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White Paper

The B2B world is undergoing a phase of intense digital transformation. Traditional B2B operation 
methods, from sales to customer engagements from fulfilment to order delivery, are rapidly evolving. 
The pandemic has accelerated B2B transactions to be more data-driven and less dependent on 
traditional 1:1 sales activity.  

According to McKinsey B2B pulse 2021, 41% of B2B executives say the most preferred channel to 
market for B2B enterprises is ecommerce. B2B organisations that successfully embrace digital 
transformation have 8% greater shareholder returns and 5 times the sales growth than their peers.  

This whitepaper focuses on the pure B2B element of ecommerce, identifying the prevailing B2B 
trends & how they’re impacting customer decisions, how B2B buyers expect buying behaviours like 
those of B2C, and how Optimizely help B2B businesses scale!  

Executive Summary 
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Difference between B2B & B2C digital commerce ecosystems 

What makes the B2B customer journey special 

The needs and challenges of B2B businesses 

Top features and technological requirements for B2B Commerce 

What is Optimizely B2B Commerce Cloud, and how does it add value to B2B businesses 

Optimizely B2B Commerce: Out-of-the-Box Features 

R(e)volution! Checklist for your B2B ecommerce business  

How Ameex (Now Perficient, Inc.) aided a distributor of new truck parts, increasing CLV by 500% 

Key Takeaways 

To accelerate digital transformation, buyers and sellers, and wholesale distributors require a digital 
commerce partner to help them develop a competitive edge in areas like business adaptability, 
customizability, experience management (content), and technological versatility. 

B2B & B2C ecommerce – It’s different! 

What’s the difference between B2B and B2C 
digital commerce ecosystems? 

Large Scale Market
Emotionally Driven
#1 Priority Brand Awarness

Niche Market
Rationally Driven
#1 Priority-Lead Gen

https://www.ameexusa.com/
https://www.ameexusa.com/optimizely-dxp-services#
https://www.optimizely.com/insights/blog/how-ameex-aided-a-distributor-of-new-truck-parts-increasing-clv-by-500/


Category B2B B2C

Niche target markets Broader target markets 

Larger orders or higher price 
points but less overall sales 
volume 

Smaller order sizes at lower 
prices but higher overall sales 
volume 

CRM-driven: Retaining and 
maintaining existing customers 

Campaign-driven: Acquiring 
new customers 

Sales reps, customer service, 
procurement platform 
(machine to machine) 

Online forms, email, chat, 
search 

Complex, many variations, 
configurable. EAN-driven: 
Specific results 

Simple, few variations. 
Keyword-driven: Fuzzy 
results 

Multiple stakeholders or 
entire company departments 

Individual consumers 

Higher customer retention 
often leads B2B companies 
to have a higher LTV. 

B2C firms often have lower 
customer LTV due to smaller 
purchase volumes and fewer 
recurring consumers. 

With smaller target markets, 
concentrate on customer 
retention and repeat business. 

B2C organisations frequently 
focus on customer acquisitions 
due to their more extensive 
customer base and lower LTV. 

Target Markets 

Order Size & Volume 

Sales 

Touchpoints 

Products & Search 

Decision-maker 

Customer Lifetime Value 
(LTV) 

Customer Acquisition vs 
Retention 

Meet your new B2B customers: Millennials  

The differences mentioned above between B2B and B2C result in several functional and systematic 
needs for B2B digital commerce ecosystems. How can your business make an impact when B2B 
buyers are turning to online channels to make purchasing decisions?  

Millennials drive 73% of all B2B purchase decisions. 
They are more tech-savvy than previous generations. 
What Millennial B2B buyers anticipate is often 
influenced by their B2C experiences and the attributes 
they search for in a B2C purchase: quickness, ease, and 
flexible delivery choices. These are the qualities your 
B2B customers are also seeking!  



Create a unified experience 

Offer 24/7 customer support 

Review the checkout process 

Provide informative content 

Make reordering easy 

83% of B2B enterprises expect to boost their ecommerce sales over the next three years; it’s also a 
chance to grow. Today’s B2B buyers may have higher expectations, but it only means that B2B 
organisations must develop to fulfil those expectations. B2B organisations may take advantage of this 
opportunity to become more flexible, responsive, and connected.  

What makes the B2B customer journey special 
Gartner predicts that by 2025, 80% of B2B sales engagement between suppliers and buyers will take 
place through digital channels; B2B buying patterns are moving towards a buyer-centric digital 
paradigm.  

In a world where pricing and products are no longer enough to differentiate you, many B2B enterprises 
look to buyers’ experience to stand out amongst competitors. However, before providing an 
extraordinary shopping experience, you must first define what that experience entails. 

Magnitudes bigger than B2C!  
A critical first step to a successful B2B sales & marketing starts with a B2B customer journey map that 
helps you to:  

Discover high-converting channels and touchpoints 

Deliver hyper-personalised experience  

Line up products and services across departments 

Create consistent language across sales, marketing, and product so that everyone 
can focus on their contribution to revenue. 

Improve customer loyalty and engagement 

Improve contract renewal  



Most B2B sales win requires a decision-making committee comprised of business, technology, 
operations, security, and procurement leaders. By putting the buyer in charge, you can streamline the 
B2B customer journey, help create trust and nurture buyers as they go through the funnel and grow 
your network for endless business opportunities to win more sales and stand out from the crowd.  

The needs and challenges of B2B businesses 
In the B2B business, trust between buyers and sellers is critical. B2B ecommerce buyers frequently 
encounter difficulties caused by a lack of customer support, unreliable services, financial drain, the 
need to interact with several providers, and inefficient processes. 

The 9 biggest B2B ecommerce challenges businesses face 

Trust - Maintaining customer relationships with B2B ecommerce 

Finding the right market and competitor analysis 

Choosing the right technology 

Data and cybersecurity 

Marketing, visibility and lead conversion 

Meeting the demands of a complex B2B buying process 

Pricing and shipping 

Return and refund policies 

Increasing sales and long-term growth 

All these pain points can cause a lot of friction along the buyer’s journey. In the ecommerce sector, you 
face a unique set of challenges that threaten the success of your business. By confronting these 
obstacles with strategies that set you apart from competitors, you’ll see an increase in sales and 
exposure. You can turn the table by choosing the right technology by keeping your business needs in 
mind.   

Top features for B2B Commerce & technological 
requirements for B2B 
After defining business ecommerce goals, the next step is to develop B2B ecommerce requirements. 
Start with customer-oriented requirements. Then, business-related complexities can be aligned.  



Integrate procurement system: Supplier management, sourcing, and contract management must 
be integrated into the procurement platform’s ordering operations and processes. 

Account/User management: The ability to manage customer accounts and users allocated to 
those accounts is the most critical feature in B2B ecommerce; it enables accounts to access 
specific pricing and buy specific products. 

Enable bulk purchases: Buyers should be allowed to submit their component lists to place orders 
to simplify ordering large quantities of different products. 

Request a quote: Before making a significant purchase, it is typical for buyers to request an 
individual offer.  

Cost centres & budgets: Buyers must be able to assign orders and invoices to specific cost 
centres. Each cost centre might have its budget. 

Release workflows: Purchase processes that work offline must also work consistently online. 
Digital approval workflows assist purchasers in adhering to business requirements.  

Integrated CRM system: Customer data management, like all other sales support services, should 
be an integrated element of the commerce ecosystem. 

Manage touchpoint data: Collecting and processing real-time data on customer purchase activity 
is critical to providing superior purchasing experiences. 

Personalisation: Delivering account-specific catalogs and matching product suggestions is critical 
in B2B ecommerce personalisation. 

Catalog Management: Offering consumers personalised product catalogs with selected product 
sets improves the speed with which buyers can engage with a B2B ecommerce platform, a typical 
demand.  

Product Management: Controlling product information, including all product values used in 
attribution, faceting, and filtering, necessitates implementing a strong product information 
management (PIM) system within the B2B ecommerce platform. 

Checkout Process: It is essential to reduce friction in the final stage of the order process. Aligning 
a B2B ecommerce platform to the most efficient path to order placement depends on various 
factors. These factors might include session devices, client types, product complexity, etc. 

 Payments: B2B ecommerce platforms should provide a variety of payment methods. 



Support: Enterprise-level software platforms are expected to provide support. Platforms should 
be evaluated based on the available support depth, including documentation, live assistance, and 
other capabilities. 

Now that you know what features of a B2B ecommerce platform to look for, how do you choose 
the right technology for your business? 

What is Optimizely B2B Commerce Cloud, and 
how does it add value to B2B businesses 
Leader positions in Forrester Wave, Gartner Magic Quadrant, and IDC MarketScape for Digital 
Experience Platform 7 times over the last year! Optimizely is a digital experience platform (DXP) 
software that offers A/B testing and multivariate testing tools, website personalisation and 
features toggling capabilities, web content management and digital commerce. 

Optimizely’s B2B Commerce Cloud platform was created to deliver better experiences for B2B 
customers and sellers. In the most recent IDC Marketspace Worldwide B2B Digital Commerce 
Platforms Vendor Assessment, Optimizely B2B Commerce Cloud is one of three market leaders, 
along with SAP. 

Optimizely B2B Commerce Cloud enables businesses to personalise the customer experience 
with data-driven recommendations and true B2B core capabilities required to sell successfully to 
enterprises. The B2B Commerce Cloud provides sellers with a comprehensive view of their 
websites, customers, catalogs, segments, transactions, quotations, and orders. 

When combined with data mining methods and artificial intelligence, the platform can produce 
better and more specialised customer experiences relevant to B2B buyers, allowing businesses to 
adapt specific customer experiences to different segments. To address B2B content & commerce 
solutions, Optimizely B2B is a top choice because of its native B2B structures and capabilities, 
current technological stack, and API-first design. Take advantage of B2B-specific features within 
the B2B Commerce Cloud 

Align with customer needs 

Leverage out-of-the-box features 

Better visibility into product availability 

API-based modular architecture 

High security & fraud prevention 

Flexible, scalable and avoid downtime  

Launch fast and grow faster 
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Optimizely B2B Commerce: Out-of-the-Box 
Features 

Deliver quick, friction-free quick ordering: Order and shipping confirmation emails, saved credit cards, 
subscriptions, Integration to tax services & payment gateways! Let your buyers manage their accounts 
with self-service order management that emulates an online B2C ecommerce experience. The Quick 
Order plugin improves the B2B shopping experience by allowing your wholesale customers to 
purchase in bulk more quickly and easily. 

Take orders no matter the channel: Enable your sales, support, and customer service teams to take 
orders and complete sales as they interact with your customers. Optimizely’s B2B commerce can help 
with saved carts, list management and reordering!  

Grow relationships: Build loyalty and ensure repeat business by tailoring fast and efficient buying 
experiences for each customer. Guest checkout 

1. What Optimizely’s quick order and cart checkout can do for you? 

B2B Product Catalog Management is the act of 
customising, optimising, and restructuring the 
wholesale product catalog to facilitate a quick and easy 
purchasing process for customers at a low cost of time 
and money.   

Importance of B2B product catalog management 

Providing quick and easy customer access to your digital 
catalog should give you a competitive edge. Not to add, 
it would be a treat if your catalog had a significant 
amount of product information and detailed 
descriptions because buyers wouldn’t have to put in 
extra effort to navigate through your product pages to 
get this information.  

B2B product catalog is integrated via real-time 
connection. With the ability to purchase catalogs from 
your suppliers, you can effortlessly create new products, 
alter prices, and update product descriptions. As you 
exchange catalogs with your buyers, the quality of your 
orders and price improves. It also saves the end-user 
money on labour. 

2. Catalog Management: Streamlined & Simplified 



Effective B2B product catalog management: 7 important requirements to remember 

Supporting B2B product catalog management is critical to your organisation’s growth. It will allow you 
to serve your consumers better and collaborate with your suppliers. 

Your target market is clear as a B2B publisher. There is also a level of expectation about the 
content and presentation. How can you curate native content that will benefit and elevate your 
audience while impacting them? 

Choosing the best CMS is never an easy task. But first and foremost, you must understand what 
you should be searching for to excel in digital publishing. That’s where Optimizely CMS comes in - 
a one-stop shop! 

3. Smart CMS for B2B 

Content management 

Content creation and publication workflow 

Create content for future publication 

Location finder 

Bulk publish and data copy 

Integrations are handy 

You figured out which CMS is ideal for you by reading this section! Optimizely provides the best of 
both worlds: rich content and sophisticated content tools. Create, modify, and optimise the content 
on your ecommerce website to attract and convert consumers! 

Attribute management 

Category and product data management 

Bundles, kits and configurable products 

Configurable inventory messaging 

Configure display/hide products for OEM/private label and restricted products 

Customer-specific catalogs, pricing and inventory 

Responsive design 



Gone are the days when generic messaging was sent to audiences regardless of their unique 
characteristics. Data now drive personalisation. With advanced customisation options integrated into 
Optimizely’s B2B commerce cloud, you can target existing customers by role or industry or leverage 
unique experiences to identify and engage new customers. Use dynamic product recommendations to 
engage prospects or target existing customers through cross-sell and up-sell capabilities. 

4. Personalisation to elevate B2B sales Xperience!  

Which of these alternatives makes the most sense for your business? ALL? These features are 
included in your Optimizely’s B2B Commerce Cloud! Personalisation is simply one of many factors to 
consider when starting a new B2B ecommerce project. 

Customer self-service is a win-win situation. The buyer gains ease, control, and trust by identifying 
the products in order. The seller saves money and effort by getting a Well-Formed order from the 
outset. Your buyers want to be able to order at any time, not only when a sales representative is 
available. Self-service functions such as account and order administration, shipment tracking, and 
reordering enable buyers to purchase and manage their own accounts. Robust B2B solutions will 
also provide one-click reordering based on previous orders. 

B2B Commerce Cloud is designed to gratify your buyers’ expectations and ability to obtain essential 
information on their own terms. B2B Commerce Cloud makes your customers’ operations easier by 
allowing them to manage their account settings, user administration, and check order and invoice 
history. 

5. Self-service in complex B2B sales  

Assign customers and roles to users 

Customer-specific catalogs and part numbers 

Build unique experiences by customer segment, geo-location, device, etc. 

Dynamic, data-driven product recommendations 

Localisation: multi-language and currency 

Manage content by language, customer segment and device 

Multi-site on a single platform 

Recently viewed products 
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Invoice history 

Order history with shipment information 

Return request/RMA 

User administration 

To accept and use the ecommerce portal, distributors want correct pricing, inventory, and delivery 
against contracts, and they must have that information at their fingertips. A well-implemented B2B 
self-service portal can boost customer satisfaction while increasing internal efficiency. The offered 
convenience aids in customer retention and preserves a competitive advantage. 

You most likely already have a CRM, ERP, marketing automation, shipping, payment and invoicing 
software, and other business-supporting software. Find a solution that seamlessly integrates and links 
various systems to expedite your business operations and conduct all these different functionalities 
on one platform, resulting in an improved customer experience. You may also ask vendors for 
customer references for the integrations you’re searching for to determine how experienced the 
vendor is in establishing these integrations. 

B2B Commerce Cloud delivers a full-featured Integration solution, right out of the box, without the 
need for third-party integration tools. 

6. Integrations & the need for technology 

Integrates with common ERPs built by Infor, Microsoft, Epicor, SAP, Oracle, 
Sage, IFS and others, with quick connectors to some of the most common 
models 

Integrates with best-in-breed PIM solutions like inRiver, EnterWorks, 
Informatica or SAP or leverage Optimizely’s B2B Commerce Cloud PIM add-on. 

Integrates with Avalara, Vertex, CyberSource, Apruve, PayPal, Worldpay, 
Authorize.net and more for payment and tax handling. 

Success in today’s modern world, whether B2B or direct-to-consumer, depends on a business strategy 
that allows you to be where your customers are, give them flexibility throughout the buying cycle, and 
provide them with a high level of service they expect. As a result, ecommerce must be a significant 
part of your present and future B2B strategy. 



So now that we’ve covered some of the reasons you should have a perfect workflow let’s talk 
about what aspects you should automate and where to begin automation on your storefront. 
Manufacturers and distributors may use Optimizely’s B2B Commerce Cloud to manage project 
budgets, request quotes and order requisitions, and much more. 

7. Workflows & its impact on B2B ecommerce digital transformation

Budget management 

Order approval 

Order requisition 

Request for quote 

To run a business in any capacity, you must simplify your day-to-day operations, cut expenses, and 
generate revenue. Several inventory models are available to achieve efficiency with the lowest 
operational expenses. Vendor Managed Inventory model is one such technique (VMI). Buyers may 
input current inventory by scanning barcodes in their stockroom, trucks, or on-site bins using the 
Optimizely B2B Mobile App. The auto-order system will then recommend a replenishment order 
based on the products’ identified mins/maxs. Here’s how it works! 

8. Vendor Managed Inventory (VMI)– What is it? 

Scan & update inventory through the app 

Generate replenishment orders with the auto-order 

Walk the stock room or use on-site 

Manage your locations, users, & product allocations 

Audit velocity of products 

Export for creating product labels 

Both partners must collaborate while planning a VMI relationship. Sharing information is critical to a 
seamless VMI flow. 
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Optimizely PIM has a set of predefined entities based on Optimiely B2B Commerce Cloud 
requirements. It enables the quick development of a catalog, ensuring that product information is up 
to date and consistent, and aids in delivering an excellent product experience in Optimizely B2B 
Commerce Cloud.

9. Optimizely’s Product Information Management (PIM) 

Workflows 

Data Import 

Data Governance 

Product Data Management 

Asset Management 

The most effective B2B strategy is to test, optimise, re-test, and enhance. Your consumer is constantly 
evolving, and you must adapt!  

R(e)volution! Checklist for your B2B ecommerce 
business. Get ready! 

So, there you have it. When building a B2B ecommerce site, ask yourself these questions and you will 
have a lot better chance of success. 

Do I have a B2B storefront that is easily accessible? 

Can I run personalised promotions? 

What are B2B ecommerce functionalities needed for my business? 

What essential design elements does our store necessitate? 

What features do our customers demand? 

What features are crucial for our fulfilment team to do a better job? 

What types of ecommerce integrations should I think about? 

What amount of customisation do I need for my B2B ecommerce store? 
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Our customer S&S Truck Parts, one of the world’s largest independent distributors of new aftermarket 
truck parts, relies on Optimizely’s cutting-edge digital tools to strengthen its e-commerce platform 
and help its own customers grow their brands and businesses. Through their website, powered by 
Optimizely’s Content Management System (CMS), S&S Trucks sells white-labelled products directly to 
dealers and their customers, including OEMs, truck dealerships, and independent warehouse 
distributors.  

We are a core partner in bringing this vision to life. “With the world moving to digital, fast, Optimizely 
is excited to support organisations with this shift and enable them to provide winning digital 
experiences for their customers. As we grow in the South East Asia region, we are excited to partner 
with Ameex  (Now Perficient, Inc.) who bring a range of expertise and will work together with us on 
these programs. We can’t wait to see what this partnership brings.” said Paul North, SVP of Optimizely 
in APJ. 

How Ameex (Now Perficient, Inc.) aided a 
distributor of new truck parts, increasing 
CLV by 500% 

Partner with us  

As we hope this White Paper has demonstrated, the 
e-commerce r(e)volution rate in the B2B industry 
should not be underestimated. Buyers who are digital 
natives, paired with the lingering effects of the 
pandemic, are driving fast transformation in B2B supply 
chains. B2B customers want flexible, convenient, and 
digitally focused services that align with their B2C 
experiences. 

In today’s ever-changing B2B landscape, digital 
transformation is not just a must; it is also the driving 
force behind both large-scale and emerging industry 
leaders. B2B organisations must establish a holistic 
digital transformation strategy that matches their 
broader organisational objectives while reacting to the 
current pandemic context to generate success and 
growth. To manage digital transformation in B2B 
ecommerce, clarity, innovative attitude, and, most 
importantly, progressive and strategic planning is 
essential! 
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About Optimizely 

At Optimizely, we’re on a mission to help people unlock their digital potential. With our leading 
digital experience platform (DXP), we equip teams with the tools and insights they need to create 
and optimise in new and novel ways. Now, companies can operate with data-driven confidence to 
create hyper-personalised experiences. Building sophisticated solutions has never been simpler. 

Optimizely’s 900+ partners and 1100+ employees in offices around the globe are proud to help 
more than 9,000 brands, including Toyota, Santander, eBay, KLM and Mazda, enrich their 
customer lifetime value, increase revenue and grow their brands. Learn more at optimizely.com   
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