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Executive Summary
Bright Right Co has been a successful brand for at least 13 years in the Singapore market, known for its high quality products and good customer service in the clothing line. However, due to changing market trends, there is now a need for Bright Right Co to break into the online shopping craze. Hence, the purpose of the report is to analyze consumers’ views regarding E-Commerce together with its advantages and its disadvantages so as to allow the company to have a competitive edge in the Singapore market. The scope of the report includes the statistics of the trend of E-Commerce in the Singapore market, the frequency in which consumers carry out online shopping and the types of products and services they will purchase online. In addition, we will also find out the advantages and pitfalls on E-Commerce and the public opinions on E-Commerce.
We had extracted most of our information from the survey we conducted. Our target sample is 30 Ngee Ann Polytechnic students, divided into 3 categories, Year 1, 2 and 3. We had chosen this particular group of people because most of the consumers of our products are from this age group, which is 17-21. Aside from survey, we also conducted further secondary research on the Internet to get professional statistics on the changing trend among consumers in E-Commerce. Finally, we referred to a few other companies which are E-Commerce based and identify their successes and problems. We could not do a survey that concerns more students and over a number of polytechnics because we have limited time and human resources. Hence, although Ngee Ann Polytechnic students do not represent the whole consumer community, it is the best that we could analyze from. 
From our survey, we found out that 80% of the respondents had gone through E-Commerce before and among these people, 45% of them will purchase apparels over other items when E-commercing. Also, the 54% of the respondents who stated that they have gone through bad experience during E-commercing gave reasons such as the seller cannot be contacted and tardy delivery of goods. In addition, 54% of the respondents stated that they preferred to purchase items online than going to the retail stores. Furthermore, the advantages stated about E-commerce are mostly convenient, having access to more varieties, able to take their time and to be able to get better deals. The disadvantages are the processes could lag and be slow, deliveries may be late and defective and there is a higher chance of them getting cheated.
In the remaining 20% of the respondents, the reasons for them to not E-commerce are that they are worried about the online scams, the quality of the products and the sense of insecurity when they cannot see the physical products before purchasing. We can also see that 67% of the respondents is affected by the comments given by the people around them. Furthermore, 67% of the respondents will give E-commerce a try if the security of the site is improved and that there are guarantees for them to trust the company.
Aside from the survey, we had conducted research which shows an overall increment in the usage of Internet and web presence. More importantly there is an increase in Singaporeans placing orders online, from 35% to 37% since 2006 and for companies who receive orders via online experience an increase, from 34% to 37%.
Lastly, the case studies we referred to had shown a fast pace of expansion and development over a short period of time which shows the good reception of the Singapore market to E-commerce. Qisahn.com had grown from a simple online dealer in a forum to a famous online shop for PSP slim consoles and other gaming items. We had also studied another case which is Tracyeinny, an E-commerce site which sells unique clothes, accompanied with great customer service. They had also expanded since their beginning in 2006 and has became one of the most welcomed online apparel shop locally
From our research, we observed that there is increase in the usage of E-commerce in the Singapore market today. Increased awareness on the World Wide Web and better knowledge about the benefits of creating and purchasing from E-shops is anticipated to be widespread at its current market growth. 

We recommend Bright Right Co to invest in E-commerce as the financial benefits are great. Cheaper deals can be adopted with regular promotions as having an E-shop is cheaper than a retail outlet, hence cutting costs. Regarding the weakness that may arise upon entering the market, we recommend the latest security services, clear and elaborate details on the products, an-exchange-if-defected policy, and an FAQ on E-commercing and the a beginner’s guide.
Survey Results

We would like to find out the common type of products sold in E-Commerce. To see whether there’s a market for E-Commerce and what are the more common products E-Commercers shop for.  Here are the results that we have tabulated from the students of Ngee Ann Polytechnic.
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For those who answered  that they do E-Commerce were ask to answer question in Section A and for those who do not E-Commerce were ask to answer Section B.

Section A

Question 1: Why do you E-Commerce?
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Question 2: How often do you E-Commerce? 
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Question 3: What type of product/services do you search for online? 
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Question 4: Would you recommend your friends to E-Commerce? 
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96% of our responses says that will recommend their friends to E-Commcerce due to its convenience and the variety of product that is being offered online and their successful transaction online. The other 6% says that they would never recommend because they’ve experience scamming before like example buying products from an unsecured overseas site. The products they ordered didnt receive and there’s no way to check the status of their products.
Question 5: How did you first found out about E-Commerce? 
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Question 6: Have you encountered/heard of any bad experience while you were engaging in E-Commerce? 
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54% said yes that they’ve heard of bad experience while E-Commerce like scamming or delay in delivery  but 46% of them have never experience or heard of a bad incident during E-Commerce. 

Question 7: If you were given a choice, would you rather buy a product (e.g. watch) at their retail store or to buy it online? 
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Question 8: As an E-commerce user, what are the advantages and disadvantages of E-commerce?

Mostly the response is that it is convenient and easier. They can have more variety and able to clarify more about the products and even bargain the price of the product.

The disadvantage side of E-Commerce is that their process of purchasing is lagging. Some say it might be scams, there are higher chances for consumers to get cheated and the site must maintain high security in terms of payment is concern. There could be also delays in deliveries or receiving damaged products which can be a hassle for them to send it back and they have to bear the posting cost of the item.

Section B

Question 1: Why do you not E-Commerce?

Most of our responses state that they do not trust the site to do E-Commerce and are afraid of the risk of being cheated or scams. Some are concern about the quality of the product and are unable to see the products physically. 

Question 2: Will the comments from people around you affect what you think about E-Commerce? For instance negative feedback 
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67% of our responses who attempt this question agreed that the comments from others will affect their perspective of E-Commerce. Reason being that the comments from others will cause them to patronize shops with better reputation more regularly and boycott shops with bad comments such as bad service.

While the other 33% said that the comments will not affect their thinking of E-Commerce because they believe that different people have a different perspective of E-Commerce. 

Question 3: If the service of E-Commerce improves, would you like to try? 
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67% of our responses who agreed to this question said that they will try to E-Commerce if they heighten the level of security for online purchasing or payment while 33% of them still will never E-Commerce if the services improve because they are still afraid of the risk being cheated or scammed when they purchase an item online.

Question 4: How did you find out about E-Commerce? 
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Question 5: If you were given a choice, would you rather buy a product (e.g. watch) at their retail store or to buy it online?
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Most of our respondents said that they would prefer to purchase the product online instead of at the retail store because it’s more convenient and easier to purchase online and some even state that they can get cheaper bargains too.

While other would prefer to buy at the retail store because they would like to get an actual look of the product and try them on to see whether I fits well and they would also be able to match their size accurately so as to prevent future problems like exchanging.

Question 6: An E-commerce user, what are the advantages and disadvantages of E-commerce?

Mostly they said it’s the convenience, more variety, easier to update their products online and have many different range of product are the advantages of E-Commerce.

Whereas some state the disadvantages of E-Commerce as that the site will have some problems of dishonest people around to cheat on others, the measurements is a chore if it doesn’t fit well, payments are not safe and delivery sometimes can be lost halfway and it may not be claimed.

RESEARCH STATISTICS
Computer usage among enterprises increased by 5% to the figure of 73% in year 2007 (chart 1), this shows that there is an increase in the amount of computer user as compared to the previous year. Whether they use it for completing their work or for entertainment purposes, the amount has increased by 5%.
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With the increased usage of the computers, both internet usage and broadband mode of access have increased generally over a year from 2006 to year 2007. With the internet, computer users would be able to gain access to the information they want or even E-commerce to buy the things they want. Chart 2, 3 and 4 shows an increase of usage of the internet and the web presence. This also means that more people are using internet to do their daily work.
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From the table above, you can notice that the figure for “For placing orders for goods/services” and “For receiving orders for goods/services” has increased since 2006. “For placing orders for goods/services” has increased from 35% to 37%, “For receiving orders for goods/services” increased from 34% to 37%. This shows more people are doing e-commerce to buy or place orders online, even the enterprises are doing so.

The increase in the figures also shown that, ecommerce had slowly becoming more and more common in Singapore. Singaporeans had slowly changed their ways of purchasing instead of buying from the retail outlet. They can slowly accept e-commerce as another way of getting their desired goods and service. As compared to the past, people can trust purchasing goods and services due to the improvements of e-commerce made recent years. Those improvements are safer payment mode provide by the website, decrease in the number of online fraud and improved customer services.

The number of people who e-commerce are expect to continue to increase for the next few years as  e-commerce in Singapore still belongs to the developing stage.  

CASE STUDIES
http://www.qisahn.com/ 

Qisahn.com is a nationally renowned E-commerce shop, which sells gaming consoles such as PSP slim, PS3 and DS Lite. They are known for their ridiculously low prices and exceptionally good customer service, hence allowing them to be so successful and to continue to expand.

Qisahn.com had a humble beginning, when the owner of the shop, Qishan, single-handedly imported PSP consoles and their accessories from China which means lower costs. He started selling dirt cheap PSPs on a forum called the hardwarezone forum, where most of the good deals exist locally. As he moved on, the good testimonials and referrals allowed him to make a fortune. 

However, soon after, the forum decided to ban him due to some reasons and he was not able to continue using the forum as a medium. Hence, he tried his hand at starting an online shop, Qisahn.com. Old and new customers of his flooded his website and he finally managed to rent an office for his own, recruiting some employees, which act as a customer service crew. The place Qisahn.com stands today is definitely due to the owner’s firm and correct decisions made.

Qisahn.com stands out from the rest by having some features that other similar shops do not have. Firstly, he includes a live help section, where instant messaging can be used to communicate queries with the staff. Also, a casual tagboard is available for other kind customers to help first-time lost souls. He had also inculcated a testimonials section where his customers can feedback about their service for everyone to see. All these definitely showed Qisahn.com’s exceptional customer service.

Apart from their service, Qisahn.com is known for their dirt cheap prices and long term warranties. As they got their products from China, with a lower cost price, and having to pay for only a small sum for the domain fee, Qisahn.com can easily reduce the prices of the products drastically. Furthermore, they give a lifetime warranty apart from the original Sony warranty, which acts as a big plus point for consumers. All these had helped Qisahn.com to entice customers to purchase from them.

Finally, Qisahn.com had also made sure that their transactions are user-friendly and safe. They will only accept fund transfer or cash on delivery which makes it safer and the clear pictures and description of the products gives a sense of security to customers when they are purchasing the products. 

http://tracyeinny.livejournal.com/
Tracyeinny is one of the most renowned E-shop in Singapore. Their business started in 2005 and soon became one of the most established E-commercers in our Singapore market. They are very well-received among teenagers aged between 17 to 25 years old. They started as a simple blogshop providing reasonably priced clothes with unique designs, which could not be found in other local retailers and blogshops. 

There was a rapid growth of their business within a short period of 6 months. It can be seen when the number of customers in their mailing list increased up to 8000. It had become common that their clothes will go out of stock within 2 days even though they had prepared at least 50 per piece. 

Of course, they are so welcomed not just because of the unique designs that they can offer but it was also due to their exceptionally good and efficient customer service.

They are very patient towards customers and are always willing to reply to enquiries and doubts. They had also come out with a set of guidelines and Frequently Asked Questions (FAQs) section especially for their customers to guide them throughout the whole process, from the looking through of products to the payment method. 

To provide a sense of security while shopping in their E-shop, they only accept payment through either Internet banking or bank transfers. In addition, Tracyeinny only allowed mailing as their collection mode and will advise their customers to use registered postage to prevent loss of items in the midst of posting. All these are simply to ensure that the customers can trust them and to have a wonderful shopping experience with them.

Conclusion

From the overall result of the survey and the additional research we had done online, we can safely conclude that there is indeed a steady increase in the usage of E-commerce in the Singapore market today. Analyzing from tertiary group who are the next generation of working adults, it is clear that there is a big market for E-Commerce since a wide majority have and continue to follow this trend of shopping online. There is a definite potential for the market to grow bigger as we have learnt that more Singaporeans are getting fast Internet broadband connection with a higher awareness and knowledge about the web.
Recommendations


Pricing

Bright Right Co can give cheaper deals if customers purchase online and conduct promotions to entice them into purchasing more products. Furthermore, customers will visit the E-shop regularly to keep up with the latest promotions. This is all possible because the cost of hosting an E-shop is much lower than renting a retail outlet, since only a web domain and web server is needed. Cashiers, store manager, sales personnel and other retail attendees are replaced with a Webmaster.
Security
The latest online security service should be made available to ensure safer transactions. TrustPass, an online security trade system, should be gained for the E-shop’s website so that it allows safe transactions. An FAQ for “How to transact online” should also be made available so that consumers who are new to E-commerce will be well guided throughout their purchasing process. 
Customer Experience

Sufficient and clear photos of the products should be made accessible through the E-shop to give a better ‘feel’ of the products to the shoppers behind their monitor screens. Allowing user reviews on the product will also help in the customer’s buying decision. In addition, providing a return policy allowing exchanges of defective products will give them the confident feeling that they will receive the product in its best state. 
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