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Introduction
E-commerce is a developing sector that has generated new dimensions in economic growth and holds the potential to add a higher value to businesses and consumers around the world. In light
of these factors, e-commerce could be said to represent one of the most important global business developments since the Industrial Revolution. The internet is a dynamic tool for communication
and a source of information that has quickly and dramatically transformed the way we interact and connect with one another, rapidly spreading to represent a globally unifying solution. The
ongoing digital revolution has further facilitated the current global reach of the internet, setting precedence for the e-commerce industry.1
Digital transformation is the profound modification of business and organizational activities, processes, competencies and models to fully utilize the changes and opportunities of a mix of digital
technologies and their accelerating impact across society in a strategic and prioritized way, taking ongoing and future shifts into account.2 Digital transformation represents change across the
entire spectrum of corporate activities. It is a transformation that is driven by the basic desire to make work better for everyone, from employees to customers.3
The shift towards digital technology is changing the way that businesses operate, and continues to create new opportunities for organizations across every industry. Digital transformation is
necessary for businesses that want to remain competitive, but it is also fundamentally changing the work landscape and previous employment dynamics. New technologies enable new skills

capabilities and streamlining at more advanced levels for businesses, by differentiating the way we interact with the workplace environment and the actions needed to perform. On the other hand,
technologies are displacing human workers.4 The total impact brought about by the loss of affected jobs across different sectors remains unclear. However, it is important to recognise that many
traditional jobs will require reskilling.5 Digital transformation is the idea, that through technology, organizations can enable their employees to be more productive and drive value for customers.
According to Microsoft’s definition of the term, digital transformation is: “The realignment of, or investment in, new technology, business models, and processes to drive value for customers and
employees and more effectively compete in an ever-changing digital economy.”
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Section 1
6 Workforce Key Points and Characteristics in E-Commerce
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1. Automation, IoT and AI impact on labor demand and supply

The digitalization of the economy, which some specialists have already labelled ‘the fourth industrial revolution’, will have severe consequences on both the formation and elimination of various job categories. However,
widely differing opinions remain surrounding the extent to which the wider use of ICT and new digital techniques; such as data analytics, artificial intelligence, 3D printing, cloud computing, the Internet of Things (IoT) and

Artificial Intelligence, will engender further change, eliminate current conventions and limitations around employment and generate new operations and job opportunities. Aside from that, automation, globalization,
economic developments and the changing preferences of consumers and procedures will also continue to impact upon labor demand and supply.
Digitalization transforms existing jobs, requiring new abilities to perform new duties. This may necessitate retraining or replacing the present workforce with employees who already have these abilities. Digitalization

creates new employment, while other jobs are becoming redundant. These dynamics are nothing new - there are several examples of new techniques that have previously impacted various industrial sectors, such as
steam engines and electricity, causing widespread loss of livelihood and making pre-existing skillsets redundant. In the past, technological advances originally resulted from a contraction of labor demand before new jobs
were created. Since it is already hard to evaluate the effect of digitalization on traditional sectors and companies in terms of job creation or destruction, the impact upon the on-demand economy is even more difficult to
evaluate. In Europe, the on-demand economy is still fairly small, despite its impressive growth.
In fact, automation has helped generate, rather than threaten, employment in e-commerce, and will continue to contribute towards the job market in the years to come. By speeding up delivery times, robotics and
software have made online shopping an increasingly feasible alternative to brick and mortar shops, and online distributors have flourished in sales.
The increase in e-commerce required the rapid increase of a vast network of warehouses and distribution systems that involve both robots and human staff. The robots do not replace the human workforce because they
perform specialized jobs that they are programmed to do, and which didn’t exist previously. But the explosion in the e-commerce sector and continued ease of automation are leading e-commerce businesses to build
more warehouses to cope with the rising demand in business. Even though each warehouse uses fewer employees, it is estimated that the proliferation of raw warehouses will create jobs across the sector. E-commerce
actually generates more jobs by paying third parties to perform the sorts of tasks that consumers were once required to do to access goods and services. For example, when a customer purchases groceries online,

warehouse staff and truck drivers are being paid to actually source the products from the aisles and transport them to the customer’s home, saving the customer the time and hassle of shopping in-store. While the
traditional, brick-and-mortar high street store might have seen a decline in business and loss of jobs, online shopping has generated many more opportunities for workers where none existed before. Michael Mandel, an
economist at the Progressive Policy Institute, calculates that the number of e-commerce and warehousing jobs has leapt by 400,000 over the past decade, easily offsetting the loss of 140,000 brick-and-mortar retail jobs.

7. European Economic and Social Committee. (2017). Impact of digitalisation and the on-demand economy on labour markets and the consequences for employment and industrial relations. Retrieved from:
https://www.eesc.europa.eu/resources/docs/qe-02-17-763-en-n.pdf
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Section 2
3 Reasons Digital Transformation has changed the
Employment Dynamics in E-Commerce
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1. Digital Culture

Digital technology is revolutionizing the way businesses operate and succeed. In fact, a third of key decision makers state that culture is the most significant barrier to digital
effectiveness, followed by a lack of understanding of digital trends (25%). In such a competitive market, the need to create and cultivate a digital culture forms an integral part of the
transformation process. Such change requires a work environment that not only embeds digital from the top-down but also ensures that employees are informed, engaged and, most
importantly, empowered to help cultivate an in-house digital mindset. There’s no denying that digital has created significant changes amongst business systems, technologies, customer

relationships and workforces. Today, more often than not, running a successful organization involves running a digital business.

23

Successful digital transformation is not just an IT exercise, it is also a people exercise. In the intersection between people and technology, companies can truly unlock the key to the
modern workplace. There is little doubt that moving data to the cloud, adopting Artificial Intelligence and implementing remote working tools is helping businesses to scale and innovate

like never before; therefore, the question currently on leaders’ minds is not whether they should digitally transform, but how best to go about doing so. Leaders must focus on leveraging
technology to best empower their employees and drive overall growth.

24

23. Digital Marketing Institute. (2018). How to Create & Cultivate a Digital Culture in your Organization. Retrieved from: https://digitalmarketinginstitute.com/en-eu/blog/how-to-create-and-cultivate-adigital-culture-in-your-organization
24. Microsoft Reporter. (2018).The Secret of Productivity - how to build your business with culture. Retrieved from: https://news.microsoft.com/europe/features/the-secret-of-productivity/
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2. Job Creation/ Reduction
Wang Zhen, director of the Asian-Pacific region of the United Nations Industrial Development Organization, stated that, “E-commerce played an important role in boosting regional
economic growth. It also benefits small and medium-sized companies and provides job opportunities for women and young people.”

25

Several studies conducted among traditional companies and across a variety of sectors estimate job creation and destruction resulting from digitalization. In general, estimates take into
account the prospective levels of routine and non-routine employment that can be automated, which does not imply that automation will necessarily occur. These estimates indicate that
digitalization may add to the polarization of the labor market. It is presumed that low- and medium-skill jobs are particularly prone to automation. In the labor markets of the future, digital

skills will be in high demand, as will entrepreneurial skills and creativity.

26

Technology aside, the research anticipates job creation in areas like catalog building (freelance designers, photographers), packaging and delivery, customer service, and so on. While a
substantial part of the hires would be FTE (full time equivalent) profiles, an increase in temporary staffing requirements could also be expected, especially in the area of packaging and

delivery. For small to mid-sized brands, it would be restrictively expensive to hire FTEs. This in turn would inevitably result in more contract employees being recruited, a trend that will
further fuel the gig economy. In fact, the gig economy is evolving across the Indian market, for example, and is not restricted to blue collar employees alone. Technology-driven roles like
software engineers, UI-UX consultants and full stack engineers are expected to further take on freelancing roles.

27

By 2022, digital roles are expected to grow by 22% globally, with the internet creating an estimated 2.6 jobs generated for each job lost to technological advancement. In fact, some
analysts believe these changes will result in a net gain of 2.1 million jobs by 2025. Research conducted by the economists Lawrence Katz of Harvard University and Alan Krueger at
Princeton University suggests that 94% of new jobs will likely take the form of alternative work, moving away from traditional nine-to-five employment. New technologies will inevitably lead
to the transformation of the talent landscape. We will see the automation of more jobs, including customer service, data entry and other middle-income administrative positions. At the
same time, automation will boost demand for employees with a fresh mix of abilities, many of which remain in brief supply in today's labor market .
forecast to be offset by work benefits, the quality, place, format and permanence of new positions will change significantly.

28 In

short, while overall job losses are

29

25. Meiling, C. (2017). E-commerce key to BRICS nations' business ties. Retrieved from: http://www. chinadaily.com.cn/business/2017-09/20/content_32231204.htm
26. European Economic and Social Committee. (2017). Impact of digitalisation and the on-demand economy on labour markets and the consequences for employment and industrial relations. Retrieved from:
https://www.eesc.europa.eu/resources/docs/qe-02-17-763-en-n.pdf
27. Saigal, M. (2019). People Matters. Retrieved from https://www.peoplematters.in/article/trends/insights-to-add-to-your-cart-e-commerce-talent-trends-for-2019-20281
28. Khan N., Forshaw T., Reynolds K., (2017) Digital Adoption. Retrieved from: https://www.accenture.com/t20170203t031808_w_/us-en/_acnmedia/pdf-42/accenture-digital-adoption-report.pdf
29. World Economic Forum. (2018). The future of jobs Report 2018, Centre for the New Economy and Society. Retrieved from: http://www3.weforum.org/docs/WEF_Future_of_Jobs_2018.pdf
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6.

Create a Culture of Innovation

When trying to build a culture of innovation, genuine listening is a valuable step because it builds relationships, ensures understanding, resolves conflicts and builds better relationships.
It is important that information and new ideas not only rise from the top down but also from the bottom up, so that employees feel that they are involved in decisions and that their
opinions, ideas and abilities are valued by their leaders.
As a leader, you need to think outside the box and actively resist being trapped into “the way things have always been.” The more you believe in the people around you and incorporate
their ideas into your vision, the more they'll believe in your ideas and incorporate them into their working habits. Leading digital transformation is all about seeing and creating a brighter
and better future. With this culture in place, your digital transformation will take root and thrive.
7.

43

Communicate the Benefits of Change

People are more willing to work hard, be loyal to the company, communicate as a team and feel oriented towards achieving a common goal when they understand the benefits of the
work they produce. Companies can’t bribe people to be loyal to them, but they can invest in them so that they feel valued and want to be a part of company's vision.
8.

44

Reconsider Your Leadership Strategy

Poor leadership and uncertain direction of the company are the biggest drivers of employee burnout. This burnout often results from a lack of communication within the business which
often leads employees to become disengaged.

43

43. Henley, M. (2019). Why Employee Experience Is Crucial to Successful Digital Transformation. Retrieved from https://www.cmswire.com/digital-workplace/why-employee-experience-is-crucial-tosuccessful-digital-transformation/
44. Henley, M. (2019). 3 Ways to Change Company Culture to Support Digital Transformation. Retrieved from https://www.cmswire.com/digital-workplace/3-ways-to-change-company-culture-to-supportdigital-transformation/

11

3. Reduce Employee Turnover
According to Gartner, it is now widely accepted that there is a global shortage of professionals with the sufficient set of digital skills required to take full advantage of digital opportunities and
the potential of e-commerce. A large number of CEOs and CHROs questioned have reported that their companies are not developing skills fast enough. The key to filling these gaps, along
with retaining the talent an organization already represents, is to invest in a learning and development program with the added value of certification that suits the needs of both business
leaders and staff members to ensure they have the right skills across IT, marketing and customer service to drive the business.

45

Companies that train their employees accordingly see increased productivity, reduced turnover (and thus less time training new hires), and ensure their workforce stays up to date with the
latest technologies. For instance, Fortune 100's "Best Companies to Work For" list includes companies that typically offer an average of 73 hours of training per employee, as opposed to the
average 38 hours offered by most businesses. Moreover, those same companies also saw a 65% lower turnover rate than their competitors that offered less training. According to another
study of Sun Microsystems training programs, employees who participated in a mentorship training program were 23% more likely to stay with the company than those who didn’t.

46

Employee turnover is costly and time-consuming, yet it can be prevented. And the first step to doing that is recognizing the causes of poor staff retention. Some of the main reasons this
occurs, and some ways to ensure that existing staff is better maintained and nurtured, are outline below:
1.

Hiring the wrong employees from the start: For obvious reasons, hiring the wrong employees contributes to high turnover. People who aren’t a good fit for the job and the
company will naturally feel disengaged and unmotivated. Too often, companies attract employees who are just looking for a job, as a means to an end. Such individuals don’t
have any deeper motivations to contribute towards the company and as a result, leave the minute something better comes along. If you’re always employing the wrong people,
you should re-assess the hiring process.
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2.

Show employees the bigger picture: It is vital for managers to show employees what the larger goal of the company is, and what the vision they are working towards
represents. “If you can share with them the bigger picture of helping clients, building relationships, and differentiating your retail establishment from the competition you
can get their mental buy-in,” says Joshua Evans, Founder and Enthusiasm Expert at ‘Enthusiastic You!’

3.

Workers don’t feel valued: Employees will lose their enthusiasm if they don’t feel valued. That’s why if someone is doing great work, make it a point to let them know.
Employees feel engaged when they feel like they represent a vital component of the business. Setting up initiatives such as an “Employee of the Month” program is
effective practice in this case.

4.

Negative work environments: According to Evans, one method of engaging with employees is through humor and light-heartedness. He supports that if a business can
be a “fun place to work” while also highly effective and productive, employees will never want to give up their coveted position and you will retain high-quality retail
professionals that would like to work for the business.

5.

49

Poor compensation and benefits: For obvious reasons, low pay and lack of benefits can drive people away. It may be helpful for businesses to view staff wages as a
sales driver, rather than a cost driver.

6.

Lack of advancement opportunities: The best employees are more likely to quit if they feel like they’re working a dead-end job. Lack of growth and advancement can
demotivate staff and cause them to look for opportunities outside your company. Talking to each employee individually about their career aspirations and training them in
these fields is an effective method to keeping them stimulated and engaged. Additional training or participations in events would also further enrich their career.

7.
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Allow Flexible Work Schedules: Flexible working hours enable employees to choose the time and location from which to work, doing things for them and their family.
Living their lives outside of work provides a more balanced and therefore healthier work-life balance, meaning that staff are more satisfied and less distracted when at
work.
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