Fulfilling The Promise
Customer Centric E-Commerce
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Essential truths

The internet reinvents business
m Advertising opportunities abound
m Building brand loyalty
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Essential truths

The internet gives customers
unprecedented power

m Competition is global and multi-directional
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hina-Shops.com - Ho. 1 online Chineze shopping center - Metzcape
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Check O orders during{Jan -March). We ship white truffles via DHL
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Essential truths

Quality, price and convenience are mere

entry level requirements

m Quality across the shop experience
m Over 80% comparison shop

m Open for business 24/7
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ldentify your target market

Demographics & Technographics
m Are your shoppers online?
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What proportion of your target is online?

The Definitive Guide to Who's Online in the U.S. -- and
What They Do.

US Internet User Population, by Age Group, for 1999

1-12 Years
11.7M

Age 13-17




ldentify your target market

Demographics & Technographics
m Are your shoppers online?

m Media elites Vs Digital wanabe’s
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Users Age 45 +

dermographic factors also affect judgments
of their owven computer ahilities. Almost one in four
(38%) consider themselves novices on computers,
a group which tends to be older and less affluent.
The m rienced"

Experienced
5

Source: Market Faciss AARRP 2000

Ahout half (51%) of the internet users in the group

comparnson shop online, although anly
aurchasing through the internet. A larger share
make their purchases in traditional offline venues
after shopping anline:

4% end up




Teens Online

Teen Online Activity

eMail

Information/research

5 go online:
- Chat rooms

Primary Reason Teens Go Online Download music/videos

Read news and  shop 2% send greeting cards %
Sports 4%

"

Download other

music/ 5%
videos
&%
Chat 3
rooms 10% =

Information/
research 19%

online. In addition to th
5 alzso cite many other reas
anline.




Women Online

Us Adult Women Online, 2000 (Millions)

MNumber
Women of Adult
Online Women

ara in US 105.4
(a9%) (52%)

Tutal_ﬂnia'ne Total US Population
e S ALl (1808 comparative Estimates: Men and Women as a Percent
0 of Total Adult Users, 2000

Jupiter
50%
Nislsen/NetRatings
50%
eMarketer
51%
T Strategis Group
s 1e and offline w 51%,
shrinl; to o, Th il b 1 mlhion more women AdRelevance

. . . 52%,
online than men b 02 and & million more wotnen in
HMen B Women

fed




ldentify your target market

Internet customers
m Convenience-focused
m Value-focused
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Your Favorite Brands! sHiPPiNGiSfR Ee I

All th Enh?:lttltlEE: new 20 % Off

gl Everything
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ldentify your target market

Loyalty/Incentive programs

m Memberships
Discounts
Specials
Shipping Upgrades
Points programs
Clubs
Standing Orders for Consumables
Coupons and Gift Certificates
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ldentify your target market

Consider connectivity Issues

m 21 million AOL users
Speak the customer’s language

m Design considerations
Enslaved or empowered
8 second rule
3 click rule
Open door policy
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Browsers Not Welcome!

f&r reflect.com - Metscape

¥ Welcome - Netzcape

reflsct . com

reflect . coi




Tavolo - Hetscape

SHOPPING C.n"l.FlT-\.:l: ORDER By PHOME N EWSLETTER

EVERYTHING FOR COOKS

a -
SHOP
SPECIALTY FOOD

KITCHEMWARE

TABLEWARE To capture the e

COOKBOOKS b ST I : ' . sumimer entertainit

INTERMATIONAL i ity > Santa Fe Style. ¥o

g Ir 1S - /I , \ latest looks far gi
- ' : setting the tab

a sophistica
Southwestern

LCOOK
RECIPES y MENUS
CODKING TIPS
CHEFS

GLOSSARY

SEARCH PRODUCTS

I GO Dad's Day is June 18: How to give a gift that will

make you the favarite child.

MORE DETAILED SEARCH

(T T What's New: Tawolo's newest and most exciting
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Building knowledge through
m technology

For retailers, online shopping presents an
opportunity to gather more information
about your customers than was ever
avallable through retail channels.
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Building relationships through
m knowledge

A robust database is the engine that
drives effective relationship marketing

Customer information is a key asset to
future success
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Building relationships through
knowledge

Identify customer expectations

Measure customer’s ongoing value

Align strategies with customer value and
expectations

m Increase loyalty

m Increase retention & decrease acquisition
costs

m Increase average order & lifetime value
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Personalizing relationships
m through knowledge

“Treat different customers differently”

-Peppers and Rogers

7/7/00




Personalizing relationships
through knowledge

Customization

m Customer metrics/demographics determine campaign
First time buyer special
Frequent buyers receive free shipping and handling

Revitalizing lapsed customers through special
promotions

Tailoring site to customer preferences -
Dog vs. Cat
Country vs. Classical
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Personalizing relationships
m through knowledge

Value the customer

v'Personalized customer service
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Welcome back, Lynn! YWWe hope you're

| enjoying the services offered at

nordstrom.com. Are there changes you'd like

MY INFORMATION

Shopping is even mare
convenient when you
register your billing and
shipping infarmation. Once
you enter the infarmation, it
will automatically be used
when you make a purchase.

ADDRESS BOORK

Meed to send a gift to

to make to your registration information?

GIFT REMINDER

Wyith this service, you can
set an e-mail reminder
which will autamatically be
sent to you one month,
week or day in advance of
any upcoming event an your
calendar. You can even
write yourself a note about a
gift idea.

ORDER HISTORY

If you've placed an arder with

i
£

g == | Document: Done




Personalized Recommendations

SEARCH: |palm v Findl
: i Speech Recogniti
search by Manufacturer j for the Mac

1.800.217.9153

ho bough

% SHOPPING CART i e
Currently your shopping cart contains 2 item(s). purchased the following:
SKU Description Unit Price | Ext. Price

FORMAC PROFORMANCE 3
LANDWARE GOTYPE! PED KEYBEOARD 16MBE GRAPHICS CARD

|1 LO90+1037 £80.95 £89,95 PHGEAT2-2
|1

FOR PALM Y 1140
¢ @19.00 Add To Cart

APPLE POWERMAC G4 400 W/FREE
1-8MB

A102+1775

£1624.00) $1624.00

ORANGE MICRO GRAPPLER
Update Oty | SUBTOTAL SCSI 906F 10ME/SEC MAC
OHLY

9.00 Add Tao Cart

| Continue Shopping | Checkout | Remove Iteny | Empty Cart | /

APPLE 54 IMTERMAL ZIP
W/GRAPHITE BEZEL
MTFS7LLYA

IMPORTANT Updates for Y2K $ 99.00 Add Ta Cart
lUsers of Netscape 4.05 and earlier and MSIE 4.01 and 4.5 users, your browsar's CA
certificate expired on December 31, 1999, The security is still effective, but its ADAPTEC 2906 SCST CARD




Personalizing relationships
through knowledge

Value the customer

v Personalized customer service
v'Anticipate the customer’s needs
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Subject: Lynn, Don't Forget...!
Date: Wed, 05 Apr 2000 14:41:04 "GMT
From: Lielfinders Personal Events <Lideldmders. com@mealeate ifermders com=

To: Lynn <olynno@acl com=

L¥NN, ToU AIKED U3 FOR THE FOLLOWING REMINDER

PERZCHAL EVENT3

* Anniversary

INTERACTIVE LIFEMINDERS

# Tho Else?

PERZCHAL EVENT3

Anticipating
the

customer’s
needs
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Personalizing relationships
through knowledge

Value the customer
v Personalized customer service
v Anticipate the customer’s needs

v Recognize preferences

7/7/00




Recognizing Preferences

™| Paula Cole's "Amen"

” File Edit Wew Insert Format Tools Actions Help

“E@B&plv | €5 Reply to Al | ¥ Forward | = | L4 |[§ by | * R A @

Frarm: Armazon.com [music-store-news@anazon, com]
To: sgardner@smith-gardner . com

i

Subject:  Paula Cole's "Amen"

Sent: Tue 10/5/99 11:05 PM

Dear Amazon.comn Customer,

We'we noticed that many of our customers who'-we purchased CDhs by
Jarah MeLachlan also enjoy wusic by Paula Cole. For this reason,
vou might like to know that Cole'=s latest release, "imen,"™ has
just hit the shelwes. For the next few days, wvou can order wyour
copy at a savings of 30% by following the link below:

http://www. amazon. com exes/ohidos/ A3 IN/BOOODO1P40Q/ ref=mk phim 5

Paula Cole's new soul-bearing CD, "imen,™ reflects the best of her
songwriting abilities. Each song iz granted unicue character with
a well-placed whisper, an unexpectedly powerful crescendo, a
desperate, aching wail, and the musical awbiance to mwatch. Rife
with powerful wvocals and lustrous arrahgements, this album i=s her
best offering to date.

To learn more about "Lmen, ™ please wiszit the following page at
Atnazoh.com:

hoop: /A /www. arpazon. comf exec/obidos/ A3 IN/BOOO0D1FP40Q/ ref=mk pkin 5

Happy listening,




Enhancing relationships
m through e-services

Offer an array of services
m Gift certificates

m Gift finder

m Wish lists

m Gift Registry

m Personal shopper
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Products | Search | Subscrbe | Site Tools | TigerDirect.com

Intellisearch Call Uz Wake Open 24 Hours a Day!

BN 500-879-1597

Systemis | Memory | Hardware | Networking | Software | View all Subcateqories | Yiew Manufacturers | Yiew Cart

ift Certificates

The perfect gift for professional colleagues,
students, and technology buffs. A
TigerDirect.com Gift Certificate says that you
care about the interests of the person you give

3 ¥ it to. Those receiving TigerDirect. com Gift .
l I

ertificates will know they can get the latest
mputer software, hardware, and peripherals.
Thigy will be extremely happy knowing they
i . = A haye such a wide variety of items to choose
frdm. Plus, nothing is easier to give than a
igerDirect.com Gift Certificate. Crder yours

T0: Your Favorite PC Users! today]
. You! '
AM > t{} $FOO.; CF54-17b5-080¢ $25 G‘lﬁ: Cerﬁﬁcatc 0 Crder Mow! -
1 |iv |_I
= =D=| | Document; Done = E S == R

iiﬁtartl“ e s REE s |JM_I,I Tasks SPD -...“ﬁﬁgernirect_c"_ (= Micrasoft PowerP.. I ||$[@$<B FRE 11 11 PH |




WWBICOIME 10 OUF MAIN SR0PPING SECTION. FIBASE NOIE TNAT WhEeR YOU T UR YOUF SNORRING CAM you
are shopping for one person at a time. After you place your arder your shopping cart will
automatically be emptied and you can begin shopping for a second recipient. Questions? Please
refer to our online ordering EAQ. Thank you for shopping at Hickory Farms!

M Fresh Fruit Gifts SDEEIHVW MEEtE & Candies & Muts Foods Fl:lr Enter’[ammu
Sifts oeafood

Gift Finder

Enter a value in each of the three categories. Cur gift finder will search our list of products with your
description in mind and try to find a list of matches. If you would like to talk to one of our customer
service representatives instead don't hesitate to call us at: 1-800-222-GIFT.

Price Qccasion Category

* less than §25 * Seasonal Haliday * Beef Stick & Cheese
" §25-350 " Business " Foods for Entertaining
" greater than $50  Birthdays & Anniversaries  Fresh Fruit Gifts
" Far that special Persan € Specialty Meats & Seafood
T Candies & Nuts
" All Categories
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- Your Account - View Cart aﬁﬂmrd&l?l

Returns & exchanges accepted at K«B Toys stores!

Choose from one of the many
templates in Barbie's shop to
desiqn waur own personalized

Barbie Jewelry Designer
hd attel Media

—- Read Expert View — Submit Your Yiew

Sale Price: $15.96  Win5/inNT

Reqular Price: $19.95 CO-ROmM

Age: 5-12

Description:

Flay an your computer to design all kinds of jewelry you can wearl hix
and match colors, patterns and pretty dsigns ta make it your way! Using
an ink jet printer, print favorite designs on the "Print 'n Shrink" materal, cut
them out and bake in the aven. They shrink into colorful plastic jewelry
that's fun to put tagether and wear. Plus you can make bead jewealry by
designing letters and pictures!

FKBkids. com [term Mumber, S00G53-10¢

Fenart Virw Summany:
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shop registry

Gift Reqgistry for: hMesa Weinstein and Erady Farrell
Gift Registry # 239734

Click here to sort by price

Barware SKU
Lanegal Beer Mug 180z, 165824 Fulfilled

Glass Accessories SKU
Sunflower Wase 8.5" 325783 Fulfilled

Joz.y Wase g 2025835 Fulfilled

Chip & Dip 2 Pcs 374946 Fulfilled

Kitchenware SKU
Bistro Cheese Tool 5etd P 353434 Fulfilled

Home Accessories SKU
Coddail Shaker 24 oz. 159069 Fulfilled

Cadhktails Etched leefilinecaalr 20112 Furchase

Basics SKU
zala Martini G oz. 215058 Fulfilled

Griffin Cooler 16.5 oz, 3927 Fulfilled

Griffin Double Old Fashion 8 oz, 39298 Fulfilled
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g%lnstantMessage Members W ebibd ail Connections BizJournal Smartlpdate Mktplace RealPlayer

ol (A1F ) -
WOMEN'S APPAREL § WOMEN'S ACCESSORIES HOME & GIFTS THE SEASON'S BEST QUTLET =@ THE CREEK
SHOPFING DIR | PERSOMAL SHOPPER | CATALOG QUICK ORDER | CUSTOMER SERVICE | NEW @THE CREEK | ABOUTUS |

Personal Shopper
Welcome to Persanal Shopper, where we can help you find just the item
you're looking farl WWe'll guide you in the right direction by helping to
narrow your search. Just choose by selecting from one or mare of the
pull-down menus helow.

What's the Event

or Dccasion? The following selection (1) will help you search for items associated with

Starting here will an Event or Occasion. If you're just looking for ideas, this is also the

help you find the perfect place to start! If you're feeling overwhelmed with your choices,

fight thing for the simply answer one or mare of the following questions (2-12). If any of the

fight 0=casion and following questions do naot pertain to the item you are looking far, leave

help you discaver
even mare ideas. the pull-down menu defaulted at All

something for a Special Event or Occasion?

1. Hoping for something special for the right event or Occasion? Simply
select from the pull-down menu below. |

= == | |Document; Done




Enhancing relationships

Build community and give shoppers a
reason to return

7/7/00




File Edit “iew Go Comrmunicator Help

WWW.CLASSROOMDIRECT.COM

SHOP OR CUSTOMERY CLASSROOM RRT==: foi s lagle)

EROWSE SERVICERN COMMUNITY

As part of onr contiriing sippost for educators, parents, and everyone
concerned about education we have developed this classroom comnmnity. Its
purpose is 1o enable people to exchanye ideas and develop relutionships

throwugh a common gateway. Please feel free to submit ypoir own ideas, lesson
plans, whatever you feel will add value to the education experience.

Celita Carmichael Elementary School Teacher and Divisional Fresident af
Classroamltirect com

ect from six talk lists to communicate via e-mail to fellow subscribers.
Resgurce Room Free lesson plans submitted by fellow educators.

craft ideas submitted by fellow educators.

MNew York City Board Bid Page

|Document; Done
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ooking.com - Menu of the Day - Hetscape

File Edt “iew Go Communicator

Help

SEARCH ForR ()

" Producks % Recipes

ar Try our Advanced Search

RECIPES

Courses

Cuisine

Advanced Search

MENUS - - ™
Menu of the Day of A" W

henus-at-a-Glance

CHEF'S ROUMDTABLE
Featured Chef

-

henu Planner an

Menu: Easter Dinner For Eight

f}fﬁ!rﬁ‘
CELEBRATION

Easter is the one holiday that fully embraces religion,
familg.r and food. Steeped in ancient customs and

& ==

|D|:n:ument Dane

RECIPES

barinated Olives

Frisée Salad with

Content

Soat Cheese
and Balsamic

Syrup

Foasted Fack of
Lamb with

Hosemary and
Garlic

Cwven-Roasted

Asparagus
with Browned

oage-Butter

Fotato Gratin with

Fontina Cheese

Spring Peas with

Fancetta

i Start |

J m @ =l ﬁ F‘% K | Miu:n:usu:uft inerPnint-[In...llﬁ Cooking.com - Menu __

||ﬁ$%$<ﬂ !@@?3 11:49 4M




Empowering relationships

Provide self-help information
m Product availability

m Shipping levels

m Shipping confirmation

m Order history

m Company policies

7/7/00




Avallability

File Edit Vi

SHOP NOW
VIEW CART
CHECKOUT

Custamer Service
Catalog Request
Order Histary
E-Mail Us

Hame

Privacy &
Securily

International
Customers

Reload

Communicator  Help

Z

Home

?55 Coldwater Creek: Women's Apparel & Accessories - Netscape

* | Women's

Apparel &
Actessories

Products
for the Home
& Unique Gifts

The Outlet Order Direct
@ the Craek | from the Catalog

Buttery moleskin pants

ot Coldwater Creek: Wo. ..




}t‘f Shipping Address Information Form - Nelscape

| ¥ Customer
Shop ship

Shipping Method Shipping Time

-
¢ Standard Shipping 3.9 Business Days d r I Ve n

es 48 hour proc

" Second Day Air $6.00

" Hext Day Air $8.00 plus §
tlrru:_,l i -

*Required Fields

Continue to Billing

% Secure Shopping | How To Order | Shipping Info | Betums Policy | Pricing Palicy
Haad haln? Vicit nur Cuetamar Cara cartinn

Eﬁﬁhipping Ad.. rosaft Power...
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*2 Order Confirmation - Inbox - Netscape Folder

File Edit “iew Go Message Communicator Help

L Yy W W e ¥ o3 W

=lete

Total meszages: ¥ Unread messages: 0 ¢

Email Order Confirmation e

Tue 212 PM

Whed 133 P

Wied 244 Phd

Thu 2:01 PM

Thu 10:42 PM
BE Order Confirmation . (@thatpetplace. com 507 A

Subject: Order Confirmatios.
Date: Fri, 10 Zep 12992 05:01:36
Frome CustSernce@thatpetplace. com
To: Ishaveri@smith-sardner. com

Dear LYNN

Thi=zs e-mail has been automatically generated as a result of your
recent order placed online at http://www.thatpetplace. com.

You ordered:

D35 0778 0002 FPET HALIER PICE UP HELMAC
C21 0032 0363 5.5 DOUEBLE PAW PRINMT CAT DISH ETHICAL
For a total of § 17.92

Your order nwber is WOOOZ 6230000

Document; Done
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File Edit i
~RE e Orde g

: Back Fanyard.  Feload Hame Search  Metzoape Print Securty St
T th Bookmarks \g{. Lu:u:atiu:un:Ihttp:.-".-"www.thatpetplace.u:u:um.-"u:gi-l:uin.-"sgu:urddtl.e:-:e j ﬁv"w’hat's Related

Wiehhd ail Contact Feople ellow Pages Download |’_‘|' Chantels

shipment: WO0026230001

shipment Status: Shipped
Shipped to: LYNI PASTOR-SHAVER. Ship Methed:  TUPS GROTND
1118 GINGER CIRCLE Date Shipped:  09/10/99
TWESTON, FL 33326

Tracking # 122550410314361524  Track |

If your order has a shipping date and it was shipped hy TTPS you can click the " Track" hutton to track your
package.

There are 2 ttems included i thiz shiptment.

|Line # |Item # |Descﬂption |Quantit§.r |Extended FPrice |Status
1 |D350778 0002 [PET HATR PICK UP HELMAC " 2.99 Shipped
2 |C2100390363 |25 DOUBLE PAW PRINT CAT DISH ETHICAL |2 2,98 Shipped |

S N = e

= [=B=| | Document: Done
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_qt " Bookmarks \A{_ Location: Iww.coldwater-creek.com;"profilesx’inde:-:'l 1checkout azp?UID=1933091

Whebibd ail Contact Pecople ellow Pages Download |:|' Channels Ord er Histo ry
Y| Women"s Products The Outle
|Co Idwater Creelk |  |oriewon —(Troe, |
SHOP NOW
VIEW CART Check on your order
CHECKOUT
Customer Service LYMN PASTOR-SHAVER | to checlk on the shipping ctzots or track
Catalog Request your shipment, click on the Order Number button.
Order History
E-Mail Us
Holne Order Fhanber Order Drate Oirder Stabos
Wi032639 | 091399 Eeadyto procesy
Privacy &
Security
International PS340276 | 071298 Shipped Complete
Customers

PE287 306 | 070899 ShippedEeturns
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WoenEs  men shoes gitis  jewelry sale  featur

Fa 1991, Todm W, Nordsirom aved kis stoka from
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principles of gualely, vabne, selecivton onad service.

COEPANY HIZTORY INVESTOR BELATIONS
DIVERRITY AFFAIRS CRTDIT C&RD

PRESE RELEASES FREGUENTLY ASHRED
GUEATIGHNS
FMFLOYMERNT

CONTACT HORODESTREOM
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Empowering relationships

Give customers multiple channels to tell
you what they need
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w§ ~Bookmarks A Location: [htp://216.60154 31 findex. asp
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amex
I

harolds.com ) ladies' | men's | outlet | today's sale rack | dressing room

@Tn have your package wrapped, please type "giftwrap” in the field below along with any gift carc
message.

To redeem a Harolds promotional offer, please type the wvoucher code in the field below.
*Tatal shown on this forrowill not reflect final total

Giftwrap ﬂ
Hawve a happy hirthdag}l

¥
4 K

Irmportant! Due to confirmation purposes, your online total will not reflect any
promotional discounts. Your order will be reviewed upon receipt. A
confirmation of your new total will be sent via email.

For questions please send an email to jburroughs@haralds. com.

Or call 1-800-676-537 3 between 9:00 a.m. and 5:00 p.m. CST (Man-Fri).

-
1| | 3
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Bxpiration date 0102 i g be antered as MMYY (vrith 2o / o - betwresn the to-digit morth and year)
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Empowering relationships

E-mail
m Automated responses
m Personally managed

Chat
Instant calling on the web
800 inbound

7/7/00




Fulfilling relationships

Deliver the goods

m Timely

m Upgrades

m Backorder alerts

m Cancellations

m Replacements/Exchanges

Hassle-free process

7/7/00




Enriching relationships

E-malls
m Promote products driven from
recommendation engine

m Provide incentives to become repeat
purchasers

m Reminder services for consumables
m Personal reminders

7/7/00




Strong incentive for providing information

¥ BedEnvelope Gifts On-Line - Netscape
File Edit “iew Go Communicator Help

State] | Zip:]

A =l =

Holidays

Flease gelect the holidays you would like us to rerrund you about:
[T Valentine's Day [T Maother's Day [ Bosses Day
[T Passover [T Father's Day [T Thanksgring
[T Easter ™ 4th Of July [T Channukah
[T Zecretaries' Day [ Grandparent's Day [T Christmas

Personal Reminders
Use the forms below to add personal remminders of your own:

Eeminder 1:

Fecipient's
Marme:
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|
|

Ciccasion Date:
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(Gf other)]

Eeminder 2:
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% Fwd: Gift Beminder: Bob Shaver's Birthday Apr 19, 2000 - Inbox - Hetzscape Folder
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Subject: Gift Reminder: Bob Shaver's Birthday Apr 19, 2000 H Ot Ll n kS tO

Lynn:

Tust 14 days until Bob 3haver's Birthday
1o are some gift suggestions.

rare info:
our innocuous little kit's doorknobh sign savs it in five languages,
—Maore info:
GOURMET EBEODY PAINT
—Maore info:

CALIFORNIA WINE WITH TOTE

Date: Wed, 5 Apr 2000 02:14:42 -0700 (PDT)
From: "EedEnvelope" <GiftEeminder@BedEnvelope. com=>
To: olynne@acl com

suggested
gifts

(Apr 19, 2000 .
Vizit <A HREF="http://uwww.redenvelope. o'

) LDORE CUFFLINES<ER= $ZZ0.00
"I adore you™ in the language of love.
<h HREF="http://www.redenvelope,.com cgi-bin/sgdyhamo. exe ?HTAME:

NOT DISTURE EIT $45.00

and come

<h HREF="http://wuw.redenvelope,.com cgi-bin/agdynamo. exXxe PHTHAME —

d24.,00
vou're seeking something sinful, this is it.
<h HREF="http://www.redenvelope,.com cgi-bin/sgdyhamo. exe ?HTHAME:

$35.00
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Respecting parameters of the
relationship

Provide an Opt-in/Opt-out
m Levels
Avoid avalanche e-mall

m Relevant (purchase history, interests, etc.)
m Value laden

Privacy concerns

7/7/00




The study estimates that 89 million Americans
use e-mail at work and around 20 million
househaolds use e-mail. Eliminating the overlap
between work and home, the report further
estimates that altogether 110 million Americans
use e-mail. This is about 40% of the population.

Approximately, 33% of LS e-mailhoxes are
weh-hased, another 27% are through 15Ps;
client’server-based mailboxes account for
another 22% . Caorporate internet servers make
up 12% and the remaining 6% are in host and
LAMN arrangements.

Us Mailboxes, Year-end 1999

Corporate

server Web-based
12% 33%

Client/

server-based

2%
ISP mailboxes
2T%

Source: Messaging Omline, 2000

One Billion

e-Mailboxes

By 2001
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Subject: Thank you
Date: Fri, 19 May 2000 20:4%:52 -0400 (EDT)
From: specialsi@outpost. com

To: LoHAVER@SWMITH-GARDIEE COM

Dear L¥YNN PASTOR-3HAVER,

Thank wou for choosing Outpost.com for your recent purchase.
We hope wou enjoyed the experience and will bhe wvisiting us again in the
future.

At Qutpost.com, we pride ourselwes on our ability to provide our customers
with a lewvel of service they can't find anywhere el=se.
SJervice that is professional, personal, and fast,

Lz part of that service, we may Send yvou tiwmely email notifications of products
and prowmotions we feel will complement your purchases. If you would not like to
receive such ewails, please follow the remove instructiohs located at the bhottom
aof this email.

With a selection of owver 170,000 products (from computers & electronics to




Subject: Especially for Lynn--sizzhing savings on name brands!
Date: Fri,  Jun 2000 11:01:36 -0400
From: <ulifloverstock. com>=
Reply-To: =info@overstock com=
To: =lshaveri@srmith-cardner. com=

7  NAME BRANDS Zeoscio

el [Etn K., at Products!
° 18 ““~ CLEARANCE PRICES

Jill has more RED HOT DEALS just for you in our
Home Decor department!!

You'll find SIZZLING SAVINGS on over
1,000 name-brand products at Overstock.com!!
 But hurry...at these cool prices, quantities won't last long!!

Decorative

Accessories Timeless Beauty

Bulova Enjoy thn_a hDLIr|'_-,-' Westminster melody nfthig
Bulava Berlin' Mantle he-precision, quartz-movemeant Bulova ‘Berlin’
Clack Mantle Clock. The classic Roman numerals
$40.87 stand out on the metal face with gilt detailing,

559 Discourt fmfil e mah::ulgapj,r T'mah adds Old Wlnrll:i charrn

E-maill
based on
clickstream




Measuring the relationship

Thorough analysis of click stream

m Consistency In fall outs or abandonment
provide clues
Survey product information
Question process
Remap, Rewrite, Retest

7/7/00




Measuring the relationship

Transactional data

m \What are customers buying?
Price points
Brands
Product categories

m When are they buying?
Seasonality

7/7/00




Measuring the relationship

Evaluate and segment customers based
on recency, frequency and monetary
value

Examine trends and develop customized
campaigns

7/7/00




Summary

Only the context has changed
m Know your target market

Customers are individuals
m Needs and values differ

Customers still want
m Good value
m Good service

7/7/00




Summary

Good technology supports rather than
thwarts the customer

Make it easy to do business with you

m 30% leave because they can’t find what they
want

7/7/00




Summary

Share information across business units
m One view of the customer

m Consistency across touchpoints
Avoids mishandling opportunities
Builds trust
Increases loyalty

7/7/00




Summary

Customer care IS cruclal to success
m Acquisition Is important—retention is critical
It costs 6 times more to find a new customer

m Leverage = Customer-centric practices

The number 1 factor in repurchase is customer
support

7/7/00




Thank You!

Contact

Ecometry Smith-Gardner

Lshaver@smith-gardner.com
561-265-2700 ext. 4473




