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The Mobile Device Revolution
and the Shift to Mobile Commerce

The customer is always the king; he iswell awae, he throws his weight around
and gets things done his way. Armed with super-smat mobile devices, he is all
themore informed and powerful thanever.

Mobile devices make it convenient for consumers t popularity of eCommerce, increasing number of
research on products, compare prices, read reviews, consumers today are adopting mobile devices for
and check product availability anytime anywhee. making a purchase. According to InternetTrends
According to a study conducted by Deloitte, 60% of 2013, almost 1/4 of all online shoppingon Black
mobile shoppers use their smattphones while in a Friday in 2012 was done on mobile and tablet dwices.

Not convinced? Consider this, PayPal mobile handled

store, and another 50% while on their to the store. e :
k- A almost $14 billion in payment volume in 2012

But, this is not just limitedb research. With rising

Reasons for this increased
Mobile adoption?

An Intimate
relationship with
mobile devices

Dynamic
Nature

Your go-to
partner during
your free time

Mobile devices are
everywhere. Their
usage is not limited
to certain timeframes
or locations.

Many individuals cae
dearly for their mobile
devices and rarely part
away from it.

People often tend to
pull out their mobile
devices when they
have free time.
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Mobile devices are contributingto the shiftin buyer preference are goingto play

an important role in the years to come - the world of mobile commerce has
dawnedandbusinesseswillhave to take to engagementviathemobile sooneror

later, inevitably.

More Stats (to support the text above).

Globally, the number of
users using a mobile

device (1.7 billion) has
crossed the number of
desktop users in 2014

BILLION (comScore).

Mobile web adoptionis
growing 8 times faster
than web adoptiondid in
the 1990s and early 2000s.

(WEEED) TIME S

In the last 12 months,

customers around the
world ordered more than
$1 billion worth of products
from Amazon using a

MONTHS mobile device.

(Compuwar e 2009)

63% of people expect to be

doing more shopping on their
mobile devices over the next
couple of years.

(Latitude)

PERCENT
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Differences between
eCommerce and mCommerce

Convinced that mobile commerce is the way to go forward and would like to
adoptitas soon as possible? Thatis a good place to start butif you are thinking
that mobile commerce is just selling on mobile and a responsive eCommerce
(typicallyconsumed on desktops & laptops) site will do the trickthenyou cannot
be farther from the truth. To get thingsright, let us start by understandingthe
differences betweeneCommerce and mCommerce.

The Mindset

According to IBM, consumers expect transactions to
be easier on mobile than they are offline (51%) or on a
desktop computer (50%). But most businesses bday
design and develop their store with the traditional
laptop or personal computer in mind and struggleb
provide the same experience on a mobile device. This
is because of multiple rasons including the screen
size, processing capability, etc. Hence, it is important
to consider the advantages and limitations of all the
important platforms for your business before
designing and developing your eCommerce stor e.
Moreover according to Google, 41% have turned to a
competitor's site after a bad mobile experience.

Customer Expectations

According to Compuware, 71% of global mobile web
users expect websites o load as quickly almost as
quickly, or faster on their mobile device compared to
the computer they use at home. In reality, because
customers often use their mobile devices seeking
urgent information, cusbmers expect the websites
load much faster on their mobile devices. This might
not be related to an actual urgent need, but then
consumers start associating their mobile devices as a
source of instant information retrieval or gr atification.
According to Amazon, every 100ms increase in load
time decreases sales by 1%.
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Context Awareness

While true for both eCommerce and mCommerce, the
user context (location, activity etc.) plays a greater
role in mCommerce. With this information made easily
available on mobile devices, businesses can leverage
them to provide more relevant information to
consumers. According to Latitude, 88% of people
agree that having a mobile device with real-time
information makes them more spontaneous with
shopping and, in general, more open to discovering

new things.

The Intentions

Mobile devices are used everywhere and anytime, but
the same is not true for lapbps and desktop
computers. So when a cusiomer visits your store on a
mobile device he/she might be doingfor \ery different
reasons than a cusibomer who does the same from a
laptop or desktop computer.

Security

Security is a major concern when it comes b mobile
commerce. Customers tend to window shop via
mCommerce and usually complete the tansaction on
their laptops or personal computers. The primary
reason for this is the lack of trust on the security of
information on a mobile device. Hence, businesses
must take all possible steps to educate their
customers about the measures they have taken to
ensure the safety of customer information.
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Best Practices for

mCommerce Success

Understanding these differences between eCommerce and mCommerce is
critical to be successful with your mCommerce endeavors; because this
information can be leveraged by businesses to design the mCommerce
experiencefor improved adoptionand conversions.

Design with Mobile in Mind
(hint Screen Size)

Most eCommerce stores are designed keeping the
traditional desktops or larger screen sizes in mind.
The challenge with aresponsive store alone is that
businesses end up presenting all the information,
presented on a larger screen, on the mobile device in a
mobile friendly layout. Consumers have very short
attention span on a mobile device and are not
comfortable consuming so much information. Hence,
it is important to identify and present only the most
relevant information to a consumer on the mobile
device — design with Mobile in mind.

Get Visual

Where ever possible, it pays twice as much o present
the information to your consumers as visually as
possible (images, videos, etc.). Because of sceen
sizes, touch interfaces, and other things consuming
visual information on a mobile device is convenient
and bound to stay with your consumers for a longer
duration.

Make it easy for them to Find Information

The size of the mobile device, while contributingb the
mobility and adoption, pesents a number of
challenges for eCommerce businesses. Because of
the limited real estate available the devices can
capture only limited information in one saeen which
makes it difficult for consumers o find information.
This makes it imperative for businesses to provide the
best possible search option on mobile devices. While

this is true for any platform, irespective of the screen
size, its importance cannot be emphasizd enough for
mobile device — on desktops, an intuitive navigation
can partially compensate for a good search feature
but that is not true for mobile dwices.

Do not Ask for Too Much Information

Ask your consumers to register, fill long forms and you
will soon find them leaving for your competitor store.
While not advised for users shopping on deskops,
this is a strict no for consumers shoppingon Mobile.
eCommerce has become popular because of the
convenience it provides compared to a traditional
brick and motor store and lengthy checkout pocess
with registration forms takes that charm away from it.
Keep your checkout process as simple as possible
and ask your customers only for information
absolutely necessary. To make things simpler give
your customers options to guest checkout or log in
through their social media accounts.

Give Security its Due Attention

Mobile security is still in its nascent stages and has a
lot of catching up o do when compared to security on
desktop devices. This is further complicated by the
remarkable pace at which mobile adoptionis
increasing — according to a Nielsen study mobile web
adoption is growing 8 times faster than web adoption
did in the 1990s and early 2000s. Coupk this with the
fact that the number of insecure wi-fi hotspots around
the world is expected to increase by 350% by 2015
(Vodafone) it is imperative for businesses to give
security its due impotance on mobile devices.
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Challenges with
Mobile Commerce

As with everythingthatis worth chasing,mobile commerce comes withits own
set of challenges and while inevitable you are better off getting inb it prepared
thangettingin there onlyto be surprised. There are few thingsthatyou will have

to take care of andfew decisionsto make:

Mobile App or a Responsive Website

To go mobile to address the needs of your customers
you have two options, a mobile app and a esponsive
site (a separate mobile site is no longer an option
being considered). Both options have their own merits
and demerits. While an app might seem lie a good
way to start, among other things building a mobile app
is far more expensive than building a responsive
website. In addition, studies have shown that 67% of
mobile users are more likely to visit a responsive
website and make purchases than on a mobile app.
While not mutually exlusive (you can choose to have
both) it is advised o start with one and then adopt the
other.

Having the Right Infrastructure in Place

Not every platform is the same and neither ae
customer's expectations from them. Speed and
reliability are synonymous with mobile - accading to a
survey conducted by Amazon, every 100ms increase
in load time decreases sales by 1%. An average
person spends only a few seconds on a new website
before making a judgment and if your website is not
properly hosted, your site will not only be slow but also
the chances of a transaction going wrong are high,
resulting in irritated and unhappy customers and
unpleasant customer support calls. According to
another research, 57% of mobile customers will
abandon your site if they have to wait 3 seconds for a
page to load.
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Marketing

Mobile commerce needs a different set of marketing
strategies. This can be a challenge as many
companies follow a strict marketing calendar and
most of them do not consider mobile phones.
Marketing in mobile commerce can mean everything.
Whatever your campaign, it reaches your consumers
no matter where they are. This can be either a
challenge or a great success strategy when done
right.

Integrations

It does not end with mobile devices; mCommerce is
only a cog in the wheel.Today, customers expect
businesses to be present across multiple channels
including web stores, online marketplaces, physical
stores, social media and trade shows. To provide a
consistent shopping experience b your customers
across all these channels, the omni-channel
experience, it is imperative for these channels o talk
to each other. Hence, it is important to keep this mind
and take an informed decision.
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