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E-service consists of various actors. Today, there is a wide range of actors involved. Public,

private, and government connected in such complex way to create the e-service world we

know today. However, the broad and complexity of the environment raises challenges for

policy makers and regulators, such as tax. Until now, there is no tax regulation that

specifically regulates trading activities using information technology, also known as an e-

service. It operates globally without physical boundaries of a nation. However, rules can be

different among nations. The initial step to make these rules is the classification of types of

services using information technology, based on the business actors involved. Lack of

classification raises problems, such as overlapping business segmentation, which may lead to

inaccurate classification of the treatment. That is why a complete classification of e-service

is needed. This study proposes a classification of e-service based on provider of the service,

origin of goods and service, and the destination of goods and services in Indonesia. Research

data obtained through literature studies and surveys of information technology-based service

provider sites. We propose 27 categories of e-business classification, which can be used

further, such as to cluster business and as a basis for regulation.
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1. Introduction

By 2025, the market is predicted to be more active to search for consumer.

Business and consumer will interact in different and innovative way than exist

today. New technologies such as internet of things, intelligence machine will

enable new business model. Virtual reality, mobile device, social media and digital

communities will create new interaction model. To maintain and survive such

severe competition, business needs to update their vision and technologies towards

new commerce model [1].

Gartner predicted Compound Annual Growth Rate (CAGR) of digital platform

market based will rise more than 15% by 2020 [2]. In conventional business, buyer

and seller exchange goods at a specific place called market. E-commerce is a

revolution that change the way producer and consumer interact. E-commerce

operates globally, without geographic boundary of a nation. This is reflected by

integral user experience, multi-level distribution support, cost reduction and

efficient workflow. Business conducted in such way is known as e-business.

Indonesia offer opportunity for e-commerce implementation, with $130 billion

market by 2020, after China and India. It put Indonesia as the third prospectus

country within Asian nations. With projected growth rate of 50% annually, retailer

will have the opportunity to focus on mobile platform development to facilitate

national wide e-market growth to global level [3].This circumstance enable e-

commerce and e-business growth. This allows the development of ICT-based

services or more commonly known as e-service. However, complete classification

of e-service is not available yet. Currently there are many e-services, ranging from

start up to multi-national enterprises. E-service providers also vary, from the

government to the private sector. The broad range raises challenges for policy

makers and regulators. This situation raises problems, such as inaccurate

classification of tax and overlapping business segmentation. Since e-commerce

operates globally, location of the company or source of the goods, for example,

may bring new challenges to determine tax rates [4]. Complete classification e-

service also enable the government to fairly regulated market of e-service. We

propose a classification of e-service based on provider of the service, origin of

goods and service, and destinated consumer of goods and service.

A tax is a compulsory levy imposed on society for the state. One type of tax is

the tax imposed on buying and selling activities, both in the form of goods and

services. Taxes on conventional activities have been regulated by the government

through Government Regulation number 46 of 2013. The development of

information technology has significantly changed the buying and selling activities,

both the method and the process.

2. Research Method

The stages in the study begin with the study of literature on the definition of e-

commerce, e-business and e-service. The literatures are taken from journals,

proceedings, reports, and news between the year 2000 to 2017. Starting from the

definition, how are the interrelationships and differences in the scope of the

definition of e-commerce, e-business, and e-service. Next, a survey of the types of

services that use information technology is conducted. Finally, classify e-services

that have been obtained based on previous surveys.

Generally, the e-service category is differentiated based on the type of provider

and user of the service. In this study the proposed e-service classification is

differentiated based on Service provider, Origin of goods or services, and
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destination of goods or services. Qualification results are accompanied by

examples of services in Indonesia.

3. E-Commerce

The history of e-commerce began in the 1970s by using EDI (Electronic Data

Interchange) technology to facilitate B2B in conducting document exchange

transactions such as ordering purchases. The development of e-commerce led to

the use of the internet in 1998 [5]. E-commerce is identical to all sales transaction

processes using the internet. The organization's need for information technology is

increasing with a wider scope than focusing on sales. It has expectations to improve

the process by using information technology. IBM introduces e-business with a

new paradigm [6].

4. E-Business

E-business is aimed at increasing organizational competitiveness by applying

innovative information and communication technology to the entire organization

and its surroundings, through relationships between partners and customers. This

not only involves the use of technology to automate existing processes, but also

must achieve process transformation by applying technology to achieve effective

processes [7]. E-business aims to optimize the use of digital technology, especially

internet technology, to improve organizational competitiveness through continuous

optimization [8].

The development of a system that uses the internet today is not only prioritizing

and increasing profits for companies, especially for non-profit organizations. Is the

system used with the main goal as a service that does not prioritize profits can be

categorized as e-business? Is e-government included in the e-business category?

Many studies address the differences between e-commerce and e-business with e-

government [9] [10] [11] [12] . Differences can be seen based on their purpose, e-

business goals for creating customer value and generating revenue, while e-

Government goals are based on law, and regulations that give citizens and

companies access to government information and services, and also describe

intergovernmental relations, and strategies [10]. Based on these differences, in this

paper it is concluded that e-business has a difference with e-government.

5. E-Service

For a broader scope of e-business, Hewlett-Packard introduced e-service. The

concept that focuses on the use of information technology and telecommunications

to improve the effectiveness of organizational processes. E-service is any activity

provided by the service provider to the recipient. Services provided are intangible

through the use of information and communication devices. These activities can

provide benefits, in the form of services or property acquisitions [13] .

E-services as services produced, provided or consumed through the use of ICT

networks such as Internet-based systems and mobile device solutions [14]. Based

on its scope, e-service is wider than e-business, because all forms of services that

use ICT can be categorized as e-service. It can be concluded that e-government and

e-business belong to the e-service category. For more details, Figure 1 illustrates

the relationship between e-commerce, e-business, e-government, and e-service.

Scopula categorizes e-service groups based on the parties and stakeholders

involved. The groups include B to B, G to G, C to C, B to C, B to G, G to C, where

B represents business, G is government, and C represents customer [15]. E-
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government can also act as e-business, for example such as license renewal and

certification, paying taxes, applying for benefits etc. [16]

Figure 1 Relationship Between E-Commerce, E-Business, E-Government, and E-Service

6. E-Service Classification

Based on the survey described in Research Methodology above, this paper

proposes to classify e-services which are divided by:

1. Service provider

2. Origin of goods or services

3. destination of goods or services

Service provider is entity, which provides Information Technology (IT) based

platform for the transaction. There are two main providers,

1. Internal (I). The company itself provides the platform used.

2. External (E). The company utilized platform provided by another company.

Origin of goods or services are entities, which provide goods or services

involved in a transaction. They deliver goods or services to destination actor. Both

origin and destination actors can be one of the following actor.

1. Government actors (G),

2. Business actors (B),

3. Consumers (C),

Based on the rules above, we propose 27 categories are summarized in Figure

2. The categories are expressed in a three-letters, representing provider, origin, and

destination respectfully.
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Figure 2 Classification of E-Service

The description of each category is as follows.

1. Service provided by Government.

a. GGB, e-service category whose services are provided by the

government. Services are available to facilitate the exchange

of goods or services between government and business

entities. Goods or services are provided from the government

to meet the needs of business entities. An example of this

category is https://lpse.lkpp.go.id/eproc4, the services

provided are included in e-tendering, reverse auction, and e-

procurement. The E-auction is an electronic exchange

system, generally buyers are large, private or public

organizations and the purchase volume is relatively large with

a large value through a "bidding system". The E-auction is a

virtual market where buyers and sellers can meet to offer,

search, and negotiate prices for products facilitated by the

auctioneer as an intermediary that provides space, regulations

and infrastructure to support trade [17] [18]. The E-auction is

an e-commerce model [19]. The studies state that the e-

auction is part of e-procurement [20] [21] [22] [23] [24].

b. GGG, is an e-service provided by the government to facilitate

the exchange of data, information and activities between

government agencies. Sistem Informasi MANajemen

integrasi dan perTukaRAn data (siMANTRA) is one example

of the GGG category. Simantra is a means for sharing data

based on the web between government agencies (G to G).
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c. GGC, is a service provided by the government. Goods or

services are provided by the government for end consumer

needs. The E-auction is an example of this category. The

Ministry of Finance provides e-services to conduct auctions

which can be accessed at www.lelangdjkn.kemenkeu.go.id.

d. GBB, in this category, service providers to exchange goods

or services provided by the government. The goods or

services are exchanged derived from business entities to meet

the needs of other business entities.

e. GBC, a service provider for the exchange of goods and or

services provided by the government. The goods or services

exchanged originate from business ventures to meet the needs

of end consumers.

f. GBG, a service provider for exchanging goods or services

provided by the government. Goods or services are provided

by businesses to meet the needs of government agencies.

g. GCB, a service provider for exchanging goods or services

provided by the government. The origin of goods from

consumers to meet the needs of business entities.

h. GCC, a service provider for the exchange of goods or services

provided by the government. Goods and services come from

consumers to meet the needs of other consumers.

i. GCG, services for exchanging goods or services provided by

the government. Goods or services originate from consumers

to meet the needs of government agencies. The categorize of

GBB, GBC, GBG, GCB, GCC, and GCG is not yet available

in Indonesia.

2. Service Platform provided by the company to support their business.

a. IBB, is a service provided by internal companies to facilitate

company activities to exchange goods or services with other

business organizations. Examples of this category are e-

auction and e-procurement owned by business organizations.

The e-business owned by Krakatau steel which can be

accessed at e-business. krakatausteel.com is an example of

the IBB category.

b. IBC, is a service provided by internal companies to facilitate

company activities in selling and marketing goods and

services to end consumers. Examples of this category are e-

finance. E-Finance is a service owned by a business

organization aimed at making it easier for consumers to make

transactions. E-finance is a funding transaction for economic

activities through electronic communication medium (ECM)

[25]. E-finance is a subset / part of e-commerce mainly used

by the banking, investment and insurance industries.

Complex and complicated transactions are easier [26]. The e-

finance platform consists of e-banking, e-money or e-

currency, e-insurance, e-trading, and e-acquiring. The

following is a description of the relationship between IT

management, e-commerce or e-business with e- finance. E-

tailing is also included in the IBC. E-tailing is a service

owned by a business organization to sell and market products

online. E-tailing is a transaction carried out through an
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interactive online computer system, which connects

consumers with sellers electronically, where buyers and

traders are not in the same physical location [27]. E-tailing,

also known as e-retailing, has characteristics of product

search facilities, product evaluation facilities, on-line

purchasing functions and product delivery capabilities [28].

The example of e-tailing in Indonesia is gramedia.com.,

Correfour.co.id, klikindomaret.com. Another example is a

website to assess student personality [29], and a website to

monitor lecturer performance [30] provided by the university.

c. IBG, is a service provided by internal companies to facilitate

business organizations offering products and conducting

business interactions with the government.

d. ICB, is a service provided by individuals to facilitate end

consumers offering products to business organizations.

e. ICC, is a service provided by individuals to facilitate end

consumers offering products to consumers.

f. ICG, is a service provided by individuals to facilitate end

consumers offering products to the government.

g. IGB, is a service owned by the internal government to offer

products provided by the government to meet the needs of

business organizations. This category is the same as the GGB

category.

h. IGC, is a service owned by the internal government to offer

products provided by the government to meet the needs of

end consumers. This category is the same as the GGC

category.

i. IGG, is a service owned by internal government to offer

products, interact and exchange data and information

between government agencies. This category is the same as

GGG.

3. Service provided by third party.

a. EBB, a service that is owned by a business organization to

facilitate business organizations in marketing products to

other business organizations. Examples of this category in

Indonesia are www.bizzy.co.id

b. EBC, services owned by business organizations. Service aims

to facilitate business organizations in order to meet product

needs to end consumers. Example of this category are e-

marketplace, e-tourism, e-travel, and e-booking.

www.amazon.com is an example of e-marketplace on EBC

category. E-tourism is e-commerce in the tourism sector for

commercial purposes including offering tourism products

such as flights, hotel reservations, car rentals and so on [31].

E-tourism is also known as e-travel. E-tourism refers to

phenomena and research areas where the application of

information and communication technology (ICT) is able to

change the processes and value chains in the tourism industry

[32]. E-Tourism is an e-commerce section that combines

telecommunications technology, information technology, the

hotel industry, management, marketing and strategic

planning. E-Tourism activities involve tour operators, travel
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agents, travel consumers and other entities that have interests

in the tourism sector through specialized portals in

cyberspace. E-tourism that can be used by consumers

includes e-information, e-booking (hotels, transportation,

etc.) and electronic payments. Examples of E-bookings

included in the EBC category are traveloka.com, and

pegipegi.com.

c. EBG, a service owned by a business organization to facilitate

business organizations in selling products to meet

government needs. This category does not yet exist in

Indonesia. An example of this category is

www.b2gmarket.com.

d. ECB, a service owned by a business organization to facilitate

business transactions between individuals and business

organizations. Products offered to meet the needs of business

organizations. An example of this category is

www.jobstreet.co.id. Jobstreet provides services to facilitate

individuals interacting with business organizations in terms

of offering capabilities and expertise.

e. ECC, a service that business organizations have to facilitate

individuals offering products to end consumers. Examples of

these services are e-marketplace (ex. Www.bukalapak.com),

e-auction (balelang.com), and e-hailing (ex. Gojek, grab). E-

hailing or also known as ride sharing is a platform that uses

GPS technology to connect drivers and consumers who need

a ride at an agreed price. Generally, consumers use the

application on a smartphone to request a ride by providing

specifications of time and place. The ride sharing system will

provide price information, driver location, and waiting time.

The system also allows passengers and drivers to contact each

other [33].

f. ECG, is a service category owned by business organizations

to facilitate individuals to offer products to the government.

g. EGB, is a service category owned by a business organization.

Services aimed at facilitating government interact with

business organizations in terms of offering and selling

products.

h. EGC, a service owned by a business organization to facilitate

governance to interact and exchange data with end consumers

or with citizens.

i. EGG, a service owned by a business organization to facilitate

between government agencies to interact and exchange data

and information. The category of IBG, ICB, ICC, ICG, IGB,

IGC, ECG, EGB, EGC, EGG yet still does not exist in

Indonesia.

7. Conclusions

The proposed e-service classification consists of 27 categories, based on service

provider, origin of goods or services, and destination of goods or services. The

classification provides clear separation of business actors conducting trading

activities using information technology. Clearly distinguished business actor

enables authority to set policy, such as tax policy fairly. The classification also can
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be used by application developers or start-up companies to work on categories for

which e-service applications are not yet available.

Bibliography

[1] G. Alvarez, "The Future of E-Commerce: Commerce That Comes to You," Gartner
Inc., 2017. [Online]. Available: https://www.gartner.com/webinar/3469718.
[Accessed 9 Agustus 2017].

[2] L. Columbus, "Predicting The Future Of B2B E-Commerce," Forbes, 12 September
2016. [Online]. Available:
https://www.forbes.com/sites/louiscolumbus/2016/09/12/predicting-the-future-of-
b2b-e-commerce/#63c1e4371eb9. [Accessed 9 Agustus 2017].

[3] H. Harsono, "Indonesia will be Asia’s next biggest e-commerce market,"
Techcrunch, 29 Juli 2016. [Online]. Available:
https://techcrunch.com/2016/07/29/indonesia-will-be-asias-next-biggest-e-
commerce-market/. [Accessed 9 Agustus 2017].

[4] C. Budi, "Menyasar Pajak Transaksi e-Commerce," Direktorat Jenderal Pajak
Kementerian Keuangan, 31 10 2017. [Online]. Available:
https://www.kemenkeu.go.id/publikasi/artikel-dan-opini/menyasar-pajak-transaksi-
e-commerce/. [Accessed 25 10 2018].

[5] Y. A. Nanehkaran, "An Introduction to Electronic Commerce," International
Journal of Scientific & Technology Research, vol. 2, no. 4, pp. 190-193, 2013.

[6] D. Amor, "Introduction to Internet Business," Pearson Education, Informit, 15
September 2001. [Online]. Available:
http://www.informit.com/articles/article.aspx?p=165183&seqNum=3. [Accessed 08
09 2018].

[7] D. Chaffey, E-Business and E-Commerce Management: Strategy, Implementation
and Practice, Prentice Hall, 2009.

[8] D. Chaffey, Digital Business and E-Commerce Management: Strategy,
Implementation and Practice, United Kingdom: Pearson Education Limited, 2015.

[9] K. Barzilai-Nahon and H. J. Scholl, "Similarities and Differences of E-Commerce
and e-Government: Insights from a Pilot Study," in 40th Hawaii International
International Conference on Systems Science, Waikoloa, Big Island, HI, USA, 2007.

[10] M. Janssen, G. Kuk and R. W. Wagenaar, "A survey of Web-based business models
for e-government in the Netherlands," Government Information Quarterly, vol. 25,
no. 2, pp. 202-220, 2008.

[11] K. Barzilai-Nahon and H. J. Schol, "Siblings of a Different Kind: E-Government
and E-Commerce," in EGOV : International Conference on Electronic Government,
Lausanne, Switzerland, 2010.

[12] P. M. Mareschal and J. P. Rudin, "E-Government Versus E-Business: A Comparison
of Online Recruitment in the Public and Private Sectors," The American Review of
Public Administration, vol. 41, no. 4, p. 453–467, 2011.

[13] T. Kvasnicova, I. Kremenova and J. Fabus, "From an Analysis of E-Services
Definitions and Classifications to the Proposal of New E-Service Classification,"
Procedia Economics and Finance, pp. 192-196, 2016.

[14] A. Scupola, "E-Services: Definition, Characteristics and Taxonomy," Journal of
Electronic Commerce in Organizations, vol. 6, no. 2, pp. i-iii, 2008.

[15] A. Scupola, A. Henten and H. W. Nicolajsen, "E-Services: Characteristics, Scope
and Conceptual Strengths," International Journal of E-Services and Mobile
Applications, vol. 1, no. 3, pp. 1-16, 2009.

[16] W. Hadi and S. Nawafleh, "The Role of E-Business in The E-Government Services
Implementation," International Journal of Academic Research, vol. 4, no. 6, pp.
230-236, 2012.

[17] T. Eisenmann, Internet Business Models: Text and Cases, Boston, USA: McGrawht-
hill/Irving, 2002.

[18] K. Laudon and J. Laudon, Essentials of Management Information Systems:
Managing the Digital Firm, 6th Ed., Upper Saddle River: Prentice Hall, 2005.

[19] J. Lu, L.-Z. Wang and C.-S. Yu, "E-Auction in China: The Case of Taobao,"
International Journal of Electronic Finance, vol. 1, no. 4, pp. 406-419, 2007.



Int. Journal of Applied IT Vol. 03 No. 02 (2019) 95

[20] L. A. Joia and F. Zamot, "Internet-Based Reverse Auctions by the Brazilian
Government," The Electronic Journal on Information Systems in Developing
Countries, pp. 1-12, 2002.

[21] J. L. Hartley, M. D. Lane and E. A. Duplaga, "Exploring the Barriers to the
Adoption of E-Auctions for Sourcing," International Journal of Operations &
Production Management, vol. 26, no. 2, pp. 202-221, 2006.

[22] J. F. Kros, S. S. Nadler and H. Chen, "The Adoption and Utilization of Online
Auctions by Supply Chain Managers," Transportation Research Part E, vol. 47, pp.
105-114, 2010.

[23] R. Tassabehji, "Understanding E-Auction Use by Procurement Professionals:
Motivation, Attitudes and Perceptions," Supply Chain Management: An
International Journal, vol. 15, no. 6, pp. 425-437, 2010.

[24] S. Rotchanakitumnuai, "Assessment of E-Procurement Auction with A Balanced
Scorecard," International Journal of Physical Distribution & Logistics
Management, pp. 39-53, 2013.

[25] P. Hartmann, "Comments on Claessens, Glaessner, and Klingebiel," Journal of
Financial Services Research, vol. 22:1, no. 2, pp. 63-71, 2002.

[26] H.-J. Lin, M.-M. Wen and W. T. Lin, "The Relationships between Information
Technology, E-Commerce, and E-Finance in the Financial Institutions: Evidence
from the Insurance Industry," Intelligent Information and Database Systems, pp.
194-206, 2012.

[27] M. M. Swapna, "E-Tailing A Benchmark In Modern Marketing," IOSR Journal of
Business and Management, pp. 60-63, 2015.

[28] M. B. Kolesar and R. W. Galbraith, "A services‐marketing perspective on e‐
retailing: implications for e‐retailers and directions for further research," Internet
Research, vol. 10, no. 5, pp. 424-438, 2000.

[29] A. A. G. Agung and I. Yuniar, "Personality assessment website using DISC: A case
study in information technology school," in 2016 International Conference on
Information Management and Technology (ICIMTech), Bandung, 2016.

[30] A. A. G. Agung and I. Yuniar, "Desain Indikator dan Implementasi Penilaian
Kinerja Dosen pada Sistem Informasi," in SESINDO 2014, Surabaya, 2014.

[31] A. Montejo-Ráez, J. M. Perea-Ortega, M. Á. García-Cumbreras and F. Martínez-
Santiago, "Otiu˘m: A web based planner for tourism and leisure," Expert Systems
with Applications, pp. 10085-10093, 2011.

[32] D. Buhalis, eTourism: Information Technology for Strategic Tourism Management,
Prentice Hall, 2002.

[33] M. Luca, "Designing Online Marketplaces: Trust and Reputation Mechanisms,"
Innovation Policy and the Economy, pp. 77-93, 2017.


