LSBA GLOSSARY

LONDON SCHOOL OF BUSINESS
AND ADMINISTRATION

Professional Certificate in Leadership and e-commerce in hotel management

E-commerce fundamentals

E-commerce Fundamentals Glossary

1. E-commerce

E-commerce, short for electronic commerce, refers to the buying and selling of goods and services over the
internet. It involves online transactions between businesses, consumers, or a combination of both. E-
commerce has revolutionized the way businesses operate and has opened up new opportunities for
reaching customers globally.

2. B2B (Business-to-Business)

B2B e-commerce refers to online transactions between businesses. This can include manufacturers selling
products to wholesalers or retailers purchasing goods from suppliers. B2B e-commerce is essential for
streamlining the procurement process and improving efficiency in supply chain management.

3. B2C (Business-to-Consumer)

B2C e-commerce involves businesses selling products or services directly to consumers. Examples include
online retailers like Amazon or Walmart selling to individual customers. B2C e-commerce focuses on
providing a seamless shopping experience for consumers and building brand loyalty.

4. C2C (Consumer-to-Consumer)

C2C e-commerce enables consumers to buy and sell products or services to each other through online
platforms. Examples include eBay or Craigslist, where individuals can list items for sale and purchase from
other users. C2C e-commerce provides a convenient way for individuals to engage in online transactions.

5. M-commerce (Mobile Commerce)

M-commerce refers to the buying and selling of goods and services through mobile devices such as
smartphones and tablets. With the increasing use of mobile devices, m-commerce has become a significant
part of e-commerce. Businesses must optimize their websites for mobile devices to cater to the growing
number of mobile shoppers.

6. Omnichannel Retailing

Omnichannel retailing involves providing a seamless shopping experience across multiple channels,
including online, mobile, and physical stores. Customers can browse products online, make purchases in-
store, and track their orders through various channels. Omnichannel retailing aims to create a cohesive
shopping experience for customers.

7. E-commerce Platform

An e-commerce platform is a software solution that enables businesses to create online stores and conduct
transactions over the internet. Popular e-commerce platforms include Shopify, WooCommerce, and
Magento. These platforms provide tools for managing products, processing payments, and analyzing sales

Read online: https://certificates.Isba.org.uk/glossaries/3147471/e- London School of Business and Administration - 25 Jun 2026
commerce-fundamentals



LSBA GLOSSARY

LONDON SCHOOL OF BUSINESS
AND ADMINISTRATION

data.

8. Payment Gateway

A payment gateway is a service that facilitates online transactions by securely processing payment
information between the customer, merchant, and financial institution. Payment gateways encrypt sensitive
data to ensure secure transactions. Examples of payment gateways include PayPal, Stripe, and Square.

9. SSL (Secure Sockets Layer)

SSL is a security protocol that encrypts data transmitted between a website and a user's browser. SSL
certificates ensure that sensitive information such as credit card details is protected from unauthorized
access. Websites with SSL certificates display a padlock icon in the browser address bar.

10. PCI DSS (Payment Card Industry Data Security Standard)

PCI DSS is a set of security standards designed to protect cardholder data during online transactions.
Businesses that accept credit card payments must comply with PCI DSS requirements to ensure the secure
handling of customer information. Non-compliance can result in fines and reputational damage.

11. Dropshipping

Dropshipping is a retail fulfillment method where a store does not keep products in stock but instead
transfers customer orders and shipment details to a third party, typically a wholesaler or manufacturer. The
third party then ships the product directly to the customer. Dropshipping allows businesses to offer a wide
range of products without the need for inventory.

12. Digital Marketing

Digital marketing encompasses online strategies to promote products or services through digital channels
such as websites, social media, email, and search engines. Digital marketing techniques include search
engine optimization (SEO), social media advertising, email marketing, and content marketing. Businesses
use digital marketing to reach a wider audience and drive sales.

13. SEO (Search Engine Optimization)

SEQ is the process of optimizing a website to improve its visibility in search engine results pages. By
optimizing content, metadata, and technical aspects of a website, businesses can increase organic traffic
and rank higher in search engine rankings. SEO is essential for driving organic traffic and improving online
visibility.

14. Conversion Rate Optimization (CRO)

CRO is the process of improving the percentage of website visitors who take a desired action, such as
making a purchase or signing up for a newsletter. By analyzing user behavior, conducting A/B testing, and
optimizing website design, businesses can increase conversion rates and generate more revenue. CRO is
crucial for maximizing the effectiveness of e-commerce websites.

15. Customer Relationship Management (CRM)
CRM is a strategy for managing interactions with customers throughout the customer lifecycle. By collecting
and analyzing customer data, businesses can personalize marketing campaigns, improve customer service,
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and build long-term relationships. CRM software helps businesses track customer interactions and provide a
personalized experience.

16. Inventory Management

Inventory management involves overseeing the flow of goods from suppliers to warehouses to customers.
E-commerce businesses must optimize inventory levels, track stock movements, and prevent stockouts to
meet customer demand. Effective inventory management ensures that products are available when
customers place orders.

17. Fulfillment Center

A fulfillment center is a warehouse facility where e-commerce businesses store, pack, and ship products to
customers. Fulfillment centers play a crucial role in the order fulfillment process, ensuring that orders are
processed accurately and delivered on time. Businesses can outsource fulfillment services to third-party
logistics providers to streamline operations.

18. Customer Lifetime Value (CLV)

CLV is the predicted revenue that a customer will generate over the course of their relationship with a
business. By calculating CLV, businesses can determine the long-term value of each customer and tailor
marketing strategies to maximize customer retention and loyalty. CLV helps businesses understand the
profitability of acquiring and retaining customers.

19. User Experience (UX)

UX refers to the overall experience that a user has when interacting with a website or application. A positive
user experience involves intuitive navigation, fast loading times, and clear calls to action. Businesses must
prioritize UX design to create engaging and user-friendly e-commerce websites that drive conversions.

20. Responsive Design

Responsive design is a web design approach that ensures a website displays correctly on various devices
and screen sizes. With the increasing use of mobile devices, responsive design is essential for providing a
seamless user experience across desktops, smartphones, and tablets. Websites with responsive design adapt
to different screen sizes and resolutions.

21. Cross-Selling

Cross-selling is a sales technique where businesses suggest related or complementary products to
customers based on their purchase history or preferences. By cross-selling, businesses can increase the
average order value and encourage customers to explore additional products. E-commerce platforms often
use product recommendations to facilitate cross-selling.

22. Upselling

Upselling is a sales strategy where businesses persuade customers to upgrade to a more expensive product
or purchase add-ons to enhance their shopping experience. By highlighting the benefits of premium
products or services, businesses can increase revenue and customer satisfaction. Upselling is a common
practice in e-commerce to maximize sales opportunities.
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23. Abandoned Cart Recovery

Abandoned cart recovery is a strategy for re-engaging customers who have added items to their shopping
cart but did not complete the purchase. By sending targeted emails or retargeting ads, businesses can
remind customers about their abandoned carts and encourage them to complete the transaction.
Abandoned cart recovery helps businesses recover lost sales and improve conversion rates.

24. Chatbots

Chatbots are Al-powered tools that simulate human conversation to provide customer support, answer
questions, and assist with online transactions. E-commerce businesses use chatbots to automate customer
service inquiries, recommend products, and guide customers through the purchasing process. Chatbots
enhance the shopping experience by providing instant responses and personalized assistance.

25. Personalization

Personalization involves tailoring content, product recommendations, and marketing messages to individual
customer preferences and behaviors. By analyzing customer data and behavior, businesses can create
personalized experiences that resonate with customers and drive engagement. Personalization helps
businesses build customer relationships and increase loyalty.

26. Social Proof

Social proof is a psychological phenomenon where people rely on the actions and opinions of others to
make decisions. In e-commerce, social proof can take the form of customer reviews, ratings, testimonials, or
social media endorsements. By showcasing social proof, businesses can build trust with customers and
influence purchasing decisions.

27. Influencer Marketing

Influencer marketing involves partnering with social media influencers to promote products or services to
their followers. Influencers have a dedicated audience who trust their recommendations, making them
valuable partners for e-commerce brands. By collaborating with influencers, businesses can reach new
customers and increase brand awareness.

28. Retargeting

Retargeting, also known as remarketing, is a digital marketing strategy that targets users who have visited a
website but did not make a purchase. By displaying targeted ads to these users across the web, businesses
can remind them about products they viewed and encourage them to return to complete the purchase.
Retargeting helps businesses re-engage potential customers and increase conversion rates.

29. A/B Testing

A/B testing is a method for comparing two versions of a webpage, email, or ad to determine which
performs better in terms of engagement or conversion rates. By testing different elements such as
headlines, images, or call-to-action buttons, businesses can optimize their marketing campaigns and
improve results. A/B testing is essential for making data-driven decisions and maximizing ROI.

30. Digital Wallet
A digital wallet, also known as an e-wallet, is a digital payment method that allows users to store payment
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information securely and make online transactions quickly. Popular digital wallets include Apple Pay, Google
Pay, and PayPal. Digital wallets streamline the checkout process and provide a convenient and secure
payment option for customers.

31. Blockchain Technology

Blockchain technology is a decentralized, distributed ledger system that records transactions across a
network of computers. Blockchain is known for its security, transparency, and immutability, making it ideal
for secure online transactions. E-commerce businesses can leverage blockchain technology for secure
payments, supply chain management, and data protection.

32. Cryptocurrency

Cryptocurrency is a digital or virtual currency that uses cryptography for security and operates
independently of a central authority. Examples of cryptocurrencies include Bitcoin, Ethereum, and Litecoin.
E-commerce businesses can accept cryptocurrency payments to offer customers an alternative payment
method and cater to tech-savvy consumers.

33. Augmented Reality (AR)

Augmented reality is a technology that overlays digital information or virtual objects onto the real world
through a device such as a smartphone or AR glasses. E-commerce businesses can use AR to create
immersive shopping experiences, allowing customers to visualize products in their own space before
making a purchase. AR enhances product discovery and engagement for online shoppers.

34. Virtual Reality (VR)

Virtual reality is a technology that immerses users in a simulated environment through a headset or VR
device. E-commerce businesses can use VR to create virtual stores, product demonstrations, or shopping
experiences that replicate the feel of a physical store. VR enhances the shopping experience by providing a
realistic and interactive environment for customers.

35. Voice Commerce

Voice commerce, also known as v-commerce, involves using voice-activated devices such as smart speakers
or virtual assistants to make purchases online. Customers can use voice commands to search for products,
place orders, and track shipments. E-commerce businesses can optimize their websites for voice search to
cater to the growing trend of voice commerce.

36. Artificial Intelligence (Al)

Artificial intelligence is a technology that enables machines to perform tasks that typically require human
intelligence, such as speech recognition, decision-making, and problem-solving. E-commerce businesses
use Al to personalize product recommendations, automate customer service inquiries, and analyze data for
marketing insights. Al enhances efficiency and personalization in e-commerce operations.

37. Machine Learning

Machine learning is a subset of Al that uses algorithms to analyze data, identify patterns, and make
predictions without explicit programming. E-commerce businesses leverage machine learning for product
recommendations, fraud detection, and customer segmentation. Machine learning algorithms improve over
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time as they are exposed to more data, making them valuable tools for e-commerce optimization.

38. Big Data

Big data refers to large volumes of structured and unstructured data that businesses collect from various
sources. E-commerce businesses use big data analytics to extract valuable insights, understand customer
behavior, and make data-driven decisions. By analyzing big data, businesses can optimize marketing
campaigns, improve customer experiences, and enhance operational efficiency.

39. Cloud Computing

Cloud computing is a technology that enables businesses to access and store data and applications over the
internet rather than on local servers. E-commerce businesses use cloud computing for hosting websites,
storing customer data, and running e-commerce platforms. Cloud computing offers scalability, flexibility,
and cost-effectiveness for managing online operations.

40. E-commerce Marketplace

An e-commerce marketplace is an online platform where multiple sellers can list and sell products to a wide
audience of buyers. Popular e-commerce marketplaces include Amazon, eBay, and Etsy. Sellers can reach a
larger customer base by listing products on e-commerce marketplaces and benefit from the platform's
marketing and payment processing services.

41. Digital Transformation

Digital transformation is the process of integrating digital technologies into all aspects of a business to
improve operations, enhance customer experiences, and drive growth. E-commerce businesses undergo
digital transformation to adapt to changing consumer behaviors, optimize online operations, and stay
competitive in the digital marketplace. Digital transformation is essential for long-term success in e-
commerce.

42. E-commerce Analytics

E-commerce analytics involves tracking, measuring, and analyzing data related to online sales, customer
behavior, and website performance. By using analytics tools such as Google Analytics or Adobe Analytics, e-
commerce businesses can gain insights into key metrics, identify trends, and make data-driven decisions to
optimize their online operations. E-commerce analytics is essential for monitoring performance and driving
growth.

43. E-commerce Security

E-commerce security refers to the measures and protocols implemented to protect online transactions,
customer data, and sensitive information from cyber threats. E-commerce businesses must ensure secure
payment processing, data encryption, and fraud prevention to build trust with customers and comply with
data protection regulations. E-commerce security is paramount for safeguarding customer information and
maintaining a secure online environment.

44. E-commerce Legislation
E-commerce legislation comprises laws and regulations that govern online transactions, data privacy,
consumer rights, and digital commerce. E-commerce businesses must comply with legislation such as the
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General Data Protection Regulation (GDPR), the Consumer Rights Directive, and the Electronic Commerce
Directive. Understanding e-commerce legislation is crucial for operating legally and ethically in the digital
marketplace.

45. E-commerce Trends

E-commerce trends are emerging developments and practices that shape the future of online retail and
consumer behavior. Examples of e-commerce trends include social commerce, sustainability, voice search,
and personalized shopping experiences. By monitoring e-commerce trends, businesses can stay ahead of
the competition, adapt to changing consumer preferences, and innovate their online strategies.

46. E-commerce Challenges

E-commerce challenges are obstacles and issues that businesses face when operating in the digital
marketplace. Common e-commerce challenges include competition, cybersecurity threats, logistics,
customer retention, and technology disruptions. By addressing e-commerce challenges proactively,
businesses can overcome obstacles, improve operations, and achieve sustainable growth in the online retail
industry.

47. E-commerce Strategy

E-commerce strategy is a comprehensive plan that outlines a business's goals, target audience, competitive
positioning, and tactics for achieving success in online retail. E-commerce businesses develop strategies for
marketing, sales, customer service, and operations to drive growth and profitability. An effective e-
commerce strategy aligns business objectives with digital initiatives to maximize results.

48. E-commerce Customer Service

E-commerce customer service involves providing support, assistance, and guidance to customers before,
during, and after an online purchase. E-commerce businesses use various channels such as live chat, email,
phone, and social media to address customer inquiries, resolve issues, and enhance the shopping
experience. Excellent customer service is essential for building trust and loyalty with online shoppers.

49. E-commerce Content Marketing

E-commerce content marketing involves creating and distributing valuable, relevant, and engaging content
to attract and retain customers. Content marketing strategies include blog posts, videos, infographics, and
social media posts that educate, entertain, and inspire audiences. E-commerce businesses use content
marketing to drive traffic, increase brand awareness, and engage customers throughout the buying journey.

50. E-commerce SEO Strategy

E-commerce SEO strategy focuses on optimizing a website to improve its visibility in search engine results
and attract organic traffic. E-commerce businesses use SEO tactics such as keyword research, on-page
optimization, link building, and content creation to rank higher in search results and drive qualified traffic to
their websites. An effective SEO strategy is essential for increasing online visibility and attracting potential
customers.

51. E-commerce Social Media Marketing
E-commerce social media marketing involves using social platforms such as Facebook, Instagram, Twitter,
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and LinkedIn to promote products, engage with customers, and drive sales. E-commerce businesses
leverage social media marketing strategies such as influencer partnerships, sponsored posts, and social ads
to reach target audiences and build brand awareness. Social media marketing is essential for connecting
with customers and generating leads in the digital marketplace.

52. E-commerce Email Marketing

E-commerce email marketing involves sending targeted messages and campaigns to customers through
email to promote products, announce sales, and build relationships. E-commerce businesses use email
marketing to nurture leads, encourage repeat purchases, and drive revenue. By personalizing content,
segmenting audiences, and analyzing performance metrics, businesses can optimize their email marketing
strategies to engage customers and increase conversions.

53. E-commerce Sales Funnel

An e-commerce sales funnel is a visual representation of the customer journey from awareness to purchase.
The sales funnel consists of stages such as awareness, consideration, conversion, and retention, each
representing a step in the buying process. E-commerce businesses analyze the sales funnel to identify
opportunities for optimization, improve conversion rates, and maximize revenue.

54. E-commerce Conversion Rate

E-commerce conversion rate is the percentage of website visitors who complete a desired action, such as
making a purchase, signing up for a newsletter, or requesting more information. By tracking conversion
rates, e-commerce businesses can measure the effectiveness of their marketing campaigns, user experience,
and sales strategies. Improving conversion rates is essential for maximizing revenue and ROl in online retail.

55. E-commerce Key Performance Indicators (KPlIs)

E-commerce KPIs are metrics that businesses use to track performance, measure success, and evaluate the
effectiveness of online operations. Common e-commerce KPIs include conversion rate, average order value,
customer acquisition cost, and customer lifetime value. By monitoring KPIs, businesses can identify trends,
set benchmarks, and make informed decisions to optimize their e-commerce strategies.

56. E-commerce User Interface (Ul)
E-commerce user interface refers to the visual design, layout, and interactive
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