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Abstract 

Nowadays a significant amount of goods and services are sold in electronic business environment, for example, at electronic market places. 
Demands for goods and services via internet resources are very popular in Latvia and other countries. Modern trade cannot be considered 
as a solely national phenomenon. The object of the present research paper is electronic business environment. The subject of the research 
paper is analysis of the customer service in electronic business environment. The objective of the research paper is to study the integration 
process of micro and macro electronic business environment and customer service problems, to elucidate the factors influencing the 
customer service effetiveness, to develop proposals for solving problems and for customer service management mechanism by making use 
of relationship between these factors in investigation of customer service in Latvia. 
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1 Introduction 

Nowadays a significant amount of enterprises more often 
are founded as joint stock companies with international 
capital. Customer service internationalisation and 
globalisation process are characterised by features like 
internationalisation of company management, differences in 
the places of location of company management, differences 
between the culture of national business and the company 
owners, abilities to adjust to the demands of the electronic 
market as well as international culture of organisation. 

2 Research methods, period and research basis 

The objective of the research paper is to study the specific 
of customer service in electronic business environment. 

The tasks advanced in order to reach to objective: 
1. to indentify the concept of electronic business micro 

and macro environment and their main economic 
indicators, 

2. to carry out analysis of the factors influencing 
customer service in the process of electronic 
business micro and macro environment integration, 

3. to carry out analysis of indicators characterising the 
specific of customer service in electronic business 
micro and macro environment. 

Theoretical study methods are reported analysis of 
marketing, customer service, electronic business micro and 
macro environment, electronic market, management 
information systems, study of correlation between customer 
service factors and electronic business environment. 

Empirical pilot methods are observation for the purpose 
of studying mutual influence between customer  service 
factors and electronic business environment, study of 
documents regulating customer service in electronic market 
in Latvia, analysis of the electronic business environment in 
Latvia, economic and statistical analysis of the customer 
service results in electronic market and electronic business 
environment in Latvia, economic experiment, study of 
public and non-governmental institutions data in Latvia. 

Research basis are customer service, electronic market, 
electronic business environment in the Republic of Latvia, the 
main characteristics of customer service, electronic market 
and electronic business environment of the European Union. 

The research period is from the year 2000 till the year 

2018, separate theme have been studied for a shorter period 
of time or buy way of comparison. 

3 Discussion 

Sales via the Internet are a promising area of development. It 
offers access practically to people all over the world to go 
shopping or exchange goods and service at the electronic 
market. Undoubtedly, language barriers and legislation 
differences in various countries shall be taken into account. 
The internet creates the possibility for new services and goods. 

The impact of the service sector on the Republic of 
Latvia economy has really been substantial.  

Services are not things, they are processes or activities, 
and these actvities are very intangible in nature.For most 
services, four basic characteristics can be identified: 1) 
services are more or less intangible; 2) services are activities 
or a series of activities rather than things; 3) services are at 
least to some extent produced and consumed simultaneously; 
4) the customer participates in the production process at 
least to some extent [1]. 

Correlation between customer service and the electronic 
business environment takes place continuously. This 
interaction is complicated and becomes apparent in many 
and various ways. On the one hand customer with its 
activities influences the electronic business environment, 
but on the other hand, the electronic business environment 
makes the customer to act in one way or another. 

Besides the electronic business environment factors in 
their turn together with other business environment factors 
interact with the business and makes it to develop customer 
service strategy and tactics suitable for the electronic 
business environment, as well as makes the business to 
function according to developed strategy and tactics at the 
electronic market. 

4 Conclusions 

Since customer service is one of business areas, it is 
subjected to the changing influence of electronic business 
environment, and analysis of customer service theory and 
practice enables to establish that customer service theory 
and practice in the course of development changes just 
under the influence of electronic business environment. 
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