










SUMMARISED FINDINGS FROM INTERVIEWS  

DEVELOPING COUNTRIES

Asked if it made sense to differentiate developments on a country- or region-specific level, 

Africa was cited as an example were the country and regional differences are huge. 

TECHNOLOGIES 

Continued concentration of web-based offers and providers is expected by most interviewees, 

particularly for general distribution services such as those found on Booking.com, Amazon 

and Trivago.

Opinion is varied on the issue of the protection of data privacy: Half the sample say consumers 

are losing interest in that issue while the other half expect changes in the wake of scandals. 

The internet of things, or m2m business, which allows machines and technical devices 

to interact without human interference, is developing alongside developments in sensor 

technology used in things like virtual shopping experiences or the self-driving car. 

According to most experts big changes can already be observed in tourism (travel agencies) 

and in retailing (e-commerce). 

Online communication facilitates precision and efficiency in communication and interaction, 

and one of the pacemakers is e-banking, which goes much further than only account-

keeping and includes a range of financial services 

Drivers of innovation are the giants like Google, eBay, Amazon, Microsoft and Apple, and 

it is users who slow down the speed of change as they are sometimes reluctant to change 

their behaviour patterns. 

Today’s most important development trends are 3-D printing, internet of things (or 

machines), payment systems (including micro payments) and big data, which are the drivers 

of e-business and e-commerce proliferation.

IMPLICATIONS FOR BUSINESS 

The boundaries between business partners and competitors will become blurred and supply 

chains will become more complex as additional services are added. 

Profit margins will come under more pressure. Some experts indicate that service and 

after-sales service are becoming more important as their margins are higher. 

The most important challenge is to transfer technological developments and innovations 

into economically successful applications. 

Some offline trade will vanish. Some aspects, like services, will be affected more and others, 

like fresh food, less. In countries like South Africa, malls have a strong position and will be 

able to defend themselves against online competition.

“Probably the Anglo-
American world (plus 
a good part of Asia) 

is quite homogeneous 
on that issue, as is 
Europe. The rest of 
the world, name it 

Africa, is different,” 
says one interviewee.

Another innovative 
field is ibeacon 

technology, which can 
monitor behavioural 
data, particularly of 
consumers in brick 
and mortar stores.

Consumers want to 
combine shopping and 

entertainment, and 
companies that respond  

to this will have 
competitive advantages.
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The required 
qualification profiles 

of executives in 
middle management 

will be subject 
to change.

The most important 
competencies 

retailers will need 
are networking, 
communication, 

adaptability, 
flexibility, learning, 

innovation 
management, 

creativity, openness 
to new approaches 

and agility.

CONCLUSION 

Retailing is considered one of the industries most affected and influenced by e-business, 

and therefore the challenge to get prepared is huge. 

SKILLS REQUIREMENTS 

Retailers will require technological expertise combined with strong administrative capabilities 

and marketing and sales experience. They will have a growing number of positions for 

data analysts or people who have the tools and processes as well as understanding of 

marketing, sales and behavioural sciences.

For management and executive positions in retailing there is a growing demand for 

university graduates, but in selling – because of cost limitations – university graduates will 

remain a minority.

The availability of information means an increased need for salespeople to have better 

knowledge, qualifications and competencies to avoid well-prepared customers knowing 

more than sales staff.

There will be much more competition for qualified employees. This will cause salary levels 

to rise, at least in developed countries, and retailers will have to provide more training and 

development programmes. 

There will be a growing need for new job profiles such as online marketing manager, 

online merchandise manager, community manager, social media manager, multichannel 

manager, mobile marketing manager, SEO manager, digital manager, interactive designer, 

digital web designer, software developer and cyber security manager.

IMPLICATIONS FOR BUSINESS 

Not all business will be done online in the near future, and e-commerce has to be considered 

an additional option for clients, and they will choose what they prefer. 

With technological advances customers can enjoy the shopping experience while sitting 

on the sofa using data goggles, the flat screen or in the near future a 3D device. These 

will attract a specific target group. Retailers may experience increased site visits but lower 

conversion rates.

Operating systems and different technological parameters (e.g. speed of processor, size 

and resolution of the screen, speed of internet connection) will affect the appearance of 

a company’s communication. Changing customer behaviour requires an adaptation in 

marketing through offering incentives or improving convenience. 

Online shoppers are increasingly concerned about security issues, and retailers have to 

guarantee their customers security if they want to continue doing business with them, so 

there are two major challenges: to make processes secure against attacks by cyber criminals 

using highly qualified and experienced IT security experts, and to convince customers and 

potential customers that they are safe when doing online business with them, which is a 

marketing and communication task.

Mall retailers 
should focus on 

their competitive 
advantages (e.g. 

atmosphere, 
personal contact, 

holistic experience 
of shopping and 
entertainment).
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