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Payment processing, order fulfillment, product delivery, and other back-end
logistics represent the messiest parts of e-Commerce -- but they are also the most
crucial challengesin building customer satisfaction and customer loyalty. In this
book, one of the world's leading e-Business | ogistics experts covers every
element of back-end logistics, delivering unprecedented insight for decision-
making -- and practical techniques that work. Discover world-class solutions for
"end-to-end logistics": providing order visibility and service continuity from the
buy button to the final destination. Learn today's best practices for order
processing and customization, payment processing, handling taxation, shipping,
tracking, handling customer inquiries, accounting and inventory control, as well
as the unique "reverse logistics' associated with product returns. E-Commerce
Logistics and E-Fulfillment includes a compl ete chapter on global logigtics,
another on implementing back-end databases; and another on testing,
implementation, and rollout. It also presents detailed, real-world case studies
from the author's extensive consulting experience.
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Payment processing, order fulfillment, product delivery, and other back-end logistics represent the messiest
parts of e-Commerce -- but they are also the most crucial challenges in building customer satisfaction and
customer loyalty. In this book, one of the world's leading e-Business logistics experts covers every element
of back-end logistics, delivering unprecedented insight for decision-making -- and practical technigues that
work. Discover world-class solutions for "end-to-end logistics': providing order visibility and service
continuity from the buy button to the final destination. Learn today's best practices for order processing and
customization, payment processing, handling taxation, shipping, tracking, handling customer inquiries,
accounting and inventory control, as well as the unique "reverse logistics' associated with product returns.
E-Commerce Logistics and E-Fulfillment includes a complete chapter on global logistics; another on
implementing back-end databases; and another on testing, implementation, and rollout. It also presents
detailed, real-world case studies from the author's extensive consulting experience.
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Editorial Review

From the Inside Flap
Prefacel ntroduction

Almost 40 percent of the cost of selling online takes place after the customer presses the Buy button. At that
moment-when the visitor has just become a customer-the most crucial part of the relationship just begins.
Payment processing, order fulfillment, product delivery, and product returns handling are the largest gapsin
electronic commerce today. These important but unglamorous, messy, and often expensive functions are not
optional in true e-business. They can make or break your customer relationships, profitability, and future
business.

Identifying and managing these functions, termed e-commerce logistics and e-fulfillment, is the subject of
this book.

Until now, most merchants thought el ectronic commerce was achieved by hooking an online catalog to one
of the many electronic shopping cart packages, then waiting for ordersto be emailed to them. Not one key
electronic commerce vendor mentions that the real work for the merchant actually starts when the order is
received. This book demystifies a process that is sure to be new for most B2B and B2C online merchants
today.

Here are other features that distinguish this book.

Forrester Research saysthat half of all business will be online by 2002. Business-to-business e-commerce
will grow to $1.3 trillion by 2003, from $43 billion in 1998-yet until now there hasn't been a single book that
addresses the unique challenges of e-logistics and e-fulfillment in the context of electronic commerce. Thisis
the first book to do so.

This book provides practical, proven techniques to assure your customers receive the products that they order
from your Internet sitein atimely, efficient, traceable way.

Y ou also find out the ins and outs of reverse logistics (handling product returns)—or how to outsource these
functions cost-effectively.

Useful tools such as planning templates, checklists, and spreadsheets are included throughout the book and
on aWeb site Audience

This book is aimed at technically savvy executives, information technology professionals, and other
enterprise leaders who are faced with the challenge of delivering the goods their organizations sell online.
Whether the reader is an electronic commerce or logistics practitioner or provider, this book will be an
extremely useful addition to the "How To" books of his or her library. The Organization of This Book

The first three chapters of the book describe the issues and tasks surrounding setting up and costing an
electronic commerce infrastructure to handle e-logistics and fulfillment. Important FTC rules and
regulations, defining your business processes, and calculating potential return on investment are among the
many topics discussed. An infrastructure planning template and an ROI calculation spreadsheet are provided
to give you arunning start.



Chapters 4 through 7 tackle the challenges that take place after the Buy button is clicked. The topics of order
processing, taxes, online fraud, order fulfillment, shipping, and customer service are presented and a number
of checklists are provided, including a useful chart to help you determine what is taxable.

Chapters 8 through 10 cover the convergence of e-commerce and logistics on aglobal scale, including
taxation of international e-commerce transactions, emerging data exchange standards, and reverse logistics-a
field unto itself.

The final two chapters of the book wrap things up by addressing whether or not to outsource the entire e-
commerce logistics and e-fulfillment processes, and offers two user perspectives by pioneersin the
field.Contact Information

Although | have frequent opportunities to teach and speak throughout the world, I'm not an academician or
researcher—I'm out in the trenches full-time, just as you are. | always appreciate your real-world
suggestions, comments, and other feedback to continue to improve the book's usefulness. Y ou can reach me
by email at deborah@bayles, or stop by the Web site I've set up, bayles, to check out the book-specific tools
I've posted there and to contribute your experiences and advice. Enjoy!

From the Back Cover

The first e-commerce book that tells you how to get product orders from the Buy button to the doorstep-
quickly, cost effectively, and hassle freel

The first complete e-commerce guide to e-logistics and fulfillment!

Almost 40% of the cost of selling online takes place after the customer presses the Buy button. At that
moment-when the visitor becomes a customer-the most crucial part of the relationship begins. Payment
processing, order fulfillment, product delivery, and product returns handling are the largest gapsin electronic
commerce today. These essential but unglamorous, messy, and often expensive functions are not optional in
true e-business. They can make or break your customer relationships, profitability, and future business.

I dentifying and managing these functions, termed e-commerce logistics and e-fulfillment, are the subjects of
this book.

Inside, find helpful advice on how to:

- Assure your customers receive the products that they order from your Internet site in atimely, efficient,
traceable way

- Set up arock-solid e-commerce infrastructure and cal cul ate the return on investment

- Evaluate shippers and online shipping tools

- Tackle payment processing, online fraud, and U.S. and global taxation issues

- Provide superior customer service

- Evaluate third-party logistics providers and select outsource fulfillment partners

- Handle the inevitable product returns (reverse logistics)

Useful tools such as planning templates, checklists, and spreadsheets are included throughout the book and at
www.bayles.com. Whether you're an el ectronic commerce or logistics practitioner or provider, this book will
be an extremely useful addition to the "How To" books of your library.

About the Author



DEBORAH L. BAYLES has been in the software industry since 1979 in marketing and technical
management consulting roles for Fortune 500 companies. She is the Founder and CEO of
BridgeCommerce.com, Inc., an online and off-line venture designed to assist companies with the essential
backend/logistics of e-commerce. She also founded NETouch Communications, Inc., in 1994, a company
that builds commerce-enabled extranets.

Bayles also teaches e-commerce courses at the UC-Irvine and the Singapore Institute of Management. Her
first book, Extranets; Building the Business-to-Business Web, was published by Prentice Hall PTR in 1998.

Users Review
From reader reviews:
Kathleen Land:

What do you consider book? It is just for students because they're till students or theitem for all peoplein
the world, what best subject for that? Simply you can be answered for that issue above. Every person has
several personality and hobby per other. Don't to be compelled someone or something that they don't wish do
that. Y ou must know how great and important the book E-Commerce Logistics & Fulfillment: Delivering the
Goods. All type of book isit possible to see on many sources. Y ou can look for the internet methods or other
social media.

Walter Reeves:

Now aday folks who Living in the erawherever everything reachable by connect to the internet and the
resources within it can be true or not call for people to be aware of each facts they get. How alot moreto be
smart in acquiring any information nowadays? Of course the solution is reading a book. Examining a book
can help people out of this uncertainty Information specifically this E-Commerce Logistics & Fulfillment:
Delivering the Goods book because book offers you rich info and knowledge. Of course the knowledgein
this book hundred per-cent guarantees there is no doubt in it as you know.

John Tammar o;

This E-Commerce Logistics & Fulfillment: Delivering the Goods is great publication for you because the
content that is certainly full of information for you who have always deal with world and have to make
decision every minute. This kind of book reveal it facts accurately using great arrange word or we can state
no rambling sentences within it. So if you are read that hurriedly you can have whole factsin it. Doesn't
mean it only gives you straight forward sentences but hard core information with wonderful delivering
sentences. Having E-Commerce Logistics & Fulfillment: Delivering the Goods in your hand like finding the
world inyour arm, information in it is not ridiculous just one. We can say that no book that offer you world
throughout ten or fifteen second right but this publication already do that. So , this can be good reading book.
Hey there Mr. and Mrs. hectic do you still doubt that?



Scott Tucker:

What is your hobby? Have you heard in which question when you got learners? We believe that that question
was given by teacher on their students. Many kinds of hobby, Every individual has different hobby. And you
also know that little person just like reading or as reading become their hobby. Y ou should know that reading
isvery important in addition to book as to be the thing. Book isimportant thing to provide you knowledge,
except your personal teacher or lecturer. Y ou find good news or update with regards to something by book.
Different categories of books that can you go onto be your object. One of them is E-Commerce Logistics &
Fulfillment: Delivering the Goods.
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