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1. List of acronyms used in this document
CM: Community Manager
CMS: Content Management System
CRM: Customer Relationship Management
CSR: Corporate Social Responsibility
e-CF: e-Competence Framework
ECVET: European Credit system for Vocational Education and Training
EQF: European Qualification framework
ICT: Information and Communication Technologies
IPR: Intellectual Property Rights
PR: Public Relations
IT: Information Technologies
ROI: Return On Investment
SME: Small and Medium size Enterprises
SEA: Search Engine Advertising
SEO: Search Engine Optimization
SEM: Search Engine Marketing
SLA: Service Level Agreement
SWOT: Strengths, Weaknesses, Opportunities, Threats
UX: User Experience
VAR: Value Added Resellers

2. Introduction
During the last few years the Internet has changed the way Europeans buy and sell, communicate,
interact, advertise and promote. The new media and continuous innovations in electronic devices are
changing the marketplace from the streets to computers, phones and other new application screens.
The last Communication from the European Commission [COM (2011) 942] on e-commerce and online
services mentions that “Electronic commerce and online services in the broader sense are now at the
heart of the lives of consumers, businesses (from the largest to the smallest) and citizens in general”.
Following this tendency, the Commission planned to double the volume of e-commerce in Europe by
2015 “to make the most of the digital economy”.
The e-COMMAproject was financed within the Erasmus+ programme, under the Key Activity 2, in order
to face up this new reality. The e-COMMA project took an in-depth look at two fast growing and fast
evolving job categories: online marketing and e-commerce. Employment opportunities in these
categories are plentiful and Europe has a real competitive advantage if education and training
environment manages to deliver the top skills that are on demand in that industry.
e-COMMA developed European specialist profiles based on the sector-specific e-Competences
Framework v 3.0, which was later on adopted as a European standard (EN 16234-1:2016). Moreover,
the project partnership elaborated Training Guidelines for developing/setting up further vocational
training measures for online marketing and e-commerce professions in reference to those European
specialist profiles.
The project partners contributing to the project were:
o Uniwersytet Ekonomiczny we Wrocławiu – Wrocław, Poland – www.ue.wroc.pl
o Guimel SAS – Gujan Mestras, France – www.guimel.eu
o CIAPE – Centro Italiano per l’Apprendimento Permanente – Rome, Italy – www.ciape.it
o FOM Hochschule fur Oekonomie & Management – Essen, Germany – www.fom.de
o Uniwersytet Ekonomiczny w Katowicach – Katowice, Poland – www.ue.katowice.pl
o Euproma GmbH & Co KG – Haar, Germany – www.euproma.com
o Gazi Universitesi – Ankara, Turkey – www.gazi.edu.tr
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3. Scope of this document and presentation of job roles
This document is the result of desk and field research activities implemented by the project partners
in the first phase of the project. The research, aimed at studying market needs and the relevance of
several job functions, led to the identification of the five currently most important job roles related to
e-commerce and e-marketing for SMEs not operating in the ICT sector.
The present document displays the following job roles:
1. Community Manager: He/She is in charge of developing, organizing, and managing the online
relations with various stakeholder communities of the entity/organization which s/he represents. S/he
implements social media strategies in single contributions or series of contributions and cam paigns.
S/he acts with tact and sensitivity to develop the e-reputation of the organization and interacts daily
with the public on social media, reacting also to criticism and complaints. S/he also makes sure that
social media platforms are well maintained and that a respectful communication culture is ensured.
2. Data Specialist: He/She is in charge of collecting, preparing, comparing and arranging a set of
data that supports organisation development. This professional is able to identify and research
databases that are relevant for programmed actions. S/he feeds organisation databases with data
collected outside the organisation (open data or not). S/he applies analytical and statistical methods
in order to gather information from the organisation’s marketing databases that could help to improve
the commercial development of the company or organisation. S/he also uses the internal statistics,
traffic, origins, localization of users and improves the revenue generated by the traffic.
3. e-Commerce Developer: He/She is in charge of designing, creating and maintaining e-shops
and developing the infrastructure of the online shop on the basis of different technologies and third
party systems to optimise the revenue of the online shop.
4. e-Marketer: He/She is in charge of digital marketing activities and co-responsible for the
representation of the organisation on the Internet with the objective to gain new prospects and
customers.
5. Content Manager: He/She is in charge of the editorial strategy of the website, social media,
pages and posts, blogs and other supports provided by the organisation.
The job roles profiles were defined by experts after carefully analysing the market needs from the
employers’ perspective. The goal was to present current demand-driven competences in a format
which is both easy to understand and to apply.
Job roles are job functions and are different from job positions or qualifications, especially in SME,
where one employee fulfils different roles. For example, within an SME a Developer might be asked
to build a new website, as well as act as Webmaster, e-Marketer and sometimes community
Manager, as required. These are job functions and job roles that would be different jobs in a large
company with more specialised roles and functions. To elaborate those detailed profiles for those
job roles, we analysed the employment market and defined the job roles in accordance with SME.
uses and habits.
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Of course, each company has its own mixture of job roles for all job positions in the organisation. ECOMMA took into account the diversity of organisations and gathered and described the various job
roles as they are observed in SME.
The structure of the European Specialist Profiles follows clearly the e-Competence Framework (eCF) version 3.0, which was adopted as European Norm EN 16234-1:2016. Also the descriptors
mainly follow the e-Competence-Framework and European Norm. Adaptations or amendments to
the descriptors were made in those cases in which the wording of the original e-Competence
Framework would have been too general to describe the respective job role in a precise,
comprehensive and concrete manner. Although we developed and described those job role profiles
with high diligence, we do not consider those job role profiles to be exhaustive, since they may
slightly differ in their appearance from organisation to organisation. However, we took into account
the most important and the most common Knowledge, Skills and Competences explicitly required
by the employment market
Moreover, we focused on generic digital
hardware/software brands or systems.

competences not related to any particular
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4. Job roles
Below, you will find a summary guide to understand the e-COMMA Job Roles. Each job role is divided
into two sections: the summarising role description is followed by a detailed competence profile that
is based on the norm EN 16234-1:2016. Where needed, the original wording is slightly modified to
render the e-Comma Job role profiles more specific.
Role description
The role description is intended to provide a general understanding of what the particular job role
includes and to what other job roles it relates. It is aligned to the ICT profile template of the eCompetence Framework 3.0; however, it was amended by the e-Comma consortium with additional
lines (highlighted in green) in which more information about the job role and its context is being
provided. The role description consists of the following table (all entries in italics are explanations for
the items listed in the left- hand column):

Role title
Also known as
Relevant
profession
Summary
s
statemen
t
Mission
Main task/s

Job role title
Alternative titles that may be found and used by the market for this job role.
Professions for which this job role is relevant
Indicates the main purpose of the job role.
Describes the rationale of the job role.
Lists the main tasks to be performed by the job role.
Accountable for

Deliverables

Environment
e-competences
KPI's

Deliverables for which
the
job
role
is
responsible.

Responsible for
Activities for which the
job role is responsible.

Contributor to
Deliverables to which
the job role provides
inputs.

Brief description of working environment in which the job role is being
performed.
Main competences of the job role and their respective level of the ecompetence framework
Indicators that allow measurement of the deliverables of the job role.
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Job role – Detailed competence profile
Structured in four dimensions, the competence profile describes competence levels in close
reference to the European e-Competence Framework1 V 3.0 and a list of additional skills, including
“soft skills”:
The e-Competence Framework distinguishes 4 Dimensions:
Dimension 1: reflects five e-Competence areas, derived from ICT business processes PLAN –
BUILD – RUN – ENABLE – MANAGE.
Dimension 2: defines a set of e-Competences for each area (40 competences in total).
Dimension 3: lists proficiency levels for each competence (high, medium, low).
Dimension 4: contains additional skills, including “soft skills”, which qualify the e-Competences of
dimension 2.
The format of the table of the second sub-section (Detailed job role) is as follows:
ROLE TITLE

Dimension 1:
e-Competence area
Dimension 2:
e-Competences: Title +
generic description
Dimension 3:
e-Competence proficiency
levels

level-1

level-2

level-3

level-4

level-5

Dimension 4: Knowledge
and Skills
The detailed job role consists of several information squares. Each one is focused on one single eCompetence, as displayed in the specific Job Profile, and is structured in four dimensions (the ones
displayed on the Profile Summary). It aims at offering a more specific description of each one of the
e-Competences composing the job role.
The e-COMMA job roles and detailed competence profiles are based on the e-CF in its latest version
as EN 16234-1:2016. This EU-norm is the reference for our work, the job role descriptions closely
refer to the norm. Only where necessary, the wording of the norm was adapted to allow a more
precise description of the e-COMMA job roles.

1

The European e-Competence Framew ork (e-CF) is a reference framework of 40 ICT practitioner and management competences,
classified according to their corresponding ICT business areas, which can be used and understood by ICT users and supply companies,
the public sector, educational and social partners across Europe.
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COMMUNITY MANAGER
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Role description
Role title

Community Manager

Also known as
Relevant
professions

Social Media Manager, Community Architect/Builder, Community Animator

Summary
statement

Mission

Main task/s

Online Marketing Manager, Digital Communication Manager, Customer Support
The Community Manager is in charge of developing, organising, and managing
online relations with the various stakeholder communities of the entity/
organisation which s/he represents. S/he implements social media strategies in
single contributions or series of contributions and campaigns. S/he acts with tact
and sensitivity to develop the e-reputation of the organisation and interacts daily
with the public on social media, reacting also on critics and complaints. S/he also
makes sure that social media platforms are well maintained and that a respectful
communication culture is ensured (e.g. exclusion of trolls).
Develops and manages communication to customers and prospects in line with
the organisation strategy. Generates “brand ambassadors” and interacts daily with
users. Plans and acts in crisis communication.
 Develop, organise, implement the organisation’s online communication
 Analyse and identify opinion leaders and community
 Create and manage the online community
 Respond to and follow up incoming requests and questions
 Moderate forums and social media and interact with users
 Conduct web analytics and assess whether objectives are met
 Support SEO strategy of the organisation on the web
 Anticipate and plan crisis communication in cooperation with other services
Accountable for

Deliverables

Environment

Responsible for

Contributor to

 Communication on
 Resolving issues and
 Communication and
social networks
questions with customers and
campaigns events
(Facebook, Google+,
users quickly and effectively,  Organisation’s PR &
Instagram, Twitter,
and providing a feedback
communication
YouTube or
mechanism for the enterprise
strategy
Pinterest…)
 Enhancing and developing
 Customer
 Supporting
the visibility of the
Relationship
organisation’s
organisation
Management
branding
 Promoting e-reputation in line
 Taking in charge
with organisation strategy
customers’/users’
 Reporting
problems
Usually works in strong cooperation with the communication, marketing and PR
teams. According to the organisation size, works full or part time. Can manage a
team. Close cooperation with e-Commerce team.

e-competences

C. 3 User support
D. 6 Channel Management
D. 12 Digital Marketing
E.3 Risk Management
E.4 Relationship Management

Level
Level
Level
Level
Level

3
4
4
4
4

KPI's

Stakeholder satisfaction and loyalty. Community engagement. Ambassadors
engagement. Statistics/analytics of stakeholders’ online activity. Interactivity on
social media
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Detailed profile
COMMUNITY MANAGER
Dimension 1:
e-Competence
area

A. PLAN
A.3. Community Management Strategy Development

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Defines the long term strategy and business plan for Community Management
including the identification of return on investment propositions, through the
application and adaptation of the general organisational communication plan.
Anticipates difficulties and plans responsive alternative options. Ensures
compliance with organisation strategy and e-reputation objectives.
Level 3
Level 4
Uses comprehensive and
Shows leadership with his team,
theoretical knowledge for
management, communication, and sales to
analyses and planning.
provide needs analysis, risks identification
and opportunities.
 Present and future market size and needs.
 Risks and opportunities identification and evaluation.
 Definition of milestones.
 Building SWOT analysis.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area

A. PLAN
A.4 Products/ Service Planning

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Analyses the current situation of the online communication of the organisation,
estimates risks, opportunities, strengths and weaknesses. Creates plans and
accurate milestones to optimise impact and ROI. Provides documentation to
support change requirements in the organisation. Takes into account legal
issues in the whole decision chain.
Level 2
Level 3
Level 4
Acts systematically to Exploits specialist
Provides leadership and
document standard
knowledge to create and takes responsibility for
and simple elements of maintain complex
developing and maintaining
a product.
documents.
overall plans.
 Decision making methods adapted to current and future situation IPR
Principles and regulations.
 Structured Project management Methodologies.
 Definition of Communication plan, identification of key users and opinion
relays.
 Quality plans.
 Ensuring and management of adequate information for decision makers.
 Reporting.
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COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

A. PLAN
A.7 Trend Monitoring
Investigates latest innovative ways in the online communication field and
analyses the potential impact on the organisation, sales and marketing.
Adapts plans and schedules accordingly.
Level 4
Exploits wide ranging specialist knowledge of new and emerging
communication processes, coupled with a deep understanding of the business,
to envision and articulate solutions for the future. Provides expert guidance
and advice to the leadership team to support strategic decision-making.
 Emerging technologies and usages relevant to the business field. Relevant
sources of information (online and offline).
 Rules of online communities.
 Monitoring and evaluation of sources of information.
 Identification of opinion relays and influencers.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

A. PLAN
A.9 Innovating
Creates or supports the creation of new online communication concepts and
develops them in accordance with strategic plans to address organisation
needs and business orientation.
Level 4
Level 5
Applies objective thinking with
Thinks out of the box, analyses current
creativity to promote e-reputation situation and provides leadership to
and visibility of the organisation. develop new concepts and methodologies.
 New online communication usages.
 Thinking out of the box.
 Identification of appropriate resources and relays.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic

B. BUILD
B.5 Documentation production
Elaborates and designs documents necessary for the better use of the online
communication of the organisation, including engagement procedures, limits
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description

for every level of the SLA (Service Level Agreement), and procedures for any
possible request. Defines the autonomy of different groups, to act within the
authorisation agreement.

Dimension 3:
e-Competence
proficiency levels

Level 2
Level 3
Level 4
Uses and
Adapts documentation
Adapts the granularity level of the
applies defined and engagement rules
processes, according to the
standards.
according to situations.
authorisations and the audience.
 Tools for production, editing and distribution of professional documents.
 Tools for e-edition.
 Version control of documentation production.

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

COMMUNITY MANAGER
Dimension 1:
e-Competence
area

C. RUN
C.1 User support

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Responds to users’ requests and issues. Creates records in the CRM system
(if available). Resolves issues within engagement limits, escalates to others in
accordance with SLA engagement rules. Follows up escalations when
required by engagement process. Understands how to monitor and evaluate
customer satisfaction.
Level 2
Level 3
Level 4
Interacts with users,
Interprets with open
Manages support process for
with tact and
mind users’ problems agreed SLA. Plans resources
sensibility. Applies
and side effects.
allocation to meet defined
basic skills to identify
Interrogates databases level. Acts with creativity and
problems. Solves
for accurate solutions. leadership to improve
incidents following
Escalates complex
efficiency. Manages
procedures.
incidents
reporting from team.
 Corporate escalation procedures.
 Thinking out of the box.
 Customer orientation.
 Interpersonal communication.
 Engagement of cooperation with users.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description

C. RUN
C.2.Change Support
Guides support evolution, negotiates and implements changes. Sets up
control processes for procedures to prevent misuse and problems in treatment
of issues.
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Dimension 3:
e-Competence
proficiency levels

Level 2
Responds day by day to changes and
adaptations needed, avoiding service
disruption.

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Personal relationships.
 Empathy.
 Communication skills.
 Ability to work in a team.

Level 3
Controls application of procedures
and reports misuses and failures.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

C. RUN
C.4. Problem Management
Identifies the root cause of the incidents in the online communication process,
with a positive and proactive approach. Initiates and deploys a knowledge
system based on recurrence of incidents and errors. Resolves and/or
escalates incidents.
Level 2
Level 3
Identifies and classifies online
Exploits deep understanding for
communication incidents, treats or
incidents and failures and resolves them
escalates them, and takes records with minimum damages (if necessary
in a log book.
with support of other departments).
 Organisation’s procedures.
 Organisation’s critical escalation procedures.
 Conducts risk management evaluations and acts to minimise exposures.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area

D. ENABLE
D.2. ICT Quality Strategy Development

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Defines, improves and refines formal strategy to satisfy customer’s
expectations and to improve business performance (Costs & risks balance in
terms of communication and service quality). Identifies key performance points
for the ICT quality management system. Uses defined standards to formulate
performance objectives for service management.
Level 4
Level 5
Evaluates and implements external Provides strategic leadership to improve
standards and best practices after
quality in the communication and service
qualifying the added value.
provision culture of the organisation.
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Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Identification of key points in the user’s perspective.
 Analysis and definition of implications internally.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description

D. ENABLE
D.3. Education and Training Provision
Identifies training needs concerning community management issues.
Contributes to the adaptation of training plans and suggests improvements.

Dimension 3:
e-Competence
proficiency levels

Level 2
Organises identification of
needs, collates requirements,
identifies, selects and prepares
schedules of training.

Level 3
Acts creatively to analyse the useful skills
which bring added value. Identifies sources
for training provision. Establishes processes
and tools to qualify the added value of
training programs.

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Didactical sense.
 Empowerment techniques.
 Training needs analysis methods.
 Interpersonal skills.
 Understanding of the training on the job strategies.

COMMUNITY MANAGER
Dimension 1:
D. ENABLE
e-Competence area
D.6 Channel Management
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples

Develops the communication strategy for interacting with managing third party
sales outlets and multipliers (influencers/opinion relays). Supports relays to
provide the optimum commercial performance of the VAR channel through
offering a coherent online communication strategy including building the ereputation and managing communication problems. Elaborates metrics to
support, valorise and encourage influencers and multipliers. Elaborates,
implements and structures incentive programs for influencers and opinion
relays.
Level 3
Level 4
Identifies and attracts opinion
Exploits high-level skills to create and
relays and influencers to support
encourage influencers network to support
organisation’s online
organisation communication and ecommunication and e-reputation.
reputation.
 Incentive policies.
 User experience on each channel.
 Legal issues and IPR.
 Application of digital marketing methods.
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Knows /aware of
/familiar with

 Monitoring and supervision of channel performance and reacting
accordingly.

COMMUNITY MANAGER
Dimension 1:
D. ENABLE
e-Competence area
D.12 Digital marketing
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Understands fundamental principles of digital marketing including online
communication. Makes the difference between traditional and online
approaches. Appreciates the different possible channels available. Assesses
the impact and the ROI with confirmed measurement techniques. Understands
and applies data privacy issues which are involved in the community
management strategy.
Level 3
Level 4
Understands and applies digital Uses analytical tools with critical sense to
marketing tactics to develop an assess the efficiency of different actions and
integrated and effective strategy their impact on the ROI. Evaluates user’s
and plans how to increase the
engagement and the efficiency of opinion
efficiency of the competitive
relays. Is able to identify different analytics
advantages.
and adapt them accordingly.











Digital marketing.
Adaptation to different users.
Interpersonal skills.
Communication skills.
User orientation.
Search Engine Optimisation.
Mobile marketing.
Legal issues.
Use and interpretation of web analytics.
Understanding of the online environment.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area

E. MANAGE
E.1. Forecast development

Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels

Analyses and interprets market needs and wishes. Assesses the potential of
market acceptance for products and services from the organisation and from
competitors (benchmarking). Assesses the quality requirements from users
and customers regarding future products and services and competitors of the
organisation.
Level 3
Level 4
Analyses existing and emerging market Identifies new trends with a long term
trends. Evaluates future impact on the forecast and evaluates market impact
organisation.
on the organisation.
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Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Analysis of market evolution.
 Large scales data analysis techniques (data mining).

COMMUNITY MANAGER
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

E. MANAGE
E. 3 Risk Management
Implements the risk management policy and defines the risk containment
procedures, including planning of actions.
Level 3
Analyses existing and emerging
market trends. Evaluates
expected impact on the
organisation.

Level 4
Identifies new trends with a long term
forecasts and evaluates market impact on
the organisation. Provides leadership to
define and make applicable a policy for risk
management by considering all the possible
constraints, including technical, economic
and political issues. Delegates
assignments.

 Risks identification procedures.
 Risk containment measures.
 Good practices.
 Involvement of influencers and opinion relays.

COMMUNITY MANAGER
Dimension 1:
e-Competence
area

E. MANAGE
E. 4. Relationship Management

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Establishes and maintains positive business relationships between
stakeholders (internal or external) complying with organisational processes.
Maintains regular communication with customers / partners / suppliers,
addresses needs by empathy with the environment and by managing supply
chain communications. Ensures that stakeholder needs, concerns or
complaints are understood and addressed in accordance with organisational
policy.
Level 4
Manages large or many stakeholder relationships. Proposes investments in
new and existing relationships. Contributes to the design of a workable
procedure for maintaining positive business relationships.
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Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with






Risks identification procedures.
Risk containment procedures.
Good practices.
Involvement of influencers and opinion relays.
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DATA SPECIALIST
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Role description
Role title

Data Specialist

Also known as

Data scientist, Growth Hacker, Data Analyst, Data Marketer, Big Data analyst,
Database Marketing Manager

Relevant
professions

Summary
statement

Mission

Main task/s

Deliverables

The data scientist collects, prepares, compares, and arranges sets of data that
support the organisational development. This professional is able to identify and
research databases that are relevant for programmed actions. S/he feeds
organisation databases with data collected outside of the organisation (open data
or not). S/he applies analytical and statistical methods in order to gather
information from the organisation’s marketing databases that could help to
improve the commercial development of a company or organisation.
S/he also uses the internal statistics, traffic, origins, localisation of users and
improves the revenue generated by the traffic.
Manages and maintains the organisation’s databases and selects, reduces,
interprets and transforms data into information in order to answer a specific
question of relevance to the organisation. Identifies, analyses and interprets
trends and patterns of customers, so that recommendations can be given for the
future (marketing) management of the organisation. Provides reviews and reports
to other important interfaces within the organisation. Analyses the internal
databases of the organisation, including traffic information to increase turnover,
market shares and average shopping cart. Analyses available databases outside
the organisation and “distillates” the relevant information. Participates in the
refining and implementation of the SEO strategy analysing the ROI of the
previous actions and participates in the evaluation of the ROI of future actions.
Automates marketing actions such as e-mailing (prospects, customers, or users
who did not finalise the buying process). Integration of payment process (when
needed)
 Identification, selection, organisation of open/big databases to be used in a
marketing and sales development process
 Creation, implementation of marketing routines, using available data
 Characterisation of the ROI of marketing and sales actions
 Definition and management of analytics
 Creation and sharing of reports
 Contribution to SEO, e-reputation analyses
 Keywords: AARRR Acquisition, Activation, Retention, Reference, Revenues
Accountable for
Responsible for
Contributor to
 Maintenance of the
 Data extraction
 SEO
organisation’ s marketing
 List of lead generation
 e-reputation
database
 Characterisation of the ROI  Web development
 Automatisation of
 Analysing results/
 Strategy for
marketing routines
effectiveness of marketing
targeted
 Identification of databases
actions
marketing
(Open data or Big data) for  Reviews and reports to the
campaigns
revenue development
management

Usually works in strong cooperation with the sales and marketing team.
According to the organisation size, works full or part time. Can manage a team.
B.1 Application Development
Level 3
D.5 Sales Proposal Development
Level 3
Level 4
e-competences D.10 Information and Knowledge Management
D.12 Digital Marketing
Level 4
E.3 Risk Management
Level 4
Environment
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KPI's

User number by channel. User cost. Revenue by user. Retention rate.
Ambassadors’ engagement. Statistics/analytics of stakeholders’ online activities

Detailed profile
DATA SPECIALIST
Dimension 1:
e-Competence
area

A. PLAN
A.6 Application Design

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Analyses, specifies and defines database models in accordance with
customer needs in order to support business development. Selects
appropriate technical options to balance between costs and efficiency.
Designs data structures to allow upgrading with future structures. Ensures
that interoperability, usability and security are taken into account.
Level 2
Level 3
Level 4
Organises the design
Accounts for own and Provides leadership to
and general
others’ actions
anticipate further technical
specifications. Designs ensuring that the
developments in line with
interface to feed the
design allows for
available database
databases and to
interoperability with
structures and
easily extract usable
other systems of the
applications(Open data, Big
data.
organisation.
data).
 User orientation.
 User interface design principles.
 Thinking out of the box regarding design and structures.
 Identification of customers, users and partners.
 Collection, formalisation and validation of functional and non-functional
requirements.
 Ensuring that controls and functionality are built into the design.

DATA SPECIALIST
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and

A. PLAN
A.8. Sustainable Development
Estimates the impact of ICT solutions in terms of eco responsibilities including
energy consumption. Advises business and stakeholders on sustainable
alternatives that are consistent with the business strategy.
Level 3
Level 4
Promotes awareness, training and
Defines objective and strategy of
commitment for the deployment of
sustainable development in accordance
sustainable development and
with the organisation’s sustainability
applies the necessary tools for
policy.
piloting this approach.
 Metrics and indicators related to sustainable development.
 Evaluation of computer use and electricity consumption of different
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Skills examples
Knows /aware of
/familiar with

alternatives.
 Corporate Social Responsibility.

DATA SPECIALIST
Dimension 1:
e-Competence
area

B. BUILD
B.1 Application Development

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Designs and develops the structure of databases in accordance with the
organisational needs. Adapts existing solutions and ensures interoperability
(e.g. platforms, languages). Codes, debugs, tests, documents systems and
development of interfaces to ensure user orientation. Validates results with
users.
Level 2
Level 3
Systematically develops
Acts with creativity to ensure more added value
and validates databases
to applications, interfaces and databases.
and interfaces.
Optimises development, maintenance and
performance by reusing proven solutions.
 State of the art of technologies and architectures.
 Programming languages.
 IPR issues.
 Modelling technology and languages.
 Interface definition languages.
 Security.
 Cooperation with other departments.

DATA SPECIALIST
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

B. BUILD
B.3. Testing
Constructs and executes systematic test procedures for safety and for
usability. Ensures that upgrades or revised database structures perform as
expected. Produces documents and reports on applicability and limits.
Level 2
Level 3
Level 4
Organises test
Supervises complex
Provides guidance with
procedures to stress testing programs.
creativity, thinks critically
and test potential
Ensures tests and
and advises the testing
vulnerabilities.
documents results in a
team with a strong user
Records and reports useful way. Accountable orientation.
outcomes providing
for compliance with
analyses.
testing procedures.
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Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Techniques, infrastructures and tools to be used in the testing process.
 Lifecycle of testing process.
 The different kinds of tests: e.g. functional, integration, performance,
usability, stress.
 Creation and management of a testing plan.
 Management and evaluation of the testing process.
 Reporting and documenting tests and results.

DATA SPECIALIST
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

B. BUILD
B.5. Documentation Production
Produces documents describing processes used at interfaces to optimise
usage by others members of the organisation. Ensures that functions and
features are documented for the users in an understandable way. Ensures
that existing documents are valid and up to date.
Level 2
Level 3
Determines documentation
Adapts the level of detail according to the
requirements taking into account objectives of the documentation and the
the purpose and environment to target audience.
which it applies.
 Tools for production, editing and distribution of professional documents.
 Tools for creating e-presentations.
 Version control of documentation production.

DATA SPECIALIST
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and

C. RUN
C.4. Problem Management
Identifies and resolves the root causes of incidents. Takes a proactive
approach to avoid or identify the root causes of database problems. Deploys a
knowledge system based on the recurrence of common errors. Resolves or
escalates incidents. Optimises system or component performance.
Level 2
Level 3
Identifies and classifies incident Exploits deep understanding of database
types. Records incidents by
and interfaces infrastructures to identify
symptoms and resolution.
failures and resolve them with minimum
outage. Quickly identifies roots of incidents
and decides upon the process of problem
management.
 The organisation’s overall ICT infrastructure and key components.
 The organisation’s reporting procedures.
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Skills examples
Knows /aware of
/familiar with

 The application and availability of diagnostic tools.

DATA SPECIALIST
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

D. ENABLE
D.5. Sales Proposal Development
Develops technical proposals to identify and analyse data to target new
customers and support sales development. Collaborates with colleagues to
align the service or product solution with the organisation’s capacity to meet
customer expectations.
Level 3
Acts with creativity to develop new targets and to find or to extract appropriate
data allowing to target them.
 Identification of available databases for sales development (open data or not).
 Customer needs.
 Legal requirements (including privacy issues).

DATA SPECIALIST
Dimension 1:
e-Competence
area

D. ENABLE
D.10. Information and Knowledge Management

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Identifies and manages structured and unstructured information and considers
information distribution policies. Creates information structure to enable
exploitation and optimisation of information. Understands appropriate tools to
be deployed to create, extract, maintain, renew and promote business
knowledge in order to capitalise from the information asset.
Level 3
Level 4
Analyses business processes and
Correlates data and builds/generates
associated information requirements information to create value for the
to provide the most appropriate
business. Applies innovative solutions
information structure for integrating
based on information retrieved.
it into the corporate environment.
 Methods to analyse information and business processes.
 Ensuring that IPR and privacy issues are respected.
 Application of data mining methods.
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DATA SPECIALIST
Dimension 1:
e-Competence
area

D. ENABLE
D.12. Digital Marketing

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Understands the fundamental principles of digital marketing. Distinguishes
between the traditional and digital approaches. Appreciates the range of
channels available. Assesses the effectiveness of the various approaches
and applies rigorous measurement techniques. Contributes to the
effectiveness of the digital marketing strategy using the most effective
means available. Understands the data protection and privacy issues
involved in the implementation of the marketing strategy.
Level 3
Provides data for defining meaningful objectives for the Digital Marketing Plan,
and finds or buys the corresponding databases.
 Search engine expertise and marketing.
 Marketing strategies.
 Display marketing.
 Legal issues requirements.
 Understanding how web technology can be used for marketing purposes.
 Understanding the online environment.

DATA SPECIALIST
Dimension 1:
e-Competence
area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

E. MANAGE
E.3. Risk Management
Contributes to the organisation’s risk management strategy by identifying
risks in the field of data management. Contributes to and implements risk
containment plans. Documents potential risks and containment plans.
Level 3
Decides on appropriate actions required to address risk exposure.
 Identification and evaluation of risks for e-reputation.
 Planning containment procedures.
 Definition of crisis communication plan with influencers and opinion relays.
 Application of mitigation and contingency actions.
 Design and documentation of the processes for risk analysis.
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E-COMMERCE DEVELOPER
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Role description
Role title

e-Commerce Developer
Developer of e-Shop, Marketplace developer, frontend/backend developer, eAlso known as
Commerce Manager
Relevant
professions
Summary
statement

Mission

Main task/s

Deliverables

Environment

e-competences

The e-Commerce developer designs, creates, and maintains e-shops and
develops the infrastructure of the online shop on the basis of different
technologies and third party systems to optimise the revenue of the online shop.
The e-Commerce developer is in charge of the development, technical planning,
and realisation of e-commerce applications and online platforms on the basis of
different technologies and third party systems. S/he plans, develops and
implements complex interfaces, advises the marketing department in
technological issues related to e-commerce solutions and designs and creates
the online shop, including organisation, layout, structure etc. This includes as well
the front end and the back end development and design and the routines to feed,
if required for the supply chain management system and/or accounting system.
 Design, organisation, implementation of layout, structure and functions of the
online shop
 Creation of prototypes, mock up
 Use of customer feedback to improve the usability of the e-shop
 Setting up of test applications
 Management of the test sessions, assessment of feedback and reporting
 Setting up of tools to analyse the efficiency of the shop
 SEO of the shop
 Documentation of code
 Documentation and user manual
 Management of subcontractors/teammates
Accountable for
Responsible for
Contributor to
 Cost (software, templates,  Search engine
 Web content
including costs for human optimisation
management
resources)
 Creating the tools
 Data analysis
 Design including
to measure the
 Testing procedures and
ergonomics
impact and
processes
efficiency of the e-  Web marketing
 Technical/ Customer
Shop
support
 Customer relationship

Maintenance
of
the
 e-shops design,
tools design
shop solution
development and
 Reporting tools design
(frontend/backend)  Team training for
implementation
 Documentation
 Prototyping
application skills and
 Internal UX, User
reporting
orientation
 Contributor to localisation
 VAT adaptation
for different countries
Usually works in strong cooperation with sales department, marketing and PR
team. According to organisation size, works full or part time. Can manage a team.
A.5 Architecture Design
A.6 Application Design
B.1 Application Development
B.3 Testing
D.12 Digital Marketing

Level
Level
Level
Level
Level

4
4
4
4
3
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KPI's

Conversion rate. Abandon rate. Traffic and sources. ROI. Availability rate of shop
and products or services proposed. Customer feedback.

Detailed profile
E-COMMERCE DEVELOPER
Dimension 1:
A. PLAN
e-Competence area
A.4. Product / Service Planning
Analyses and defines current and target status. Estimates cost effectiveness,
Dimension 2:
points of risk, opportunities, strengths and weaknesses, with a critical
e-Competences:
approach. Creates structured plans; establishes time scales and milestones,
Title + generic
ensuring optimisation of activities and resources. Manages change requests.
Defines delivery quantity and provides an overview of additional
description
documentation requirements. Specifies correct handling of products, including
legal issues, in accordance with current regulations.
Level 2
Level 3
Level 4
Dimension 3:
Acts systematically to Exploits specialist
Provides leadership and
document
standard
knowledge to create
takes responsibility for
e-Competence
and simple elements and maintain complex
developing and maintaining
proficiency levels
of a product.
documents.
overall plans.
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Decision making methods.
 IPR principles and regulations.
 Agile techniques.
 Project Management methodologies.
 Optimisation methods.
 User/customer orientation.

E-COMMERCE DEVELOPER
Dimension 1:
A. PLAN
e-Competence area
A.5. Architecture Design
Specifies, refines, updates and makes available a formal approach to
Dimension 2:
implement solutions, necessary to develop and operate the architecture of the
e-Competences:
solution. Identifies change requirements and the components involved:
Title + generic
hardware, software, applications, processes, information and technology
platform. Takes into account interoperability, scalability, usability and security.
description
Maintains alignment between business evolution and technology
developments.
Level 3
Level 4
Exploits specialist knowledge Acts with wide ranging accountability to define
Dimension 3:
to define relevant technology the strategy to implement ICT technology
e-Competence
and specifications to be
compliant with business needs. Takes account
proficiency levels
deployed in the construction of the current technology platform, obsolescent
of an e-shop.
equipment and latest technological innovations.
Dimension 4:
Knowledge and
Skills examples

 Architecture frameworks, methodologies and system design tools.
 Systems architecture requirements: performance, maintainability, scalability,
security.
 Front and back office user orientation.
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Knows /aware of
/familiar with

 Benchmark of different tools, CMS and templates with user and customer
orientation.
 Understanding of business objectives that impact the architecture (e.g. data,
application, security, development.

E-COMMERCE DEVELOPER
Dimension 1:
A. PLAN
e-Competence area
A.6. Application Design

Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Analyses, specifies, updates and makes available a model to implement eShops in accordance with organisation policy and user/customer needs.
Selects appropriate technical options for application design, optimising the
balance between cost and quality. Designs data structures and builds system
structure models according to analysis results through modelling languages.
Ensures that all aspects take into account the interoperability, usability and
security. Identifies a common reference framework to validate the models with
representative users, based upon development models (e.g. iterative
approach).
Level 4
Organises the overall planning of the design of the application. Accounts for
own and others’ actions in ensuring that the application is correctly integrated
within a complex environment and complies with user/customer needs.
 Requirements modelling and analysis techniques.
 User interface designing principles.
 Mobile technologies.
 Identification of customers, users, opinion relays, influencers.
 Collection, formalisation and validation of functional and non-functional
requirements.
 Evaluating the use of prototypes to support requirements validation.
 Evaluating the usability of front and back office and reacting accordingly.

E-COMMERCE DEVELOPER
Dimension 1:
A. PLAN
e-Competence area
A.7. Technology Trend Monitoring
Dimension 2:
Investigates latest technological developments to establish understanding of
e-Competences:
evolving technologies. Devises innovative solutions for integration of new
Title + generic
technology into existing e-shops or for the creation of new solutions or
description
extensions.

Dimension 3:
e-Competence
proficiency levels

Level 3
Exploits wide ranging specialist knowledge
of new and emerging technologies, coupled
with a deep understanding of the business,
to envision and articulate solutions for the
future. Provides expert guidance and
advice to the leadership team to support
strategic decision making.

Level 4
Makes strategic decisions
envisioning and articulating future
e-shop solutions for customeroriented processes, new
business products and services;
directs the organisation to build
and exploit them.
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Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Evaluation and benchmarking of new versions of software, CMS &
languages.
 Market needs and habits.

E-COMMERCE DEVELOPER
Dimension 1:
A. PLAN
e-Competence area
A.8. Sustainable Development
Dimension 2:
e-Competences:
Estimates the impact of ICT solutions in terms of eco-responsibilities including
Title + generic
energy consumption. Advises business and stakeholders on sustainable
description
alternatives that are consistent with the business strategy.
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Level 3
Promotes awareness, training and
commitment for the deployment of
sustainable development and applies the
necessary tools for piloting this approach.

Level 4
Defines objective and strategy of
sustainable development in
accordance with the organisation’s
sustainability policy.

 Metrics and indicators related to sustainable development.
 Evaluation of computer use and electricity consumption of different
alternative.
 Corporate Social Responsibility.

E-COMMERCE DEVELOPER
Dimension 1:
B. BUILD
e-Competence area
B.1. Application Development
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of

Designs and develops new or adapts existing e-shop solutions to meet
organisation and customer needs. Codes, debugs, tests, documents and
communicates e-shop development stages. Selects appropriate technical
options for development such as reusing, improving or reconfiguration of
existing components. Optimises efficiency, cost and quality. Validates results
with user representatives.
Level 4
Acts creatively to develop solutions and to select appropriate technical options.
Accounts for others development activities. Optimises solution development,
maintenance and performance by employing design patterns and by reusing
proved solutions.






Functional and technical designing.
State of the art technologies.
Programming languages.
IPR issues.
Modelling technologies and languages security.
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/familiar with

 Performing and evaluating test results against product specifications.
 Development of user and customer interface with customer orientation.

E-COMMERCE DEVELOPER
Dimension 1:
B. BUILD
e-Competence area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

B.2. Component Integration
Integrates or adapts plug-ins, additional components or sub systems to an
existing solution or a new e-shop. Complies with established processes and
procedures such as configuration management and package maintenance.
Takes into account the compatibility of existing and new modules to ensure
system integrity, system interoperability and information security. Verifies and
tests system capacity and performance, and documents successful
integration.
Level 4
Acts creatively to develop and implement solutions and to select appropriate
technical options.
 Benchmarking of old, existing and new components to evaluate the
competitive advantages.
 The impact that system integration has on existing systems/organisation.
 Interfacing techniques between modules, systems and components.
 Best practices design techniques.
 Measurement of performance before, during, and after system integration.
 Documenting and recording activities, problems and repairing activities.
 Verification that integrated systems capabilities and efficiency match
specifications.
 Securing back-up data to ensure integrity during system integration.

E-COMMERCE DEVELOPER
Dimension 1:
B. BUILD
e-Competence area
B.3. Testing
Constructs and executes systematic testing procedures for e-shop solutions
Dimension 2:
or customer usability requirements to establish compliance with design
e-Competences:
specifications. Ensures that new or revised components or systems perform
Title + generic
to expectation. Ensures meeting of internal, external, national and international
description
standards. Produces documents and reports to evidence certification
requirements.
Level 3
Level 4
Exploits specialist knowledge to
Exploits wide ranging specialist
Dimension 3:
supervise complex testing programs.
knowledge to create a process for the
e-Competence
Ensures that tests and results are
entire testing activity, including the
proficiency levels
documented to provide input to
establishment of internal standards of
subsequent process owners such as
practices. Provides expert guidance
designers, users or maintainers.
and advice to the testing team.

The
lifecycle
of
testing
process.
Dimension 4:
 Integrating representatives of users in the testing process.
Knowledge and
 Different kinds of tests (e.g. functional, integration, performance, usability,
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Skills examples
Knows /aware of
/familiar with

stress).
 Creation and management of a testing plan.
 Management and evaluation of the testing process.
 Reporting and documenting tests and results.

E-COMMERCE DEVELOPER
Dimension 1:
B. BUILD
e-Competence area
B.5. Documentation Production
Produces documents describing the whole e-shop system to establish
Dimension 2:
compliance with relevant documentation requirements. Selects appropriate
e-Competences:
style and media for presentation materials. Creates templates for documentTitle + generic
management systems. Ensures that functions and features are documented
description
in an appropriate way. Ensures that existing documents are valid and up to
date.
Level 2
Level 3
Dimension 3:
Determines documentation
Adapts the level of detail according to
requirements
taking
into
account
the
the objective of the documentation
e-Competence
purpose and environment to which it
and the targeted population.
proficiency levels
applies.
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Tools for production, editing and distribution of professional documents.
 User orientation for describing user manual.
 Version control of documentation production.
 Observation and deployment of effective use of corporate standards for
publications.

E-COMMERCE DEVELOPER
Dimension 1:
C. RUN
e-Competence area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:

C.4. Problem Management
Identifies and resolves the root cause of incidents. Takes a proactive approach
to avoid or identify the root cause of e-shop problems. Deploys a knowledge
system based on recurrence of common errors. Resolves or escalates
incidents. Optimises system or component performance.
Level 2
Level 3
Level 4
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e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Identifies and
classifies
incident types
and service
interruptions.
Records
incidents
cataloguing
them by
symptom and
resolution.

Exploits specialist knowledge and in- Has depth of
depth understanding of the ICT
expertise to anticipate
infrastructure and problem
critical component
management process to identify
failure and makes
failures and resolve them with
provision for recovery
minimum outage. Makes sound
with minimum
decisions in emotionally charged
downtime. Constructs
environments on appropriate action
escalation processes
required to minimise business
to ensure that
impact. Rapidly identifies failing
appropriate resources
component, selects alternatives such can be applied to
as repair, replace or reconfigure.
each incident.
 The organisation testing procedures.
 The application and availability of diagnostic tools.
 Identification of potential critical component failures and taking actions to
mitigate effects.
 Risk management and minimisation of exposures.

E-COMMERCE DEVELOPER
Dimension 1:
e-Competence area E. MANAGE
E.3. Risk Management
Dimension 2:
e-Competences:
Contributes to the organisation’s risk management strategy by identifying risks
Title + generic
relating to the e-Shop. Contributes to and implements risk containment plans.
description
Documents potential risks and containment plans.
Dimension 3:
e-Competence
proficiency levels

Level 3
Decides on appropriate actions required to address risk exposure.

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Identification and evaluation of risks for e-reputation.
 Planning of containment procedures.
 Definition of crisis communication plan with influencers and opinion relays.
 Application of mitigation and contingency actions.
 Design and documentation of the processes for risk analysis.
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E-MARKETER
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Role description
Role title

e-Marketer
Internet Marketer, Web Marketer, Audience Developer, Online Marketing
Also known as
Manager, SEO Manager, e-CRM
Relevant
professions
The e-Marketer is in charge of the digital marketing activities and coSummary
responsible for the representation of the organisation on the Internet with the
statement
objective to gain new prospects and customers.
The e-Marketer elaborates and implements the Online Marketing strategy of the
organisation. S/he develops Online-Marketing campaigns including SEO,
SEM/SEA, banners, e-mail, newsletter and social media marketing according to
the relevant tools for the adopted strategy. S/he also develops the organisation’s
co-operations and partnerships (Affiliate Network including influencers and
Mission
referrers…). Main objective is to increase the visibility, the notoriety, the outreach
and the audience, as well as to improve the e-reputation and the global image of
the organisation on the Internet. The e-Marketer collaborates with marketing
manager, general management and data analyst to define objectives and to
select investments (staff, subcontractors, providers) which are appropriate to
reach the objectives.
 Definition of the online marketing strategy in general (holistic concept)
 Design and management of web marketing campaigns in accordance with
organisation strategy
 Definition of conversion strategies and improvements
 Application of Web analytics and drawing conclusions
Main task/s
 Supporting SEO
 Setting up of acquisition campaigns
 Definition, management and analysis of SEA campaigns
 Contribution to the production of contents
 Optimisation of the customer interface
Accountable for
Responsible for
Contributor to
 Competition, monitoring  e-reputation
 Web
and analysis
design/usability
 Customer feeds back analysis
 SEO/social media
and actions in response
 Marketing plan
marketing / e-mail
 Cooperation with other
 Web analytics
marketing / affiliate
services if existing, or general
report
marketing
and
Deliverables
 e-controlling: uses the e-tools  Reporting tools
optimisation
to measure the impact and the designing
 Online marketing
efficiency of the e-shop
 Team training for
strategy definition
 Documentation
use and reporting
 Web marketing plan
 Conversion optimisation
 Web content
 Organisation
 Customer segmentation
 User interface
 Reporting
optimisation
Works in cooperation with marketing, communication, sales departments and
Environment
reports to them or to general management.
A.3 Business Plan Development
Level 4
D.5 Sales Proposal Development
Level 4
e-competences D.6 Channel Management
Level 4
D.12 Digital Marketing
Level 4
E.4 Relationship Management
Level 3
Acquisition rate. Page views/visitors. Traffic and sources. Pages/visit. Time
KPI's
spend by page/visit. Bounce rate. Direct access/referrers/engines percentages.

35

Detailed profile
E-MARKETER
Dimension 1:
A. PLAN
e-Competence area
A.3 Business Plan Development
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Addresses the design and the implementation of an online business plan,
including alternative approaches and ROI propositions. Ensures that the online
business plan complies with the general business plan and focuses on all
communication aspects, like website, social network, third party and
influencers’ management. Communicates and “sells” online business plan to
different parties (Management, communication and sales departments,
influencers and multipliers).
Level 3
Level 4
Level 5
Exploits specialist
Provides leadership to the Applies strategic
knowledge and
creation of the e-marketing thinking to develop the
provides analyses of
strategy to support
online business of the
market environment
business development and organisation.
and competitors.
risks and opportunities.
 Business plan development.
 Value creation chain.
 Present and future market needs.
 Risk and opportunity assessment techniques.
 Building a detailed SWOT analysis.
 Generation of short and long term performance reports.

E-MARKETER
Dimension 1:
A. PLAN
e-Competence area
A.6 Application Design
Dimension 2:
e-Competences:
Analyses customer needs and makes suggestions for the application design
Title + generic
in line with online business strategy and customer’s needs. Ensures that all
aspects take account of interoperability, usability and security in order to
description
develop visibility, popularity, e-reputation of the organisation.
Level 2
Level 3
Makes suggestions for the design Accounts for own and others’ actions in
Dimension 3:
of the application.
ensuring that the application design
e-Competence
complies with the organisational and
proficiency levels
user/customer needs.
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 User/customer interfaces design principles.
 Mobile technologies.
 Evaluation of the use of prototypes to support requirements validation.
 Establishment of systematic and frequent communication with customers &
users.
 Ensuring that controls & functionality are built in to the design.
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E-MARKETER
Dimension 1:
D. ENABLE
e-Competence area
D.5. Sales Proposal Development
Dimension 2:
e-Competences:
Develops technical proposals to meet customer solution requirements and
Title + generic
provide sales personnel with a competitive bid. Collaborates with colleagues
to align the service or product solution with the organisation’s capacity to
description
deliver.
Level 3
Level 4
Organises collaboration between
Acts creatively to develop proposal
Dimension 3:
relevant internal departments.
incorporating a complex solution.
e-Competence
Facilitates comparison between
Customises solutions in a complex
proficiency levels
customer requirements and
environment and ensures feasibility and
available “off the shelf” solutions. validity of customer offer.
Dimension 4:
 Customer needs.
 Legal requirements.
Knowledge and
 SEO.
Skills examples
Knows /aware of
/familiar with

E-MARKETER
Dimension 1:
D. ENABLE
e-Competence area
D.6. Channel Management
Dimension 2:
Develops e-marketing strategy for optimum performance of third party
e-Competences:
communication and sales channels. Manages e-reputation actions and
Title + generic
relations with influencers and multipliers. Defines the target groups, volumes
description
for audience, geographic coverage (localisation), and develops incentive
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

programs for influencers/multipliers to increase sales and build e-reputation.
Level 3
Exploits wide ranging skills in marketing and sales to create the organisation’s
third party strategy. Establishes the processes by which third party channels
will be managed to maximise business performance.
 Incentive policies.
 User experience of each channel type.
 Digital marketing.
 Interpersonal relationship.
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E-MARKETER
Dimension 1:
D. ENABLE
e-Competence area
D.11. Needs identification
Dimension 2:
Actively listens to internal/external customers, articulates and clarifies their
e-Competences:
needs. Manages the relationship with all stakeholders to ensure that the
Title + generic
solution is in line with business requirements. Proposes different solutions, by
description
performing contextual analysis in user support. Acts as an advocate engaging
in the implementation of the chosen solution.
Level 3
Level 4
Establishes reliable
Exploits wide ranging specialist knowledge of
Dimension 3:
relationships with customers the customers’ business to offer possible
e-Competence
and helps them
solutions to business needs. Provides expert
proficiency levels
clarify their needs.
guidance to the customer by proposing
solutions and supplier.
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Emerging technologies and usage.
 Business needs.
 Customer need analysis techniques.
 Communication skills.
 Storytelling techniques.
 Analysing customer requirements.

E-MARKETER
Dimension 1:
D. ENABLE
e-Competence area
D.12. Digital Marketing
Understands the fundamental principles of e-marketing. Distinguishes
Dimension 2:
between the traditional and digital approaches. Appreciates the range of
e-Competences:
channels available. Assesses the effectiveness of the various approaches and
Title + generic
applies rigorous measurement techniques. Plans a coherent e-marketing
strategy using the most effective means available. Understands the data
description
protection and privacy issues involved in the implementation of the
e-marketing strategy.
Level 4
Dimension 3:
Develops
clear
meaningful
objectives
for the e-Marketing Plan. Selects
e-Competence
appropriate tools and sets budget targets for the channels adopted. Monitors,
proficiency levels
analyses and enhances the e-marketing activities in an ongoing manner.
 Marketing strategy.
 Web technologies and usages.
 Search Engine Marketing.
Dimension 4:
 Search Engine Optimisation.
Knowledge and
 Mobile marketing.
Skills examples
 e-mail marketing.
Knows /aware of
 Legal issues requirements.
/familiar with
 Usage and interpretation of web analytics.
 Understanding the online environment.
 Creating and managing customer satisfaction.
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E-MARKETER
Dimension 1:
E. MANAGE
e-Competence area
E.3. Risk Management
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Contributes to the organisation’s risk management strategy by identifying risks
in the field of e-marketing. Contributes to and implements risk containment
plans. Documents potential risks and containment plans.
Level 3
Decides on appropriate actions required to address risk exposure.
 Identification and evaluation of risks for e-reputation.
 Planning of containment procedures.
 Definition of crisis communication plan with influencers and opinion relays.
 Application of mitigation and contingency actions.
 Designing and documentation of the processes for risk analysis.

E-MARKETER
Dimension 1:
E. MANAGE
e-Competence area
E.4. Relationship Management

Dimension 3:
e-Competence
proficiency levels

Establishes and maintains positive business relationships between
stakeholders (internal or external) deploying and complying with organisational
processes. Maintains regular communication with customers / partners /
suppliers, and addresses needs through empathy with their environment and
managing supply chain communications. Ensures that stakeholder needs,
concerns or complaints are understood and addressed in accordance with
organisational policy.
Level 4
Manages large or many stakeholder relationships. Proposes investment in
new and existing relationships. Contributes to the design of a workable
procedure for maintaining positive business relationships.

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Deploying empathy to customer needs.
 Identifying win-win opportunities for customers, influencers, opinion relays.
 Establishing realistic expectations to support development of mutual trust.
 Monitoring ongoing commitments to ensure fulfilment.
 Communicating good and bad news to avoid surprises.

Dimension 2:
e-Competences:
Title + generic
description
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CONTENT MANAGER
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Role description
Role title

Content Manager, Web Content Manager

Also known as Internet Marketer, Web Marketer, Audience Developer, Social Content Manager
Relevant
professions
Summary
statement

The e-content manager is in charge of the editorial strategy of the website, social
media, pages and posts, blogs and other supports provided by the organisation.

Mission

The Content Manager validates or writes by her/himself the contents of the
website, social media issues, blog issues (inbound and conversational marketing
included).

Main task/s

 Writing the content of pages in accordance with SEA & SEO strategy
 Definition of the editorial line
 Validation and/or refinement of contents written by others
 Authorisation to publish online texts and posts
 Definition of the authorisation of others to publish (and control)
 Definition and analysis of SEA campaigns

Deliverables

Accountable for
 Definition and
implementation of content
strategy in compliance
with the content of the
SEO/SEA strategy
 Identification of referrers
and opinion leaders
 Defining the strategy and
tools to use in case of
crises

Responsible for
 Analysis of the
behaviour of
targeted
customers
 Cooperation with
other existing
services or
general
management
 Documentation

Environment

Works in cooperation with marketing, communication, sales departments and
reports to them or to general management.
Level
Level
Level
Level
Level

Contributor to
 Email automation
marketing
 e-reputation strategy
 Web analytics reports
 Team training for
content writing
 SEO
 Solution deployment
including UX

e-competences

D.3 Education and Training Provision
D.5 Sales Proposal Development
D.6 Channel Management
D.7 Sales Management
D.12 Digital Marketing

3
3
4
4
3

KPI's

Acquisition rate/ Conversion rate. Channels’ revenues. Page views/ visitors.
Traffic and sources. Public engagement from opinion leaders. Traffic generated
by search engines with & without SEO. Inbound links. Comments and
interactions. ROI. Followers/subscribers
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Detailed profile

CONTENT MANAGER
Dimension 1:
D. ENABLE
e-Competence area
D.3. Education and Training Provision
Dimension 2:
Identifies training needs concerning content management issues and ee-Competences:
commerce tools. Contributes to the adaptation of training plans and suggests
Title + generic
improvements. Defines and implements the training strategy to address
description
organisational skill needs and gaps for the team managing the content of the
e-Commerce tools. Adapts training plans to changing demand.
Dimension 3:
Level 3
Acts with creativity to analyse skills gaps and to identify potential sources for
e-Competence
training provision. Evaluates the added value of alternative programmes.
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Appropriate pedagogical approaches and education delivery methods.
 Training needs analysis methods.
 Empowerment techniques.
 Interpersonal positive relationships.
 Training on the job methods.
 Analysis of feedback data and its use to drive continuous improvement of
education and training delivery.

CONTENT MANAGER
Dimension 1:
D. ENABLE
e-Competence area
Dimension 2:
e-Competences:
Title + generic
description
Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

D.5. Sales Proposal Development
Develops content proposals to meet the increasing customer solution
requirements and to support sales personnel providing a competitive bid.
Collaborates with colleagues to align service/product to the organisation’s
capacity to deliver.
Level 3
Acts with creativity to propose new complex content proposals. Customises
solutions and ensures feasibility, legal and technical validity.
 Sales proposal writing.
 Tendering and bidding procedures.
 Customer needs.
 Work in interdisciplinary teams.
 Organisation’s marketing/sales strategy.
 Customising of solutions.
 Legal basics relating to sales proposals.
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CONTENT MANAGER
Dimension 1:
D. ENABLE
e-Competence area
D.6. Channel Management
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Develops the content for communicating with third party sales outlets and
multipliers (influencers / opinion relays). Supports the optimum commercial
performance of the VAR channel through providing content for building the ereputation and managing communication problems. Develops a strategy to
manage third party sales and to increase efficiency of influencers, opinion
leaders, and other relays for the marketing strategy. Defines the target groups,
volumes for audience, geographic coverage (localisation), and provides the
content for incentive programmes to support sales programmes.
Level 3
Acts with creativity to propose new complex proposals. Customises solutions
and ensures feasibility, legal and technical validity.
 Customer needs.
 Legal requirements.
 Internal business practices.

CONTENT MANAGER
Dimension 1:
D. ENABLE
e-Competence area
D.7. Sales Management
Dimension 2:
e-Competences:
Title + generic
description

Dimension 3:
e-Competence
proficiency levels
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

Drives the achievement of sales results by providing the content according to
the sales strategy. Demonstrates the added value of the organisation’s
products and services to new or existing customers and prospects. Provides
content to respond to sales enquiries, consistent with company strategy and
policy. Develops a strategy to manage third party sales and to increase
efficiency of influencers, opinion leaders, and other relays for the marketing
strategy. Defines targets for volumes, geographic coverage, and structures
incentive programmes to support sales programmes.
Level 3
Acts with creativity to propose new complex proposals. Customises solutions
and ensures feasibility, legal and technical validity.
 Incentive policies.
 User experience of each channel type.
 Legal issues relating to different channels and organisations.
 Identifying and supporting influencers and opinion leaders.
 Applying digital marketing methods.
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CONTENT MANAGER
Dimension 1:
D. ENABLE
e-Competence area
D.12. Digital Marketing
Understands the fundamental principles of digital marketing. Distinguishes
Dimension 2:
between the traditional and digital approaches. Appreciates the range of
e-Competences:
channels available. Assesses the effectiveness of the various approaches and
Title + generic
applies rigorous measurement techniques. Contributes to planning a coherent
strategy using the most effective means available. Understands the data
description
protection and privacy issues involved in the implementation of the marketing
strategy.
Level 2
Level 3
Level 4
Understands and
Exploits specialist
Develops clear
applies digital
knowledge to utilise
meaningful objectives
marketing tactics to
analytical tools and assess for the digital marketing
develop an integrated the effectiveness of
plan. Selects
and
effective
digital
websites
in
terms
of
appropriate tools and
Dimension 3:
marketing plan using
technical performance and
sets budget targets for
e-Competence
different digital
download speed. Evaluates the channels adopted.
proficiency levels
marketing instruments the user engagement by the Monitors, analyses and
such as search
application of a wide range
enhances the digital
engine, display, eof analytical reports.
marketing activities in
mail, social media and Knows the legal
an ongoing manner.
mobile marketing.
implications of the
approaches adopted.
Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Marketing strategy / Digital marketing plan.
 Search engine marketing.
 Search engine optimisation.
 Mobile marketing.
 Social media marketing.
 Legal issues requirements.
 Using and interpreting web analytics and reacting appropriately.
 Understanding online environment.

CONTENT MANAGER
Dimension 1:
E. MANAGE
e-Competence area
E.1. Forecast Development
Dimension 2:
Assesses the future market needs in terms of production and quality
e-Competences:
requirements and develops content accordingly. Applies relevant metrics to
Title + generic
enable accurate decision making in support of production, marketing, sales
description
and distribution functions.
Dimension 3:
e-Competence
proficiency levels

Level 3
Exploits skills to provide
short-term forecast using
market inputs and assessing
the organisation’s production
and selling capabilities.

Level 4
Acts with wide ranging accountability for the
production of a long-term forecast. Understands
the global marketplace, identifying and
evaluating relevant inputs from the broader
business, political and social context.

44

Dimension 4:
Knowledge and
Skills examples
Knows /aware of
/familiar with

 Analysing market fluctuations.
 Large scale data analysis techniques.
 Interpreting external research data and analysing information.
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