Support for the
social dimension of shopping

through
Web Based Sales Configurators

Chiara Grosso, Cipriano Forza, Alessio Trentin

Dipartimento di Tecnica e Gestione dei sistemi ind.li, DTG

Chiara Grosso, Ph.D. — chiara.grosso@unipd.it;
Cipriano Forza, Full Professor, Ph.D. — cipriano.forza@unipd.it;
Alessio Trentin, Ph.D. — alessio.trentin@unipd.it




Introduction

Social Software Applications (SSAs) once connected with a commercial website provide an
interactive and socially rich shopping experience, more similar to retail shopping
experiences.

A growing number of MCs that sell personalized product via Web Based Sales
Configurators (WBSCs), are connecting their WBSCs with SSAs.

However research on the use of SSAs by MCs it’s still in its infancy [Biazek, 2012; Piller, 2012,
Piller and Blazek, 2013]. In particular, the social benefits that the WBSC users could derive from
the connection of WBSCs with SSAs have not been investigated yet.

Research on WBSCs needs to investigate on WBSCc-SSAs connection and social benefits
for three reasons:

1. Shopping process involves a variety of consumer personal and social variables and encompass
a wide range of social interaction [Ward, 1974]. Currently e-=commerce is more and more based on

social interaction on the Net and for this reason the term social-commerce has been introduced
[Huang and Benyoucef, 2013]

2. Consumer social needs are likely to be stronger while shopping for personalized products using
WBSC [Jeppesen, 2005, Franke et al.2008]

3. Research has shown that up to 50% of the additional willingness to pay for configured products
can be explained by positive perception of the co-design process itself [Franke et al.2010]



Background

Social needs in the shopping process

During the shopping process consumers feel the need to interact with other persons [Teo and Yeong,
2003]. In particular consumers experience two needs, namely: the need for social involvement
and the need for social feedback.

Need for social involvement (SI) Need for social feedback (SF)

It refers to the consumer need for It refers to the consumer need for feedback
affiliation to a group as the individual's from persons that count for him/her because
preference: are external sources of information that can
- to act in accordance with persons that orientate his/her decision process. In
count for him/her (i.e. relevant others: particular:
family, friends, colleagues); « already known persons (i.e. relevant

others: family, friends, colleagues);
* highly trustworthy persons (i.e. experts,

company representatives, other customers)
[Cheung and Lee, 2006]

« to be in contact with persons that
count for him/her during the shopping
experience [Bloemer et al.2003]



Background
How SSAs fulfil social needs in the

online shopping

Need for social involvement (Sl)

SSAs enables a communication medium
to provide social presence to its users.
Social presence is a medium quality to
support various forms of interaction
similar to the face-to face interactions.

Thanks to SSAs, online consumer can
perceive high social presence because
feels others users as being

psychologically present [Hassanein and
Head, 2007].

The perception of social presence
positively influence consumer intention

to purchase from a commercial website
[Lee et al.2011]

Need for social feedback (SF)

» SSAs enables a communication medium

to provide different channels of real time

feedback to the medium’s user [Wang et al.
2012]

Thanks to SSAs, online consumer can
receive real-time feedback from highly
trustworthy sources (i.e. his relevant
others, company representatives, other
customers, etc.)

The real-time feedback provided by
customer’s highly trustworthy sources
plays a key role when during the
shopping process he/she hasn't clear
idea, has time constraints or perceive high
shopping risk [Lueg and Finney, 2007]



Research framework

Supported stages of the
consumer decision process

(E.B.M. model)

Information Search

Evaluation of
alternatives

Purchase

Post-purchase

Source: Engel, Blackwell and
Miniard (1995)

Supported stages of the
WBSC user configuration

process

Development of initial
configuration idea

Preliminary
configuration
generation

Final configuration

evaluation

Source: Franke et al.2008

Social needs fulfilled

by WBSC-SSA
connection

Social
Involvement (Sl)

Social Feedback
(SF)




Research aims and method

Aim #1
To describe how existing | To understand which stages of To explain how the different
WBSCs connect with |the configuration-shopping process | WBSCs-SSAs connections
SSAs are supported by the different | SupPport fulfilment of the SI

WBSCs-SSAs connections and SF needs.
Method Method Method
250 existent WBSCs, Analytical reasoning of the | Analytical reasoning on how
(languages: Eng. Ita. Esp., consumer decision process | social involvement and
a wide variety of products (E.B.M. model), to: social feedback are
Twere considered, such as provided by each WBSCs-
jewellery, T-shirt, cars, *ldentify which stages of the | SSAs connection modality
bikes, notebooks, etc.). v user's decision process (E.B.M.

model) are supported by each

ldentification of the modality;
presence of WBSC-SSA
connections; *ldentify which stages of the

configuration process are
Analysis of the different supported by each modality
WBSC-SSA connections (configuration proc. described in
modalities. Franke et al 2008)



WBSC-SSA connection modalities

WBSCs-SSAs connection modalities

M1: Icons in the company website to connect WBSC users to
company SM profile(s)

M2: Icons in the WBSC to connect WBSC users to their SM
profile(s): variants M2.1 - M2.2 - M2.3

M3: Direct browse/upload from the WBSC of files shared in the
personal SM profile(s)

M4: Simplified WBSC embedded in company SN profile(s)

M5:Weblog (Blog) in the company website to connect WBSC
users to relevant others: variants M5.1 — M5.2

M6: Company Discussion Forum to connect WBSC users to
relevant others

M7: E-mail service to connect WBSC users to relevant others:
variants M7.1 - M7.2

M8: Instant message services to connect WBSC users to
company customer service




M1: Icons in the company website to connect

WBSC users to company SM profile(s) (1/3)

SM icons are placed on the company website, external to the WBSC. The
WBSC’s user can connect to the corresponding company's SM profiles by
clicking on the various icons.

—




M1: Icons in the company website to connect

WBSC users to company SM profile(s) (2/3)

SM icons are placed on the company website, external to the WBSC. The
WBSC’s user can connect to the corresponding company's SM profiles by
clicking on the various icons.
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M1: Icons in the company website to connect
WBSC users to company SM profile(s) (3/3)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC
user configuration process

Social needs fulfilled by WBSC-

SSA connection

Information Development of initial Social Involvement (Sl)
Search V configuration idea

Indirectly provided

Evaluation of Preliminary

alternatives @/ ggp]gggtﬁgﬂon Social Feedback (SF)

Indirectly provided

S e Final configuration

evaluation

Post-purchase




M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.1 (1/3)

Variant M2.1 — The WBSC contains one or more SM icons that bring the
user to his own corresponding SM profile to automatically publish the link to the
entry page of the configurator.
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M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.1 (2/3)

variant M2.1 — The WBSC contains one or more SM icons that bring the

user to his own corresponding SM profile to automatically publish the link to the
entry page of the configurator.
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M2: Icons in the WBSC to connect WBSC users
to their SM profile(s) - Variant M2.1 (3/3)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC
user configuration process

Social needs fulfilled by WBSC-

SSA connection

information &/ Development of initial Social Involvement (Sl)
Search configuration idea Low
: Preliminary
Evaluation 4 configuration .
alternatives generation Social Feedback (SF)
Low

V Final configuration
Purchase evaluation

Post-purchase




M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.2 (1/4)

Variant M2.2 — One or more SM icons are placed in the WBSC. Each icon
brings the user to his corresponding SM profile to share a complete
configuration. The WBSC's user can also add personal comments along with
the complete configuration while he is still in the configuration environment.
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M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.2 (2/4

Variant M2.2 — One or more SM icons are placed in the WBSC. Each icon
brings the user to his corresponding SM profile to share a complete
configuration. The WBSC's user can also add personal comments along with
the complete configuration while he is still in the configuration environment.
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M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.2 (3/4)

Variant M2.2 — One or more SM icons are placed in the WBSC. Each icon
brings the user to his corresponding SM profile to share a complete
configuration. The WBSC's user can also add personal comments along with
the complete configuration while he is still in the configuration environment.
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M2: Icons Iin the WBSC to connect WBSC users
to their SM profile(s)- Variant M2.2 (4/4)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC
user configuration process

Social needs fulfilled by WBSC-

SSA connection

Information
Search

Evaluation of
alternatives

Purchase ‘/

Post-purchase

Development of initial
configuration idea

Preliminary
configuration
generation

Final configuration

evaluation

Social Involvement (Sl)

Medium

Social Feedback (SF)

Medium




M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.3 (1/3)

Variant M2.3 — SM icons are inserted into the WBSC, each icon brings the
user to his correspondent SM profile where it automatically publishes a partial
configuration while the configuration is on-going. The user can add personal
comments about the partial configuration that he is going to publish on his SM

profiles.
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M2: Icons in the WBSC to connect WBSC users

to their SM profile(s) - Variant M2.3 (2/3)

Variant M2.3 — SM icons are inserted into the WBSC, each icon brings the
user to his correspondent SM profile where it automatically publishes a partial
configuration while the configuration is on-going. The user can add personal
comments about the partial configuration that he is going to publish on his SM

profiles.
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M2: Icons in the WBSC to connect WBSC users
to their SM profile(s) - Variant M2.3 (3/3)

Supported stages of
consumer decision
process (E.B.M. model)

Information
Search

Evaluation of
alternatives V

Purchase ‘/

Post-purchase

Supported stages of the WBSC
user configuration process

Development of initial
configuration idea

Preliminary
configuration
generation

Final configuration
evaluation

Social needs fulfilled by

WBSC-SSA connection

Social Involvement (Sl)
Medium-high

Social Feedback (SF)

Medium




M3: Direct browse/upload from the WBSC of

files shared in the personal SM profile(s) (1/3)

The WBSC embeds one or more SM icons. While the configuration is on-going
the user can access his SM folders by clicking a SM icon. Each icon brings the
user to his SM folders to browse and directly upload an item in the configured

product (e.g. photo, image, drawing)
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M3: Direct browse/upload from the WBSC of

files shared in the personal SM profile(s) (2/3)

The WBSC embeds one or more SM icons. While the configuration is on-going
the user can access his SM folders by clicking a SM icon. Each icon brings the
user to his SM folders to browse and directly upload an item in the configured
product (e.g. photo, image, drawing)
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M3: Direct browse/upload from the WBSC of
files shared in the personal SM profile(s) (3/3)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC

Social needs fulfilled by WBSC-
user configuration process

SSA connection

Information Development of initial Social Involvement (Sl)
Search configuration idea Not provided
: Preliminary
Evaluation of - :
alternatives V configuration Social Feedback (SF)

generation

V Final configuration

Post-purchase

Indirectly provided




M4: Simplified WBSC embedded in company

SN profile(s) (1/3)

A simplified WBSC configurator is embedded into a company’s SN profile as an
application of the company's SN profile and it is visible as an ad hoc page.
Since the configuration choices are very limited the simplified WBSC works as
a demo-configurator by providing a very constrained configuration process.
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M4: Simplified WBSC embedded in company

SN profile(s) (2/3)

A simplified WBSC configurator is embedded into a company’s SN profile as an
application of the company's SN profile and it is visible as an ad hoc page.
Since the configuration choices are very limited the simplified WBSC works as
a demo-configurator by providing a very constrained configuration process.
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M4: Simplified WBSC embedded in company
SN profile(s) (3/3)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC
user configuration process

Social needs fulfilled by WBSC-

SSA connection

Information V Development of initial Social Involvement (Sl)
Search configuration idea High

Preliminary

configuration _
generation Social Feedback (SF)
High

Final configuration
Purchase evaluation

Post-purchase

Evaluation of
alternatives V




M5:Weblog (Blog) in the company website to

connect WBSC users to relevant others -
Variant M5.1 (1/2)

Variant M5.1-The company website provides a link to connect website users
to the Blog Diary. The Blog-Diary mainly provides contents that refers to brand
events, sponsorships, competitions. Contents are provided only by company
representatives.
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M5: Weblog (Blog) in the company website to
connect WBSC users to relevant others -
Variant M5.1 (2/2

Supported stages of
consumer decision
process (E.B.M. model)

v

Information
Search

Evaluation of
alternatives

Purchase

Post-purchase

Supported stages of the WBSC
user configuration process

Development of initial
configuration idea

Preliminary
configuration
generation

Final configuration

evaluation

Social needs fulfilled by WBSC-

SSA connection

Social Involvement (Sl)

Not provided

Social Feedback (SF)
Not provided




M5: Weblog (Blog) in the company website to

connect WBSC users to relevant others -
Variant M5.2 (1/2)

Variant M5.2 - The company website provides a link to connect users with
the Blog-Post. The Blog-Post mainly provides contents that refers to functional
information (e.g. product functionalities or features). Contents are provided both
by company representatives and other blog users.
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M5: Weblog (Blog) in the company website to
connect WBSC users to relevant others -
Variant M5.2 (2/2)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC
user configuration process

Social needs fulfilled by WBSC-

SSA connection

Information V Development of initial Social Involvement (SI)
Search configuration idea :
Medium-low
: Preliminary
Evaluation of : -
configuration :

low

Final configuration

Post-purchase




M6: Company Discussion Forum to connect

WBSC users to relevant others (1/2)

The company website provides a link to bring users to a company Discussion
Forum (DF).
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M6: Company Discussion Forum to connect
WBSC users to relevant others (2/2)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of the WBSC W Social needs fulfilled by WBSC-
user configuration process SSA connection

Information V Development of initial Social Involvement (SI)

Search configuration idea .
Medium

: Preliminary
Evaluation of : -
configuration :

alternatives gene?ation Social Feedback (SF)

Medium

V Final configuration

Purchase evaluation

Post-purchase




M7:e-mail service to connect WBSC users to

relevant others - Variant M7.1 (1/2)

Variant M7.1 - The WBSC provides an email service directly accessible from
the WBSC at the end of the configuration process. M7 supports the sending of
a final configuration to one or more members of the user's reference groups.
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M7: e-mail service to connect WBSC users to
relevant others - Variant M7.1 (2/2)

Supported stages of : _
consumer decision B SuPported stages of WBSC W Social needs fulfilled by WBSC-

r's configuration pr i
orocess (E.B.M. model) [ USE"S configuration process SSA connection

Information Development of initial Social Involvement (Sl)
Search configuration idea Low

Preliminary

configuration :
alternatives genegrjation Social Feedback (SF)

Evaluation of

_ _ _ Low
Final configuration
Purchase V evaluation

Post-purchase




M7: e-mail service to connect WBSC users to

relevant others - Variant M7.2 (1/2)

Variant M7.2 - The company website provides the e-mail service as
customer's service.
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M7: e-mail service to connect WBSC users to
relevant others - Variant M7.2 (2/2)

Supported stages of
consumer decision
process (E.B.M. model)

Supported stages of WBSC R Social needs fulfiled by WBSC-

user’s configuration process

SSA connection

Information /" Development of initial Social Involvement (SI)
Search configuration idea
Low
: Preliminary
Evaluation of : :
configuration :
alternatives V gene?ation Social Feedback (SF)
Low
Elirchaee V Final cqnfiguration
evaluation

Post-purchag




M8: Instant message services to connect WBSC

users to company customer service (1/2)

The company website provides a real-time messaging service (Chat) as
customer service. The M8 is placed either outside or inside the WBSC, in both

cases it enables real-time communication exchanges only between company
representatives and customers.
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M38: Instant message services to connect WBSC

users to company customer service (3/3)

Supported stages of

consumer decision
process (E.B.M. model)

Information

Search V

Evaluation of
alternatives ‘/

Purchase V

Post-purchase

Supported stages of WBSC
user’s configuration process

Development of initial
configuration idea

Preliminary
configuration
generation

Final configuration

evaluation

Social needs fulfilled by WBSC-
SSA connection

Social Involvement (Sl)
High

Social Feedback (SF)

Medium-high




WBSCs-SSAs connections Overview (1/5)

Modality WBSC-SSA connection modalities

MI - Icons in the M1: Icons in the company website to connect

company website to

connect WBSC users to WBSC users to company SM profile(s)
company SM profile(s)

M2 - 1cons on the : M2: Icons in the WBSC to connect WBSC

WBSC to connect WBSC . .
users o their SM ‘ users to their SM profile(s)

profile(s) variants M2.1 - M2.2 - M2.3

VR M3: Direct browse/upload from the WBSC of

brovsuploud fom files shared in the personal SM profile(s)

the personal SM profile

M4 - Simplified WBSC M4: Simplified WBSC embedded in company
embedded in company SN .
profile SN profile(s)
M35 - Weblog (Blog) on
the company website to . .
connect WBSC users to M5:Weblog (Blog) in the company website to
relevant others .
connect WBSC users to relevant others:
MG - Company variants M5.1 — M5.2
Discussion Forum to
connect WBSC users to
ﬁ;vam“h?: — M6: Company Discussion Forum to connect
— €-mail service to .
connect WBSC users to WBSC users tO relevant others

relevant others

— M7: E-mail service to connect WBSC users to
- Instant message . .
services to connect WBSC relevant Others. Var’ants M7-1 B M7-2

users to company
customer service

e e M8: Instant message services to connect
CONF. process. 1: initial idea development; 2: intermediate evaluation; 3: configuration =
evaluation. SF/ SL. Ip: support for the fulfillment of SF/SI is indirectly provided; Np: support is W B S C users tO com p an y cus t omer service

not provided; Low: support is low; Med-low: support is medium-low; etc.




Connection Variant EBM stages SF SI
Modality

Overview (2/5)

M1 - Icons in the
company website to
connect WBSC users to

p | I [1. Adopt WBSCs-SSAs connection

company SM profile(s) g .
M2 - lcons on the modalities that provide a two-way
WBSC t Low | Low
o connect WBSC . . )
users 0 their SM exchange of information (.e. from the
profile(s) M2.2 I-: Med | Med .
| | , , I~ WBSC to SSAs and vice versa).
M2.3 Med-
High Med
M3 - Direct
browse/upload from the
WBSC of files shared in Np Ip
the personal SM profile
M4 - Simplified WBSC i i
embedded in company SN ngh ngh
profile
M5 - Weblog (Blog) on
the company website to Np Np
Felovant others Med- | Med-
low low
M6 - Company
Discussion Forum to Med Med

connect WBSC users to
relevant others

M7 — e-mail service to
connect WBSC users to
relevant others

Low Low

Low Low

MS - Instant message

services to connect WBSC

users to company
customer service

Med-

High | High

EBM Stages. a: information search, b: alternative evaluation; c: purchase, d: post-purchase.
CONEF. process. 1: initial idea development; 2: intermediate evaluation, 3: configuration
evaluation. SF/ SI. Ip: support for the fulfillment of SF/SI is indirectly provided; Np: support is
not provided,; Low: support is low, Med-low: support is medium-low, etc.




Connection Variant EBM stages SF SI
Modality

Overview (3/5)

M1 - Icons in the -
company website to
connect WBSC users to

company SM profile(s)
g%%:%:g;%%ﬁwsc 22; Low | Low
profile(s .
s if:j ™12, Adopt WBSCs-SSAs connections
ngh | M| modalities that provide sharing
rovisipid fomthe | w | 1 | options and feedback directly in the
e pessonal SM profile same configuration environment

- Simplified WBSC
embedded in company SN
profile

MS - Weblog (Blog) on

the company website to

connect WBSC users to
relevant others

to prevent the user from leaving the
WBSC.

M6 - Company
Discussion Forum to
connect WBSC users to
relevant others

M7 — e-mail service to
connect WBSC users to
relevant others

MBS - Instant message

services to connect WBSC

users to company
customer service

EBM Stages. a: information search; b: alternative evaluation; c: purchase; d: post-purchase.
CONEF. process. 1: initial idea development; 2: intermediate evaluation, 3: configuration
evaluation. SF/ SI. Ip: support for the fulfillment of SF/SI is indirectly provided; Np: support is
not provided,; Low: support is low, Med-low: support is medium-low, etc.




Connection Variant EBM stages SF SI
Modality

Overview (4/5)

M1 - Icons in the -
company website to
connect WBSC users to

M2 - Icons on the

WBSC to connect WBSC
users to their SM

profile(s)

M3 - Direct

browse/upload from the
WBSC of files shared in
the personal SM profile

M4 - Simplified WBSC

embedded in company SN
profile

M5 - Weblog (Blog) on

the company website to

connect WBSC users to
relevant others

3. Adopt WBSCs-SSAs connection
that enable the user to choose with
whom share his configuration
experience, as well as from whom
receive feedback (e.g. feedback from
relevant others, experts) without Ieaving
the configuration environment.

M6 - Company
Discussion Forum to
connect WBSC users to
relevant others

M7 — e-mail service to
connect WBSC users to
relevant others

MBS - Instant message
services to connect WBSC

users to company
customer service

EBM Stages. a: information search, b: alternative evaluation; c: purchase; d: post-purchase.
CONEF. process. 1: initial idea development; 2: intermediate evaluation, 3: configuration
evaluation. SF/ SI. Ip: support for the fulfillment of SF/SI is indirectly provided; Np: support is
not provided,; Low: support is low, Med-low: support is medium-low, etc.




Connection Variant EBM stages SF SI
Modality b Cc

Overview (5/5)

M1 - Icons in the
company website to
connect WBSC users to

company SM profile(s)
M2 - Icons on the L L
WBSC to connect WBSC ow ow
users to their SM
profile(s) Med | Med
Med-
High | M4
M3 - Direct
browse/upload from the
WBSC of files shared in Np Ip
the personal SM profile
M4 - Simplified WBSC i i
embedded in company SN ngh ngh
profile
M5 - Weblog (Blog) on Ny | ~p | 4- Adopt connection modalities that
the company website to
relevant othrs o Med-| Mea-| provide sharing options and

feedback information exactly when
Med | Medf the user needs them (on-demand)

M6 - Company
Discussion Forum to
connect WBSC users to
relevant others

M7 — e-mail service to
connect WBSC users to
relevant others

and make sure that support and
feedback are focused on his/her

Low Low

Low Low

individual request.

MBS - Instant message

services to connect WBSC

users to company
customer service

Med-

High High

EBM Stages. a: information search, b: alternative evaluation; c: purchase, d: post-purchase.
CONEF. process. 1: initial idea development; 2: intermediate evaluation, 3: configuration
evaluation. SF/ SI. Ip: support for the fulfillment of SF/SI is indirectly provided; Np: support is
not provided,; Low: support is low, Med-low: support is medium-low, etc.




CONCLUSIONS (1/2)

We have empirically identified different WBSCs-SSAs
connections

We have empirically identified which shopping-configuration
stages are supported by the different connections WBSC-SSA

We have conceptually showed that eight WBSCs-SSAs connections
support in different ways the shopping-configuration process by
fulfilling the user need for social involvement (Sl) and social
feedback (SF).

Exploiting the fulfilment of consumers’ social needs can be one
key to enhance the user's quality perception of the configuration
process and for a company to augment the value of its Mass-
Customization strategy.



CONCLUSIONS (2/2)

® WBSC User
® User relevant others

_ Peers / other WBSC u
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