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Preface

Electronic and wirel ess technol ogies have changed the way we do business
forever. We have seen fast paced changein thelast decade not only ininfor-
mation technol ogy advancement but also in businessmodel design and strate-
gicdirection. Technology has become central to company operationsaswell
asstrategy. Successful companiestoday recognize el ectronic technologiesand
the Internet as mainstream to business success. Wirelesstechnology isbe-
coming increasingly important for compani es seeking ameansfor cost cutting,
enhanced productivity and improved efficiency. Thefuturefor electronic and
wirelesstechnol ogy applicationswill continueto be promising to companies
seeking competitive advantage.

K eeping abreast of technol ogical advancement has never been more difficult
or more important for companies asthey competein anincreasingly global
economy. Change comesfrom every direction and competitiveforces surface
from nontraditional sources. Thedot com eraforced traditional companiesto
think in new waysin order to remain competitivein anewly emerging market-
place. Today, businessiselectronic and e-businessis business. Just asinthe
PC revolution thereisapoint at which thereisno turning back. Computers
today areagiven necessity for doing business. Thedigital transformation has,
likewise, pushed companiesto anew eraof electronic business. That erais
being pushed astep further with the advent of wirel esstechnol ogies and mo-
bilecommerceinitiatives. Tomorrow, businesswill be mobile. Thesetransfor-
mationswill not only impact the way businessistransacted but it will impact
thevery fabric of society.

Electronic and wirel ess technol ogies continue to evolve. Technological inno-
vation provides opportunities for new business applications and consumer
products. Standardsplay abig rolein the direction and eventual success of
new productsand applications. Currently alack of international standardshas
made progress difficult astelecommunications companies move along differ-
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ent standards paths. Competing standards and technol ogies have emerged
that make decision making for companies more difficult asthey plan for tech-
nology advancements. Europe and Asia (Japan) have advanced in wireless
technology faster than the US and other parts of theworld. Movement to-
ward third generation (3G) technol ogies has been slower than expected due
to the high cost of building out networks and the uncertainty in demand to
recoup the costs. Inthe US, for example, thetrend to movetoward 2.5G was
based on lower coststo implement than would be required for 3G. Japan and
Europe have moved more quickly down the 3G path but not without tremen-
dous cost in license agreements and network expense. Wi-Fi and the devel -
opment of hot spotsaround the US have progressed with some success. Cost
isamajor considerationinthesedecisionsbut it isunclear how all thesetech-
nologieswill evolvein thefutureand which will eventually win out. Companies
aretaking fewer risks and testing the waters more cautiously in thewireless
technology realm. Uncertain economic conditions have al so contributed to the
confusion and proliferation of standards and technol ogies. The consumer per-
spective has not hel ped, asthe demand for wirel esstechnol ogies and devices
has not been as substantial aswas expected. Worldwide trends and market
conditionswill continueto evolve and play asignificant rolein thefuturedi-
rection of electronic and wirelesstechnology applications.

Currently, successful mobile commerce strategies have focused on applica-
tionsand opportunitiesins de the organi zation. These applications have greater
potential for return oninvestment than those directed toward consumer com-
merce. It isnot difficult for companiesto make the business casefor wireless
technology applicationsinside the company that meet objectivesfor cost sav-
ings, enhanced productivity, and increased efficiency. For example, salesforce
automation and field force automation are key areasfor companiesto target
for return oninvestment. Wirelesstechnology makesit possiblefor sales per-
sonnel to get critical information on clientsand productswhile awvay fromtheir
desks. Thissavestime, improves customer relationships, and increasesrev-
enue and profitability. Field force personnel can get accessto schedules, forms
that need to be completed on the job, and product information from their
handheld devices. Thiscan cut labor costs and reduce the extratime and cost
of inputting datamore than once. Data can be captured at the point of access,
whichwill also reduce error rates. Wirelesstechnology isalso being used in
the warehouseto keep inventory current and to improve accuracy. Thistrans-
latesinto happier customers. WirelessL ANs have also been implemented to
improveefficiency intheworkplace. In addition, companies can now wirelessy
track their assetsthrough Radio Frequency | dentification (RDID) technol ogy.
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Thistechnology isexpected to replace bar codes when the price point reaches
an affordablelevel. Product information can be stored on these tagsthat track
the product along the supply chain and keep track of important information
that was not before possible. Combined with location technol ogy, company
assets can be located at any point in time. Telemetrics allows companiesto
wirelessly accessinformation and monitor statuslevelsat al times. For ex-
ampl e, electricity meters can be read through wirel esstechnol ogy, eliminating
the need for a person to read each meter manually. Layers of labor may be
eliminated with some applications providing additional cost savings. Machines
can be monitored at adistance and alerted when there are problems detected.
For example, thetoner in aprinter can be monitored and the company’s sup-
pliersnotified to place an order without theintervention of ahuman. Wireless
Customer Relationship Management (CRM) is still another avenuefor com-
paniesto exploit. Wireless technology provides another channel to interact
with the customer. There are challengesfrom the marketing perspective but
the potential isreal if implemented correctly.

From aconsumer perspective, wireless technology has not taken off to the
degree expected, especially in the United States. In Europe, short message
system (SMS) wasthedriver for wireless devices. In Japan, entertainment,
ring tones, and wirel essicons pushed mobile consumer commerceforward. In
the US market, consumersare still waiting for thekiller application. The de-
mand for wireless has been slow to gain momentum because consumers do
not see apressing need. Mobile payments are expected to be one meansfor
pushing mobile businessforward. Currently, security isanissuefor many ap-
plicationsand privacy issues play arolein acceptance of applicationssuch as
location-based services. Consumers are skeptical about technologiesthat can
track their location at all times. Applicationsthat providefor safety such ase-
911 and information avail ability that istimely such aslocal directionswill be
most likely to succeed inthe US consumer market. The consumer market has
experienced an increasein wireless access through laptops, personal digital
assistants (PDAS), and cell phones. There hasal so been anincreasein house-
holdsthat have wireless networks. Asthese trends continue, acceptance of
mobile commerce applicationswill increase aswell.

Currently, worldwide trendsindicate aperiod of transition from mainstream
electronic businessto mainstream mobile business. It isunclear how long this
transition will take. The eventual movement to 3G and 4G networks will
providetheinfrastructure for companiesto moveforward with wirelesstech-
nology applications. Aswill be discussed in the chaptersthat follow, many
issuesremain to be addressed that have surfaced asaresult of these techno-



logical advancements. The enabling technologieswill aso undergo improve-
mentsthat will further enhancetheir usefulness. New technologieswill con-
tinueto proliferate and further complicate the existing platformsand infra-
structure. Voiceintegration, for example, will emergeto play aroleinfuture
mobile technology applications. Technology can be expected to continueto
change and evolve aswell asplay anincreasingly significant rolein the strate-
gicdirection of companies.

Organization of the Book

Thebook isorganized into four sectionswith 11 chapters. Section | addresses
theroleof Customer Relationship Management (CRM) inthe context of Internet
and mobile commerce channels. CRM hasbecomeincreasingly important for
companies as el ectronic and wirel esstechnol ogi es have provided new oppor-
tunitiesto interact with customers. The evolution of CRM from traditional
systemsto e-CRM to wireless CRM has provided companieswith both new
challenges and new opportunitiesfor devel oping innovative customer strate-
gies. Companiesinthedigital erahave been forced to reinvent their compa-
nies from the customer perspective. Chapter 1 addresses a broad array of
issuesrelated to evolving CRM systems and potential research directions.

Section |1 addresses specific issuesrelated to wirel ess technol ogies and mo-
bile commerce. Specifically, Chapter 2 addressestheissues of information
presentation on handheld devices. Thisissue has been significant from the
consumer perspective. Information must be packaged in waysthat limit the
amount of information that must be read by the end user but at the sametime
providevaueintimely information. The authors addresstheissues of human
interface and interaction in this context. Chapter 3 addressesthe critical issue
of making payments on mobile devices. Many believe solutionsto mobile pay-
ments may be adriving force behind mobile commerce. In this chapter the
authors examinethe various options for mobile payments and resulting chal-
lenges. Standards, security and consumer acceptance are discussed inthis
context. Chapter 4 examinestheissues associated with 3G multimedia ser-
vices specificaly from the perspective of the Italian market. Conclusionsfrom
the study can be compared and applied to other markets. L essons |earned
may berelevant for other markets. Finally, Chapter 5 addresses abroad per-
spective on wirelesstechnology and mobile commerce for devel oping coun-
tries. Devel oping countries have found it advantageousto leapfrog traditional



technol ogies through the use of wireless applications. The authors provide
specific examples of how these technol ogies are being implemented and the
development of new business opportunities afforded by these technol ogical
advancements.

Section |11 takes amore focused look at specific technologies and issues
relevant to thedigital agein general. Chapter 6 examinesdigital watermarking
technology in the context of specific applicationsand potential problems. The
authorsexplain the specifics of thetechnology and its potential benefits. Chap-
ter 7 addresses digital rights management and theissuesrelated to the protec-
tion of intellectual property indigital format. The authors develop adomain
model to provideinsightsonissues and future trends. Chapter 8 looks at the
dynamic nature and role of ad hoc networks. Change ratesare examinedin
the context of these networksthat form, change and dissolvein an ad hoc way
routinely. The authors examine theimpact of these networks on network func-
tionality.

In Section 1V, thefocus shiftsto specificissuesrelevant to el ectronic business.
In Chapter 9 the authorsreport results of an empirical study that measuresthe
loyalty of Internet shoppersto online companies. Based on thefindings, the
authors provide recommendationsfor online companies. In Chapter 10, find-
ings of astudy on managers’ perceptions of the benefits and difficulties of
Internet usein hotelsisdiscussed. Finally, acase study is presented in Chap-
ter 11 that addresses the pros and cons and other issuesrelevant to reverse
auctions.

A strength of the book isitsinternational flavor. Authors of the chaptersare
fromavariety of countriesall over theworld. Thisgivesthereader perspec-
tiveson theissuesfrom different world viewpoints. Culture, therole of gov-
ernment, legal environmentsand other differencesamong countriesmay play
akey roleinthedirection countriestake on varioustechnologiesand the sig-
nificance of security, privacy, ethicsand other related issues. It has become
increasingly important to look at the direction of technological advancement,
trends, and specific applicationsfrom aglobal perspective.



