Modern E-Commerce Business Functions and Capabilities
1. Customer Management (L1)
Business Purpose
Manage customer identities, profiles, relationships, preferences, engagement, security, and lifecycle activities across all channels to deliver personalized experiences and maximize customer lifetime value.
L2: Customer Identity Management
	L1 Business Function
	L2 Capability Domain
	L3 Capability
	L4 Business Description

	Customer Management
	Customer Identity Management
	Customer Registration
	Enables new customers to create accounts and establish a unique identity within the platform for future transactions and engagement.

	Customer Management
	Customer Identity Management
	Customer Authentication
	Verifies customer credentials during login and access requests to ensure secure account access.

	Customer Management
	Customer Identity Management
	Customer Verification
	Validates customer information such as email, mobile number, identity documents, or business credentials to improve trust and compliance.

	Customer Management
	Customer Identity Management
	Customer Account Management
	Maintains customer account status, activation, suspension, reactivation, and account-related settings throughout the customer lifecycle.

	Customer Management
	Customer Identity Management
	Identity Resolution
	Identifies and merges duplicate customer records from multiple channels to create a single customer view.




L2: Customer Profile Management

	L1 Business Function
	L2 Capability Domain
	L3 Capability
	L4 Business Description

	Customer Management
	Customer Profile Management
	Customer Profile Management
	Maintains customer demographic information, personal details, contact information, and profile attributes.

	Customer Management
	Customer Profile Management
	Address Management
	Stores and manages billing, shipping, delivery, and alternate addresses for customer transactions.

	Customer Management
	Customer Profile Management
	Customer Preferences Management
	Captures and manages customer preferences related to products, brands, languages, currencies, and shopping experiences.

	Customer Management
	Customer Profile Management
	Communication Preferences Management
	Allows customers to define preferred communication channels, notification frequency, and marketing consent settings.

	Customer Management
	Customer Profile Management
	Customer Self-Service Management
	Provides customers with tools to manage profiles, passwords, preferences, and account settings independently.



L2: Customer Relationship Management
	L1 Business Function
	L2 Capability Domain
	L3 Capability
	L4 Business Description

	Customer Management
	Customer Relationship Management
	Customer Segmentation
	Categorizes customers based on demographics, behavior, purchase history, and business-defined criteria.

	Customer Management
	Customer Relationship Management
	Customer Engagement Management
	Coordinates customer interactions across marketing, sales, loyalty, support, and service channels.

	Customer Management
	Customer Relationship Management
	Customer Relationship History
	Maintains a complete history of customer interactions, purchases, communications, and support activities.

	Customer Management
	Customer Relationship Management
	Customer Retention Management
	Identifies retention opportunities and executes programs designed to reduce customer churn.

	Customer Management
	Customer Relationship Management
	Customer Acquisition Management
	Supports onboarding and conversion of prospects into active customers through targeted initiatives.



L2: Customer Lifecycle Management
	L1 Business Function
	L2 Capability Domain
	L3 Capability
	L4 Business Description

	Customer Management
	Customer Lifecycle Management
	Customer Lifecycle Management
	Manages the complete customer journey from acquisition through retention, loyalty, and reactivation.

	Customer Management
	Customer Lifecycle Management
	Customer Onboarding
	Guides new customers through registration, profile completion, and initial engagement activities.

	Customer Management
	Customer Lifecycle Management
	Customer Loyalty Management
	Supports loyalty participation, rewards eligibility, and customer retention initiatives.

	Customer Management
	Customer Lifecycle Management
	Customer Reactivation Management
	Identifies inactive customers and executes campaigns to encourage renewed engagement and purchases.

	Customer Management
	Customer Lifecycle Management
	Customer Churn Management
	Detects churn risks and initiates preventive measures to retain valuable customers.



L2: Customer Security & Compliance Management
	L1 Business Function
	L2 Capability Domain
	L3 Capability
	L4 Business Description

	Customer Management
	Customer Security & Compliance Management
	Account Security Management
	Protects customer accounts through authentication controls, password policies, fraud monitoring, and security mechanisms.

	Customer Management
	Customer Security & Compliance Management
	Customer Consent Management
	Captures and manages customer permissions for marketing, communication, data collection, and processing activities.

	Customer Management
	Customer Security & Compliance Management
	Customer Data Privacy Management
	Supports compliance with privacy regulations through data access, portability, retention, and deletion processes.

	Customer Management
	Customer Security & Compliance Management
	Customer Access Control
	Defines and manages customer access rights and restrictions across platform features and services.

	Customer Management
	Customer Security & Compliance Management
	Customer Fraud Prevention
	Detects and mitigates fraudulent customer activities and suspicious account behavior.



L2: Customer Analytics & Insights
	L1 Business Function
	L2 Capability Domain
	L3 Capability
	L4 Business Description

	Customer Management
	Customer Analytics & Insights
	Customer Activity Tracking
	Tracks customer interactions including browsing, searching, purchasing, reviewing, and engagement activities.

	Customer Management
	Customer Analytics & Insights
	Customer Behavior Analysis
	Analyzes behavioral patterns to identify trends, preferences, and buying intentions.

	Customer Management
	Customer Analytics & Insights
	Customer Value Analysis
	Measures customer profitability, spending habits, and lifetime value to support business decisions.

	Customer Management
	Customer Analytics & Insights
	Customer Satisfaction Analysis
	Collects and evaluates customer feedback, ratings, surveys, and sentiment metrics.

	Customer Management
	Customer Analytics & Insights
	Customer Insight Generation
	Produces actionable insights to support personalization, marketing optimization, and customer experience improvements.



Customer Management Capability Hierarchy
L1 Customer Management
[bookmark: _GoBack]│
├── L2 Customer Identity Management
│   ├── L3 Customer Registration
│   ├── L3 Customer Authentication
│   ├── L3 Customer Verification
│   ├── L3 Customer Account Management
│   └── L3 Identity Resolution
│
├── L2 Customer Profile Management
│   ├── L3 Customer Profile Management
│   ├── L3 Address Management
│   ├── L3 Customer Preferences Management
│   ├── L3 Communication Preferences Management
│   └── L3 Customer Self-Service Management
│
├── L2 Customer Relationship Management
│   ├── L3 Customer Segmentation
│   ├── L3 Customer Engagement Management
│   ├── L3 Customer Relationship History
│   ├── L3 Customer Retention Management
│   └── L3 Customer Acquisition Management
│
├── L2 Customer Lifecycle Management
│   ├── L3 Customer Lifecycle Management
│   ├── L3 Customer Onboarding
│   ├── L3 Customer Loyalty Management
│   ├── L3 Customer Reactivation Management
│   └── L3 Customer Churn Management
│
├── L2 Customer Security & Compliance Management
│   ├── L3 Account Security Management
│   ├── L3 Customer Consent Management
│   ├── L3 Customer Data Privacy Management
│   ├── L3 Customer Access Control
│   └── L3 Customer Fraud Prevention
│
└── L2 Customer Analytics & Insights
    ├── L3 Customer Activity Tracking
    ├── L3 Customer Behavior Analysis
    ├── L3 Customer Value Analysis
    ├── L3 Customer Satisfaction Analysis
    └── L3 Customer Insight Generation
2. Product Information Management (PIM)
Purpose: Maintain and enrich product information across all channels.
Capabilities: Catalog Management, Classification, Attributes, Variants, Bundles, Relationships, Content, Media, Data Enrichment, Approval Workflow
3. Catalog Management
Purpose: Present products in a structured and searchable format.
Capabilities: Category Management, Navigation, Listings, Publishing, Visibility Rules, Versioning, Seasonal Catalogs, Digital Catalogs, Localization, Personalization
4. Search & Discovery
Purpose: Help customers find products efficiently.
Capabilities: Search, Suggestions, Relevance Optimization, Faceted Navigation, Filtering, Sorting, Visual Search, Voice Search, Recommendations, Personalized Discovery
5. Pricing Management
Purpose: Define and manage pricing strategies.
Capabilities: Base Pricing, Dynamic Pricing, Tier Pricing, Customer Group Pricing, Contract Pricing, Promotional Pricing, Regional Pricing, Price Lists, Approval Workflow, Competitive Monitoring
6. Promotion & Discount Management
Purpose: Drive sales through offers and campaigns.
Capabilities: Coupons, Discount Rules, BOGO, Bundle Promotions, Loyalty Discounts, Cart Promotions, Product Promotions, Campaigns, Scheduling, Analytics
7. Shopping Cart Management
Purpose: Manage customer shopping sessions.
Capabilities: Cart Creation, Persistence, Modification, Saved Cart, Shared Cart, Validation, Promotions, Recommendations, Recovery, Analytics
8. Checkout Management
Purpose: Convert carts into confirmed orders.
Capabilities: Guest Checkout, Registered Checkout, Address Selection, Shipping Selection, Payment Selection, Tax Calculation, Validation, Review, Confirmation, Analytics
9. Order Management
Purpose: Manage order lifecycle.
Capabilities: Order Capture, Validation, Processing, Modification, Cancellation, Splitting, Consolidation, Backorders, Tracking, History
10. Payment Management
Purpose: Process financial transactions.
Capabilities: Gateway Integration, Authorization, Capture, Settlement, Refunds, Partial Payments, Reconciliation, Tokenization, Fraud Screening, Reporting
11. Inventory Management
Purpose: Track and control stock.
Capabilities: Inventory Tracking, Reservation, Allocation, Adjustments, Safety Stock, Replenishment, Visibility, Cycle Counting, Auditing, Forecasting
12. Warehouse Management
Purpose: Manage warehouse operations.
Capabilities: Receiving, Putaway, Location Management, Picking, Packing, Shipping Preparation, Transfers, Optimization, Labor Management, Reporting
13. Fulfillment Management
Purpose: Ensure successful order delivery.
Capabilities: Planning, Routing, Store Fulfillment, Warehouse Fulfillment, Drop Ship, Consolidation, Tracking, Exceptions, Optimization, Analytics
14. Shipping & Logistics
Purpose: Manage transportation and delivery.
Capabilities: Carrier Integration, Rate Calculation, Labels, Tracking, Scheduling, Multi-Carrier, International Shipping, Freight, Notifications, Reporting
15. Returns & Refunds Management
Purpose: Handle returns and refunds.
Capabilities: Return Requests, Authorization, Labels, Tracking, Refunds, Exchanges, Inspection, Disposition, Reverse Logistics, Analytics
16. Customer Service Management
Purpose: Support customers.
Capabilities: Case Management, Ticketing, Live Chat, Email, Phone Support, Knowledge Base, Feedback, Escalations, SLA Management, Analytics
17. CRM
Purpose: Build customer relationships.
Capabilities: Customer 360, Lead Management, Opportunities, Contacts, Campaigns, Segmentation, Engagement, Retention, Churn Analysis, Reporting
18. Loyalty & Rewards Management
Purpose: Increase retention.
Capabilities: Enrollment, Points Accrual, Redemption, Tier Management, Referrals, Reward Catalog, Membership Benefits, Campaigns, Expiration, Analytics
19. Gift Card & Wallet Management
Purpose: Support alternative payments.
Capabilities: Gift Card Issuance, Redemption, Balance Tracking, Wallet Management, Funding, Payments, Refunds, Credits, Vouchers, Reporting
20. Marketing Automation
Purpose: Automate customer engagement.
Capabilities: Email, SMS, Push Notifications, Campaign Automation, Journey Orchestration, Lead Nurturing, Segmentation, Triggers, A/B Testing, Analytics
21. CMS
Purpose: Manage digital content.
Capabilities: Pages, Authoring, Media, Landing Pages, Blogs, Scheduling, Approval Workflow, Personalization, Localization, Analytics
22. SEO & Digital Marketing
Purpose: Increase visibility and traffic.
Capabilities: SEO, Metadata, URLs, Sitemaps, Search Analytics, PPC, Affiliate Marketing, Social Marketing, Conversion Optimization, Attribution
23. Marketplace Management
Purpose: Support multi-vendor commerce.
Capabilities: Seller Onboarding, Seller Management, Product Syndication, Commissions, Orders, Payments, Settlements, Performance Monitoring, Compliance, Analytics
24. Omnichannel Commerce
Purpose: Provide unified experience.
Capabilities: Unified Inventory, Customer Profile, BOPIS, Ship from Store, Endless Aisle, Synchronization, Cross-Channel Returns, Promotions, Fulfillment, Analytics
25. B2B Commerce
Purpose: Support business-to-business selling.
Capabilities: Company Accounts, Buyer Organizations, Contract Pricing, Quotes, Purchase Orders, Approvals, Credit Management, Hierarchies, Sales Rep Support, Reporting
26. Subscription Commerce
Purpose: Manage recurring purchases.
Capabilities: Plans, Recurring Billing, Renewals, Upgrades, Pausing, Cancellation, Usage Tracking, Notifications, Dunning, Analytics
27. Mobile Commerce
Purpose: Enable mobile shopping.
Capabilities: Mobile Storefront, Checkout, Payments, Wallets, Push Notifications, Personalization, Loyalty, Search, Analytics, Engagement
28. Social Commerce
Purpose: Sell through social channels.
Capabilities: Catalog Integration, Social Shopping, Influencers, Campaigns, Social Checkout, UGC, Reviews, Engagement, Analytics, Advertising
29. AI & Personalization
Purpose: Deliver intelligent experiences.
Capabilities: Recommendations, Personalization, Predictive Analytics, Dynamic Pricing, Chatbots, Virtual Assistants, Forecasting, Insights, AI Search, Behavior Analysis
30. Analytics & BI
Purpose: Provide insights.
Capabilities: Sales Analytics, Customer Analytics, Product Analytics, Inventory Analytics, Marketing Analytics, Financial Analytics, Operational Analytics, Dashboards, KPI Management, Predictive Analytics
31. Data Management
Purpose: Govern enterprise data.
Capabilities: MDM, Data Quality, Governance, Integration, Synchronization, Cleansing, Archiving, Metadata, Security, Reporting
32. Security & Compliance
Purpose: Protect systems and users.
Capabilities: Identity Management, Access Control, Authentication, Authorization, Fraud Prevention, Audit Logging, Privacy Compliance, PCI Compliance, Monitoring, Risk Management
33. Integration Platform
Purpose: Connect systems.
Capabilities: API Management, Events, Middleware, Third-Party Integrations, Data Exchange, ETL, Monitoring, Webhooks, Orchestration, Governance
34. Administration & Configuration
Purpose: Manage platform settings.
Capabilities: User Management, Role Management, Permissions, Workflow Configuration, Business Rules, System Configuration, Localization, Notifications, Audit Administration, Monitoring
35. International Commerce
Purpose: Support global operations.
Capabilities: Multi-Currency, Multi-Language, Tax Localization, Regional Pricing, International Shipping, Localization, Compliance, Regional Catalogs, Promotions, Analytics
36. Vendor & Supplier Management
Purpose: Manage supplier relationships.
Capabilities: Supplier Onboarding, Profiles, Purchase Orders, Performance Tracking, Contracts, Procurement, Compliance, Collaboration, Payments, Analytics
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