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Abstract

Changes in lifestyle have brought about rigorous developments in e-business
outperforming physical channels. Retailers have changed their physical business
models and started developing virtual channels. The service innovation project
clicks-and-mortar platform of BankPro E-Service Technology Co., Ltd. sought to
integrate intelligent recommendation technologies, facilitate cooperation with
corporate clients via virtual channels, increase a service value of an e-business
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platform for corporate clients, and add new channels for special offers and
redeeming the products, thus, increasing customer satisfaction and loyalty.

BankPro Corporation aimed to improve network effects of the clicks-and-
mortar platform by employing two types of online-to-offline (O20) models, one
for intelligent recommendation of special offers to corporate clients and one for
sending e-coupon serial numbers to consumers. The two service models served as
the basis for strategic thinking and decision-making related to application of the
service innovation project. General manager Chen was faced with a difficult choice
when deciding to launch the service innovation project: whether to continue with
financial business-to-business (B2B) services despite market decline or to develop
profitable business-to-consumer (B2C) sales services despite their unfamiliarity.
This study also revealed difficulties and challenges associated with the
transformation of BankPro Corporation from a system integration company into an
e-business platform operator, as well as its impact on corporate development, and
explored the factors that need to be considered when developing the third-party
020 service model with cross-side network effects.

Keywords: Clicks-and-Mortar, 020, Service Innovation, Cross-side Network
Effect, Service Value
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