools that give you a holistic, real-time view of your business. It also includes a Web-based tool to 
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perform A/B or split testing on your Web-based promotions, online products, and/or overall Web 
site design and functionality. 

STATE-OF-THE-ART INFRASTRUCTURE AND HOSTING FACILITIES 
The ATG hosting facility is a tier-1 data center offering a reliable infrastructure, fast connectivity, and 
24x7 system and network monitoring. The ATG facility takes advantage of the industry's most 
advanced power, security, network, and fire suppression technologies, to ensure efficient and 
reliable operation even in the event of a natural or man-made catastrophe. The facility is skillfully 
managed by an ATG team that has many years of experience in running applications for a broad 
range of customers of all different sizes and with varied requirements. 

 

Conclusion 

As online shoppers become increasingly fickle and difficult to satisfy, unrelenting focus on a 
customer experience that builds trust and loyalty is paramount. Attempting to power that 
experience on an outmoded e-commerce platform will not generate long-term success. There are 
simply too many point solutions and upgrades required to deliver the fulfilling experience today’s 
consumers demand. 

For organizations that need to hit the ground running, e-commerce on demand offers a faster time 
to market with a fully featured Web store.  

ATG offers the market’s leading solutions for both on-demand and on-premise e-commerce. ATG’s 
Commerce is widely recognized by industry analysts as leading the e-commerce market. ATG 
powers hundreds of the world’s largest and most successful online stores, giving ATG unparalleled 
insight into what it takes to play and succeed in the world of e-commerce. Today’s businesses can 
harness that power and expertise, in a hassle-free, hosted environment with ATG Commerce 
OnDemand. ATG Commerce OnDemand provides companies with limited resources and time to 
dedicate to e-commerce with the ability to create a superior online experience for their customers – 
quickly and economically.  To learn more, visit www.atg.com.  
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About ATGAbout ATGAbout ATGAbout ATG    
ATG (Art Technology Group, Inc., NASDAQ: ARTG) makes the software and delivers the on demand solutions that the world's most customer-conscious 
companies use to power their e-commerce web sites, find prospects, convert them to buyers and ensure their satisfaction so they become loyal, repeat, 
profitable customers. ATG's B2C e-commerce suite is ranked the #1 current offering by Forrester Research, and powers more of the top 300 internet 
retailers than any other vendor. ATG's solutions are used by over 600 major brands, including Adobe, A&E Networks, American Eagle Outfitters, B&Q, 
Best Buy, Cingular Wireless, Coca Cola, Dell, DirecTV, France Telecom, Hewlett-Packard, Intuit, Johnson & Johnson, Louis Vuitton, Mercedes-Benz, 
Neiman Marcus, New York & Company, Nike, Nokia, OfficeMax, PayPal, Philips, Procter & Gamble, Rubbermaid, Smith & Hawken, Symantec, T-Mobile, 
Target, Urban Outfitters, Verisign, and Walgreens. 
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