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3 Key Themes for e-Commerce in 2010

* Provide Unique, Consistent & Personalized
Experiences across Multiple Channels

 Mobile Commerce is Here
 Think Social!
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1. Provide Unique, Consistent & Personalized :{llii?

Experiences Across Multiple Channels M




Consumers obtain different value from each touchpoint and
consequently are deconstructing the shopping process
Consumer
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Consumer expectations continue to rise — but don’t
distinguish between channels / touch points; only Brands

Consumer Customer

Browse & - Service & =1 4 ;
Awareness Research Receive Support 5 WS
— e :-

Gi\)ing customers the ability to shop
how they want

Ensuring fulfillment of brand promise‘

Consistency and customer expectations

Context Providing the right interaction at the right time

Community Facilitating a social and emotional connection

Continuity Enabling seamless “flows” across touchpoints

Source: IBM Global Retail Industry
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Consumers in different countries have varying levels of comfort in
using technology to shop and purchase

Kiosks are popular
across all countries,
especially Brazil
and China

Websites are
widely accepted
across countries,
especially China

Use of TVs to shop
and make purchases
is also much more
accepted in the

o growth markets than

! | mature markets

Source: IBM Institute for Business Value Analysis, Retail 2010, population selected website n=21904; population selected Kiosk n=11423;
population selected Mobile phone n=4039; population selected TV n= 5568

Mobile phones are
much more widely
accepted in the
growth markets than
mature markets
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As cross channel interactions grow in complexity and
become increasingly fragmented
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We will have to change the way we market, build relationships,
and deliver brand value
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IBM’s Cross-Channel Customer Interaction Platform enables
companies to deliver consistent, customer-centric experiences
across multiple channels and touch points
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Evolving shopping behaviors require new marketing approaches

e Cross Channel

Precision Marketing Triggers
— Web, Mobile, Cross i .
Channel =
— Social Participation G
— Integrated with Moblle | Dot
ecosystem = e
— Behavioral
segmentation and =
personas based on Sre Browsing

interactions

* Multi-Variate Testing

Personalization Search
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Extend the Brand Experience

Search and Affiliate Sites Aggregators/ Communities Widgets, (Internet, Viral Marketing
Comparison Portals Desktop & mobile)

Op
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Remote Widgets: Retailer-driven Scenarios

Promotions & Brand Widget: Connect WebSphere Commerce eSpots to
retailer owned social networking sites, affiliate and partner sites.

- Centrally manage and control all remote eSpots from the Management
Center, WC business user tool

3rd Party Sites
Management Center Y

. HMEE o
Social & & Gl i

i QO RREY il
Networks [ .o

Retailer Site
Partner Sites

Affiliate Sites
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- Content Sites
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Co-Shopping

« Bringing the social aspects of shopping to e-commerce
« Connecting two customers to enable a joint shopping
session
— Sharing same URL
— Pointing out product features
— Chatting via instant messaging

— Shopping together in a completely
secure fashion

IBM Software

Moo QUSRI AU



Cross-Channel Customer Interaction Platforms will drive immersive
in-store retailing experience

« Extend cross channel
commerce experiences into
the store

« Web Based POS

« Store based proximity
services

e (Continued investments in in-
store touch points, processes,
and experience optimization

- Digital Signage

 Ability to centrally manage all
of these digital touch points
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REI running WebSphere Commerce Kiosks
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2. Mobile Commerce Is Here Ii’liiii
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_allROGERS =

2:41 PM =

It’s Like 1995 All Over Again...

A MADISONS MOBILE

¢
C—
= amazon.com. =
pre—— Hello! _ z .
Lomiort f
Relax in luxury .
|
= = V.Y &
]
Search ] \G;('.‘/ Browse Departments Skip
- Furniture
» Tableware
» Kitchenware
Just released! The Amazon for A |
iPhone and iP uch. Downl Now I
Store Options » Skip

Editors' Picks: Top 50 Books

-Locate a Store

Featured Products Skip
“‘.‘!‘.‘

| R

#» Home

(®) Target Mobile

5 & Got the FREE Christina
| L | Aguilera Ringtone »
== | "Keeps Gettin' Batter”

Search

8 All Ttems
In-Store Only

Browse Items
Find a Store
Weekly Ad
Holiday Catalog

Target Standard Site

& 2008 Target Stores.

The Bullseye Deslan s a registered trademark of Target
Brands, Inc. All rights reserved.

Terms + Conditions

1995
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Today's Exclusive Offer

Need it Today? >
Summer Rose Sale >
One Dozen Red Roses >
Birthday >
Gifts Under $50 >
Get Well >

< » + m

a
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Mobile Becomes Increasingly Important

INNOVATION GIANTS, MAXIS & PAYPAL, PUSH BOUNDARIES IN
PAYMENTS VIA ONLINE & MOBILE

World's First Collaboration for Easy & Secure Transactions Online and
Through the Mobile

Powering Malaysia's E-Commerce Eco-System: Instant customer benefits

Over 12 million Maxis Berhad ('"Maxis') customers will soon be able to perform
payments via online and mobile using PayPal. The two innovation giants
today announced their plans for a strategic collaboration that will enable
Maxis customers to easily and safely shop online, on their mobile devices,
and on their television sets in the near future.

http://www.maxis.com.my/mmc/index.asp?fuseaction=press.view&reclD=447
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Many Drivers to Move to Mobile Commerce

Google Bets on Mobile -

“With Google Inc. betting that consumers want to access the
web more often through mobile devices than through other
computers, retailers should make sure consumers can easily
receive inventory, product reviews, location and other
information through their handheld phones, Stephanie
Tilenius, the search engine giant's new vice president of e-
commerce, told attendees today at the Internet Retailer
Conference & Exhibition.” -
http://www.internetretailer.com/2010/06/10/google-bets-
mobile
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@ The consumer mobile device will become
an essential personal sales tool and more
iImportantly unify the out-of-store and in-
store shopping experience

Personalized experience;
product Information;
customer/product reviews;

guided sell

gt

Research & Research &

Browse Awareness Browse
Availability; |
comparisons; up- y L
sell; crzs&sgll;. " Purchase | R Purchase
group s t_)pplr_lg, Decision : : : Decision
Promotions; ] e \ Out-of-Store
fulfillment options [ Shopping
; I Experience

Transact & | Transact &
Mobile wallet; Pay g :
payment options; a >
e-receipts; Y

% Service &
Collect & Support Collect &

Receive Receive

Item pickup; ey
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Home | Shopping Cart | Advanced Search | Store Locator | Event Calendar | Gift Registry | Sign In
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Desk Lamps Sl a} [ ] (Gﬂ ) ‘

! Spring Savings
- E Enjoy the low prices of spring.

Fabric Sofas

Leather Sofas

Loveseats 3 B
SO Comfort
n Relax in luxury i
Tableware
Plates E-mail Mewsletter
- Subscribe mow!
Silvervare

Table Glazzas
Wine Glasses

.« Browse Departments

Tes and Coffee Cups ’ = Furniture

=0
~

Tea Pots
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Kitch Tabl E e
itchenware ableware o o are Free Shipping
Cooking Qils L on all $70 purchases.
Frying Pans ] .IEHEEBFEI
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Accessories 1 2 : 3
S #' ) Store Options » Skip
Apparel ' -Locate a Store
Sleepers and Pyjamas r
e 3 |
- Featured Products » Skip I

Bottoms

Girls Dresses and Skirts
Windows & Doors
Blinds ¥ ¥ jre—

Exterior Doors

Window Security Clearance # Home

Door Hardware

AromaStar Deluxe  AromaStar 8 cup Coffee Enzi Espresso Machine, Thermal 10 cup Auto
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WebSphere Mobile Commerce delivers more than
convenience

- Mobile Store Model & Mobile Native Applications
— Product Information / Availability
— Order Status / Tracking
— Store / Stock Locator
— Shopping List
— Mobile Marketing

- Support smart phones with 240*320 or higher resolution

— Supports smart phones; as well as smart phones
using operating systems

* Mobile Message Support (SMS)

- Mobile Transactions and Cross Channel Support

- Integrated into Cross Channel Precision Marketing with support for
Mobile triggers, actions

« Mobile Coupon Wallet
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Consistent Mobile Optimized Experience for Speed & Efficiency

Browse Catalog View Product Detail Compare Products Search Products

il ROGERS = 2:41 PM » all ROGERS = Z:41 PW
Al MADISONS MOBILE R0 A MADISONS MOBILE

[

ATV
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All Key Web Store Functions on the Go

GPS-Based Select Pickup Store &
Store Locator Checkout

Add to Cart

View Order Confirmation

il AOCERS o 5:79 PMW
l"‘ TRUTTIOWY MOBTLE

=i RDGERS =+ b P

Al MADIZONS MOBILE

Your Sere Lt

“http://indfvt08” Would Like
To Use Your Current Location

P

% Don’t Allow “OK
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The top 50 websites in the world — as of late August
2009

flickr.com
ebay.com google.cojp

e, GWIGGEr.cOMCraigslist.org

live.commicrosoft.com ¢g,com
google.mmhbr mgspace.comd google.c_ie
woeocit™ UIANOO.COIM co0ve s WOrdpress.comsina.com.cn
“rapidshare.com google.comblogger.com

msn-com ~hiscom ~Ol aol.com
baidu.com vandexmu google.cn

~~facebook.com' google.couk

bing.com

clich.oom

vkonbakbGe.ru
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The fastest growing population on Facebook?

That would be
women 45-55

|
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69% percent of consumers who buy
mostly online visit social networking
sites, while 50% have listened to
podcasts and 49% have blogged

msmb2riceqrabber
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It’s about...

< Listening Engaging Participating
La
| The key is not telling them a story — but enabling them to tell it

T OAURISO USSR






Social Commerce Basics

 Strategize

« Know your customer
— Who are they?
— What do they like?

« Understand where they

spend time on the
iInternet

* Be authentic

* Monitor, adjust and
react

« Spread yourself too thin

* Try to be everything to
everyone

* [gnore the chatter
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i in 10 Moos s ilew omer?
Moosej“éw‘“ Free Shipping on orders over $49 Mt

:I
M by Cat (O fems '

CLICK
HERE

earch for product or itemn number

{_168 HOUR CLIMBING SALE

MEW The Morth Face Men's Denali
Jacket (Fall20089) #6271

$HE508 $90.99 - $162.00

Eam 1650 Rewsrds Points (what is thir? )

) custyreviews sverage Custy Rating: QD) QD QD @D @) (esert on 694 revicws)

Free
Shicena

Calar showin: Reeyoled Chercos Srey forthe T North Fepe Men'sDenall dacket W
. . . . . . Wihite a Review

. . . . . BRU’WSIHG Rﬂlms Sort By: | hMost Recent j wiew: | 12 PerPage j

[selctCoovsize  [m][1 | : Cm
mnow B": Only Showy Reviews From: “erified Buyer 12345678910 ==

CART Size Guide

e
™.
SHDDDHDD 090909 \\\
"MUST HAVE JACKETII" \
If you chon't have this jacket wou sint ot & cle. The Denali izthe must have winter jaoket. You can rock it to the club or the \
Some Discontinued Colo on

|
slopes. Mo better all environment jacke out there. Enough saicll |

durability make this the best

isight: 727 9(25.7 02 C

abradon: laundered 2

shoulders and elboms chest podket

by JASOMN o 270

Was fis review heloful? Yes!No

.
.
REVIEWER EXPERIENCE LEVEL I coooD t901me N
"warm jacket™ Y
this jacket i grest for the cooler weaher, the fit iz grest andthe material is soft \‘,
1
by percy somswsum Was fiis review helpful? Yes!No
—
HHDHDHDD 090119 N\
"This jacketis the best jacket I've ever owned!” \

\
Thiz jacket exceeded my expectaions by far. Ive many dher fleece jackets and figured this jacket would be no different butitis
a keeper. The very first time wwore this jacket | was on & camping trip. This jacket keptthe cold wind out and ket me very

wearT. On this same trip | also fell into & stresm while fishing end | was wearingthe Jacket and it repelled the vwater to wel that

iy shirt undlerneath this jacket was stil dry. Pvwouldd Hghly recommend this jacket to anyone!

by Traci Was fis review helafil? Yes! Mo
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m ])QS B REQUEST AN APPOINTMENT 877-923-BRIDE
VI RIM W My Favaorites | (@ Shopping Bag | My Accaunt | Help

Bridal Gowns : Bridal Party = Special Occasions | Prom - Accessories - Tuxedos | Dress Your Wedding - Invitations - Ceremony & Reception @ Gifts & Favors - SALE

Find a Store: JZipcode B l’_'(h'fﬁf" J:H.‘-'Pff‘(f”‘(.i}} b Search: i DavidsBridal.com ..1.J IKegword ot Style #
BUY OHLINE Home / Real Brides
REGISTER.WITH US

REQUEST APPOINTMENT
STYLE & FASHION GUIDE

REAL WEDDIHNGS

2r2eel o
WEDDING PLANNING m 1
SPECIAL OFFERS e 1 -,’
OHLINE CATALOGS
VIDEO GALLERY
‘HELP&FAQ I.]_a I I

WEDDING DATE: September 20, 2008

Stories straight from the aisles
& selected by our associates

WEDDING PLACE: Outdoors, Roachdale, Indiana

A Home Depot Welcome for New Cincinnati Distribution Center
WEDDING COLORS: Chocolate and Copper

vour cloice.

Posted on September 11th, 2009 | 0 comments

WEDDING SIZE: 4 bridesmaids and 100-150 guests
ENTER MOW »

Coordinated Gifts & Favors +% GRELAT REI SCUE?

The bridal shop burned down 14 weeks before my wedding and |

August, and already this week we announced additional hiring for this growing
facility. When we open a new facility—store or supply chain—we give our new

associates a big Home Depot welcome.

working two jobs, geing to school plus planning a wedding, | didn’'
my new dress. The ladies at David's Bridal were absolute angels! |
SHOP ONLINE » them for helping me... they encouraged me and talked me throug

Orange Relief for California Wildfires
Posted on Septembér 11th, 2009 | 1 comment

trying on many dresses, | finally found the ane that gave me that * Tough times and tough weather bring out the best in Home Depot associates.

better than the first one and | couldn't have been happier. There a
all the thanks and appreciation! You made part of my dream day cf

Stores throughout California heard the call to action last month as fire season

20% OFF Custom Invitations

roared into Southern California. our stores were quick to provide assistance to
local fire departments, evacualion centers, Red Cross chapters and the
Salvation Army.

SHOP ONLINE »

Milk Jugs Tum a Playground ‘Green’ in Portland
Posted on September 8th, 2009 | 4 comments

More than 200 volunteers from The Home Depot, Human Solutions Inc. and

KaBOOM! built an eco-friendly playground in Portland, Ore. this summer.

W did a fall thema and nur eolors wera David's Rridal Chocolata 3

We opened a new, stale of the art Rapid Deployment Center in Cincinnati, Ohio in

‘SEARCH

type keyward here

READ MORE =




iy thenorthface

Follow

More TNF athletes are
converging on the island of
Mallorca for the world's best
Deep Water Soloing. Check out
the... http://bit.ly/1GrF4h

ahout 6 hours aga fram Facehook

More TNF athletes are converging on Mallorca. Check out
Cedar's latest 'Dispatch' and if you have a moment let.
http:/bitly/17wDSm

ahout & hours ago from Facehook

Wlore TNF athietes are converging on Mallorca. Check out
Cedar's latest 'Dispatch and if you have a moment let.
Rt it 177SRY

ahout 6 hours aga fram Facehook

Four TNF athletes. Five disciplines. Two months. Follow the
Cho Qvo Trilogyy Expecition. Correct link hitpibit itopFg
about 16 hours ago from weh

Four TNF athletes. Five disciplines. Two months. Follow the
Cho Oyo Trinity Expedition. Moro, Barmasse, Hawker,
Previtali. http:i/bit.ky

ahout 18 hours aga from web

Four TNF athletes. Five disciplines. Two months. Follow the
Cho Qvo Trinity Expedition. Moro, Barmasse, Hawker,
Previtali inthe Himalay

ahout 18 hours ago from web

Lt BordersMedia

Fallow

Buying a book this weekend?
Why not save 30% with a trusty
coupon? >http://bit.ly/1afQ8c

about 19 hours ago from web

@AileenHarkwood Sorry it took me a couple days. Here yau
go =httpcibit idwwl 8 (Let me know what you think if you
malke it}

ahout 24 hours ago from web in reply o AlleenHarkwaood

Life catches up with The Princess Bride in Papua MNew
Guinea =http: #bit yfpkhLT
9:40 AM Sep 10th from web

@wrgrrl Just trying something out — we did @ total. Something
crazy happened over the weelkend with repeated posts
Sorry about that

11:54 PM Sep Sth from web in reply to vrgrrl

@JustForFunHMMN Accept no imitations! (Thanks for the
props.)
6:05 PM Sep 8th from web in reply 1o JustForFunHMN

Be the first to go to either store, visit the desk, and ask for
it, and it's yours. First come, first sened
6:02 PM Sep 9th fram web

I's & 2-ferl 1 *frae® collactar's 8 movie book at the Info Desk

Home Profile Find People Settings Help Sign out

Name The North Face
Lecation Bay Area, CA
Web http./fww thenar,
Bio Oificial The North
Face Twitterstream. We're
here to help you explore
Tweet with US on gear,
athletes, sports, trips, tips,
comments, and guestions

382 5341

following followers

Tweets 440

Favorites

Actions
block thenorthface

Fnl\nwmg

Ve Al

- RSS5 feed of
W thenorthtace's tweets

Home Profile Find People Settings Help Sign out

Name Borders - Books
Web http: ey order
Bio Tweets that speak
vOILMES Trom Matt at the
Borders home office in
Ann Arbor, Mich

19,700 24,045

following  followers

Tweets 519

Favarites

Actions
block Bordersiedia

Following

View All.

5] RSS feed of
BordersMedia's tweets

twitter

TRemembered

Follow

Gift idea from our customer:
Instead of a unity candle, use an
engraved decanter & wine
glasses to toast your first day as
husband & wife.

about 2 hours ago from web

Loaking for a unique way to propose? Buy a bottle of wine
from the restaurant you plan to pop the question. Engrave it
"Will you marry me?"

8:56 AM Sep 10th from wel

09/09/09 Celebrate the once-in-a-lifetime dayl Buy 2 lottery
tkts. Keep 1.Tuck 1in lucky packaging for a friend
http:ditinyurl comfkmodtr.

9:32 AM Sep 9ih from weh

Our customers celebrate non-traditional occasions with
engraved gifts too: Divorces and Break Ups Sobriety
Becaming a wioman Quitting a job

8:53 AM Sep 41h from weh

a locket engraved "I'l ahways be with you" for his 7 year old
daughter. The locket was to be given to her an her wedding
day

Home Profile Find People Settings Help Sign out

Name Things
Remembered

Location Highland
Heights, Chio

Web http: /A things. ..
Bio The Official Things
Remembered wehsite.
Celebrate Life's Moments
Custom engraving while
you shop

334 502

following followers

Tweets 129

Favorites

Actions
block TRemembered

Fallowing

View All..

5] RSS feed of
TRemembered's tweets

r

- -

Ewitter

‘\" 1800flowers

Fallow

CONGRATS @mintybliss! Ur
the winner of today's #bday
giveaway! Be on the look out for
a DM from us :)

ahout 20 hours ago from wek

Hey NYC bloggers! Join CEO Jim McCann as we launch
new gourmet food baskets at the Palm Restaurant on 9/15
RSVP with krivera@mwiw.com

ahout 23 hours ago from ek

One of our BloomMet member florists, Tracy's Flower Shop,
is hosting a Merchant SideVValk Sals, Fundraiser & Blood
http:/fbit i1 AxsGY

about 23 hours ago from Facebook

Howrwould you caption this picture? We just found this cool
shot of Ashton Kutcher with our Happy Haur bouguet, but...
Rt DIt A A AR

3:26 PM Sep 9th from Facehaak

Howi would you caption this picture? We just found this cool
shot of Ashton with our Happy Hour bouguet, but not
http:/fbit ly/3UIBSs

‘ 3:26 PM Sep 8th from Facebook
\ Congratulations to @purplepassion?2 today's #hday

winner!! DM us ur info so that we can send ur #bday gift to ur

Home Profile Find People Setings Help Sign out




Summary Thoughts

® O Key Important Themes

— Provide Unique, Consistent & Personalized Experiences across
Multiple Channels

— Mobile Commerce is Here
— Think Social!

o 2 Key Things That Are Needed to Be Successful

— Strategy
— Technology

IBM Software
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1 sSolution Platform That Does It All

IBM. R LGN Commerce

Brand Experience
Direct

EM  Web
Delivers: g——
Lo
»)

Contact Center

. i
Interaction Management

Contracts & Relatienships
Configurable Business Processes

Catalog & Content  Precision Marketing Merchandising  Assisted Interactions
Infrastructure
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Analysts Agree That WebSphere Commerce is Leader
Gartner
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A Small Glimpse of Our Many i
Successful Customers
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