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INTRODUCTION
Globally, B2B online sales were worth $7.72 billion… For the rst time in late 2021, B2B sellers in the US preferred
online sales over traditional sales. On the other hand, as many as 52% of B2B buyers are frustrated with the online
buying process from their contractors, and 90% of them will switch to a competitor precisely because of a bad
experience with the e-commerce channel. So, in a globally competitive environment, making digital transformation
a high priority and implementing B2B e-commerce in local companies is even obvious.
The title of this report, "B2B e-commerce NOW", says it all about the condition of the Polish e-commerce industry
aimed at the institutional customer. Results con rm that more than 90 percent of companies offering products,
services and solutions for business are planning to develop e-commerce. Already 41% of companies operate on this
market and assessed the entry into this area as a success, and every fourth company derives over 80% of its
revenue from e-commerce.
The result of this report shows the most frequently cited bene ts of implementing B2B e-commerce such as
increased scale of operations and turnover, higher e ciency and pro tability, and more e cient order ful llment.
As many as 84% of companies believe that e-commerce is an opportunity for the development of Polish online
exports, and already every fourth company takes advantage of this opportunity. Another 5% are considering going
with e-commerce to foreign markets already in 2022. E-export is a chance for domestic companies to look for new
markets.
Such fantastic results of this survey show that we are at an extremely important moment for B2B businesses. The
market is growing very fast, customers expect change, and companies see the bene ts of getting into online sales,
also for B2B products and services. Here and now - NOW! - is the chance to expand your reach, enter new markets including foreign ones, reach new customers, reduce service costs and increase margins and revenues. What is
important, B2B customers expect constant access to the offer, e cient and personalized service, similar to what
they are used to when buying consumer products.
Therefore, the e-Commerce Chamber intends to further educate Polish entrepreneurs and support them in building
business relationships so that they can reach beyond the borders of our country. Continuously for 9 years, eChamber, together with its great a liates that create its strength, has been making a signi cant contribution to
the development of e-commerce in Poland and Europe. We stand guard over the interests of both: sellers and
buyers. I invite you to cooperate with us in all ongoing legislative projects and activities within the framework of
The Same Start, Digital Economy School, Responsible E-commerce project, Competitions: e-Commerce Poland
Awards, e-Commerce Director of the Year, Performance Marketing Diamonds. More about the activities of the
Chamber of Electronic Economy in our last Magazine.
"B2B e-commerce NOW" - this report is worth reading NOW to understand the current state of the
B2B e-commerce market, the challenges it faces and the trends that de ne the market.
We wish you a pleasant read and invite you to co-create e-commerce in Poland.

Patrycja Sass-Staniszewska
President of the Board of the
Chamber of Electronic Commerce

Justyna Skorupska
Head of the B2B e-commerce Content Group
Member of the Council of the Chamber of Electronic
Commerce
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B2B e-Commerce
Shot in 10!
1

3

5

B2B IS HERE!
Already 41% of companies conduct B2B
e-commerce. As a result, one in four
companies expects a signi cant
increase in the share of revenue
generated through this route over the
next 12 months.

2

B2B - PRESENT
When it comes to digitalization,
Companies selling in B2B e-commerce
still present a very different levels. They
achieve varying shares of e-sales. More
than 90% of companies plan to develop
this channel.

SUCCESS...
The most frequently cited bene ts
were an increase in the company's
scale of operations, increased
turnover, improved e ciency and
pro tability, and more e cient order
processing.

4

...BUT NOT "FOR FREE"
The most commonly cited negative
impacts are increased IT costs, the
need to hire experts, and their elevating
the cost of services.

HOW TO INTRODUCE B2B INTO E-COMMERCE?
The key to a smooth B2B implementation is proper IT facilities. In addition, companies that are not
active in B2B e-commerce would be prompted to operate in this area primarily by the needs of their
business customers, as well as the possibility of savings. It is worth planning the implementation by
analyzing success-cases of companies that are already selling successfully online.
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6

TRENDS

8

The most frequently mentioned B2B ecommerce trend is its automation, e.g. in
the area of order placement or controlling
inventory uctuations.

CHOOSE TO GROW

Almost all B2B e-commerce providers see the
need to develop this solution. Expanding their
product offerings, integrating their sales
channels with social networking sites and
positioning were identi ed as the main
directions.

10

7

9

THREATS
The introduction of e-commerce may
come with additional risks such as not
being able to outbid the competition or
ghting price wars. Companies are also
concerned about the cyber security of
their customers.

THE POTENTIAL OF EEXPORTS
As many as 84% of companies believe
that e-commerce is the recipe for the
development of Polish online exports,
and every fourth of them is already
using this solution. Another 5% are
considering its introduction in 2022. In
further years, 11% of companies are
considering it.

B2B E-COMMERCE-RELATED LABOR MARKET MOVEMENT
There is a growing demand for B2B e-commerce management software, and its introduction and
maintenance is usually associated with the need to hire specialists. In summary, companies deciding to
introduce B2B e-commerce also contribute to the increased demand for IT workers.
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The main facts of
B2B e-commerce in Poland

43%

Of all the companies surveyed, 43% indicated that they sell online and 41% sell
online to other companies (B2B e-commerce). Thus, it can be seen that companies
opening up to e-commerce opportunities do not also exclude business customers.

88%

88% of companies which run an e-store con rmed that their e-stores are mobilefriendly, which means that they work on mobile devices, whether in the form of a
responsive website or a mobile app, 1% plan to launch a mobile channel later this
year (2022). Only 10% of companies with e-commerce sites do not have a mobile
app or site. Thus, it is clear that companies have recognized the huge potential of
mobile shopping - via smartphones and tablets - made not only by consumers, but
also by the business customer.

80%

One in four B2B e-commerce companies puts the share of e-sales at over 80%, but
similarly, 23% admit that this share is 10% or less. In general, companies'
indications in this regard were very different, showing that B2B sellers are still at
very different levels of digitization.

49%

49% of B2B e-commerce companies have been in business for more than 5 years.
30% of B2B e-commerce companies have been in business between 2 and 5 years.
As many as 77% of fashion companies indicated that they have been in e-commerce
for more than 5 years. None of the companies surveyed in this industry indicated
that they have been in business for less than 2 years.

One in 4

www.eizba.pl
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3.78

Companies active in the B2B e-commerce space identi ed the following as the
main motivators when deciding to enter B2B e-commerce: the desire to take
advantage of opportunities offered by Internet sales (e.g. reaching more
customers): 3.78 on a scale of 1-5, the desire to increase sales: 3.65 on a scale of
1-5, and the need to reduce/optimize sales costs 3.06 on a scale of 1-5.
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Challenges in B2B e-commerce
We asked companies, "What is the top challenge you currently facing when it comes to B2B e-commerce?”.
The main challenge was maintaining the platform, including: "updating prices, descriptions", "extending and
expanding B2B functionality", "improving overseas payments and better positioning". Another indicated challenge is
having a specialized staff and acquiring customers by already operating competitors.

Analyzing all the in-depth interviews with company representatives, one can see that the obstacle that is often
mentioned is competition. There are more and more companies operating in the same market. It is important to
realize that almost anyone can enter the B2B e-commerce industry, but not everyone will be able to succeed.
Next, the respondents suggest that preparation should be kept in mind. According to them, it is a big part of
success. You should verify your resources and budget, set and then analyze your goals.

Going forward, one should never stand still; continuous action, improvement, testing, planning are required. We
should strive to be constantly informed, learn from data and behave based on it.
Rapid growth, according to some, also comes with risks. Most of them relate to cyber security breaches, which are
relatively easy to deal with, e.g. by implementing various types of software into platforms to prevent fraudulent
activities.
It is very important to be patient about the effects. We have to be aware that this is a long-term investment. It is
not a permanent market, something done once is not permanent. It is a exible market and we have to take into
account that the requirements are changing and we have to keep up with them.
Our interlocutors alert us to the lack of awareness of business processes and optimization of tasks. They also deny
the lack of interest in the topic of B2B e-commerce itself.
And above all, they consistently warn: We do not do e-commerce for ourselves, if we forget about the customer
then the project is doomed to failure.
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The main facts of growth
dynamics and competition
30%

The dynamics of change in B2B e-commerce was unnoticed by only 1/3 of
companies (37%). In turn, 30% of companies declare that the dynamics of change in
B2B e-commerce in their companies has increased signi cantly (above 20%). 19% of
company representatives said that the dynamics of change in B2B e-commerce in
their companies has increased slightly (1-20%). Thus, it can be said that 3 times more
companies see positive changes in the market, i.e. a signi cant or slight increase in
online sales.

40%

Nearly 40% of representatives of B2B e-commerce companies expect their company
to grow slightly (1-20%) in the next 12 months. In contrast, as many as 25% of
companies expect signi cant growth, i.e. above 20%.

25%

25% of companies not yet active in B2B e-commerce are considering entering this
business area. 71% of companies not yet active in B2B e-commerce are de nitely not
(51%) or rather not (24%) considering going into this area. Thus, we can see (as it was in
the study "B2B e-commerce. Business on the Web" carried out by Santander in 2021)
that education is needed on the bene ts that e-commerce can bring to companies.

21%

Companies that are not active in B2B e-commerce would be prompted to take action
in this area primarily if their customers indicated a need for it (21%), and also if it
would increase margins or result in signi cant savings for the company, e.g. by
reducing marketing or sales costs (11% each).

54%

54% of companies declare that their competitors are already active in B2B ecommerce. At the same time, the largest companies are most often identi ed as
operating in e-commerce. This is the opinion of every third surveyed company. One in
ve respondents felt that the vast majority of companies in their category are already
active in e-commerce.

In a year
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What to look for when
implementing B2B e-commerce
CUSTOMER NEEDS ANALYSIS IN THE CONTEXT OF E-COMMERCE
(45%)
Customer needs analysis is essential, according to 45% of
companies. "B2B e-commerce should be built from the
customer's needs, not the company's perceptions."
MARKET ANALYSIS
B2B e-commerce market analysis is essential, according to
40% of companies. According to the representatives, it is
worth hiring specialists for this purpose.
SUPPORT
The support of the team, board and staff will be essential on
the road to success. Having a shared visions also crucial.

CHANGES
The introduction of B2B e-commerce involves many
changes in organizational structures, payment methods,
logistics facilities, among others.
SUPPORT FROM COLLEAGUES
According to one in four companies, it would also be good to
get support from the board of directors and employees.

COMMUNICATION
23% of companies suggest introducing a new way to talk to
business customers online.

www.eizba.pl
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Why go into B2B e-commerce?
The majority of companies that have implemented B2B e-commerce consider it a success (an average of 3.86 on
a scale of 1-5). Much higher than the average, the fashion industry rates success at 4.15. If we look at the results in
terms of revenue, we discover that the most satis ed with the introduction of B2B e-commerce are companies
with revenue of 6-10 million PLN (4.67).
95% of companies see positive effects from the introduction of B2B e-commerce. We asked them to list them, and
the most frequently mentioned ones are presented below:

INCREASE IN SALES
57%

INCREASED CLIENT NUMBER
48%
INCREASE THE ASSORTMENT
ON OFFER 32%

INCREASE IN CUSTOMER PURCHASE
FREQUENCY
29%
REDUCTION OF SALES COSTS
27%

fi
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INCREASE IN SALESPERSON
EFFECTIVENESS
24%
HIGHER AVERAGE PURCHASE VALUE OF
CUSTOMERS
22%
MORE LOYAL CUSTOMERS
21%

CUSTOMERS RATE BETTER
19%

EMPLOYMENT OPTIMIZATION
17%

SALES MARGIN INCREASE
17%
REDUCED MARKETING AND PROMOTION
COSTS
16%
ENTERING NEW EXPORT MARKETS
11%

www.eizba.pl
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Challenges in B2B e-commerce
91% of companies intend to continue growing their B2B e-commerce channel. Companies plan to do this in a variety
of ways. 51% of them plan to expand their product offerings. Other ideas considered by 44% of companies include
integrating sales channels with social networking sites or investing in SEO (42%).

91%

51%

42%

44%
SEO;SEA,SEM

expansion of the product offer

integration with social media channels

placement

Other ideas for the development of B2B e-commerce include expanding functionality in the e-store/platform, such
as offering shopping on mobile devices and changing forms of communication to digital (37, 26 and 19%
respectively).

37%
extension of functionality

26%
shopping on mobile devices

19%
forms of communication

Integration with key customers is planned by 33% of companies, and expansion into foreign markets by 32%.
Surprisingly, none of the companies plan to enter dedicated B2B e-commerce platforms, such as Allegro Biznes or
Merx. This may indicate that companies have their own vision of B2B e-commerce and want to implement it in line
with the needs of their customers.

www.eizba.pl
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Barriers to entry in
B2B e-commerce
Even despite adequate preparation, there can be obstacles in the way of making our B2B e-commerce efforts
successful.
To begin with, we asked company representatives what barriers they faced when implementing this solution. The
most frequently mentioned were:

LACK OF RELIABILITY OF
PROFESSIONALS

CONCERN ABOUT CUSTOMER
RELATIONSHIPS

IT-RELATED PROBLEMS

TIME-CONSUMING SOLUTION

COSTS

CUSTOMERS BEING USED TO THE
TRADITIONAL FORM

EMPLOYEE CONCERNS ABOUT LAYOFFS

LACK OF LOGISTICAL FACILITIES

www.eizba.pl
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The main facts of
B2B e-commerce implementation
3.86

B2B e-commerce companies rated their entry into this area as a success (3.86 on a
scale of 1-5). The fashion category rates entry into B2B e-commerce as a success even
higher (4.15 on a scale of 1-5).

57%

Companies report that the positive effect of entering B2B e-commerce was primarily
increase in sales (57%), increase the number of customers (48%), and increase the
range of products on offer (32%).

51%

51% of representatives of companies active in B2B e-commerce intend to expand their
product offerings. They also intend to integrate the channel with social networks
(44%), focus on online positioning (42%), and automate key processes (37%).

During the introduction of B2B e-commerce, according to companies, the most
frequently cited barriers they faced during implementation included unreliability of
professionals and very high costs. There were also concerns of employees about
layoffs and disruption of customer relationships.

91%

B2B e-commerce companies further want to develop their channel (91%). Similarly
positive results were obtained by the study "B2B E-commerce. Business on the Web"
conducted by Santander in 2012. Around 10% of companies do not intend to upgrade
their channel.

www.eizba.pl
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What are the opportunities of
B2B e-commerce?
How company representatives' awareness of B2B e-commerce is shaping up can serve us as a source of valuable
information when to start running our company's channel.
Contrary to popular belief, the majority of companies surveyed had already entered business-to-business ecommerce several years before the pandemic began. 20% of companies started B2B sales during the pandemic or
later. In the case of fashion, no company has been in business for less than 2 years.
Do companies feel the breath of competition on their backs? 54% of companies declare that their competitors are
already active in B2B e-commerce. At the same time, the largest companies are most often mentioned - this is the
opinion of one in three surveyed companies. 20% of companies surveyed said that the vast majority of companies
in its category are already operating in e-commerce.
So there is someone to ght with, the question is: what for? The majority of companies believe that less than 5% of
business customers make purchases online. For 6%, 80-100% of their industry's customers are present on the
market. However, lack of customers in the market does not necessarily mean lack of interest.
Less than 5% of business customers buy online
> 5%

41%

5-10%

5%

10-15%

6%

15-20%

9%

5%

20-30%

30-50%

14%

50-80%

14%

6%

100%

Percentage of business customers shopping online
What percentage of business customers do already purchase online in your industry? B2B e-commerce Now Report N=155

fi

www.eizba.pl

16

B2B e-Commerce NOW! I report by e-Chamber 2022

Success Factors

ZWIĘKSZENIE ASORTYMENTU W OFERCIE
32%

PERSONNEL
ZWIĘKSZENIE CZĘSTOTLIWOŚCI ZAKUPÓW
KLIENTÓW
29%

www.eizba.pl
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What's up in B2B e-commerce?

41%

More than 41% of companies say that the percentage of business customers who
make purchases online in their industry is about 5%. In contrast, 14% of e-commerce
company representatives put the percentage of customers at 50-80%.

35%

35% of surveyed company representatives predict that B2B e-commerce will
account for up to 5% of total company revenue in their industry over the next 5
years. 18% predict that this share will be in the 30-50% range.

5
years

27%

The most frequently cited negative effects of entering e-commerce according to
company representatives were increased IT costs (27%), hiring of expensive experts
(14%), emergence of new sales risks and increased marketing and promotion costs
(14%). 10% responded that traditional sales had decreased.

3.98

The highest-rated opportunity and possibility offered by B2B e-commerce, according
to surveyed company representatives, is that you can reach many more customers
(3.98 on a scale of 1-5), automate processes (3.66 on a scale of 1-5), verify customer
demand for new products (3.64 on a scale of 1-5), and have more control over
promotional and sales activities (3.59 on a scale of 1-5).

3.65

According to company representatives, the biggest challenges in the B2B
e-commerce space are malware attacks (3.65 on a scale of 1 to 5), high competition
(3.60 on a scale of 1 to 5), information interception (3.54 on a scale of 1 to 5) and
aggressive pricing (3.50 on a scale of 1 to 5). The least challenging, according to the
respondents, is the need to estimate sales peaks and sales uctuations to ensure
speed of delivery (2.66 on a scale of 1 to 5).
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Current trends in
B2B e-commerce

What are the current trends in B2B e-commerce in Poland? We asked companies participating in the survey this
question, and the most common answers were:

INCREASE IN SALES
The market is growing as people due to
pandemic are getting used to shop online. The
demand for online sales is increasing.

The vast majority of responses indicated that increased sales is a major trend in B2B e-commerce at this time.
More and more people want to use websites to nd products/services faster and take advantage of the ability to
shorten their purchase time. The pandemic has shown how much we need B2B e-commerce.
In addition to increased sales, a sizable number of respondents also indicate....

DEVELOPMENT
The industry is growing, especially for niche
businesses to reach out to customers. Platforms
are constantly expanding and introducing new
facilities.

According to respondents, B2B e-commerce will grow rapidly and online sales will increase. Some of the
company representatives surveyed believe that if stationary stores want to exist in an industry, they must make up
for traditional sales with online shipping. The respondents mainly see growth in the fashion and service industries.

fi
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A new generation is entering the market and so...

THE NEW GENERATION
Companies are seeing an increased demand
for B2B e-commerce with younger customers.
They are the ones who are slowly taking over
the market, and since their natural habitat is
the Internet, that is where they will look for
products and business networking
opportunities.

AUTOMATION
Most respondents indicate that the current
trend is the automation of sales processes.
This includes broadly de ned online customer
service or the use of arti cial intelligence for
product advice, discounts and basket
optimization, transportation and delivery.

Nowadays, everyone is looking for convenience - and this applies to all aspects of life, including the B2B ecommerce industry. A properly prepared platform can signi cantly improve (automate) the shopping process. All
kinds of solutions that will be able to support the customer at every stage of the sales process (from inspiration to
nalization) are welcomed by e-consumers. E-consumers willingly use (for example) chatbots, ordering via
messenger, virtual tting rooms, or voice assistants. Trying to reach the customer with the appropriate dose of
information - anticipating their requirements, personalizing the offer to suggest not only products but also various
bargains or discounts - will certainly translate into sales success.

The problem indicated in the area of B2B e-commerce automation is, among others, the lack of programs that
support warehouses (in the cloud). In addition, there is a lack of quali ed specialists in the industry described by
us. Companies are also concerned about the security of platforms - they would like better veri cation of
information and security of money ow to avoid the risk of fraud. In summary, a trend directly related to automation
is the expansion of IT dedicated to B2B e-commerce.
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According to company representatives, another important trend that can be observed is the adaptation of
features from the B2C industry. Many of them believe that in the near future the difference between these areas
of activity may be blurred.

B2C IS THE NEW B2B
Quite a few voices point out that the main trend
nowadays is turning towards B2C. It is claimed
that B2B is starting to function like B2C. The
obstacle may be the logistics system, which still
needs to be adjusted.

Companies with B2B sales platforms are gradually adjusting to what is happening in the B2C market. The main
thing is to make the buying process easier, introduce an element of intuitiveness, and customize the offer. All of
these factors need to be at a level similar to that offered to individual customers. This process increasingly starts
with the stage of collecting information about business customers' expectations about the product range - e.g.
talking to customers about the future offer, conducting surveys.

Among the responses, there were also quite a few: "don't know", "not interested", "don't follow it", which may indicate
that a certain group of company representatives are not interested (yet?) in the trends currently occurring in the
B2B e-commerce industry.
Based on the feedback from our respondents, most of them are interested in the topic of B2B e-commerce and
consider it as an area with great potential to provide companies with tangible bene ts, provided it is properly
introduced and managed.
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The main facts of current trends
in B2B e-commerce

To improve B2B e-commerce sales, according to some companies, logistics
(digitization of warehouses) should be modernized. Most respondents could not
answer this question.

Company representatives are most likely to see in B2B e-commerce sales: growth in
fashion and service industries, a new generation entering the market, increasing̨
participation and automation of all sales processes.

To improve the development of B2B e-commerce in terms of technology, there is a
lack of solutions such as: lack of commercial sales culture, programs that support
machines in the cloud, connection of warehouses to the store and mechanisms
using arti cial intelligence".

B2B
=
B2C

Quite a few voices point out that the main trend nowadays is turning towards B2C. It is
claimed that B2B is starting to function like B2C. The obstacle may be the logistics
system, which still needs to be adjusted.
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The vast majority of companies believe that B2B e-commerce is a recipe for growth for Polish online exports.

55%

rather yes

yes

29%

rather no

13% 3%

no

Is B2B e-commerce also a recipe for the growth of Polish online exports?
B2B e-commerce Now Report N=155

Are we for or against? Companies see potential in foreign markets, hence they want to develop their channels in this
area. However, companies are planning to introduce the solution on a later stage, as it is connected with extending
logistics facilities, adding new payment methods to the offer (to include payments from abroad) and introducing
foreign customer service. This, in turn, in many cases, will involve assigning new responsibilities or hiring dedicated
people.

NEW PAYMENT METHODS

LOGISTICS FACILITIES

FOREIGN CUSTOMER SERVICE

At this point, it is also worth noting that among B2B e-commerce companies that also export online, one in four
provides a mobile channel for their customers. No one is planning to introduce this solution in 2022.

25%
www.eizba.pl
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The main facts of E-export

25%

25% of B2B e-commerce companies also export online B2B e-commerce (aka crossborder e-commerce).
33% of them operate in the transportation/logistics/distribution sector and 27% in the
trade sector.

84%

84% of companies believe that e-commerce is the recipe for the development of
Polish online exports.

25%

25% of B2B e-commerce companies that also export online also provide a mobile
channel for their customers.

5%

The 5% of B2B e-commerce companies that are not yet exporting online intend to
start doing so later this year (2022).

www.eizba.pl
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METHODOLOGY
The study was based on a survey conducted by Mobile Institute on a group of 155 companies from various industries.
The survey was conducted using the CAWI (Computer-Assisted Web Interview) method - responsive electronic
surveys emitted on websites and via e-mail, and the CATI (Computer-Assisted Telephone Interviewing) method a method for collecting information in quantitative market and public opinion research.
The quantitative data were supplemented with in-depth interviews with 15 people responsible for the areas related
to the digitization of B2B products and services.

We collected the data in March/April 2022.

www.eizba.pl

B2B e-Commerce NOW! I report by e-Chamber 2022

THANK YOU

REPORT AUTHOR:

RESEARCH AND ANALYSIS:

Izba Gospodarki Elektronicznej
Łucka Street 18 / 76
00-845 Warsaw
www.eizba.pl
CONTENT PARTNERS:

PARTNER:

