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It starts with data. With an eCommerce client, there is data coming from all
directions. You, who are accustomed to working with many different clients and all
of their issues, are comfortable with the chaos. You can parse it and
compartmentalize, and make sense of it all.
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Your eCommerce clients are dealing with data silos originating in and moving
through several different locations – sales orders in the �nancial software, sales
orders in the online shopping cart, sales orders coming via email – you get the idea.
Whether your client is fully immersed in eCommerce or just dipping toes in the pool
(is there anyone out there who hasn’t experimented with selling through Craig’s list,
eBay, Amazon, or some other website?), managing the data is a key element in
maintaining and growing that business. You need to be the IT expert, the
empathizing consultant, the �nancial guru, all rolled into one.

I consider myself an eCommerce specialist, but it didn’t happen overnight, and my
skills continue to grow. I got my start by asking questions. I questioned computer
people, consultants, and even my clients. I asked, I learned, I asked again, even when
I felt ignorant or frustrated. I wondered about how we could get customer, �nancial,
and transactional data from one place to the next, from a website to the shopping
cart to the �nancial software. How do we update everyone during the process, how
do we avoid paying two or three times? How do we maintain our integrity while
�guring this out?

It wasn’t about my knowledge of computers of software, coding, or my special skills,
my clients would tell me – leave that part to the developers and software experts.
What I learned was to identify the data that we needed to collect. Know what
information is important, just as important is to know what’s not important, and
know where you want all the data to land. Knowing how the �nal picture should
look will help you �gure out how to make it happen. Oh, and by the way, each client
is different, has different goals, and needs a different roadmap.

To specialize in this area, you need to log some hours. I’ve probably spent over 300
hours online, googling my questions, learning the terminology, reviewing the
technologies that cover different aspects of the eCommerce business: inventory,
logistics, order ful�llment, packing & shipping, email auto-responders, list
management, prospects, multiple sources of payment, �at-rate, interchange and
gateway merchant fees, postage options including click-n-ship, order tracking,
customer and vendor portals, download and import. All of these are terms of
endearment in the eCommerce world.

In addition to mastering all of the above, you need to develop excellent people and
management skills. Being able to work well with others is key. Together you can
explore challenging questions, seek solutions, create alternatives. Be ready to lead by
example, and be encouraging and positive even when presented with new
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challenges, even when you feel beaten and exhausted. Don’t let road blocks get you
down and don’t be afraid to evaluate and test. Most importantly, don’t be afraid to
reject solutions and try again. Look at each new client and new situation as a
learning experience, for both you and your client, and your enthusiasm will ignite
the relationship and bind the two of you together.

At the end of the day, our role as eCommerce specialists is to connect the data points
and deliver useful information to help our clients’ businesses grow and succeed.
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Dawn Scranton, founder & director of QBPluggedin, a resource center for business owners
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