
Advancing with 
e-commerce

The business
Belinda Franks Pty Ltd is a Sydney-based catering company,
established 20 years ago. The company provides catering
services for private and corporate occasions, and employs
14 staff. Its target market is the elite of Sydney's fashion and
society scenes.

The idea
The company's e-commerce initiatives commenced in 1999, after Belinda Franks
recognised her corporate customers' increased interest in online services and
her suppliers' preference for payment through electronic banking services.

In keeping with her brand, Belinda wanted a high quality website that would
support her reputation for excellence. The website is designed to make it easy
for customers to retain Belinda's services. It features the company's credentials,
descriptions of the food it offers and venues that have formed a strategic alliance
with the company. In addition, there are links to the venues' websites. 

The website also features an electronic Quote Request Form, which helps
customers plan an event and lists the information Belinda Franks Catering
requires to provide a quote. This form can be e-mailed directly to Belinda Franks
Catering, and a quote is promised within 24 hours.

The investment
Belinda's total initial investment in e-commerce was $5,070. Website
development cost $4,500 and the only hardware requirement was a modem
costing $300, as the company already owned multipurpose computers. A new
phone line was installed for $150, preventing disruption of Internet connection. In
addition, the domain name registration cost $120. 

The company currently uses e-commerce for marketing purposes, to obtain
cost savings through administration efficiencies, and as a communication tool.
Belinda also plans to generate additional business, predominantly from existing
customers, through online marketing. 

Hurdles
To develop the website, Belinda engaged a web designer to provide her with 
e-commerce advice specific to the catering industry. 

Unfortunately, the web designer Belinda initially selected did not perform the task
adequately. The next designer she retained was more suitable, and provided
most of the advice she needed and also performed industry specific research to
support development of the website. 

An issue that still exists for the company is the service limitations of suppliers,
which prevent it from realising the full potential of its e-commerce strategies. 
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For example, the helpline at the bank is often busy and when problems occur it is
often time consuming to rectify them. In addition, ISDN cables are not available
where the company's premises are located, limiting the speed of the company's
Internet access.

Results
Additional gross profit from increased revenue through the website is estimated
at $3,000. The majority of cost savings were obtained through staff time savings
valued at $25 per hour. Online payroll saves one hour a week equating to $1,300
per year, online payments to suppliers save one and a half hours a week
equating to $1,950 per year and online account transfers save half an hour per
week worth $650 per year.

Currently e-mail-based communication with clients saves three hours of staff
time a week, worth $3,900 per year. Further cost savings are made through
reduced postage and printing costs. It is estimated that referrals to the website
have resulted in 100 fewer brochures being mailed to customers saving an
additional $845 per year.

Future
To date, Belinda's e-commerce success is based on obtaining cheaper, faster
and easier means of communication, more convenient administrative functions
and using the website as an inexpensive marketing tool. As more customers
move online and supplier services improve, Belinda plans to take further
advantage of e-commerce.
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