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* Introduction — Steve Bielawski, Tenzing
* The Canadian Mobile Shopper - Rosalina Lin-Allen, Delvinia
*Q&A

If you have questions during the webinar, please input them in the Q&A panel on the
right side of your screen and we will address them at the end of the presentation.
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About Tenzing TENZING:
Company

* Privately owned, Founded: 1998  Tenzing

* Fu”y Managed IT SerVICe DrOVIder Disaster Recovery ‘\ Et\;?r('jouncr:::t

Environment

e 3 Customer service centers: BC, ON, India

e 3 Datacenters: Toronto, Kelowna, Vancouver
( ANADA

* 80 employees (60 in operations) \\\ \\ 3 /J EmiEA

UN!/E!) ATES OF/AME l(‘A'
Provide Managed Services For

e Ecommerce Platforms

* Profit 200 Ranking — 6 years in a row

Expert Hosted Solutions

e SaaS Applications
* Web & Enterprise Applications
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Ecommerce Managed Services TENZING
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Experience
Multiple Ecommerce Implementations

E-C@MMERCE s
T e

Support

* Apply the right delivery strategy
— Reduce time, effort and risk

e Collaborate: Ecommerce Systems Integrators

 Manage all infrastructure components Tenzing Managed Services

* Manage Ecommerce platform environments
— Seasonal & Peak Load Management

— Scalability Core IT Infrastructure

Expert Hosted Solutions
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We Host & Manage All Of This So You Can Manage & Grow This
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Expert Hosted Solutions
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Expert Hosted Solutions

Tenzing Partial Client List

Ecommerce
EMPIRE § GuestLogix
THEATRES I e ——
HGHE barewallS.com
odesato | G Pz
il A CharityVillage.conr
IRVING Y. . %

CareerBeocon.com

Software as a Service

TALENT | #*%BoardSuite”

- TECHNOLOGY Trav
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Enterprise Web

Jobeyr

Global Investment
Technology

ONTARIO .

POWER AUTHORITY

Clements('_.)Imfrrmtinnul

Global Insurance Solutions



http://www.lorexcorp.com/Default.aspx

delv/nia

Digital Strategy & Customer
Experience Design Firm.

End Consumers 4 Delvinia

370 King Street West, 5™ Floor, Box 4
Toronto, Ontario w
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Why all this Hype?

» Personalized device that goes
everywhere with its owner

« Mobile is inherently social
e Puts location into context

« Opportunity for an enhanced
experience through its camera
function

370 King Street West, 5" Floor, Box 4
Toronto, Ontario
M5V 1J9
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Blogs,

My | Ratings &
Socia - Reviews
Sphere Search %

Product Sites

Brick & Mortag
Product

Social
Site

RESEARCH

370 King Street West, 5™ Floor, Box 4
Toronto, Ontario
M5V 1J9

Product
Sites

Brick & Mortag

CONVERT

Product
Word of Mout Social

Site

1
I =
: \ \/
! @ My Social
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Tt Blogs,

Ratings &
Reviews

ADVOCATE

Managed IT Services



2013 W1ill Be the Tipping Point

(14

14% use their By 2013, more people will
smartphone to

shop

browse the web via mobile
devices .

Gartner

414
By 2013, there will be more
mobile phones shipped
globally than desktop and
laptops.

Mobile Internet Retailer Summit

29

The shift from e-commerce to

m-commerce will reach
something of a tipping point 4,
by 2015.

Source: AskingCanadians™, Dec 2010, Canadian Consumers

Gartner

370 King Street West, 5" Floor, Box 4
Toronto, Ontario />’>‘\
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Mobile Adoption

-uil Carrier = 3:16 PM
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370 King Street West, 5" Floor, Box 4
Toronto, Ontario
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Mobile Usage

Take a picture of a product in-store

camera function

Locate a store that cammies the product
Gather information about the general
product type

Compare prices

Gather specific information about a
particular product(s)

Find product recommendations or reviews

Informational

(product research)

Contact customer sarvice

Download a coupon or other promotion

utility

Determine whether an item is in stock
Post to social network about a product

Directly purchase a product

Use a QR code to get product information
or a better price

Post to a social network about a
purchase experience

Write a product review [ rate a product

transactional

soclal network

AN AA T ——A—A

Mone of the above 43 9%

(Source: AskingCanadians™, Dec 2010, Based: Canadian Smartphone Owners, n=237)

370 King Street West, 5" Floor, Box 4
Toronto, Ontario w
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Scanll de’s 301 Trend Report 'ﬁ:kﬁ.NLlFE

Bar Code

||Il Il] 16X growth under 2 years

370 King Street West, 5" Floor, Box 4
Toronto, Ontario
M5V 1J9

Mobile Camera Use Just Started

% of Respondents that Microsoft Tag
Recognized a QR Code

100% -

40% - 86%

60%

40% -

Feanlde EEZ Code

20% - 20% - .
T 8
2010 2011 S

~AMLIFE

Source: AskingCanadians™, Jan 2011

4 out of 5 smartphone
owners
have seen a 2D code
86% identify it correctly

2 delvinia

Managed IT Servic es



Image Recognition Is Nexting

http://www.youtube.com/watch?v=FpczQ7tJ-L8 http://www.ad-dispatch.com

370 King Street West, 5™ Floor, Box 4 w

Toronto, Ontari Pent
M°5r3n139 o TENZING de|V nia


http://www.youtube.com/watch?v=FpczQ7tJ-L8
http://www.youtube.com/watch?v=FpczQ7tJ-L8
http://www.youtube.com/watch?v=FpczQ7tJ-L8
http://www.ad-dispatch.com/
http://www.ad-dispatch.com/
http://www.ad-dispatch.com/

Do consumers shop on tablets
the same way they shop
on smartphone?

delv/nia



Different Behaviour on Tablets

« 8% owns a tablet

(Source: Pew Research, May 2011, U.S. Consumers)

* iPad owns 68% of tablet market
share worldwide

*The device between the “ |
PC / laptop & the Smartph one Best browsing

experience you ever
had. You can see the
whole web page and
you can manipulate it
with your fingers. ”

- Steve Jobs

370 King Street West, 5™ Floor, Box 4

Toronto, Ont
|\/|05r$/n139 o TENZING de|v nia

Managed IT Services



Two More Devices Between Store and Web

370 King Street West, 5t Floor, Box 4 Source: AskingCanadians Dec 2010, n=500 w

Ta to, Ontari : .
VSV 109 Tinzing: delvinia
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(4 Flipboard

j?p""

Experience Designed Specifically for the Tablet is Emerging

Screen space & resolution, location, social and tactile nature of tablets are taken into consideration.

370 King Street West, 5™ Floor, Box 4
Toronto, Ontario OA'\

M5V 1J9 | TENZING delv nia
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Retail tablet catalogs combining the traditional catalog and
e-commerce sites are also emerging.

IKEA iPad Catalog Google iPad Catalog Victoria Secret iPad Catalog

370 King Street West, 5™ Floor, Box 4 W

Toronto, Ontari .
|v|05r$/n139 o TENZING de|v nia




Tablet Shopping Shows Impressive Numbers

¢ 209% tablet owners
completed a purchase via
their device

(Source: AskingCanadians™, Oct 2011, Canadian Consumers)

¢ 48% tablet owners
completed a purchase via
their device

(Source: comScore, Sept 2011, U.S. Consumers)

370 King Street West, 5™ Floor, Box 4
Toronto, Ontario w

M5V 1J9 TENZING delv nia



What is the approach to meet
the needs of mobile shoppers?

delv/nia



Approach

P eople What is your customers’ mobile ownership and mobile

behaviour?

What are our objectives (e.g. brand engagement, transaction, self service)?

O bJ eCtheS What is customer attitude towards interacting with our products/services

through mobile (e.g. security, privacy)?

S tI'atE gy E What do you want your customer to do on the mobile device?

I 1 What are the tactics, functionality and processes to support
aCt].CS your strategy?

370 King Street West, 5" Floor, Box 4 w

T ,Ontari ‘1
M°5r3ni39 e TENZING® dGlVIl‘lla
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Iterative Process

People + Objectives

4 Strategy

Taeties

370 King Street West, 5" Floor, Box 4
ooooooo , Ontario M'\ ) de|v,.nia
M5V 1J9 TENZING
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Mobile Site Designed for Consumers On the Go

Best Buy Mobile Site

No Sarviee = 4:43 PM =
Apple®. IPad® 2 with WI-Fl - 16GB-
Black

Nogel: NOTRELUA | SRL: 1SR

a4 |87
Revisws

Financing ond spocial ofters
e avalabie Crock 54 wie
for Gatain

Fre shpping on s dem
989

W7 ADD TOD CART

SHARE

(151 A ta Yty Lt

Shipping: Usualy learses our marphouse n Y
business day

Store Pickupc

Find n sires

1 %0

=]
» Find in 3tore

'No Service = 4:43 PM
Apple®- iPad® 2 with Wi-Fi - 16GB-
Black

Model: MCTEELLIA | SKU: 1945531

Reviews

Financing and special offers
are available. Check full site
for details.

Free shipping on this item
$499.99

‘ =7 ADD TO CART

COMPARE

SHARE =

Add to Wish Lists

» Customer Reviews (187)

IR SR ad
7% ol cuslomers weuld mcommand ths
preduct ke a friend (184 ol 187

Eafi = Lzsa 4.7
Faluras 4.%
Borwan Cuakry 4.7
Value ler Frica 4.0
Show Faviews
Airile m Baview

Shipping: Usually leaves our warehouse in 1
business day

Store Pickup:

__Findinstore | &PPLE TG0 iPad welth WI-F BT inc

< et EEL T

v Dwarview and Specifications

wirlmarress diecdesey- WY 11shba'n Wi-Fi-

Us $075.00
US §18.55

e Savewy

Manulife Travel
Insurance Site

ey M Manulife Financial

coverme”

| For your future~

coverme”

CoverMe™
Travel Insurance
for Canadians

Planning a quick trip? CoverMe™ Travel
insurance for Canadians travelling out-of-province
protects you against the costs of any
emergencies during your trip.

Plan Details

FAQs

Apply Now

Go to Full CoverMe™ Site

Contact Us | Privacy Policy | Terms & Conditions

© 2011 The Manufa Life | (o]
(Manulife Financial). All rights reserved

WLy

M>Apply1a3 45

f

Choose Your Coverage
O Single Coverage  $3.50 / day
© Family Coverage $7.00/day

Choose the number of family members:

Zv!

$3.50 x 7 days = $24.50

You are about to enter Manulife Financial's
online application feature. If you choose to
send your application to us over the Internet,
the personal information you provide will be
encrypted for your protection. However, as in
the case of all Internet usage, complete
security cannot be guaranteed. Please
confirm that you have read and accept these
conditions by clicking on the icon below.

To complete your online application, click the
Apply Now button.

[ []1 have read and accept the conditions.

Continue

370 King Street West, 5" Floor, Box 4

Toronto, Ontario
M5V 1J9
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Enhancing In-Store Experience with Scannable Codes

370 King Street West, 5" Floor, Box 4
Toronto, Ontario w

M5V 1J9 TENZING de|V/nla



Engagement through Innovative Gamification Tactics

OtD NAYY G am
| Reconos ). v [‘)] SR

SHAZAM 10 SHOP
AND SCORE.
1 Hear Old Navy original songs

on TV, in store or anywhere

2 Use your Shazam app
1o tag them

32 Shop the look, uniock secret
goodies like a free song

foursquare downioad and more
GET SHAZAM FREE RIGHT NOW:

scvNgr (“Phone  ©)( Android  ©

370 King Street West, 5™ Floor, Box 4
Toronto, Ontario w ) de lv y n i a
M5V 1J9 TENZING :
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Key Takeaways

1.Start with understanding your customers’ mobile
behaviour and usage

2.Consider each web device as a unique experience
» Use tech savvy customers as window into the future

3.Business Case should reflect improved customer
satisfaction through self-service and in-store
efficiencies

4.Mobile is inherently social and local

370 King Street West, 5™ Floor, Box 4 /)A’\

Toronto Ontario TENZ]NG delv nla

M5V 1J9



Past Webinar

of Canadian consumers research of Canadians look for consumer
price online as part of their reviews and recommendations when
shopping process. researching products online.

Download the

. . Join us for the
Canadian Multichannel

Canadian Social Shopper

Webinar
2PM, Wednesday, November 30, 2011

Shopp €I’ Webinar

ww.tenzing.com/archives-downloads/Woo08-webinar-
2800911.asp

370 King Street West, 5" Floor, Box 4 w

T ,O . » .
Mogs/nigg e TENZING™ de lV/ nia
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Other Great Resources

The Social Shopper:

4 Lens into the Future of
Retail Experience®

delvinia

dig

nsights for you

delvinia

d|g insights f

or your pusiness.

Mobile Commerce survey:

Adobe Scenel
ghts for 2011

Mobile Shopper Insi
February 2011

Bz Lauren Freedman
nt. the e43iing group
march, 2011

370 King St

reet W
Toronto, Ontario est, 57 Floor, Box 4
M5V 1J9
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http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.shopcoffeetable.com/wp-content/uploads/2011/05/e-Tailing-Whitepaper-March-2011.pdf
http://www.scene7.com/report/AdobeScene7_Mobile_Shoppers_Insights.pdf
http://www.scene7.com/report/AdobeScene7_Mobile_Shoppers_Insights.pdf
http://www.scene7.com/report/AdobeScene7_Mobile_Shoppers_Insights.pdf
http://www.delvinia.com/dig
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Steve Bielawski

eCommerce Practice Director

Tel. 877-767-5577 x436

Email. steve.bielawski@tenzing.com
Tenzing

www.tenzing.com

Rosalina Lin-Allen
Director, Client Strategy
Tel.416-364-1455 X271

Email. rlinallen@delvinia.com
www.twitter.com/rlinallen
www.linkedin.com/rlinallen
Delvinia

www.delvinia.com




