From content to money
(and other good stuff in between)

Eric Reiss
@elreiss
ICMA

April 28, 2011
Nice, France
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Two key lessons

——» People buy via media that provide
easy overview and good information

— People sell via media that provide
broad exposure and proven results




Three questions to kick things off...
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Question #1

Are you alone in your market?
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Fact of life #1

The more crowded your market,
the more your quality of service

will differentiate your application.




Question #2

Are you encouraging your visitors to come back?
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Fact of life #2

Without repeat business, your
venture will ultimately fail due

to the law of diminishing returns.




Question #3

Are you letting your business model get
In the way of good user experience?

Quick Question Before Viewing Site

& Pleasetellus ...

What are you looking for?

(i.e. diamond, touch wood sh 08c i, free, etc.)

Paid-To-Surf program name:
(If not applicable, type "Mone™)

View Site Now »
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Fact of life #3

Achieving your business goals
depends 100% on your ability

to meet the needs of those who
use your online application.




Today’s topics

&+ Defining innovation
€3 Improving service
&t Building shared references
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IN-NO-va-tion
noun
1 : the introduction of something new
2 . a new idea, method, or device



best prac-tice
noun
1 : best way of doing a thing
2 : a tested idea, method, or device

TOM PETERS &
ROBERT HWATERMAN JR

search




Three bad reasons to innovate

To differentiate your product/service
"0 be “original”
£ ¥ To satisfy your ego
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Innovation
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There is only one reason to innovate...

to solve a problem!
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Law of Innovation #1

If an Innovation does not solve

a problem, it will create one.




Law of Innovation #2

Problems do not exist in 1solation.

Solutions often have unintended
consequences.
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Law of Innovation #3

Invention may be accidental.

Innovation Is always planned.




Innovation Lifecycle

Best practice

o Innovation

Fashion

Best practice

(7))
(75
o
(@) .
o Innovation
o

Invention

Old-fashioned

Time >
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Weelg land

Om Hempel

Marine

Coating Advisers
Hempel har 400 Coating
Advisers over hele
verder, ..

w

HEMPEL ASS
Lundtofteve) 150
2600 Kgs. Lyngby

Tel <45 45923800

Hempasil X3 vinder Golden Coat
Award ved Eurcccat 2009
Hempasil X3 har slierede vundet tre
innovationspriser for 2in garanti for
braends Laes mere..,

Forskning og Udvikling  Teknisk Service Job og Karriere

Industri Container Yacht

Superyacht

One Hempel - Everywhere

Global leverander af malingslesninger

Vedligeholdelse D | HEMPASIL X3

Et smukl bevaret fribord
&r med W at hokde
badens vaerdi...

k=™

Protective E-news
Efterarsnummeret af Prolective E-news
er udsendt. Laes mere. ..

verdens mest
vancerede fouling
& produkt "in

Lav-WVOC-standarder for
bygningsmaling

Lav-\W0C-=standarder for bygningsmaling
treeder i kraft fra januar Lees mere, .
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*:‘ Home Forrelningsomrdder | Procurement | Kontakt Sog Englrshl |ﬂ

MAERSK

© FORRETNINGSOMRADER

i
& OM MERSK © JOB & KARRIERE & MEDIECENTER & AKTION/ERINFORMATION
Vores fﬂrpllgtelse Representative, Inter-modal 12, november, 2009 18. november, 2009
i Documentation Team, Pericdemeddelelse November Insideres handler 0509
I A.P. Moller — Mezrsk Gruppen tror vi Operations, Shenzhen-basad, 2009
pa hﬂ_rﬂd?ﬂhﬂh@d- 1 trs_d med vores PRS Cluster, Maersk Line 16. november, 2009
veerdier soger vi at udvikle shenghen, P.R.C. 21. september, 2009 Insideres handler 0409
miljgvenlige lesninger pd Ledelsesandring
udfordringerne i forbindelse med miljo officer / Senior Officer of
- og klimaforandringer. Dette gavner IT_Brigantine Services
ikke blot miljoet og klimaet, men giver {Shenzhen) Co. Ltd.
ogsh vores forretning et Yantian, Shenzhen, P.R.C
konkurrencemasssigt forspring. ...
Senior Manager of Business
Development_Brigantine Group
Chanshan BT
Laes Mere Gé til Job portalen Flere pressemeddelelser Flere selskabsmeddelelser
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Gratis Se priser e/ Vidste du, Gardinshop
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Kongehuset

Alktuelt

¢ Slotte og Kongeskibet

Samlinger
Manarkiet | Danmark

Organisation

Kongehuset

Kalender

23/11 09 H.M. Dronningen modtager ambassadorer
fra Ghana, Kroatien, Gabon, Papua Ny Guinea og Tchad
p& Fredensborg Slot ki. 10.00.
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iﬂdo-l-ster MY ACCOUNT | WEBMAIL LOGIN | WHOIS SEARCH | SHOPPING CART |

domains hosting e-mail sslcertificates transfers renewals site design

DESIGH YOUR SITE BUILD YOUR SITE: WEBSITE TEMPLATES: WEB TEMPLATES

DESIGH SERVICES home + build your site ,» website templates . web templates

site promotion  pricing support

Overview
WeBuild Service To wiewy more infor mation or to order = termplate click the "detail=" botton:
Software products
Design Tutorials

Design Books

Other Design Resources
WEB SITE TEMPFLATES
»Web Templates

» Flash Intro Templates

» Logoe Templates

» Corporate ldentity [
WEE TEMPLATE CATEGORIES |
Select a Category j|
OTHER SERVICES
Web Hosting

E-miail Packages

Promote yvour Website
Business Tools
Become a Dotster Affiliate

Become a Dotster Reseller [

| S R

of accepting o~ 5@.—_
e T oy [r———— e
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Happily, on the internet, concept is
not about form but about function
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What are the warning signs of
fad and fashion?
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Watch out If...

K.~ Your solution is only being used in your
local market

Your solution is only being used by a single
branch or industry

¢ Your solution looks like something you also
did last week




Today’s topics

&+ Defining innovation
© Improving service
&t Building shared references
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Let's start with a definition ...
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“Customer service Is a series of
activities designed to enhance
the level of customer satisfaction —

the feeling that a product or service

has met expectations.”

Turban and King, 2002

INTRODUCTION TQ
E-COMMERCE




Dissatisfied Satisfied

Did not meet m &t Exceeded
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Loyalty

“*Hockey-stick” satisfaction

Satisfaction
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“We have an
83% customer
satisfaction rating!”
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So, Is this relevant for website owners?

Your competitors are only a click away!
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Let’'s start with the basics...
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last name
suffix

address
Strandere 15

city
Copenhagen

state/region/province
required field

I [~
zip
not a valid zip code

2100

email address
by gv & =

phone number
required field

Amount
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last name
Reiss
suffix

address
Strandore 15

city
Copenhagen

state/region/province
| Florida =l

zip
33156

email address
P I

phone number
not a valid phone number

+4520 12 Wy
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Error Processing Contribution
Your credit card contribution could not be authorized.

This could be because:

1. You accidentally entered your credit card number or expiration date incorrectly.
2. The address you provided does not match the billing address of your credit card.

<< Click here to edit and resubmit yvour contribution.

If the contribution still does not process, contact yvour credit card company.
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Scary service fact #1

There Is no such thing
as ““online-conversion”
without a form that works.




“Oops!
Your business model is showing...”
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FOUGE. MHEDRT. FAENORAMEIRTE TS AL -RU S~ T EIMMIBE ST @00 NTT DOCOMOD, INC. ANl Rights Reserved.  JDCOMO
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. ]| touch wood sh-08c til salg X | Seg

Ca. 559 resultater (0,17 sekunder) Avancerel sagning
3 Alle > BRONDI Touch Dual: Unge, Touch og Dual Sim € .
@ Billeder 17. feb 2011 ... En viral stedet for Touch Wood SH-08C, smartphone benne-formede ... og det
) er. at selv den kaempe online salg, Amazon, har officielt tradte ...
Bl Videoer telephonino.altervista.org/.. /brondi-dual-touch-giovane-touch-e-dual-sim/ - Cached
¥ Mere »
LG 3D Optimus i England med tre og Vodafone »€ .
Odense 4_feb 2011 ‘.“." mudeJFq Touch Wood SIH-DEC er fremstillet af Sharp[...] Seneste kommentarer;
e —— Populeere stillinger; Arkiv, Tags: Kategorier ...
P ing telephonino_altervista_org/. . /lg-optimus-3d-in-inghilterra-con-three-e- vodafone/ - Cached
Nettet Smartphone, le novita del 2010 (PC Professional) »¢
Sider pa dansk 29 mar 2010 ... En viral stedet for Touch Wood SH-08C, smartphone benne-formede ... Il
Sider fra Danmark modello Touch Wood SH-08C er fremstillet af Sharp[..] ...
Owrsitie iderlandike telephonino.alterista.org/.. /smartphone-le-novita-del-2010-pc-professionale / - Cached
sider

Den nye Samsung Wave Il vil vaere til radighed i sommer pa det ... »

13. feb 2011 ... Il modello Touch Wood SH-08C er fremstillet af Sharp[. ... og det er, at selv den
keesmpe online salg, Amazon, har officielt tradte den mobile ...

telephonino_altervista_org/_. fil-nuovo-samsung-wave-ii-sara-disponibile-in- estate-sul-mercato-
italiano/ - Cached

[ Vis flere resultater fra telephonino. altervista. org

Flere vaerktajer

Nye bernemebler med fransk touch - Wood Supply DK #¢ .

19. aug 2008 ... Gross GAZ 800 Knuser til salg hos HH Maskiner HH Maskiner .... 5. H.
Veerktojsmaskiner ApS indrykkede en maskine: Brugt 471 MATECH 50 L (1 ...

www wood-supply dk/article/iew html7id=25669 - Cached
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Eind Touch Wood Sh 08c ] Looking for Touch Wood S Designer te] oq sko til discc

¢ ¢

Dell: viser kgreplanen mellem Android til smartphones og WPT Rovio bekrafrer udviklingen af Fugle Angry Telefon til Windows 7 og

wiser ofta op Bada

BRONDI Touch Dual: Unge, Touch og Duaﬁlﬂ Sim

\Js'+eript>'); [

4 Eind Touch Wood Sh 08c Til Salg

Overszet dette indlaeg

Oversattelse
——5L A0 L F=E=A 0 DN ES-—T 1 B8 N L =i

Share this ﬁost with your
friends on Facebook

elike K1 819 people lke this. Be the first of your friends.

Find Touch Wood Sh 08c Til Salg

Looking for Touch Wood Sh 08c Ti

Designer toj og sko til discount p

¥ Spil (373)

* Nyheder (31667)




Quick Question Before Viewing Site

& Pleasetellus ...

What are you looking for? -

(i.e. diamond, touch wood sh 08c ti, free, etc.)

Paid-To-Surf program name: %
(If not applicable, type "None")

| View Site Now » |
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‘; MonsterMarketplace

Apparel Automotive Babies & Kids Computers Electronics Gifts General Health Home & Garden

Sa:

Sports More »

Search Results for "Touch Wood Sh 08C Til Salg"”

f o

L |

Sponsored links
Kunder og bundlinie

Nye kunder og aget salg? Medebooking er lesningen! www.bookd.dk

Touch Wood

Buy Touch Wood here Fast, secure, reliable www.auravita.com

Til salg
QXL har alt hvad du soger. Fa en fed pris pa auktionen. Se her www.qxl.dk

Panel PC

med pekskarm, 5-42", fér butik, industri, fordon, kentor, m.m. capax.se/panel-pc

Touchscreen

Leder du efter de bedste priser pa Touchscreen? Find priser her! www .pricerunner.dk/Skaerme

Shop at OAK

Women's and Men's Designer Clothes, Shoes, Bags & Lifestyle Accessories www.oaknyc.com

FatDUX



Scary service fact #2

No one objects that you
IN business to make mo

until your goals get int
way of their goals.




Fiat 500 1,4Loungs, 2010  Fiat 500 1,2 Pop, 2009, kr Fiat 500 1,3MIT 75 Fiat 500 0,5 2-dors,

Kr. 149.000

|| Kun forhandiere (134 B = calteri | ¢ kot

Qato Bris

Hat 500 1,2 Pop 3-ders, ‘08, servostyring, km 63.000, lysbla, ABS, 14.apr  Kr. 104.900

Fat 500 1,2 Lounge, 2008, km 57000, Hvid, ABS Benzin, redt lader, 15"
BEDD Sikeborg | Sand Jenzen Automobisr AJS

Fat 500 1,2 Lounge Start&Stop, 2011, km 2000, Hvid, ABS Benzn, airc., 157..  Igér
4700 Heestved | Miax Due AfS - Hosshead
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Scary service fact #3

Unhappy customers are
dangerous.







Google

*B Alle
B Videoer

‘¥ Mere

=)
facebook P553n§mer

unhappy customers tell google !@' Seg ‘

Ca, 255,000 rezultater (0,05 =ekunder} Avancerst =egning

Happy Customers Tell 3 Friends_ Unhappy Customers Tell Google »¢ 77

- [ Oversaet denne side ]

FPosted on: July 14, 2010 at 3:00 pm By Todd Defren. 13 Responses to "Happy Customers Tell 3
Friends, Unhappy Customers Tell Google™ ...

www pr-squared com/.. ‘happy-customers-tell-3-friends-unhappy-customers-tell-google -
Cached
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10 things customers will tell you

Don’t tell me how great you are. BE great!

Go the extra mile.

Don’'t get in my way when I'm trying to shop.

If | know what I’'m looking for, help me find it.

If | have questions, | want straight answers, not a salestalk.

Tell me if you're going off to look for my size. Don't just turn and leave.
If you expect me to buy something, tell me what it costs

Are your own affairs so important that you feel justified in ignoring me?
Don’t make me feel stupid.

If you make a mistake, admit it.

Sources: Paco Underhill, Eric Reiss FatDuX



MOUNT
VEEDER
WINERY

CABERNET
SALVIGHON
L

Fe, Wikl EY




customer care 1-800-592-5870

ﬁ gift options
wine.conr [1] shopping cart [2] billing information [3] shipping information [4] confirm order

continue

Make your gift even more special with gift wrapping and a printed gift message!
By entering a gift message, you indicate your order is a gift and we will withhold all price information from its contents.

item(s) available for gift wrapping:

{+ don't gift wrap item(s) (vou can still send a gift message!)

Mount Veeder 2004 Cabernet Sauvignon
quantity: 1 price: $43.99

€ box ($4.99 each) (" bag (£3.59 each)

arrives in a3 combination of 2 or 3 arrives wrapped in bag
bottle burgundy gift boxes

add a free gift message for your gift card and email
notice (240 characters remaining)

FatDUX



REFZ; M47TES3 111

% wine.com-

Thank you so much far speaking in my class!
~Lynn

00 8 Aremage 1320 T

Wine com

10180 NW South River Dr.
Medley, FL 33178

o

Sandar: lynn boydan
Wina.com - 800-592-587

Batch Ref: FL-DA-20080313-0043 Ship Te:
Batch Dato: 3/13/2008
Order #: 2478534 oric relss
Printed on: 3(13/2008 2:14 PM
s pinocrast, FL 39156
ender: lynn lon nocrast, 1
yrn hoye $00-592:5870
Qty: Item Number: Bin No: Description:
1 S0U1TO114-2004 0o7-007 Mount Veeder 2004 Cabernet Sauvignon

S— AR AR T
24785364

ﬁwine.com‘
Maount Veoder

2004 Cabornet Sauvignon

Dhartey. Wm. 102008

Rating:CG30
Sent by - fyn noycen

gwlne.com

%wine.com

mwine.com' R winecom- ﬁwine.com‘
§ winecom *wine,com *wine.com
% wine.com *wine.com ﬁ wine.com
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thank you

wine.com

We hope you've enjoved your experience with Wine.com so far,

Shipping Club, so we're bringing it back again this year. Order three times (8150 or more
cach) in any calendar quarter, and you're in! You'll get your personal promotion code to
pay just a penny {or standard shipping for the rest of 2008! Visit www wing com/onecent
for details.

¢  Wing Finder, Hit the Advanced Search bution to see our new tool to help you shice and
dice the world of wine, Quickly find the short list of wines most relevant to you.

¢ Wine.com Community. Just a couple months old, already with 4,000 new members,
come meet other wine enthusiasts and share your wine lists and reviews,

¢ Collector’s Edition. Our buyers are venturing further into the world of scarce and
collectible wines. When we notice you're buying these kinds of wines, we'll send you our
Collector’s Edition email newsletter to highlight new releases and give vou first pick.

We hope 10 see you again soon at Wine com. ranked the #1 online wine store by darermet Resailer

magazing, 2005, 2006, 2007,

Cheers,

Rich Bergsund Mike Osborn
CEQ Founder

FatDUX



264 Norbamerixa

fadlagret Chardon nay ‘Metallico’. Ejendommens Double L-vinmark dyries

Lapernet S¢

nu @kologisk, M . Hold o

Mount Eden santa cryz Mountains %« Grundlagt af den californiske vire Mestral’ Rer

guru Martin Ray i 1940°erne, producerer lagringsveerdig Chardo nnay - en som Phelps |
sjeeldenhed i Californien - 0g Intens Pinot Noir,

p Togni \
dligere ma
&n lille gjend

Mumm Napa Valley nars # %% Stilig mousserende, iszer |askker Blanc de

Noirs og en fyldig, kompleks ‘DVX’ enkeftmarksvin, som bliver bedre eftes
et par ar i flasken.

lips, RH Y
Murphy-Goode sonoma +#  Stor ALEXANDER VALLEY-gjendom. Sauvignon ﬁp Hills lawi
Blanc og Zinfandel ligger i toppen. Merlot er over gennemsnit. Serier ‘T serien ‘EXP
Roof” (skruekapsel) har en forfriskende Sauvignon Blanc og Chardonna, = Ridge na,
uden eg, en kontrast til den overdadigt fadsmagende Reserve-serig, forskellige A
Nalle Sonoma x Doug Nalle laver de Jlige Zinfandel-vine pa druer fra pa halvierre Ch
CREEK, saftige og lekre som unge, og de kan ogs& modne med ynde gennes
mange 4r Finot Noir
Napa Wine Company 1ae2 # %% Den sterste skologiske avier i Napa saslose N Gt forgan
de fleste af sine druer 0g driver en virksomhed, hvor flere sma, fersteklasses det er ingen
producenter fir deres druer forarbejdet individuelt Markedsfarer en trestee. vinen pa de
net Cabernet Sauvignon i eget maerke. alkoholrige |
Navarro Vineyards mennocio [Hdkdk—sskdnn| Fra ANDERSON VALLEY a5 vig: vine — nogle
underlig, lagringsvaerdig Chardonnay og Califarniens maske fornemste vindrikkere. -
Gewurztraminer. Endnu mere specielt; senthestet Riesling og Gewurz-

der kor
Jorms
Browne Rus:

traminer. Pinot Noir i to typer, en hyldest til Bourgogne pa druer fra Ande
son Valley og en frisk 0g saftig aftapning af indkabte dryer
Newton Vineyards napa s+ “* %%k (Cabernet Sauvianon) 95 97 Marine

aTan ro_ 3 ;




Ranked the #1 online wine store by Internet Retailer magazine -- 2005, 2006, & 2007.

Wlne.com' 7] sign up for savings | your account | your address list | track your order | customer care
[ wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community |
‘ifnter keyword [EZT) advanced search = SHIP TO [FL ¥| Florida I

wine nf:he“-eg:l gift of the week 94 point wins THIS WEEK'S DUR MOST POPLLAR
. TOPTEN 94+ RATED WINES »
Shop the wine of the week
i |

ShOp for wine [ Stonier Chardonnay $18.99 94pts
2005
[ Gloria Ferrer NV Blanc $18.99 94pts
de Noirs

-I-_'"Marques de_(,‘.aceres $_2I99 94pts
Rioja Reserva ...

[~ Bernardus Cha_rdonnay $19.99 951:1:5-

2005
Innocent Bystander :
Shiraz Viognier 2005 | [ Parducci True Grit $19.99 94pts

Petite Sirah 2004
@ =
— [ Robert Mondavi $109.00 95pts
Qur Price: $14.99

Reserve Cabernet ...
[ Guigal Chateauneuf- $48.99 95pts
du-Pape 2003

Monthly Wine Clubs » [ d'Arenberg d'Arrys $17.29 94pts
Original ...

learn about wine

[~ caymus Special $159.00 94pts
Selection Cabernet ...

[ sticks Chardonnay $19.79 94pts
2004

Tour the world of wine &
your page taste your way through
the finest regions.

customercare | customertestimonials | aboutus | ciftcemificates | business gifis | remil stores
privecy policy | :shipping policiss |  affiliste program | garms ofservice | jobs | sitemap

Copyright (¢} 1995-2008 Wine.com, Inc. All rights reserved, Wine.com and logo 2re trademarks of Wine.com, Inc.

FatDUX



Ranked the #1 online wine store by Internet Retailer magazine -- 2005, 2006, & 2007.

wme.(:omw 7] sign up for savings | your account | your address list | track your order | customer care
wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community
[Enter keyword advanced search  SHIP TO California | 5] view vour cant

T RATED WINES
£13.99 S4dpi=s

Sh@pf@l’ Wlne ﬁwine.com“ in $29.99 S4pts

£16.79 95pt=

what state will you be shipping to?

Send a g]ﬂ I'm shipping to m

learn about wiite

2003 Napa Valley Cabernet

SHOP NOW »

Monthly Wine Clubs» 1% Wine gift sets make

gustomarcare | gustomsrisstimopiats | sbowius | gitcerdificstes | ‘husinessgifs | =il stores
prvacy golicy | shipping bolicies | eHillate orogram’ | termeofssriice | jobs | sit=map

Capyright {c} 1955-2008 Wine,com, Inc. All rights reserved. Winecom and loge are trademarks of Wine.com, Inc,

FatDUX



Ranked the #1 online wine store by Internet Retailer magazine -- 2005, 2006, & 2007.

w1ne.c0m~ [7] sign up for savings | your account | your address list | track your order | customer care
wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community
[Enter keyword ELELW advanced search 0 items in your cart | checkout

Shipping State Selection

We currently ship to most locations in Florida. However, due to state and local regulations, there are certain areas to which we
are unable to deliver.

Please enter your zip code to see if we are able to ship to you. If you don't know the zip code, click here for a list of Florida zip
codes to which we ship.

Desired Zip Code: I @

customsrcare | customertestimeonizls | aboutus | agiftcemificates | businsss gifts |  retall stores
privacy pelicy | shipping policies | afflists progrsm | t=rm= ofsarvics | jobs | zitamsp

Copyright {c} 19599-2008 Wine.com, Inc. All rights resarvad. Wins.com and logeo ars trademarks of Wine.com, Inc.
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Shipping states - why you must choose before shopping

Because wine availability and pricing may vary from state to state due to the way interstate
commerce laws influence our buying patterns, Wine.com created this layover welcome screen to
prevent confusion.

We've learned from experience that customers sometimes browse while "shopping in" a default
state, then switch states when they're ready to complete an order, only to discover the wine they
want isn't available or is priced differently for that location.

We have found that the select-state layover screen, while a little intrusive, almost entirely
eliminates the chance of customers being disappeinted by the way their order can be affected if
they don't choose a shipping state before shopping.

LRt
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10 things customers will tell you

Don’t tell me how great you are. BE great!

Go the extra mile.

Don’'t get in my way when I'm trying to shop.

If | know what I'm looking for, help me find it.

If | have questions, | want straight answers, not a salestalk.

If you expect me to buy something, tell me what it costs

Are your own affairs so important that you feel justified in ignoring me?
Don’'t make me feel stupid.

If you make a mistake, admit it.
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% Ranked the #1 online wine store by Internet Retailer magazine -- 2005, 2006, & 2007.
w1n i b @ N 7] sign up for savings | your account | your address list | track your order | customer care

wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community |

‘ [Enter keyword advanced search | SHIP TO|FL =] Florida |
wine of the waek | gift of the week 94 point winz THIS WEEK'S OUR MOST POPULAR
. TOPTEN 94+ RATED WINES »
Shop the wine of the week
T

shop for wine [~ Stonier Chardonnay  $18.99 94pts
2005
[ Gloria Ferrer NV Blanc $18.99 94pts
de Noirs

-I;Marques de Caceres $24.99 94|;ts_
Rioja Reserva ...

[ Bernardus Ch;dormay $19.99 95]:1:5-

2005
Innocent Bystander :
Shiraz Viognier 2005 | [ Parducci True Grit $19.99 94pts

Petite Sirah 2004
@ =
— [ Robert Mondavi $109.00 95pts
Qur Price: $14.99

Reserve Cabernet ...

- faig_ai_éﬁ;teauneuf- $-48.99 95_pts_
du-Pape 2003

Monthly Wine Clubs » [ d'Arenberg d'Arrys $17.29 94pts
Eiginal -

learn about wine

[ caymus Special $159.00 94pts
Selection Cabernet ...

[ sticks Chardonnay $19.79 94pts
2004

Tour the world of wine &
your page taste your way through
the finest regions.

customercare | customertestimonials | aboutus | ciftcemificates | business gifis | remil stores
privecy policy | :shipping policiss |  affiliste program | garms ofservice | jobs | sitemap

Copyright (¢} 1995-2008 Wine.com, Inc. All rights reserved, Wine.com and logo 2re trademarks of Wine.com, Inc.
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10 things customers will tell you

Don’t tell me how great you are. BE great!

Go the extra mile.

Don't get in my way when I’'m trying to shop.

If | know what I’'m looking for, help me find it.

If | have questions, | want straight answers, not a salestalk.

Tell me if you're going off to look for my size. Don't just turn and leave.

If you expect me to buy something, tell me what it costs
Are your own affairs so important that you feel justified in ignoring me?

® =

If you make a mistake, admit it.
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wine.comr

71 sign up for savings | your account | your address list | track your order | customer care

wine shop | agift center | gift baskets | wine clubs |

business gift services | wine basics | community

ed search SHIP TO |FL ~| Florida

0 items in your cart | checkout

iEnler keyword advanc

most popular links:

Godiva Chocolate Gifts
Mew this Month

popular gifts this week

find a gift by:

price

540 and Below
$40 - $80

£80 and Above

type
Gift Baskets
Champagne & Sparkling
Monthly Wine Clubs
Wine Gift Sets
Great Bottles to Give
Wine Accessories
Riedel Glassware
Gift Certificates
Business Gifts

occasion
Wedding

SHOP BY PRICE: Under $40 »

Bottles that are
great to give »

$40-$80» | $80 & above »

Gift
Baskets »

Champagne &
Sparkling »
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wine.com

7] sign up for savings | your account | your address list | track your order | customer care

wine shop |

gift center | gift baskets | wine clubs | business gift services |

wine basics | community

Enter keyword advanced search

SHIP TO ]FL 'I Elorida

0 items in your cart | checkout

most popular links:

Godiva Chocolate Gifts
New this Manth
popular gifts this week

find a gift by:

Ultra-premium Wine
Baskets

Start Over > Great Bottles to Give (60 results)

E;] subscribe to feed % share pace

Our wine experts have put together a carefully chosen list of some of the best bottles to make a great
impressien. This selection includes our picks from the most famous and prestigious wineries around

the globe. We've included the best from Napa, Burgundy, the Rhone, Bordeaux, Italy and more. Need
more selection? Try our list of collectible wines.

Sort By: |Most Popular Gifts ¥]

last items viewed:

Mount Veeder Cabernet
Sauvignon 2004

Jordan Cabernet Sauvignon
2004

Duckhorn Estate Grown
Cabernet Sauvignon 2004

Silver ODak Napa Valle
Cabernet Sauvignon 2003
Qur Price: $95.00

add to cart

/ OFATV ELEY N

o A ‘
s ,%W@ AT

l!nn-'L RCOCNE - K
- Sompope o Lann’s Enpce VINEYARDS

o )| T

ai e (5] o in
MNoir 2005
Cur Price: $21.99

add to cart

& add to wine list
[tem No. S1746

Hartford Court Lands Edge
Pinot Noir 2005

Cur Price: $44.99

add to cart
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1 R )k S b ar - .
1 | Sdn WAk

Paraduoc: Napa Valley Red Dom. Drouhin Oregon Pinot Franciscan Magnificat 2004
Wine 2005 Noir 2005 Qur Price: $§51.99

Qur Price: $49.99 Our Price: $49.99

- 2=y sl add to wine list
&l add to wine list I add to wine list Itern No. 92453
Item No. 93302 Item No. 92225

gt i:.f!{funre% ;

PRUTRINER B MR
APPLLLAMON CRUTTAINDF AN CONTROLIE

[
e
o L e
Y moemw frr i e
- 1 e
L= R UIRER SRR AR NEEEER

CuasLIs PREMIER CRU

Ch. de Beaucastel i
Ch aun -du-pP Premier Cri 5
Qur Price: $95.00 Our Price: $34.99 Qur Price: $29.99
tﬂ-:l. add to wine list |.IJ add to wine list u:l. add to wine list
Iterm No. 93686 Item No. 91515 Item No. 85415
page: Prev 123456 7 Next

customercare | custemertastimonials | sboutus | gift certificates | business gifts | =tall storss
privacy pelicy | zhipping pelicies | sfiiliats proarsm | terms ofservice | jobs | site map

Copyright () 1599-2008 Winzs.com, Inc. All rights reserved. Wineicom and logo ar= trademarks of Winz.cam, Ine.
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10 things customers will tell you

Don't tell me how great you are. BE great!
Go the extra mile.

Don't get in my way when I'm G
If | know what I’'m looking for, help me find it.

If I have questions, | want straight answers, not a salestalk.

Tell me if you're going off to look for my size. Don't just turn and leave.
If you expect me to buy something, tell me what it costs
Are your own affairs so important that you feel justified i
Don’'t make me feel stupid.
If you make a mistake, admit it.

n ignoring me?
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more ideas:

search tips

gift certificates
most popular gifts
business gifts

wine basics

sign up for savings

last items viewed:

Duckhorn Estate Grown

Cabernet Sauvignon 2004
Caymus Special Selection
Cabernet Sauvignon 2005

Wine.comﬂ ] sign up for savings | your account | your address list | track your order | customer care

wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community
bearboat advanced search | SHIP TO |FL ~| Florida 0 items in your cart | checkout
Sy o I search results
Wine Accessories
Glassware
Gift Baskets .
G;Ft Ce?‘nt:r From thousands of Search using
A Al wines, get the list most : :
Wine Shop ardiied h : e b
Wine Clubs elevant to y wine finder

Sorry we couldn't find any matches for your search: "bearboat”

Please double check your spelling and shipping state §d and try again.

bearboat

Need some help? Review our search tips
or click on of the links to the left to browse other areas of our site.

our most popular links: our most popular products:

CTATEAL MCINT=KFDON
s e
J

b e

904 point wines under $20 r“"“«
94+ point wines under £84 Q
maost popular wines this week

top rated wines _ e

AR ) RN

emplovee picks Kim Crawford Ch. Mont Redon

wine nitlet il
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10 things customers will tell you

Don’t tell m

Go the extra mile.
Don’t get in my way when I'm trying to shop.

If | know what I'm looking for, help me find it.

If | have questions, | want straight answers, not a salestalk.

Tell me if you're going off to look for my size. Don'’t just turn and leave.
If you expect me to buy something, tell me what it costs

Are your own affairs so important that you feel justified in ignoring me?
Don’t make me feel stupid.

= 5 N

If you make a mistake, admit it.

great!
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wine.comr

7] sign up for savings | your account | your address list | track your order | customer care

|. wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community

“Enterkeywufd advanced search = SHIP TO |FL ¥| Florida

B_§ 0 items in your cart | checkout

CAPLRNGT
CALNCAIN
o B .
enlarge
image
related links

shop all:
Mount Veeder

Wine from Napa Valley

Cabsrnet Sauvignon

learn about:
Mount \Veeder

Wine from Napa Vallev
Caberpet Sauvignon

Mount Veeder Cabernet Sauvignon 2004
Cabernet Sauvignon from Napa Valley, California

CG | 90

Cur Price:; §43.99

add to cart

—

buy a case

ratings pedigree (past vintages):

= send to a friend
2003 (wE | 91 | & print cellar notes
2000 WE | 89 | 7 Write 5 review
1999 | ws | 88 : % baokmark & share
1996 ws | a1 | )
= &l add to wine list
1995/ ws | 90 |

[tem No. 91661

winemaker's notes:

The Mount VVeeder 2004 Cabernet Sauvignon is packed with ripe black
fruit, nice herbal notes, great structure and a long finish. This one will
drink beautifully now through 2012.

user reviews & wine lists:
number of reviews: 0
number of lists: 3

user reviews:

Be the first to create a review and share your thoughts with other
customers.

recommendations
what does this mean?
view the entire list

Hess Collection
Cabernet Sauvignon
2003

Qur Price: $42.95

add to cart

f..- P

Eet s
| St T )
FEEEEE T

Vine Cliff Napa Valley

Cabernet Sauvignon
2003

(we [o2]

Our Price: £47.99
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w,lne.comn 7] sign up for savings | your account | your address list | track your order | customer care
| wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community
‘ [Enter keyword advanced search =~ SHIP TO |FL Y| Florida E‘I 0 items in your cart | checkout

recommendations
what does this mean?
view the entire list

Qur Price: §78.99

Napa valley, Califernia
Item No. 90904

n W & Q_;“'g to wina I-\ﬂ

W

MOUNT
VEEDER
WINERY ] et rerey 3dd to cart
Napa Valley, California
s Item No. 91661
SALRCHOP radl | HEm B 2dd 10 wine li
iy Hess Collection

(TN

Cabernet Sauvignon
2003

Qur Price: $41.99

Cuvaison Mount Veeder Cabernet Sauvignon 2005
Napa Valley, California ..nn to cart

Item No. 93347
&l add to wing list

o B .

Our Price: $42.99

add to cart

J;, add to wine list

NiEE1

Ronked the #1 online wine store by Internet Retailer magazine -- 2005, 2006, & 2007, s
WINIE.COMY = signun forasvings | yooraccaunt | youraddross st | rack yasr rdar | customercarm e O
= uh!shnlﬂhmhu[ﬂhbuhﬂslﬁmﬂbslhﬂﬂsunmlwh\ehnsks1m_I L-—-:l"-
related links e P T P B e
shop all: IG\EE \ Bader- W bEky . ripe black _
Mount Veeder | N About Mount Veeder cecommendations | Mie ane will Vine Cliff Napa Valley
- Cabernet Sauvignon
Wine from Napa Valley 2003

Cabernet Sauvignon |wE | 92

learn about: % RN s :,'L,,, Our Price: $47.99
Molint Veeder \ _ W

Wine from Napa Valley el H i other
Caberpet Sauvignon : - Porave

we [wa |

The ereation of Mount Veeder Winary was a labor of love. Michael and —— F l Dl’x



Red Wines Cabernet Sauvignon Napa Valle California
mﬂ Gﬁ!ﬂﬂh | region |

wine.conmr ¥y Riking (circle) « S8R

cellar notes Date Printed: 4/5/2008

Mount Veeder Cabernet Sauvignon 2004
(search iterm no. 91661)

f Connoisseurs' Guide rating: 90 points

MO PRICE ON 4/5/2008: $36.99

VEEDER
WINERY

ratings pedigree (past vintages):

2003 Wine Enthusiast rating: 91 points
2000 Wine Enthusiast rating: 89 points
1999 Wine Spectator rating: 88 points
1996 Wine Spectator rating: 91 points
1995 Wine Spectator rating: 90 points

[cG [90 |
Qur Price: $43.99

structure and a long finish. This one will drink beautifully now through 2012.

et Sauvignon is packed with ripe black fruit, nice herbal notes, great

My Notes:

customers who bought this also bought:

¢ Charles Heidsieck Brut Reserve (search item no. 73545)

Additional wines from Mount Veeder Winery:

¢ 2002 Reserve Red (search item no. 86669)
* 2003 Reserve Red (search item no. 90904)

Red Winss Cabemat Sauvignon Napa Valley California

T o e
wine.comr My Raung feese): ARG
cellar notes oxse porcas: &13/2008

_ sand 12 prink

Mount Veeder Cabernet Sauvignon 2004_
(search em no. 916861)

Cannals: " Gulga rating: 90 polnts

SRITEON 4752005 $36.95

%
WIRRY

ratings padigrae (past vintages):
2003 Wing Enthuslast rating: 91 points
2000 Wina Enthuslast rating: B9 polnts
1999 wWr Ing:
1938 Wing Spactator ras

1995 Wing Spaciator rating: 90 points

| 7 g

Winemaker's Notes:

Tha Mount Vesgar 2004 Capamat SSuVIgnan IS DBCKaT with ripe DISci frult, nice harbal notes, grast
structure and 3 long Binish. This one will grink deautifuily now through 2012

My Notes:

customers who bought this also bought

« Charies Heldsleck Brut Reserve [saamch ltam no. 73345

Additional wines from Mount Veeder Winery:

« 2002 Reserve Red [za37ch itam no. B5853)
« 2003 Raserve Red (search itam no. 80304)

About Mount Veeder Winery:

The crastion of Mount Vesder Winary was 2 Isbor of love. Miches! angd Ariens Bernstain discavered
the ruggad Mayscamas Mountain property that becama Mount Vesder inthe sary S35, In 1382, the
NEATYWESS Z00TAT 8 Wal Street Journsl 32 %0 3 SD-acra prune farm on Naps Valeys Mount Vesser
Trase CommiZzion in San Francisco, tha young Coudie Daught the
200K up resicence In & rustic COTtage AMIC the prune trees on the mourtain

A serencipRous gift of sticis 5tates the Moumt Veeser Winery vineyards. One cay. o farmnand came
20 Michaal with a bundie of cast-off cutt . Knowing very Ittie adout grape growing, Michael

Diamead tha CUTTINGS im0 the ground on Mamorisl Day, 1955 He nad neard that ory-farmad vinas
produced better grapes, 50 Michael never waterad the vines, and S8 ofthe 50 cuttings sunived

Michaers interest in grape growing Dicss0med and he Began STuUSying VITicuure and researching what
VTATAs 10 DISTE, LIMately DACOMING the AFST VINtnar In NaDa Valiey to DISTt One DrOperTy to &l fve
of the Borcasux vanatais -Cadernet Sauvignon, Cadernet Franc, Manoz,
Harvests 3t Mount Veeder were dons much lfics in Europe, by familly and friands - with the grast
Dansfz eing Thet mesis wars orensrad by Alce Waters of Chaz Panizse in Barkaiey whiEh i3 tossy
recognized amang the COUMNYS top restaurants.

w UETTATION Of ANCE W3TATS new COOKDOOK Franciscan Estates purcnaces Moumt Vescer
Winery in 1985, adding 2 20 an astate- tased portiolia that revolves around the belief2hat wines
Shoult Be 8 Expression of Siace, OF TerTair.
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Mount Veeder 2004 Cabernet Sauvignon Napa Valley
(in stock
Tashing Motes - Oaky and ripe; full of blackberry, cherry and chocalaty fruit, with complex nuances

of green olives and sweel. fresh herbs. You can .
lore at NapaCabs.com

Mount Veeder Winery Cabernet Sauvignon Napa Valley 2004
(In stock
Agood bit of deep and defined blackcumant fruit is joined in the nose by sweetening notes of

creme caramel and vanlilla as well as varletally authent.
More at Shoppers Wines

Mount Veeder 2004 Cabernet Sauvignon Napa Valley

(in slock)

FREE SHIPPING On Crders Qf Any § Or More Bottles Of Wine (Mix or Match)! - We Ship Te CA, 10,
IL, MO, NM, OH, WV...87 POINTS - WINE SPECTATOR

Mare al LombardibVine

2004 Mount Veeder - Cabernet Sauvignon Napa Valley 750ml

In stock (In stock)

2004 Mount Veeder - Cabermet Sauvignon Mapa Valley 750ml - Buy now atvinfelio.com, Fine wine
finer sanvice

Mare at vinfalio com

SI'IOPFEI'! Wines
Fesiursd Siore

T An
Reviey store

Ses store info

LombardiWine

Eaad
| b

vinfolio.com

Fealred Sltrs

$29.95

at NapsCabks cor

$34.99
at Shoppers Winges
GO TO STORE
$29.99
At Lombardiiyins

GOTOSTORE 3

$32.00

B NI
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10 things customers will tell you

Don’t tell me how great you are. BE g
Go the extra mile.

Don’t get in my way when I'm trying to shop.

If | know what I'm looking for, help me find it.

If | have questions, | want straight answers, not a salestalk.

Tell me if you're going off to look for my size. Don'’t just turn and leave.
If you expect me to buy something, tell me what it costs

Are your own affairs so important that you feel justified in ignoring me?
Don’t make me feel stupid.

If you make a mistake, admit it.

reat!
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Ranked the #1 online wine store by Internet Retailer magazine -- 2005, 20006, & 2007.

wine.comr

7] sign up for savings | your account | your address list | track your order | customer care

|. wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community

“Enterkeywufd advanced search = SHIP TO |FL ¥| Florida

B_§ 0 items in your cart | checkout

CAPLRNGT
CALNCAIN
o B .
enlarge
image
related links

shop all:
Mount Veeder

Wine from Napa Valley

Cabsrnet Sauvignon

learn about:
Mount \Veeder

Wine from Napa Vallev
Caberpet Sauvignon

Mount Veeder Cabernet Sauvignon 2004
Cabernet Sauvignon from Napa Valley, California

CG | 90

Cur Price:; §43.99

add to cart

—

buy a case

ratings pedigree (past vintages):

= send to a friend
2003 (wE | 91 | & print cellar notes
2000 WE | 89 | 7 Write 5 review
1999 | ws | 88 : % baokmark & share
1996 ws | a1 | )
= &l add to wine list
1995/ ws | 90 |

[tem No. 91661

winemaker's notes:

The Mount VVeeder 2004 Cabernet Sauvignon is packed with ripe black
fruit, nice herbal notes, great structure and a long finish. This one will
drink beautifully now through 2012.

user reviews & wine lists:
number of reviews: 0
number of lists: 3

user reviews:

Be the first to create a review and share your thoughts with other
customers.

recommendations
what does this mean?
view the entire list

Hess Collection
Cabernet Sauvignon
2003

Qur Price: $42.95

add to cart

f..- P

Eet s
| St T )
FEEEEE T

Vine Cliff Napa Valley

Cabernet Sauvignon
2003

(we [o2]

Our Price: £47.99

FatDUX




ﬁ sign in customer care 1-800-592-5870
wine.conxr [1] shopping cart [2] billing information [3] shipping information [4] confirm order

SIGN IN CREATE AN ACCOUNT
email address | ] date of birth ‘MM |DD |YYYY | (Must be 21 yrs old)
password | ‘ first name
» 5 last name
Forgot your password?

U.S. zip code

| |
| |
company (optional) ‘ |
| |
email address ‘ |

verify email ‘ |
address

Password ‘ |

(5-16 characters, case sensitive)

verify password ‘ |

create account

customer service | shipping policies | track your order | my account | privacy policy

IS ecm}d
by R W e D
Ot TRUSTY] |

-, Biatecom o T

FatDUX



ﬁ bi lling information customer care 1-800-592-5870
wine.conr [1] shopping cart. [2] billing information [3] shipping information [4] confirm order

continue

ENTER A CREDIT CARD

Bold indicates = required fisld

tips & hints
type of card I"..dastercard E[
Y » Your billing address must match the address that appears
card number ] on your monthly credit card statement.
I I'_'j r'ﬂ * To edit a credit card, select the card you would like to
expiration date |Month ¥ Year = change frem the drorp down menu, update your billing
ik information, then click the "save credit card" button.
card id # |: B Once the information has been saved press "continue” to
roceed with the checkout process.
country |[UNITED STATES OF AMERICA x| . i

name on card

sddrass 1 | | To redeem a Wine.com gift certificate, enter number here:
address 2 | |
) . A credit card must be entered for security and age
city | | verification purposes,
state I FL "'I zip |
phone | |

[V save this credit card

[T use this as my shipping address

FatDUX



ﬁ shipping information
wine.conx

customer care 1-800-592-5870

[1] shopping cart [2] billing information [3] shipping information [4] confirm order

ENTER A SHIPPING ADDRESS

Bold indicates 3 required fisld

full name |Eric Reiss |

company ‘ |

[

address 1 | SW 102 St |

address 2 | |

city JMiami |

state IFL "l zip |33155

country UNITED STATES OF AMERICA

{305 3 |

[V save this address

phone

[V Yes, I am aware that an adult 21
years or older must be present to
sign for this order because it
contains wine. We recommend
sending your order to a business
address for this reason.

Gift recipient email (for gift message and delivery
notification)

continue

tips & hints

* Customers often prefer to send packages
containing wine to a business address where an
adult 21 years or older will be available to sign for
delivery.

e All deliveries of wine require the signature of an adult 21
years or older. Orders cannoct be left at the door.

e Orders will be delivered Monday through Friday between
8:00 am and 5:00 pm.

e \We are unable to ship to P.O. or APO/FPO boxes.

s To edit a saved shipping address, select the address you
would like to change from the drop down menu, update
the shipping information, then click "save address".
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customer care 1-800-592-5870

ﬁ gift options
wine.conr [1] shopping cart [2] billing information [3] shipping information [4] confirm order

continue

Make your gift even more special with gift wrapping and a printed gift message!
By entering a gift message, you indicate your order is a gift and we will withhold all price information from its contents.

item(s) available for gift wrapping:

{+ don't gift wrap item(s) (vou can still send a gift message!)

Mount Veeder 2004 Cabernet Sauvignon
quantity: 1 price: $43.99

€ box ($4.99 each) (" bag (£3.59 each)

arrives in a3 combination of 2 or 3 arrives wrapped in bag
bottle burgundy gift boxes

add a free gift message for your gift card and email
notice (240 characters remaining)
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ﬁ confirm order
wine.comr

“1email cart Items

customer care 1-800-592-5870

[1] shopping cart [2] billing information [3] shipping information [4] confirm order

cancel order

place order

BILLING INFORMATION [T | SHIPPING INFORMATION I3 | DISCOUNTS and CREDITS
MC Last 5 Digits Eric Reiss promotion code:
Expiration gift certificate:
Eric Reiss Miami, FL, 33156
Copenhagen, 2100
ITEM 0 | SUBSTITUTE VINTAGE | GIFT WRAP | QTY | UNIT PRICE | TOTAL PRICE
Mount Veeder 2004 Cabernet Sauvignon Yes 1 $43.99 $43.99
gift message: Hi Eric, Yes, this really is a gift. Cheers, Eric
shipping options: ' standard: estimated arrival 7 business days standard shipping: £9.85
" priority: estimated arrival 7 business days (add $10.00)
" express: estimated arrival 6 business days (add $15.00)
subtotal £53.94
tax $£3.08
TOTAL §57.02

Important information

cancel order

place order

¢ Sending multiple gift orders? Complete your first order through the entire checkout process. Then, on the final order
confirmation page, click on the icon that reads "Send this order toc someone else.” Your shopping cart will re-lead and you can
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Ranked the #1 online wine store by Internet Retailer magazine -- 2005, 2006, & 2007.

w1ne.c0m' 7 sign up for savings | sign out | your account | your address list | track your order | customer care

‘. wine shop | gift center | gift baskets | wine clubs | business gift services | wine basics | community

‘ [Enter keyword sdvanced search | SHIP TO|FL 2] mlorida loading cart

Page Cannot Be Found

We apologize, we cannot find the page you are looking for.
You will be redirected to the homepage in 2 moment.

e browse our Wine Shop
* browse our Wine Clubs
# browse our Gift Center

Or type in a search term

customercsre | customertestimonizls | zboutwus | gift camificates | business gifts retail storas
privacy padlicy | shipping policies affillat= program. | terms ofservica | fobe site magp
Copyright (c]) 1995-2008 Wina.com, Inc. All rights reserved. Wina.com and logo are trademarks of Wina.com, Inc.
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Scary service fact #3

People are people.
Online and offline.

So the next time you experience
bad service somewhere, go and
check that your site i1sn’t making
the same mistake.




There are only three basic types of service

FatDUX



Help
Enhance

Fix




Help

“Beam me up,
Scotty.”




| need you to help me...

= do something
= understand something
= avoid the horrible “Browser Monster”

FatDUX



| won't tell you that | need you to...

= make my life easier
= stroke my ego
= make me feel wanted

FatDUX



Enhance

“Milk AND
cookies!”

FatDUX




Ooh! You just gave me...

= a useful contextual link
= a happy surprise

= an unexpected benefit
® a better experience

FatDUX



Fix

“The doggone
printer ate
my homework!”

FatDUX



Please...

= sort out my problem
= keep it simple

= don’t waste my time

= keep me out of trouble



Today’s topics

&+ Defining innovation
© Improving service
&t Building shared references

FatDUX



And what are you looking for in a shoe?



Overstocks Customer Service

Landsend.com

Welcome | Women | Men | Girls | Boys | For the Home | Luggage |

Business QOutfitters Site *

shopping bag

my account

| my model

. search wwith an item
number or keywward

e

IIn All F'ru:n:luu:ts;l

Pretty Dry Hiker flexes like a sports shoe,
supports like a boot.

s Combination insole board is flexible at the
forefoot, stable at the heel

s Combination upper is water-resistant
suede and 1200 denier nylon for protection
and lang life

s Cushioned tongue and collar for comfort

s Handy removable arthotic

tryiton | s Lightweight EVYA midsole/long-wearing

| larger view ||

-

Men's

Mew Arrivals

Men's:
Belts & Accessaries

Blazers &
Sportcoats
Casual Shirts

Casual Pants
Custormn Clothing
Dress Pants
Dress Shirts

Hats, Gloves &
SCcarves

Jeans

Mocks &
Turtlenecks

Merltiee

rubber outsole
e More info and specifications at the bottom
of page

Men's Water Resistant Hikers Item #9269-8A80

$124.95

size charts |

IMNETRUCTIONS: Click color for larger wiew, Click size to select itern.

B - ool L ous

Charcoal

-

Coark Brown

9.5 1

8.5 8.5 10 105 11

Dark Tan

Alternatives

Men's Camp
Mocs

£

Men's Lace-

up Walking
Shoes

L

Men's Slip-
an Walking
Shoes
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Shopping Bag J_L.

Explore the Outdoors Customer Service My Account

QUICKSHOP OR SEARCH

100% Guaranteed

Laog In ,-"' Log Cut

Mour Privacy

Erre—|
— m P Footwear F Hiking Boots
Enter iterm # or k ord
- : To Order
Blue Gore-Tex Knife Edge Hik

DEPARTMENTS i floin e saie i)
EETE ¢ Designed for rugged day Step 1: Select an Item

Cluterwear hikes and overnights

Shirts » ‘Waterproof, breathable TA49771

Fants & Shorts Gore-Tex lining ® ¢125.00

Sweaters & Blazers
Sleepwear &

# Puncture- and abrasion-
resistant synthetic-fabric

Step 2: Select Options

Upper

Underwear * fAvailable in two widths

Footwear [view details) IWidth: vI
Shoes

b Hiking Boots Gift Boxing Information [shoe size: ]
Boots R
Slippers Compare to Similar Items ICD|DrfStY|Ei .,I
Sandals :
Socks G_)‘ o \ Mamed for the ;heer ridge . Cuantity: |1

Miew |larger photd trayerse on Maine's Mt Katahdin,

Active Clothing
Accessories
Mew for Spring
Shopping Guides
Wormen's
kids'
Qutdoor Gear & Apparel
Luggage & Travel
Hore & Qutdoor Living
Gift Certificates

Al O ENMikd 1 1 DEARI

Colors (about color availability)

Black

Blue

these boots have everything vou
need for stability and support in
dermanding conditions - and a
comfaortable, lightweight design
vou'll appreciate in any
circumstances. Rugged, puncture-
and abrasion-resistant synthetic-
fabric upper and polyurethane-
coated leather rand reduce wear
from rocks and roots, Waterproof,
breathable Gore-Tex® lining
keeps water out while allowing
heat wannr tn pscane. Tnternal

Step 3: Ship To

Me -

ar other;

—

Enter a nickname, like "Crad"

or "Ann" We'll ask for shipping

infa at checkaut,

ADD 1O SHOPPING BAG |
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i.."aﬁ’ Bals.

N 3042 Men's Custom Calf Bals, made from
tho finest selected enlfl skin, bhand sewed with vhe
best lnen waxed throwd; made over the new opar
Inst, which will bo vur{n|mpulnr this season, line
kangaroo tops, and bottoms cut from the best ok
tun sole leather. If you wish a shoe thoroughly ujp
to date, and s good 8s can bo made, do not puss this
one.  Wareanted,  Sizes, 6 to 1l widtbs, A, B, O, 1,
Ennid EE.  Waelght 83 ox, e

Price, per padr,
Calf Bals.

Fine Needle

No. 3044 Men's custom made Cnlf Lace Shoes.
The stock In this shos s of the very best selection,
and ls of such weight as to glve the L peasaibile sor-
whee, Mha sahne fa msda avor Bl lone drmwn ol

Tho best tonners In Amorica have
beon experimentin

i crack proof, One at least
easful, nnd has discoveresd a new
ning calf skin which not only muakes
bt Improves s looks.
shled] surfoce, s vory
ke n polish much better
The shoe is made

It absolutoly crack p
The stock has u hoay
and pliable, and w

-

than the ordinary E
over the Bull Dog last, which is the newest thing

l]l:lllhd;'l.l.l].!.‘ woelt, and the bestioms nree the
hest oak gole leather with extended uilges,
aumdd top facing, mod we cnn rcom-
i 16 Lo Those wihic waianb oo of Lha
ir warranted crack proof.  Bizes, 8 to
I Eand EE. Price Prer padr., . S3.45

Men's Cordovan Lace, Op

No. 3052 Men's Shell Cordovan Bals. made from
rllovan, or borsse hide
shoe hns the new opéra toe, which is between the
nesdle and the Yale 1oes, an
tonny other style.
st onlk sole leather and sewed onl
hundsome fnd durnble shos,
hide leathor boing very tough will ‘retaln ita alape
much better than nn H

finest seloctlon of eo

The hottons ane cu

i o il i o, LB |

vl e s e Pl B ml e b S100 X
Ihls e o8 opa of oz beist s8 1em and we havae
tpwred no palns to put everstling into it which
would Ineroase [ts wearng qualliles. 1f o pairglves
ont without just cause =send them back mod get
another pair, Tor thoey sre fully worrnnted,

Hard Cash Needle Bals.

L

i -J.q; ':'I.-. ali-
B0 h

Fa s . =
No, 30GT. Mon's Selectod Call Hals, made over

the needle toe last, with tlp, Goodyeir welt bot-
toms, line dongol s lu?nand a shiwo which 15 sultable

for dress woar and will glve splondil soevice.  Wo
warrant avery palr, ::Euu‘r- to 1. Whiths, A, B, C,
D, E, EE; wnﬁ: it. 3 ox. Price, per palr ... 80088

Hard Cash Plain

Congress.

No. 3868, This shoo, ke tha
one preceding. is miado from se-
lected calf skin, Goodyoar welt
bottoms, and has the plain
Adelphin toe, which 1s mo-
diam aqluugﬁ und VEry pops
ulnr, It has
Lhe best Don-
goln  topping
mod  genuaing
Hub goring;

[ ——
I E and EE; wolght. &2 ox  Price, per palre. .. 82.08
Hard Cash Bals, Jewel Toe.

R Hi=ii
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Pas pa! Bagenden svinger ud
.
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What’'s in our shared-reference toolkit?

N Words ¢

FatDUX



“Ads must be limited to 25 words.”
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Old Hawaiian Hula Dancer Girl Motion Lamp

All original and signed Dodge Inc on the base. Shade is original also
but needs some repair or restoration. The hula girl is in wonderful
condition with a fabulous patina. There is a little loss to the bronze
finish at her right shoulder. No chips, cracks, repairs or scratches.
Hula mechanics work excellent -- strong and quiet. Light works also.
The only damage | have to report is the switch is bent some but still
works -- | don't want to try to straighten it and risk breaking it. There
are 4 settings--off, hula only, lamp only and lamp and hula. Wiring
looks good. Base is 7 1/4" diameter. Lamp is 18" tall to top of the
socket, 21 1/2" tall with shade attached. This is the very first hula girl
motion lamp -- she has a lei around her neck and around each
ankle. She looks to be made of bronze but | don't think so. Circa
1940's. What looks like spotting on the base is magnified dust
particles from rubbing my finger on her skirt to straighten it out -- my
camera really shows them up for some reason.



Scary content fact #1

Longer text outperforms
short text by 40.5%

e Long-copy ROI =+21%
e Short-copy ROI =-14%

Source: Marketingexperiments.com




“Words fail me...”
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Scary content fact #2

Adding more content Is
not a solution.

Ensuring better content Is.




FatDUX



Scary content fact #3

Content Is King.
But context is the kingdom.




http://www.cdnow.com

“Words” 'l

FatDUX



The magic of context

t differentiates your products
t differentiates your company
t provides a service

t facilitates upselling
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amazu" cmn Wedlc. Bign in o get personalzed recommendations. Mew cusiomer? Stag here
Nyt & m Tedavs Dagks & Sifs & i : -~ Yiour Account | Help

Your Lists B3

Agranoed Search Brovwas Subpsis Het lipw Releases Besinebers | Libees Em Expafiol Sargan Bocks | Texibaoks

Practical Information Architecture: A Hands-On Approach to
Structuring Successful Websites (Paperback) 25 used & new from $2.95
by Enc L, Rewss (Author) i ¢ £

¥ririnin’ & (12 customnet reviewsl

o] o
JLpri‘:mtlra-.fﬂl
I

furmatmn

| Erchlt&czurﬂ Availability: Available from these sellors. — —
. [ AddoWishbist (=
25 used & new avalable from 52,95 | mﬁwm }
| Add to Wedding Registry |
| Add to Baby Registry
e e | Telafriend |
L jr b ke
= Are ¥ Author ar
‘ g/ F:;E.h";:::::l L] ar o ‘
fnd out how (o pubiieh
# ! viour own Kindgle Books
Customers Who Bought This Item Also Bought Page 1of 4

-;Luq e ey
by s

[ - e
Information Architecture: nfarmation &rchibectere for The Elements of £ Web Pr Management:
Bliegprints for L, by ME.EEE&I w Jaked Hlﬁuﬂ tha Werld wig..; by Louis Rxperiange: Lisar-Canl,, by flyer By
Christma Wodtke srirdedrs (132) £32.5% Rogenfeld lesse James Garrett Ashley Fredlen
Sefrfirfels (27 £20.00 frfnliede’; [40) 526.35 frfriedr’ |24 520.99 Sl (24) 838.37

Computers & Internet  Engmeenng  Graphic Design Networks, Protocols & Apls Software
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Seairg sign in or register o) I pr— ﬁu

DEFARTMENTS SHOFPPING GUIDANCE

5 mam “SNange Louniry | sears U.s.A8

Al 'r_;m'-.ﬁ-;u;?g? Vacuums & Floor Care = Canisters I8 Share This Page =3 Print =) Give Feedback

Laarn mare =

b Kenmore Canister Vacuum Cleaner Blue (28014) 1own

o W K Lo o Rating 3 (Based on 40 Written Reviews |
Create a Review )

This product is available through a Sears distributor. To purchase this Jiews all special offers
product please visit our International Destributors page
Sold by Sears

niarnational Shipping

Y{E=2

More Product Information...

Kenmore Canisters

Description Specifications Discussions Ratings & Reviews ‘acuums & Floor Care
Sears Can Help Special Offers AN Fenmons
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QLS| g . sign in or register I ) —— . m
Cdil O =

DEPARTMENTS SHOPPING GUIDANCE

i E» acuums & Fioor Care = Parts & Accessories Share This Page =3 Print &) Give Feedback

CELEBRATE EARTH HOUR with SEARS :

Learn mare =

Ultracare Kenmore C Canister Allergen Filtration Vacuum Bags  1ownn

% W Y- Rating 4.5 (Based on 26 Written Reviews |
Create a Review )
This preduct &= available through a Sears distributer. To purchase this Jiewr all special o
product piease vesd our international Distributors page
Sold by Sears

Auantity International Sh

i)

More Product Information...

Ukracare Vacuums & Floor Care

scnplion Liscussions Ratings & Reviews sears Can Help

" - Ultracare """
special Offers

Al Ulracare

Product Description

Ultra Care Kenmore C Canister Allergen Filtration Vacuum Bags

Designed lo Fit select Kenmare Canister Vacuums

Micro-Lined Allergen Filtration Vacuum Bags Trap 29.97% of Dust, Pet Dander, Mold and Pollen down to 5 Microns




Scary content fact #4

Your ability to handle context
Issues will become one of the

key differentiating factors that
sets your site apart from the
crowd.




So...

= Solve real problems
o Don’'t use “Innovation” as a buzzword.

= Create stronger services
o For your end users. They are the folks who matter.

m Build better shared references
o Because this Is the secret to e-commerce success.

= Use context as a competitive weapon
o Before someone else beats you to it.



Eric Reiss can (usually) be found at:

The FatDUX Group ApS
Strandgre 15

2100 Copenhagen
Denmark

Office: (+45) 392967 77
Mobil: (+45) 20 12 88 44
Twitter: @elreiss
iInfo@fatdux.com
www.fatdux.com
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