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ABSTRACT

Thecontinuousevolutionofe-businesshasdemandedfirmstoseekinnovativebusinessmodelsto
collectandintegrateinformationfromelectronicmarketplaces.Theauthorspresentacasestudyof
CardUniontoinvestigatehowcompaniescandevelopinnovativemodelsofservicedeliveryatdifferent
stages toadapt to thechangingenvironmentsofelectronicbusiness.Theiranalysisdemonstrates
thatB2B2Cmodelsallowfirmstoextendtheirproductandservicevarietiesthroughinformation
integrationanddeliverysoastoobtainthebenefitsoflong-taileffectsandeconomiesofscope.The
authors’ researchprovidesvaluable insightsabout theevolutionofB2B2Cmodelsandpractical
guidanceformanagerstoeffectivelydesignanddeploytheire-businessmodels.
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1. INTRODUCTION

Thegrowthofe-businesshastriggeredthedemandforfirmstoconstantlyinnovatetheirbusiness
modelstocollectandintegrateinformationfromvarioussourcesontheelectronicmarketplace.Itis
commonlybelievedthatelectronicmarketplacescreatevariousplatformswherebuyersandsellers
canmeettoengageine-businesstransactions(Bakos,1997).E-businessactivitiescannormallybe
classifiedintoconsumer-orbusiness-orientedactivitiessupportedbytechnologicalinfrastructure
(Geoffrion&Krishnan,2001).

E-businessmodelsspecifythefundamentalmethodologyforfirmstomakeprofitsonelectronic
marketplaces.Specifically,theB2B(businesstobusiness)andB2C(businesstoconsumer)arethe
twomajorcategoriesofmodels incorporatingmajore-businessactivities.E-businessmodelsare
essentiallyderivedfromtherealworld,buttheyhavebeencontinuouslyevolvingtoadapttothe
dynamicInternetenvironment.

AlthoughB2BorB2Chasbecomethecoremodelofalmosteverye-businesscompany,thesetwo
modelshaveseveraldisadvantagesduetotheirspecificwaysofinformationconstruction,delivery,
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andutilization.Thereisahybridcategoryofe-businessmodels,calledB2B2C(businesstobusiness
toconsumer),thatcombinesmajorfeaturesofbothmodelsofB2BandB2C.TheB2B2Cmodel
actuallyrepresentsthemethodusedbyalargenumberofcompaniestostreamlinetheinformation
flowindistributing,marketing,anddeliveringproductsandservicesinaglobalscale.TheB2B2C
businessprovidersdesign,operate,andmaintainaplatformtosellproductsanddeliverservicesthrough
intermediatebusinesspartners.Theynormallyselltheirproductsorservicestointermediarieswhich
thenresellthemtoterminalconsumers.AscompaniesthatuseB2B2Cmodelshavetodealwithmore
businessentitiesinamorecomplexenvironmentthanthoseforB2BandB2Cmodels,thesuccessof
B2B2Cmodelsdependsonsomespecificfactorsofinformationdiscoveryanddelivery.Forinstance,
asB2B2Ccompaniesdonotdirectlycommunicateandinteractwithterminalconsumers,oneofthe
coreproblemsthattheyhavetodealwithishowtoindirectlydeliveryinformationtocustomersso
astobuildthetrustwiththem.

DespitethegrowingpopularityandimportanceofB2B2Ce-businessmodels,thereisnoprior
researchthathasinvestigatedtheeffectivenessofB2B2Cmodelsandhowtheycanbeappliedfor
firms toengage inservice innovation.Ourresearchattempts toaddress thisgapbystudying the
applicabilityofaB2B2Ce-businessmodelinprovidingefficientandeffectiveservicestoconsumers
throughdocumentingandanalyzingthebestpracticesofacompanyinourcasestudy.Inparticular,
weanswerthefollowingresearchquestionsinthispaper.First,howcanaB2B2Cmodelbeapplied
tofacilitatethetransactionsbetweenproduct/serviceprovidersandconsumers?Second,whatkind
ofserviceplatformisnecessarytohelpstreamlinetheinformation-deliveryprocessesinvolvedin
aB2B2Cmodel?Third,whate-businessmodelscanfirmsderivefromaB2B2Cmodeltoprovide
additionalservicestoconsumers?Finally,howcanafirmtakeadvantageofthebenefitsfromthe
long-taileffectandeconomiesofscopethroughaB2B2Cmodel?

Therestofthepaperproceedsasfollows.Nextsectionreviewspriorliteraturefocusingonrelevant
studiesone-Businessmodels.Thethirdsectiondiscussestheresearchmethodweusedinthisstudy.
ThefourthsectionpresentsthedetailsofourcasestudyonCardUnionaboutitsinnovativeB2B2C
serviceplatform.Thefifthsectionfurtheranalyzesthecasestudybyprovidingmanagerialinsights.
Thelastsectionconcludestheentirepaper.

2. LITERATURE

This section reviews prior literature related to our study. We first summarize prior research on
e-businessmodelsandstrategiesfocusingoninnovationandservicedelivery,andthenbrieflydescribe
relatedstudiesonB2B,B2C,andB2B2Ce-businessmodels.Finally,wedifferentiateourresearch
frompriorstudiesandhighlightourcontribution.Priorresearchhascoveredseveralimportantaspects
regardingthedesignandevolutionofbusinessmodels.Forinstance,Mahadevan(2000)proposes
aframeworkwithseveralcriticalfactorstohelpmanagersunderstand,define,choose,andapply
businessmodelinthee-businesscontext.Fromasociologicalandaneconomicperspective,Lechner
andHummel(2002)investigatethedesignofbusinessmodelsinthecontextofvirtualcommunities
withrespecttotheirplatforms,services,functions,andtheroleandcontributionsoftheirmembers
withanemphasisonthepeer-to-peerinfrastructure.LiandChang(2004)establishaframeworkof
e-businessstrategybasedonacasestudyofHaierfromChinaandarguethatsuchstrategyshould
builduponawell-designedbusinessmodelandcompaniesshouldproactivelyformulateandoperate
theire-businessstrategies.Identifyingtheterminologyusedtodescribebusinessmodels,Osterwalder,
Pigneur,andTucci(2005)useittoreviewpriorliteratureandinterpretbusinessmodelsintermsof
theirdefinitions,usages,androlesinthedomainofInformationSystems.TojibandSugianto(2007)
developamodeltoevaluatetheusersatisfactionofaBusiness-to-Employeeportalanddemonstrate
evidence fromseveralaspects suchas reliabilityandcontentvalidity.KochandSchultze (2011)
studyane-marketplaceintheenergyindustry,characterizetheconflictsexistamongbrokers,trading
partners,andagents,andclaimthatanall-in-onemarketplacecaneffectivelyresolvetheconflicts.
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