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1.0 intfroduction

1.1 Welcome to bizrate® insights

bizrate insights’ goal is to create a community in which shoppers can easily communicate with retailers in a
way that is measurable and leads to action, helping retailers grow their ecommerce business. To accomplish
this goal, we provide a customer feedback platform with touchpoints all along the ecommerce experience,

from visit fo purchase to order receipt.

bizrate insights’ value is that we offer basic customer feedback surveys and reporting for free.
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1.2 bizrate® insights’ buyers survey

The buyers’ surveys are a free customer experience and feedback tool that allows retailers to hear from their
buyers through a pair of surveys which take place immediately after purchase and after expected order
receipt. By utilizing the bizrate buyers’ surveys, retailers are empowered with invaluable answers about the
entire purchase and order receipt experience with one JavaScript code.

This one code yields information on the following key topics:

Loyalty metrics: Likelihood to Buy Again, Likelihood to Recommend, and Overall Satisfaction
Merchandising

Marketing

Usability

Order fracking and delivery

Product Satisfaction

Customer Support

Demographics

O O 0O 0 o0 O O O

In short, over 50 years of collective customer feedback experience, ranging from ecommerce to retail to
traditional market research, has gone info the creation of our comprehensive suite of buyers’ feedback
products. With our offering, bizrate sparks a dialogue between retailers and consumers in a way that is
measurable and leads to insights, as well as a powerful action-oriented ‘to do’ list, helping retailers grow their
ecommerce business and secure customer loyalty.

1.2.1 The composition of the bizrate buyers’ surveys

The buyers’ survey code is placed on the order confirmation page and generates an invitation to provide
feedback. The invitation is sized 400 x 135 pixels, contains the merchant logo, the bizrate logo, is branded in the
bizrate color scheme, and includes invitation text. This text may refer to standard, free incentives that induce
click through but do not materially impact scores. The invitation can be accepted, or closed, each with one
click.

Upon acceptance of the invitation, a survey
opens in a separate window. This survey asks

Your Toshiba purchase qualifies you

loyalty, merchandising, marketing, usability, for a $100 Reward!

and demographics questions. Some Fill out ick onli ¢

respondents will receive longer surveys while THOMEOUT SRUICH QNG SUIVEY. 0 TOSHIBA
others will receive shorter ones. This receive your offer reward.

methodology helps prevent survey burn-out Continue
while still allowing us to collect data on over 26 survey & prizes by bizrate™

experiential questions.

We also encourage retailers to provide information regarding the order by passing data through the survey
invitation rather than requiring the customer to answer additional questions. This information is passed to bizrate
via the survey code. Passed-in product and order data, when combined with survey responses, allow a retailer
to not only understand the details of the customer experience as it differs based on products purchased and
their effect on the customers’ loyalty, but also fully rounds out customer profiles and improve customer service.

Within the point-of-sale survey, which is taken after purchase, buyers indicate when they expect to receive their
order and provide an email address with express permission for bizrate to email an invitation to take a survey
upon expected order receipt. Three days after the expected delivery date, bizrate emails the invitation to take
the second survey (fulfillment) covering order fracking and delivery, product safisfaction, returns and Customer
Support. This survey contains 11 standard questions with an additional 5 questions specific to the Customer
Support experience if the buyer indicates they have contacted Customer Support.
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Over 5,000 retailers annually utilize the bizrate buyers' surveys to gather customer feedback. This Network allows
bizrate to provide benchmarking for the rafings and feedback received from customers, giving confext to
customer expectations and how well retailers are meeting expectations. Multiple benchmarks are available,
with a category level benchmark (i.e. Electronics) available in our free BizAdvisor Report. Custom benchmarks,
consisting of an aggregated group of retailers chosen by the client, with accompanying reporting, are also
available for a fee.

Please see the bizrate® insights blog for more information at www.bizrateinsights.com.
1.2.2 The value of passing-in data with the survey invitation

The buyers' survey code is capable of passing-in alpha-numeric values, such as order ID, and “attaching” this
data to survey responses. The data passed-in can be seen in conjunction with survey responses in a number of
free reports (please see the Reporting section 1.2.3).

Standard (free) values for the buyers’ survey - defined
a. Customer data pass-in values
i. Order ID = order number or identifier = [ORDERID]
b. Product data pass-in values set — up to 5 products per purchase may be passed
i. Total Order Value = total amount spent in the order = [TOTAL]
ii. Zip Code = Billing zip code = [ZIPCODE]
iii. Product sef:
1. Product SKU = unique product stock keeping unit or identfifier; this must be the
same “SKU" value used in the retailer’s product feed = [SKU]
2. Merchant Product ID = product number, category, or identifier that is custom to
the retailer = [MPID]
3. Product Price = the price paid for the item, including all discounts = [PRICE]

Custom values may also be passed in for a fee. Please contact your bizrate insights account manager or email
us to inquire about options and fees.

1.2.3 bizrate’s free reporting on buyers’ survey data

bizrate offers the following free reports on buyers’ survey data. These reports have been structured based on
the feedback that we receive from retailers to make data accessible and actionable by the right audience.

To sign-up to receive any of the free reports or fo inquire about custom or paid reporting opftions, please
contact your bizrate® insights account manager or email us at bizrateinsights@bizrate.com.

VitalMail

A daily email with standard buyers’ survey metrics for the past day, week, and two-week time period, as
well as a random sample of 5 point-of-sale and 5 order fulfillment comments. For retailers who sell fo
both consumer and business audiences, separate Vital Mails are provided.

VitalSigns

A password protected area that allows retailers to see standard buyers’ survey aggregated metrics and
comments for the past rolling 30-day fime period. Data can be viewed by day or by week and can be
downloaded and saved for future reference.

The BizAdvisor report
This report provides buyers’ survey metrics and distributions benchmarked against a bizrate standard
benchmark category’s metrics (chosen by retailer), correlations to key loyalty metrics that highlight
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areas that need the most improvement, and the most popular demographics. This report is delivered
either monthly or quarterly, based on survey volume received.

Comments Classifier file

A daily or weekly respondent level data file of select buyers’ survey data that provides retailers with
customers’ email address (if allowed by respondent), open text box comments, comment tone and
type (as designated by respondent), order number (if provided by retailer) and customer nickname (if
provided by respondent). Nickname can be used in marketing (please see bizrate's Publishing
Guidelines).

Product Insights

Product-level satisfaction

Satisfaction metrics and the customer experience can easily be assigned and analyzed for up fo 5
purchased products per order. A respondent level data file of standard buyers’ surveys responses and
any free passed-in data provided is provided as long as the product SKU information is present. This
report is provided monthly.

Respondent level data file

This file is provided for free only if Product Insights data is provided by the retailer to bizrate®. It is
a monthly respondent level data file of all standard (free) buyers’ survey data inclusive of
standard (free) passed-in data (see section 1.2.2). Customers’ email address and order number
(if provided by retailer) will also be included if allowed by respondent. Without the Product Level
Pass-in data, this file can be purchased for a fee.

Product reviews

Customers can rate and review up to one product per order. Reviews can be used in marketing
(please see bizrate's Publishing Guidelines). These reviews will be included in the free monthly
respondent level data file noted above.
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1.3 bizrate® insights’ non-buyer survey

The non-buyer survey is a free customer experience and feedback tool that allows retailers to hear from visitors
who do not purchase. The survey code generates an invitation to provide feedback upon completion of the
visit at all non-buying stages of the shopping process to help retailers better understand its site visitors and
prospective buyers. Become empowered with invaluable answers from three non-buyer surveys with one
simple JavaScript code.

This one code yields three non-buyer exit surveys:
o a ‘visitor abandonment survey’ for visitors who don’t use the shopping cart and exit the site;
o a ‘cart abandonment survey’ for visitors who leave your site after engaging the shopping cart; and
o a ‘checkout abandonment survey’ for visitors who start the checkout process, but do not complete it.

1.3.1 How the survey code works

@ BizRate While shopping on your site, a customer may receive an invitation to take
Lty oo sy e ot Yoty g s a survey at the conclusion of their visit. When the invitation is offered, the
Whati e primaryteason tht you cama Ly Brand o2 shopper can accept the invitation or decide not to provide feedback by

Buy items Contact Customer Support

clicking "no thanks” or closing the invitation. Upon acceptance, the
e e A ——— survey then launches in a small window hidden behind your site so it does
oy s s oty not distract from the shopping experience. This way, when the shopper
e has completed their visit to your site, the survey will be awaiting them.

Tamosismeommd © 0 6 6 0 0 6 0 Io

O Gather specific product of
D) See tem price. shipping rate:

s o~ The surveys are short, with 6 questions at most, all of which are optional.

: - In this version, the survey branches at the question on exit point to delve
G e into the specific reasons for visit abandonment (shown to the left), cart
abandonment, or checkout abandonment. We also ask all visitors their
likelihood to recommend, reason for the visit, future purchase intent and

5t e location, and include an open comment box to provide feedback with
e e T an option to provide an email address so you may follow up with the
Please share your comments about today's experience on Lucky Brand's website. CUSTOmer if YOU SO Choose.
L e G e iy et L W o e it S All standard questions are fixed within the survey (although opftional to
i i the consumer to answer) with an eye toward benchmarking once we
D Lty et reach critical mass. We also offer the option to purchase and add

express permission to share with Lucky Brand as related to survey responses.

custom guestions and custom reporting, as we offer with bizrate's buyers’
surveys. Please speak with your bizrate insights' account manager or email us to learn more about the custom
questions option.

Most importantly, bizrate built this code so that it is not only easy to implement, but also so that most of the
conftrol is in your hands. You decide which pages the survey invitation may appear, how frequently it is served
to the same visitors, what percent of your traffic will receive the invitation, the size of the invitation, and where
the invitation renders on each page. Furthermore, at no cost, you can pass us data on the backend to improve
your ability to glean insights: referring URL, the page the invite is generated from, and customer/session/web
analytics ID.

1.3.2 bizrate’s free reporting on non-buyers’ survey data

Included are the following reports:

e Non-buyer Roll-Up Report: Aggregate level data on the single and mulfiple choice standard questions,
all typed in answers associated with an “other” answer choice, and customer open comments.
Aggregate data includes the counts and percentages of each answer by question, and distributions
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and averages for ratings questions aggregated for the time period (it is not presented by individual
respondent). This report will contain only standard question data and be delivered monthly.

o Note: As adoption of this new product grows, we infend to offer standard benchmarking data in
the Aggregate level report.

o Examples from the report:

Merchant XYZ - Monthly - Non-Buyer Survey Report

h ndonment - Other ify shipgng, o« povary | \

& [ Othee npeciy: 6T s i A i
ki B nifiocwe srere o - N

e

Buyer - POS suwvey responsiveness et w0t

Buyer - Open Comments et T W T e T T G

olssescaees ] e
| Oy tnmiont Fie My } - - - . -~ T -
‘E"‘ 5t 1iocked around and | | placed Bere s e | | started bt did mat
plan mat v lod Whopping can, then leh | complete chackest | Ips
v (=3 ! €5 N[ s !

|
o
7

)
)

- tiowne

e Comtac Cinstareas $ |
» Toach o roiew mm ovdur sbendy pioced |
Fieviem paticien, wach o retwres, shipping. ot privecy |

[Other pupecity):
e rr— e .
T T —

Ei % 39w ean
- _— Primary Reason for Visit by Conclusion of Visit
- . e
o Sebociicn of . o
g

e Respondent level data files will include all standard survey responses at the customer level, as well as
values that are passed in. This report will be delivered monthly.

Custom reports or standard reports received at a greater frequency are available for fees. Please inquire
via your bizrate insights account manager or email us.

If you have questions about non-buyers’ survey reporting, then please review the FAQ secfion on the bizrate
insights blog, which we continually update. Or contact your bizrate account manager or email us for
assistance.
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2.0 Your bizrate account

You must have an account with bizrate® or Shopzilla® in order to utilize our surveys. The account system is what
allows bizrate to attribute the surveys to individual retailers and then provide appropriate reporting. Each
account is assigned a unique number called the MID (merchant identification number). Typically, accounts
and websites have a one-to-one relationship — so one retailer may have several accounts if it has several
websites. Additionally, bizrate insights is set up such that one retailer would have a different account per
country or language. We currently operate in the US, Canada, France, Germany, and the United Kingdom.

2.1 Locating the MID for existing accounts

If you already have a bizrate or Shopzilla account, then login at merchant.shopzilla.com to obtain your MID.
The MID is located on the bottom left of the home page post login (see the screenshot in Section 2.2). If do not
recall your password, then click on the “Forgotten Password” link and you will be able to gain access through
an email verification process.

E ShOpZilla business services

Welcome

Welcome te the Shopzilla Business Services website, where you can easily list your online store's products on the Shopzilla
Shepping Search Engine and use our various optimization tools to help you generate more sales in less time!

New to Shopzilla? Register for a Shopzilla Merchant Account taday! If you already have a Shopzilla Merchant Account, please log in
below.

Log into your account

Username: l:l Register for a Shopzilla Merchant Account
Password: Eorgot Your Password? ~ J

Pascwords are now case-sensitive. If you are having trouble Shopping Search » Website Ratings
logaing in, please click on the Forgot Your Password fink. pping g

D

Shopping Search Program

Shopzilla's Shopping Search Engine is a highly effective, cost-per-click marketing program designed for enline retailers. Every
week Shopzilla Sites (including BizRate) direct millions of pre-qualified, ready-to-buy shoppers to thousands of online stores
participating in our Shopping Search Engine program. To learn more, visit our Shopping Search Engine Program Overview page.

Customer Ratings Program
Since 1996, BizRate - now a division of Shopzilla.com - has been the leader in Web retailing, customer satisfaction ratings and
research. BizRate's Customer Certified Ratings Program is used by thousands of retailers every day to promote, track and
improve their customer satisfaction performance. To learn more, visit our Customer Ratings Qverview page.

Partnership Opportunities & Business Development Inquiries

If you are a publisher or content site, Shopzilla.com can provide you with leading edge shopping solutions that add commerce to
yeur website and generate revenue for your company. You may submit inquires about partnership or other business development
opportunities through our Partnership Inquiries page.

Email Advertising

The Shopzilla.com Network (including BizRate.com) offers Email Advertising opportunities, which are ideal for online marketers
seeking expanded branding & messaging formats and whose objectives include custormer acquisition. Submit inquiries through our
Email Advertising page.

Shopzilla Business Services Partners
Shopzilla works with 3 number of marketing services and e-commerce solution providers. Visit our Business Services Partners
page to view our current partners or to enquire about Business Services partnership opportunities.

Shapzilla Home | Shoozilla Merchant Proaram Participation Aoreement | Contact Us

2.2 Registration for new (or unknown) accounts

If you don't have an account or don't know if you have an account, then please go through the Registration
process. The process is 4 simple steps for Demandware clients. While these steps are clearly presented in the
Shoprzilla Merchant Services center, they are also detailed below.

Start by going to merchant.shopzilla.com and clicking on the “Register” link.
1. Step 1: Choose the country in which the site primarily does business. For Canadian sites, choose the US.

Then click "Next".
2. Step 2: Enter the url for the home page of the retailer’s website. Then click “Next”.
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o If the url matches one in the system, then you will be prompted to select an account that
already exists — this will advance you o the next step. If there are multiple accounts that look
similar or you are unsure which to choose, then please email us at bizrateinsights@bizrate.com
with your url and a request for your MID.

3. Step 3:

o Provide the primary contact information for the retailer. This should reflect a person at the
retailer’'s company and not Demandware or a third party agency.

o Entferin a username and password — these fields are case sensitive. WRITE DOWN THIS
INFORMATION.

o Read Shoprzilla’s Terms & Conditions and check the box to accept.

o Then click “Submit”

o Review yourinformation and either “Edit” or “Submit” as complete.

4. Step 4: Activate your account. You will receive an email to the email address of the primary contact on
the account. Click on the link in the email to activate the account. This will land you on our site at Step 5
- but Demandware merchants may ignore Step 5 since Demandware has the survey codes already via
the bizrate® survey cartridge.

Login at merchant.shopzilla.com using your newly created username and password. The MID (merchant
identification number) unigue to the account will be on the bottom left of the home page post login. This is
the number that must be put into the codes in step 3.3 Required Settings.

=4 ShOpZI"a business services Ao s 60001 kot

Manage Make Place View Account Ratings & Email

Listings Payments Bids Reports Managemeant Research Programs | =ontact Us

Home

Welcome, reclaimraidernation

Holiday Rate Adjustment

Beginning Movember 16, 2009, we will temporarily increase the cost per click for select categories. This increase will be in
effect through December 27, 2009. These adjustments reflect the increased consumer buying activity that occurs during the
holiday shopping season. You will not need to make changes to your bids. Your actual CPC will be reflected on the Cost and
Performance Reports. Download our Holiday Rate Adjustment Table to review the category specific adjustments.

Campaign Status — Not Active 30-Day Snapshot
Account Funded: Mo  Make Pavment Clicks: 0 View detailed reports
Feed Submitted: Mo  Submit Feed Cost: $0.00
Feed Processed: No Average CPC: $0.00
Bids Active: No

View detailed information on orders, revenue and cost of
sale. Install our free Performance Tracker today.

Payment Summary Quick Links
Account Balance: $0.00 View Your Product Cateqorization
i . Submit/Modify Your Product
Average Daily Spend: $0.00 Datofead
Payment Flan: Manual Pause Campaign

Avoid interruptions to your campaign. Enroll in our Continuous Traffic Plan and
wour listings will always be included in our search engine. Optimization Tools

Marcha_nts who optimize thgir
BizRate Customer Certified Ratings Program campaigns generally experience
higher conversion rates, increased
wisibility in our search engine and a

A o
Customer Certified: No How do I become certified better ROL Shopzilla recommends
Rated: Ne the following to help you get the
Overall Rating: N/A most from your campaign:

Point-of-Sale Surveys Pitched: 0 (last 7 days)

Fullfillment Surveys Collected: 0 Install the Free Performance Tracker

View detailed information on the

performance of your campaign and
Farticipate in our free BizRate Ratings Program to learn what your customers make informed decisions to improve
think about your store and to improve your placement in our search engine. your ROL.

Enter Sales Tax Information
Your Merchant ID{MID) Number is 221208. Display sales tax information for
wour products.

Submit Your Store’s Logo
Increase your brand awareness by
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23 Uploading your logos

bizrate® uses two logos in the survey process and on our websites: a small logo for the survey invitations; and a
bigger logo for the surveys and on our sites. Please see the screen shot below for the specifications for the
logos. To upload the logos, login at merchant.shopzilla.com and click on the “Account Management” tab.
Then click on “Logo Manager” to get to the screen below. Click on "Submit/Edit Logos” to upload.

It may take 48 hours for your logo to be reviewed and approved or rejected. If it is rejected, then you will
receive an email notice. Rejection typically happens is the image is outside of the required parameters.

. .
E ShOpZI"a business services  accou ssance: 50.00 | Logaut

Home Manage Make Place View Account Ratings & AccuRate Email Contact U
Listings Payments Bids Reports Management Research Programs Lontact Us
Contacts | Store Info | Shopping Features | Passwords | Merchant Listings Alerts | Logo M. | Shipping | Sales Tax

Home = Account Management = Logo Manager

Logo Manager

Twa sizes of merchant logos are currently used on Shopzilla. These logos are used on various parts of our site including the top 5
listings on product search result pages and merchant report cards.

Submi/EditLogos |

The guidelines for these logos are as follows:

Promotional Logo (for use in promotional spaces on the website)

Reguirements Promotional Logo on File Status
* Must be a GIF image
o Max size: 110(w) x 28(h) pixels
& A white background is preferred S e
+ Mo taglines or phone numbers are permitted w Approved
® No animation is allowed
& Must be under 3k

NOTE: It may take 24 - 48 hours for newly submitted logos to appear. If your logo is not displayed, please contact us.

Primary Logo (for use on the Shopzilla website)

Reguirements Primary Logo on File Status
& Must be a GIF image
* Max size: 200(w) x 50(h) pixels
* A white color background is preferred (=] .
& Mo taglines or phone numbers are permitted mﬁ Approved
* No animation is allowed
® Must be under 5k

NOTE: It may take 24 - 438 hours for newly submitted logos to appear. If your logo is not displayed, please contact us.

Mote: Logos that do not follow these guidelines will not be accepted. On maximum size indications, neither the height nor the width
may exceed the specified pixel size. If yvou have any further questions, please contact us.

Shopzilla Home | Merchant Listings FAQ | Ratings & Research FAQ | Cancel Account | Contact Us
Shopzilla Merchant Program Participation Agreement | Site Map

Shopzilla and BizRate are servicemarks of Shopzilla, Inc. ® 1996-2010. All rights reserved.
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3.0 Implementation

Incorporating the bizrate® Survey Cartridge into your store is easily done through the Demandware interface.
Start by logging in to the Demandware Business Manager site. This process is for US and Canadian stores only.
For stores who require a British, French, or German version, please contact Robert Mumby at our London office
at rmumby@shopzilla.com.

3.1 Download and Import the bizrate cartridge

Once you have logged in, click on “Site” in the left hand list o see a Site List from which to choose the website
to which you wish to add the bizrate Survey Cartridge. Click on the website and then click on the
“Administration” option in the left hand list fo expand the menu. Within this “Administration” menu, please click
on either one of the "Site Development” options (highlighted in yellow below).

Logged In As:

Sandbox - Instance

SITES: (1) | SiteGenesis

¥ Site - SiteGenesis :\ dministration
Ad S
Storefront Use the modules below to manage global aspects of the application.

Products and Catalogs

Content =y
=N Replication ﬂ Organization
Search '
©Online Marketing Business Manager Module Replication Business Manager Module Crganization
Customers
Custom Objects
Ordering . Sites ypment
Analytics
I Businaess Manager Module Sites Business Manager Module for Site Development Extensions
Site URLs
Site Preferences
rm
Global Preferences m Operations

¥ Administration -
Replication Global preferences of the sales organization COperations functions
Organization
Sites
Site Development
Global Preferences
Operations

(Dden-m & Copvriaht Demandware e Al Biahts Beserred

Once in the "Site Development” menu, click on “Import & Export” link. On the Import & Export” page, please
select “upload” under the “Import & Export Files” (as highlighted below).

Logged In As:

hde E’ "u:jwar]e:r Sandbox - Instance

hanar

SITES: (1) | SiteGenesis

¥ Site - SiteGenesis Import & Export
Storefront Import & Export

Products and Catalogs Meta Data

Import and export your system meta data (i.e. system type extensions, custom object types, custom preference

Content definitions). Import Export
TR Import & Export Files
Online Marketing
Upload and download your import and export files. Upload Download
Customers
Confidential — version 1.1 bizrateF Copyright 2010, Shopzilla, Inc.
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This will take you to a page to upload the Bizrate_settings.xml file (as shown below).

Logged In As:

Sandbox - Instance

SITES: (1 SiteGenesis
¥ Site - Sit i Import & Export > Manage Import Files
Storefront Upload Import Files
Products and Catalogs Upload File: e Tt
Content
Search Manage Import Files
Online Marketing The table belov the import files currently available at the server.
To upload new clc Browse and then Upload in the file upload module above.

Customers To dalets uploa ==, mark them using tha chackboxes and press Delete.
e B = Select Al Name File Size Last Modified
Orderin
il ] Bizrate settings.aml 5.42 KB 12/22/09 1:22:05 pm
Analytics
| UnCompress Compress Delete
Site Praferances Shoving 1 - 1 of 1 itams.
¥ Administration << Back
Replication
Organization

Sites

Site Development
Global Preferances

Operations

hdemandware @ copyrizht Dema

Upon completion of the upload of the Bizrate_settings.xml file, go back to the “Import & Export” screen and
select “Import” under the “Meta Data” section (as highlighted below). Then import the Bizrate_settings.xml file
to your site.

Logged In As:

ddemandware  sandbox - Instance

Business Managar

SITES: (1 SiteGenesis
¥ Site - SiteGenesis Import & Export
T
Products and Catalogs Meta Data
Content %;ﬂnﬁlex ort your system meta data (i.e. system type extensions, customn object types, custom preference Import =

s h .
i Import & Export Files
Online Marketing )
Upload and download your import and export files. Upload Download

Customers

3.2 Applying the bizrate® cartridge to your website(s)

Once you have completed importing the xml file, click on *Administration” in the left hand list to expand the
menu. Within this “*Administration” menu, please click on either one of the “Sites” options. Once in “Sites”,
please click on the *“Manage Sites” link.

This will open a list of the active sites on the Demandware platform in your account. Click on the site for which
you wish to add the bizrate Survey cartridge. This will open the General Setftings page for that site.

Click on the Settings tab. In the space named "“Cartridges,” add the name of the bizrate Survey cartridge
("“int_bizrate_survey”) before your store front cartridge name (we called our storefront cartridge “testapp”), and
then click "Apply”. In this example and in the highlighted screenshot below, the cartridge name is
“int_bizrate_survey:testapp”. Our tests were conducted using the default storefront app from Demandware
called SiteGenesis version 2.10.1.
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(DCjE!l"T’T—ﬂ cware Sandbox - Instance

Logged In As:

Business Manager
SITES: (1)  SiteGenesis

¥ Site - SiteGenesis Manage Sites > SiteGenesis - Settings
Storefront General S DEN Cache  Security

Ul ST SiteGenesis - Settings

Conbent Click Apply to save the detzils. Click Reset to revert to the last saved state.

Search Instance Type: |Sandbuxr’ Development ;I
Online Marketing HTTP Hostname:

Customers

HTTPS Hostname:
Custom Objects

Ordering Instance Type: All
Analyti . .
i Cartridges: int_bizrate_survey:testapp
Site URLs
e P Effective Cartridge Path: int_bizrate_survey:testapp:bc_api:ac_cybersource:core

Apply Reset
¥ Administration

Replication << Back to List
Organization
Sites
Site Development
Glabal Preferances

Operations

(Ddemandware © Copyright Demandware, Inc. All Rightz Reserved

3.3 Required settings

At this point you are almost done with the setup! You will now customize the standard survey settings.

Please go to the "Sites” menu and choose the site for which you want to customize the settings (“SiteGenesis” is
the site name in our example). The options available for that specific site (“Site-SiteGenesis™) will then appear.
From this menu, please select “Site Preferences”.

1T SERGEnEIL
* Site - SiteGenesis

Starsfrar
Products and Catalog
o
Saarch

ol Mark ety

Custamers
Cuttam Objects
oy
analytics

She LB

» Administration m P I ! wstom Cblects

o
8’

thoarmanciwarns
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In the "Site Preferences” menu, please select the “Custom Preferences” option.

Were  Sandbox - Instance

1 SeNGeness
¥ Site - SiteGenesls

» Administration

Gdamandwae

B

@

48]

ﬂ S ﬁ § ﬂ Ei

This will yield a page with all of the standard settings that you may customize. From this list, please select
“Bizrate Settings” for the bizrate® Survey cartridge implementation.

Ghdemandware

Business Manager

Sandbox - Instance

SITES SitaGenesis

 Site - SiteCenesis
Storefront

Products snd Catalags

Custom Site Preference Groups

Custom Site Preference Groups

The list shows all custom sie preference groups currently avadable

Content lick Edit b mansge the cusbom prefarencs of & pralerancs groug
Search
HIR S I (1] Mame Description Preferences
E 7 PriceBnnk Price Bonk Bettings 1 Edit
Customers . R ) - .
Custom Chjacts HizEateRettings BizRate Non Buyer and Buyer Survey Invite Settings 1 Edit
ordering <€ Back
Analybics
Site URLs
Site Preferences
» Administration
hdemandware
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All of these settings, the “Default Value” for each, may remain the same or may be edited (see section 4.0 for
editing options) EXCEPT for BizrateMID. You MUST change the default BizrateMID to the MID number that bizrate
provided to you upon registration at merchant.shopzilla.com (see section 2.0). Please type the correct MID into
the open text box provided, and then click “Apply”. If you do not change the BizrateMID to your site's unique
MID, then bizrate insights will not be able to track your data and provide you with free customer insights and

rafings reporfs.

Sandbox - Instance

SETETe
EITES: Sitaenans
* Site - SiteGenesis Suitorn SAs Prafarencs Groupd * Bichakbe Mor Buyar and Buyar Sumay laeks Saklingd
StormFront
[ i e This page allews bo define the oustom site prafarances of group BizRate Mon Buyer and Buper Survey Trvite Settings
ot cr mach Deamendvars instancs bypa, you can snter a diferent praferance valus, Uss the select Box to aeiktch Batwasn imstarce typaa. IF ne value ia defred for a prefersnce, the aystarr
Zaarch sper the defined default valua
setiangd, prais tha "Apply’ Bultss
Snline Markating
CUEtOMErs Instance Type: |- o Ciavaloprment j Apphy
Cugkam Objests
Preference Mame “Sandboun f Development’ value Default Yalue
Drdering
Analytics Bizrate Mon Buyer Survey Pitch Frequency: [Integer) ]
Sikw ULz Thig will set the Frequency of semving an inyite to the rame urer, 0 should be used For testing
Prefertnoes Bizrate Mon Buyer Survey Pitch Percentage: (Integer) 100
b Bdministration .-.-“-; ewtting will contrcd the parcentsqe of people that il res the inuts. 100 ix defsult petting for sl
Bizrate Mon Buyer Invite Size: (Inkeger) a
Thig will contrad the size of the bizeate invte used the defsult is 0, the curently supposted sizes are Size
wichh: 300, haight: 250 Sica 1 widh: 180, haight: 180 Sea I widith: 300, haight: 100
Birrate Buyer Invite Pasition ¥: ilategar) 0
Bizrate Buyer Irvite Positio in relgvance to the top keft coman You can djiust thase to conteol the
porfion of the invits. Recormmended valus iz 25
Bizrate MHon Boyer Invite Tite; Tall Uz What viou Think!
his id the tithe of the invite box whech diplays tha Bicraba irmite, Tha dafault is "Tall Ui ‘What Teu
Think!*
Bizrate Buyer Invite Position X (Imteger) [}
izrats Buysr Iraiks Borfion ¥ in relsvancs to the top lafc comar. vou car sdjurt thess to conkrol the
" of tha Inyit W q 290
Bizrate Mon Buyer Invite Position ¥: {Imteger) [1]
pizrate Mon Buger Tnufs Positian 7 in relavance &0 the top laft corner, You can adiuct thare to contol the
o Eha invite
Bizrate Merchant 1D: 170735
Bizrate Mon Buyer Invite Position X {Integer) 13z
pizrate Mon Buper [nyibe Pasition K in relavance to the top left cormaer, You can adjust these o cantrol the
of Eha invite
Apply Fesst
< Back

3.4 Site template modifications
Some site templates need slight modifications in order to allow the bizrate® survey invitations to appear.

Please go to your Demandware Studio to edit the templates. You will be adding one bizrate survey call (a line
of code) to one set of templates and another bizrate survey call (a line of code) to the order confirmation or
receipt page only.

The first line of code and template update will be for the non-buyer, or visitor, survey. You may put this code on
the template for any and all pages of your site for which you may want a visitor to receive an invitation to take
a short survey upon completion of their visit. Bizrate recommends that you put this code on all pages except for
checkout and any pages subsequent to checkout.
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To update your templates for the non-buyer surveys, you will need to put the following line of code in the isml
template which will be receiving visitor traffic to call our survey invitation (based on the default or optional
seftings you set-up).

<isinclude template="bizratesurvey/nonbuyer.isml"/>

For our example, we put the code in the footer.isml template and placed it right before the footer data. In the
SiteGenesis v2.10.1 footer.isml, this will be on line #6 in-between the </iscomment> and <div id="footer"> tags
as shown below.

</iscomment>
<isinclude template="bizratesurvey/nonbuyer.isml"/>

<div id="footer">

The second line of code and template update will be for the buyer survey. You MUST put this code on the order
confirmation page or order receipt page ONLY. The template for that is pt_orderconfirmation.isml.

To update your templates for the buyer survey, you will need to put the following line of code in your
pt_orderconfirmation.isml femplate. In the SiteGenesis v2.10.1 pt_orderconfirmation.isml, this is on line #74 right
after the </div> tag and before the include for the page footer, as shown below.

<isinclude template="bizratesurvey/buyer.isml"/>

Here is an example of the call incorporated intfo the standard pt_orderconfirmation.isml code.

</div><!-- END: main -->
<isinclude template="bizratesurvey/buyer.isml"/>

<isinclude template="components/footer/footer"/>

Congratulations! You are done!

Confidential — version 1.1 . Copyright 2010, Shopzilla, Inc.
bizrate™



18

bizrate® insights US & CA Demandware Implementation Documentation

4.0 optional settings

Optional settings allow you to customize various aspects of the survey invitation experience. You may choose
to update only some of the optional settings or none at all. Default values are already in place (see chart
below), so this stfep may be skipped.

You can use the same process as was done to update the BizrateMID field to change all other optional settings,
which are also located in the same menu: Sites > Site-Name > Site Preferences > Custom Preferences > Bizrate
Sefttings. Our site name in this example is “SiteGenesis.”

To update each afttribute, put the new, desired value into the open text box and click “Apply”. Attributes and
options for values are defined below.

2  Sandbox - Instance

SITES! SitaGanasis

T Site - SitEGEnEsiE Sugborn S8e Prafarence Groups * Bichate Mon Buyer and Buyar Sumvaey Invits Saktings
Shorafraet Custom Site Preferences
Praducts and Catabsgs This page sllews o dalfine the castom Site prafarendes o Qroup BizRabte Mon Buyer and Buyer Survey Trvile Satlings
Coebat For sach Damandears instancs bypa,. you can enber & diferent preference value. Use the saleck box to swibtch batwaan intkarce typas. IF no value ia defmed for @ prafesenice, thae syrbarr
Saarch spes the defined default valus
waur g, Bradd e "Apply’ Bulten
Snline Markating
Suskamars Imstance Type: | oo Davelopenent j Apphy
Cuitom Objess
Preference Mame “Sandbown f Development' Yalue Default ¥alue
Srdmring
Analytics Bizrabe Mon Buyer Survey Pitch Frequency: Ibeger) ]
Satw LRl w
Prae fereries Bizrate Mon Buyer Survey Pitch PFercentage: {Integer) io0o
b Adiministration
Bizrate Mon Buyer Indite Size! [Inkeger) a
Bizrate Buyer Invite Pasition ¥: (Integer) o
Birrate Mon Buyer Invite Tite; Tell Us what vou Think!
Dizrate Duyer Invite Position X (Irtager) [1]
Bizrate Mon Buyer Invite Position ¥ (Imteger) ]
Bizrabe Merchant 10: 170739
This is the BizRabe Merchant [D that is gererated by the BizRabe System
Bizrate Mon Buyer Invite Position X: (Integer) 13z
Apply Rapst
< Back
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Name Definition Default Value Value options
Bizrate Buyer Invite Position X x-coordinate for the position of the 250 pixels from Within the
invitation on the page, in pixels the upper left page size,
corner above the fold
Bizrate Buyer Invite Position Y y-coordinate for the position of the ~1.5in. down Within the
invitation on the page, in pixels from the top of page size,
the page above the fold
Bizrate Non Buyer Survey Pitch How often the same visitor may 30 0 or greater
Frequency receive the invitation, in days
Bizrate Non Buyer Invite Size Choose one of three sizes below. 0 0,1,2
Bizrate Non Buyer Invite Title Sef the text in the title bar. Tell Us What You | Maximum of 25
Think! characters
Bizrate Non Buyer Survey Pitch The percent of visitors o receive the 100 0-100
Percentage invitation.
Bizrate Non Buyer Invite Position X | x-coordinate for the position of the 50 Within the
invitation on the page, in pixels page size,
above the fold
Bizrate Non Buyer Invite Position Y y-coordinate for the position of the 50 Within the
invitation on the page, in pixels page size,

above the fold

Size 0 = 300 x 250 {width: 300, height 250, closeY: 215} - default

BrylaneHome

HOME & KITCHEM

survey by B BizRate

Want a better experience on our site?

Please take a few minutes to answer some
simple guestions affer you leave.

YES!

Mo thanks, this website is great as is

BrylaneHome "™

HUME & RITCHEN
Want a better experience
on our site?

Take a minute to answer some
simple questions affer you leave

RO THAMKS

Size 1 =180x 150 {width: 180, height 150, closeY: 130}

Size 2 = 300 x 100 {width: 300, height 100, closeY: 85}

BrylaneHome

HUME & EITCHEN

Want a better experience on our site?

Take a minute to answer a few questions after you leave.

RO THANKE. THIS WEESITE IS GREAT AS IT I3,

survey by OB RizRate
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5.0 Quality assurance

Once the code setup is complete it's important to check if the implementation was successful. If it was not
successful, then please review the following common errors to troubleshoot the problem.

5.1 This is similar to the invitation that you should see on the order confirmation page (only) with a
successful implementation:

J—

Place a test order with actual product (s). Your Toshiba purchase qua“fies you
2. The buyers survey invitation should pop- for a $100 Reward!
up in a separate window on top of the )

page. Fill out our quick online survey to
a. If the pop-up invitation fails due to receive your offer reward. TOSH IBA

a pop-up blocker (a notice bar
may appear in the browser ”
window), then a DHTML pop-in survey & prizes by bizrate™

invitation is rendered with the
same design.

5.2 What if the buyers survey invitation does not look like this or does not appear? The most common
errors and solutions:

1. The invitation does not appear.
a. Check that the bizrate® MID was placed in the code as per section 3.3.
b. Check that the site templates have been correctly updated as per section 3.4.
c. If the bizrate MID and site templates are correct, then there may be a conflicting script on the
page. Try moving bizrate’s code to the top of the page to remedy the issue.
2. The invitation reads "“this online store” in lieu of your name and logo.
a. Check that the correct bizrate MID was placed in the code as per section 3.3.

i. The correct MID can be found in the account related emails from Shoprzilla or at the
bottom of the home page after logging in to merchant.shopzilla.com (see section 2.2). If
you don't know your login information, then please click on the “forgot your password”
link on the login page as per section 2.1.

b. Check that your company name was entered when the Shopzilla account was created. Login
at merchant.shopzilla.com to check the name and update it.
3. A different retailer’'s name and logo are appearing on the invitation.
a. The incorrect bizrate MID was placed in the code. Fix immediately and notify bizrate with the
dates that the incorrect MID was live.

i. Not sure what the correct MID is2 The correct MID can be found at the bottom of the
home page after logging in to merchant.shopzilla.com (see section 2.2). If you don't
know your login information, then please click on the “forgotf your password” link on the
login page as per section 2.1.

4. Your name appears in the invitation, but not your logo.
a. Retailers provide bizrate with the two logos used: one in the invitation and one in the surveys.
Please see section 2.3 for instructions on logos.
b. If you are replacing an existing logo, then the new logo may take up fo 10 days to be replicated
throughout our system.
5. The invitation renders properly, but it does not look like the above example.
a. There are several standard (free) looks and feels for the invitation that have been optimized to
gain the highest invitation acceptance rates. For example:
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Your Toshiba purchase qualifies you

for a $100 Reward!

Referred to as the "reward” invitation.

This invitation has the highest survey response Fill QUt our quick online survey to
receive your offer reward. TOSHIBA

rate.
Continue survey & prizes by bizrate™
Help us make Overstock.com even better!
Fill out our quick & easy online survey.
Referred to as the “value” invitation. Claim a value of up to $100 when you
This invitation has the second highest survey complete this survey. Plus enter to "Iovefstock-com

response rate. win $25 today!
Click Here survey & prizes by bizrate™

Your purchase at BuyCostumes.com

qualifies you to win $25 today!

Referred to as the “sweepstakes only”
invitation. This invitation has the third highest
survey response rate.

Fill out our quick online survey for a =
chance to win $25. 20 winners daily! buvg,_ig;smmes.com

Continue
- survey & prizes by bizrate?‘
Help us make QVC even better!

Fill out our quick & easy online survey.
Referred to as the “no incentive” invitation. Ve want to know if you were satisfied with
This invitation has the lowest response rate. your purchase today.

2l

—

6. Part of the invitation renders properly, but not the entire invitation. It may look like your site covers it in

some places.
a. In order for the survey invitation to always be on top, we have set our Z Index to 999,994. We

therefore recommend that retailers’ sites use layer levels of 999,950 or lower.

If you have questions or experience issues, then please review section 6.0 and the FAQ secfion on the bizrate
insights blog which we continually update. If the blog FAQs do not answer your questions, then please contact
us (bizrateinsights@bizrate.com) for assistance and include your source code as a fext (.ixt) attachment.
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6.0 frequently asked guestions

6.1 Can | customize the buyers survey invitation?

There are several standard (free) versions of the point-of-sale invitation available (see Section 5.2.5 for choices).
If a retailer prefers that the invitation have its own look and feel, or one that is merely different from what bizrate
offers, then retailers can create their own graphic for the invitation if it conforms to the size specifications of 400
x 135 pixels, functionally indicates an acceptance of the invitation with a click, and is approved by bizrate®
insights. (Fee applies.)

This implementation does not support ofher sizes for the buyers survey invitation.

6.2 Do popup blockers prevent the survey invitation from rendering?

If a pop-up blocker is present on a consumers’ computer, then bizrate’s buyers’ survey invitation should render
in a DHTML format (a pop-in). No change to the code needs to be made by retailers for this functionality; it is
already built into bizrate's code.

If the DHTML version does not appear, then there may be a conflict with another script on the order
confirmation page. To test this, please move bizrate's code to the top of the page. If the DHTML version renders
in the presence of a pop-up blocker, then there is indeed a conlflicting script. The best solution is o leave
bizrate's code at the top of the page. If this is not possible, then please email us (bizrateinsights@bizrate.com)
the browser-based source code from the order confirmation page (with the original location of bizrate’s code)
and note that you tested for a conflicting script and believe that one exists. We will try to identify the conflict
and recommend a solution.

The non-buyers survey invitation is already DHTML and is therefore not considered a pop-up and will not be
blocked.

6.3 Serving the buyers survey invitation: pop-up versus embedded

The survey invitation is a 400 x 135 pop-up by default that automatically switches to a DHTML pop-in in the
presence of a pop-up blocker. To change the serving of the invitation fo an embedded (inline) presentation,
bizrate makes a change on its end. Retailers do not need to change or adapt the code in any way. However,
the retailer must place the code on the page in the exact location in which they want the invitation image to
appear, which should always remain above the fold with af least 400 x 135 pixels of clean real estate for the
invitation to render. (Note: embedded survey invitations typically reduce consumer response rates
dramatically (50-67%). A retailer with an embedded survey invitation may not receive enough data for monthly
reporting and it may negatively impact Customer Certification and ratings available on bizrate.com.)

6.4 Percentage based serving for the buyers survey invitation

If you wish to have the bizrate survey invitation be offered to less than 100% of orders, then please contact your
bizrate account manager or bizrateinsights@bizrate.com to request this additional code and implementation
instructions.

(Note: if the percentage is reduced, then the client may not receive enough data for monthly reporting and it
may negatively impact Customer Certification and ratings available on bizrate.com. Furthermore, bizrate
provides discounts on paid services to retailers who offer the survey to at least 0% of orders.)

6.5 Can | customize bizrate’s code?

bizrate® insights does not condone nor support customization of the buyers’' survey code beyond what is
provided by bizrate. Requests for customizations should be submitted fo bizrate through a bizrate insights
account manager or bizrateinsights@bizrate.com.
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6.6 Can | customize the surveys?
YES! Custom questions and custom formaftting can be added to the standard surveys as paid services. Please
contact your bizrate insights account manager or email us at bizrateinsights.com.

6.7 Can | get custom reports and benchmarks?

YES! We offer custom reports on both the buyer and non-buyer survey data to meet each retailer’'s needs. We
can also offer access to the buyers’ survey data directly to create custom reports in our AccuRate® cross-
tabulation reportal. Both of these services are offered for fees.

Retailers may also purchase the ability to choose retailers for a custom benchmark to compare buyers survey
data (i.e. direct competitors, best of breed, etc) and add this to custom reports (for fees).

Please contact your bizrate® insights account manager or email us at bizrateinsights.com.

6.8 What is the text in the Standard buyers’ order fulfillment invitation email?

Three days after a consumer has indicated (on the point-of-sale survey) that they expect to receive their order,
bizrate emails the consumer an invitation to take a short survey about order receipt. The subject line for this
email is “Shipping Verification — Response Requested”. If the consumer does not respond to this invitation, then
5 days later, bizrate issues one emailed reminder with the subject line of “Shipping Verification Reminder —
Response Requested”.

Initial invitation to fake an order receipt survey Reminder invitation to take an order receipt survey

Provide Feedback on Your Order Delivery from

Staples Shipping Response Requested
P pping P 4 Staples & Enter to Win $25 Today

Dear Customer Email Address, Dear Custormner Email Address

Please click here to confirm you have received your shipped Our records indicate that we have not yet received the completed

item(s) fromthe order you placed at Staples evaluation of your recent online shopping experience at

on Date. staples.

Click this link or copy the yr) below into a browser to confirm your Please confirm you have received your shipped item(s) from
receipt of delivery. Please do not hit reply to this message. the order you placed on Date.

Click here or copy the yr| below into a browser to confirm your
receipt of delivery.
Survey URL Here

Survey URL Here

Qnee you're done, you'll have another chance to win up to $25
in BizRate's Daily Cash Giveaway Sweepstakes.

After you provide your feedback, you'll have another chance to
win up to $25 in BizRate's Daily Cash Giveaway Sweepstakes.

Sincerely,....
BizRate Research on Behalf. of Staples... Singerels...
P.S, If you have not yet received your order, please save this DizRate Bessarch.on Rehalf.of Staples..

email and fill out the survey once your order has been delivered. e

P.S, If you have not yet received your order, please save this

. ) . email and fill out the survey once your order has been delivered.
This order fulfilment email has been sent on behalf of

Staples. Staples has partnered up with

BizRate.z Ratings & Research Program to help gain valuable This order delivery fulfillment email has been sent on behalf of
customer insight. Staples. Staples has partnered up with

BizRate's Ratings & Research Program to help gain valuable customer
Find out more information about BizRate!s Ratings Program, click here. insight.
To Unsubscribe | Privacy Policy Find out more information about BjzRate.s Ratings Program, click here,

To Unsubscribe | Privacy Policy

BizRate Research, 12200 W. Olympic Blvd, Suite 300

Los Angeles, CA 90064 . . .
g ! v BizRate Research, 12200 W. Olympic Blvd, Suite 300

Los Angeles, CA 90064
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6.9 How do | handle customer service requests with respect to the surveys?
We are happy to manage questions that originate from consumers as well as retailers. Consumer inquiries can
be forwarded to help@bizrate.com. This email address may also be made available directly to consumers.

6.10 Survey system supported browsers
bizrate's buyers survey invitation and survey work with the following browsers:

PC MAC
IE 5.5 and above IE 5.5 and above
Netscape 7.0 and above Netscape 7.0 and above
AOL 5 and above Safari 1.2 and above
FireFox 0.10 and above FireFox 0.0?2 and above

6.11 Security concerns
All calls are made via https connections, which are secure (SSL).

6.12 Contact us

Do you still have questions?
If you have questions or experience issues, then please review the FAQ section on the bizrate insights blog
located at bizrateinsights.com which we confinually update for additional help.

Would you like to setup a meeting to review?
Then please contact your bizrate® insights account manager or email us at bizrateinsights@bizrate.com.
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