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Landscape: 

“Caveat Emptor” Hinders 
Electronic Commerce
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Three Key Obstacles to Online Three Key Obstacles to Online 
Commerce in Latin AmericaCommerce in Latin America
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Online Shopping Holds Little Online Shopping Holds Little 
Appeal for Future UsersAppeal for Future Users
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Source: Jupiter Consumer Survey,(5/00); n=125

Percent of Percent of 
Respondents Respondents 

“Interested” or “Interested” or 
“Very Interested” “Very Interested” 
in Each Activity If in Each Activity If 
They Had Internet They Had Internet 

AccessAccess

83%83%

Uh oh.
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Credit Card Challenge Less GraveCredit Card Challenge Less Grave
OnlineOnline

All Respondents

52%48%

Respondents Who Are 
Very Likely to Get 
Internet Access

22%

77%

Own Credit Card(s) Do Not Own Credit Card(s)

Respondents Who
Have Internet 

Access at Home

88%

12%

Source: Jupiter/IBOPE Consumer Survey,(11/99); n=1200
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Payment Fears Pose Serious Payment Fears Pose Serious 
Problem in Latin AmericaProblem in Latin America
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“How Safe Do You 
Think It Is to Use a 
Credit Card to Buy 

Things Over the 
Internet?”
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Weight of BrickWeight of Brick--andand--Mortar Mortar 
in Latin Americain Latin America

BrazilBrazilElectronics, CDsElectronics, CDsBrick & Brick & 
MortarMortar

AmericanasAmericanas

RegionalRegionalBooks, videos, CDs, toys, Books, videos, CDs, toys, 
DVDs, videos, MP3DVDs, videos, MP3

Online Online 
onlyonly

SubmarinoSubmarino

ArgentinaArgentinaBooksBooksBrick & Brick & 
MortarMortar

TematikaTematika

ArgentinaArgentinaGroceriesGroceriesBrick & Brick & 
MortarMortar

DiscoDisco

RegionalRegionalPCs, electronics, books, PCs, electronics, books, 
videos, toys, CDs, beautyvideos, toys, CDs, beauty

Online Online 
onlyonly

FieraFiera

ArgentinaArgentinaElectronicsElectronicsBrick & Brick & 
MortarMortar

GarbarinoGarbarino

GroceriesGroceries

CategoriesCategories GeographyGeography

BrazilBrazilBrick & Brick & 
MortarMortar

Pao de Pao de 
AcucarAcucar

CompanyCompany
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Outlook: 

Barriers to Online Commerce 
Will Give Way
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Consumer Online SpendingConsumer Online Spending
Reaches $8.3 Billion in 2005Reaches $8.3 Billion in 2005
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Tenure Holds Back Online Tenure Holds Back Online 
Shopping in Latin AmericaShopping in Latin America

49%
24%

27%

20%

57% 23%
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34% 40%

Latin America United States Western Europe

NewbieNewbie IntermediateIntermediate VeteranVeteran

Source: Jupiter Internet Commerce Model, 02/00
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Site Efforts Will Capitalize onSite Efforts Will Capitalize on
Rising TenureRising Tenure

$$

Online TenureOnline Tenure

Site Shows AdvantagesSite Shows Advantages

BrowsersBrowsers BuyersBuyersSite Builds TrustSite Builds Trust
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Online Advantages Translate Into Online Advantages Translate Into 
Loyalty BonusLoyalty Bonus

Online RetailOnline Retail OffOff--line Retailline Retail

Online Advantages: Online Advantages: 
Convenience, Convenience, 

ReturnsReturns

Mistrust of New Mistrust of New 
ChannelChannel
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CrossCross--channel Quick Fixes channel Quick Fixes 
Won’t Prove SustainableWon’t Prove Sustainable

SustainabilityInitial Value

trust boost

in-store returns

supplier leverage

drive traffic

in-store pick-up

in-store pay

high highlowlow
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Mandate: 

Win Consumer Confidence 
Online
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Customer Service Combines Customer Service Combines 
Benefits and ReassuranceBenefits and Reassurance

EncryptionEncryption

Privacy PolicyPrivacy Policy

EntertainmentEntertainment

CustomizationCustomization

SelectionSelection

PricePrice

AccessibilityAccessibility

ConvenienceConvenience

Rich Rich 
InformationInformation

Live AssistanceLive Assistance

Return GuaranteeReturn Guarantee

Fraud Fraud 
ProtectionProtection

Communicating Communicating 
BenefitsBenefits

Communicating Communicating 
SafetySafety

Customer Customer 
ServiceService

Security Security 
Audits / SealsAudits / Seals
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Returns Lead the Customer Returns Lead the Customer 
Service List In Latin AmericaService List In Latin America

•• Simple, generous return policies:Simple, generous return policies:

–– InIn--store returns via retail partnershipsstore returns via retail partnerships

–– Free shipping for returnsFree shipping for returns

–– No questions askedNo questions asked

–– Say it loudSay it loud
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Build Trust and Win Loyalty Build Trust and Win Loyalty 
With Credit Card OwnersWith Credit Card Owners
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Support Alternative Payments Support Alternative Payments 
but Encourage Credit Cardsbut Encourage Credit Cards

•• Drive credit card transactions:Drive credit card transactions:

–– Link to loyalty programsLink to loyalty programs

–– Independent / supplemental fraud Independent / supplemental fraud 
protectionprotection

–– Phone ordersPhone orders
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Thank you.

lucas@jup.com


