7 ‘F

asvelo WTI—

Extending the Customer Experience

Aaron Magnesg Director of Brand Marketing
& Business Development

amagness@zappos.com
twitter.com/macknuttie

April 26, 2010

Zappos Development, Inc. ! -



Zappos at a Glance S
Corporate Background Best Selecm(\ ig[x:;:ny T
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Customers come
back, grqler more and A
2ZNRSNJ YZ2NB

Customers come

Repeat customers
have higher average
order size

On any given day,
Over 10 million total about 75% of
purchasing customer purchases from
returning customers

$123.86c first time
customers in Q407

Over 4 million have Repeat customers
purchased in the last order >2.5x in the
12 months next 12 months

$156.27¢ returning
customer in Q407




Power of repeat customers and word of mouth...
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o FTdzyRIFIYSY Ul f OKAY:
necessary for WOW service online:

What We

Customers Customers Do
See First EXxperience Internally




Customer Service:
What customers see first

A 24/7 1-800 number on every
page

A Free shipping

A Free return shipping

A 365-day return policy
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Customer Service:
What customers experience

A Fast, accurate fulfillment
A az2aid 0Odzad 2 Y S Nipgradédko ovetighndnipidng S ¢
A Create WOW
A CNASYRf &z KStLJFdzZ dalo20S | yR 0Seé?2
A hOOFaAzylftfteé RANBOG Odzad2YSNAR (2
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Customer Service:
What we do internally

A No call times
A The telephone is one of the best branding devices available

A No saleshased performance goals for reps

A Run warehouse 24/7

A Inventory all product (no droghipping)

A 5 weeks of culture, core values, customer service,
and warehouse training for everyone in Las Vegas
office

A2SQftt LI & e&2dz bpunnn 02 |jdz

A Culture Book

A Interviews & performance reviews are 50% based on

core values & culture fit

A Twitter/Facebook/YouTube/Blogs help build
company culture

Zappos Development, Inc.
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©NE; Give your customers a voice on your site

Recent Customer Reviews - 33 Reviews Total ™.

Customer Reviews
AProvide useful information e s o soca

OVERALL: COMFORT: STYLE:

1 love this dress! It Is flattering and very versatile. 1 wear It with flip flops or very high wedge sandals. I normally wear a size 10 and

A H e I p Iower retu rn ra.teS am pretty busty and the size L fits beautifully. I will say that If I do not want to expose a lot of cleavage, [ wear a cam| under It. [
wlill order this dress in maore colors!

AWonderful SEO Value!
POSTED: Mar 6, 2010

ACredibility! o S L e

Great dress - especlally for the money! I got It In the blue print and the black, both work for casual wear and 1 am thinking I can dress
the black up as well. The dress Is form fitting and the V is pretty deep, so the Girls are definitely going to get a lot of attention! I took
the advice of other reviewers and slzed up (1 am a 14 and ordered XL) and let?s just say there Isn?t a smidge of extra room. The
fabric Is very nice, too. All in all, this dress Is a great score for vacation and summer.

Feed baCk MeChanlsm (V0C) Other Brands Recommended by Reviewer: privo, sofft
ABetter user expenence POSTED: Nov 10, 2009

REVIEWER: Gina from San Diego
OVERALL: COMFORT: STYLE:

A B u I Id e m pathy 1 really like this dress. It fits well and seems very versatile. I have worn It with a wide brown belt, for a more casual event and with a
fuchsla sash for a pop of color.
ASEOQ Value
POSTED: Nov 9, 2009
- T : f Ma h
ABuilds community/repeat s G sra

Love It! I love Zappos. Ordered the dress Saturday night and got It Monday. It's very comfortable and fit perfectly. I'm 5'4" and welgh

VISItS 138 Ibs, 34DD bra. Love this dress!
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TW©; Enable Product Sharing

AdGFNBSE tAYy]l o0l C
A High converting trigger
A Community engagement is high!

A Creates referrals that lead to
customer acquisition

LARGER IMAGE & ADDITIONAL VIEWS

View All Colors

http://zapp.me/7484555  ,

TELL A FRIEND

SHARE THIS PRODUCT

Blog about this item:

<div style="float:none;
display:block; margin:10px; »
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Times are changing!
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Customer experience extends
beyond just your site!
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Customer experience extends
beyond just your site!

6 50e
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Customer experience extends
beyond just your site!

f T You
Mf : B

 tokbox & foursquare

— )
bfidan Pownce oo voiceq ®

Q) v flickr fendied PLURK
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Time to figure out how
to extend the experience!
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2 K| QROI ot BoBial Media?

Mo social media strategy
ANe have a COMMUNICATION strategy
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Create more opportunities to
O2YYdzy AOF 0S 6A 0K
X | YR @& 2dz feegubnbands Y 2
meaningful engagement with them
(Brand longevity)!
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Why?
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Because people want to be heard!

copies of Tony Hsieh's upcoming book 'Delivering Happiness'. We're big
fans of Zappos.com here at Socks for Happy People. I've read the first ten
pages and it's great! Full review coming soon... Who else is a Zappos fan?!
Tom 3}

6 hours ago - View Post

Y Socks for Happy People % Yeah, baby! Super-excited to receive promo

Wanda Phabiola Ridore love this site
Yesterday at 2:40pm - Report

you did not have my size and | was in a hurry! | waited two days and
nothing! | was so worried that | ordered something different from you and
yours got here first before the "other" place! AMAZING!!!!! Love Zappos and
tell everyone about how awesome you are!

Yesterday at 3:28pm - Report

Erin Loghry Potter Ordered yesterday here today, and LOVE my new
Tricka style by Born!

Yesterday at 9:24pm - Report

li_"-i.
- Erin Loghry Potter | ordered shoes from somewhere else once because

Zappos Development, Inc.




Yeah, but why?




To gather information!

Realtime results for @zappos

hipgarif @zappos ppl got big headache!!!

8 minutes ago from web

icandyapple .@TheDeeView one more thing. You are a bad
influence http://twitpic.com/1lhtoc4 Shoe lovers unite
@zappos They are even comfy.

13 minutes ago from Twitterrific

gambrill @zappos Check out your prominent logo placement
in my new instructional video -- A Better Way to Tie Shoes
http:/ /youtu.be /k]d2p50N -¥YM

21 minutes ago from web

wsellers Just received my advance copy of "Delivering
Happiness" by Tony Hsieh! Thanks! @zappos - @kevinrose
http://yfrog.com/bfdxx]

21 minutes ago from Tweetie

Zappos Development, Inc.




Really, though, why?




To make better educated purchases!

. 6 View the Video Description for this product! (Please note that the

color shown In the video may no longer be available.)

Zappos Development, Inc. _' |



Come on, why?
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To feel like they are part of it!

'I"'r\ FILETN S
Zappos.com Join us this Monday via Live Webcast for a Behind the Scenes

Look
Into Our Unique Culture!

Zappos.com Invites the World to Join Them via Live
appos Webcast for a Behind the Scenes Look Into Unigque
«cOm[ ) www.pitchengine.com

POWEREDLySERVICE™ Fappos.com invites the world to join them via live webcast
for a behind the scenes look into unigue culture!

[T

=] 4 hours ago - Share
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Why wonot vyou |
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To talk about their experiences!

[Z] 4 hours ago - Share

Y 24 people like this.
ges/Lowville-NY /Daniellas -Designer-
Closet/3350975431327ref=ts
4 hours ago - Report

Eﬁ Mary Ellen Owen Just bought a great pair of work

}* Daniella Grosz http:/ fwww.facebool.com /pa

shoes, love them, and | am addicted to online shopping
and have gone years without going into a mall
and this is the only site with free shipping both ways

4 hours ago - Report
I

Karen Frank This is a must be there webcast | am surel!

A
@ 4 hours ago - Report

wondering what kind of work shoes you got....I am
ALWAYS in search of good work shoes....of course, |
guess it may depend on what kind of work you do, | am
a nurse. Thanks!!! Oh...LOVE Zappos toalll

4 hours ago - Report

! Jayne Mahnken @ Mary Ellen....if you don't mind, | was

Zappos.com @ayne Most nurses prefer Dansko
M Professional. They're amazingly comfortable and will

hold up for those 12 hour shifts.

http: / fwww.zappos.com/dansko - professional -white-

box?zlfid=111

3 hours ago - Report
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Why ask why?

Probably all of the above, and more!

CKIFII0Qa [he¢{ 2F LIS2LA S gAttAy
your business, provide feedback and ideas, etc!
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Most people
R2Yy QU LA O]l dzLJ 0K S
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Evolving Customer Connections

A Phone
A 6,000+ Calls a day

A Live Chat
A 400+ live chats per day

A{20A1It {AGSaX bSGg2N]Jaz Si
A 1,100,000+ opportunities to interact per day

Zappos Development, Inc, !
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Or you can annualize It:
401,500,000+
Invitations to Interact per year

Zappos Development, Inc.



How does a company engage In an
organized predictive way?
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People!
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|S People Planning
the new media planning?

Zappos Development, Inc.



52y Q0 LI Iy 3INB
plan greatPeople!

Have theRIGHT people, have th®IGHT voice
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Peter Piper picked peppers
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People planning produced experiences
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People Planning

TrainEVERYONE to be a customer service agent

Good Customer Service@

Zappos Development, Inc.



People Planning

TrainEVERYONE to be a customer service agent

ACustomer Service
AViarketing

AT

Ainance
Aracilities
A-ulfillment Center
A egal

AR

Aetc

Zappos Development, Inc.




People Planning

Rally the company behind tHBEA of proactively talking to customers

twitter.zappos.com Follow the Zappos.com Other Erands on

powered by twitter, Zappos.com, clothing and you. CEOQ on Twitter! Zappos.com:
Zappos Public Mentions | Employee Tweets | Employee TwitPics | Employees Who ~ JaccoBucd
Twitter :rll_ll!d
o ) : ; ) en
Beginner's Quick Start Guide and Tutorial to Using Twitter Calvin Klein Golf

499 Zappos employees are on Twitter! e

Fox
Are you a Zappos employee that uses Twitter? Heelys
Send Tony an email with your Twitter user name to be seen here! Inov-8
[aq Jeans
! Kids Ink
Zﬂmg , i Zapmg;? Kitson
CEO ‘J Liberty Boot
) . Little Laundry Kids
Zappos zulu foxtrot  zappos alfred electra Zappos Service 2 h
Twitter Rank #1 Twitter Rank #2 Twitter Rank #3 Twitter Rank #4 Twitter Rank #5 E—
(1684992 followers) (17329 followers) (10971 followers) (6028 followers) (4674 followers) Lumiani
Di0i Diaper Bags
Rocket Dog
insicde Ryan Michael
Zappos SM New York

- Vince Camuto
thomasknoll  inside zappos  Zappos Fred zappos sole man  krianbalma (View Full List)
Twitter Rank #& Twitter Rank #7 Twitter Rank #8 Twitter Rank #3  Twitter Rank #10
(4585 followers) (3921 followers) (2883 followers) (2577 followers) (2452 followers)

&

= A

Zappos tid macknuttie Zappos WeddingZappos JimGreen skimshady
Twitter Rank #11  Twitter Rank #12  Twitter Rank #13  Twitter Rank #14  Twitter Rank #15
{1960 followers) {1895 followers) (1885 followers)  [(1BOO followers) (1727 followers)

7

= A
zappos beauty BigLB plaz Zappos DRob  ZapposKelMo

Twitter Rank #16  Twitter Rank #17  Twitter Rank #18  Twitter Rank #1939  Twitter Rank #20
(1527 followers) (1516 followers) (1481 followers) (1460 followers) (1346 followers)

Zappos Development, Inc.




People Planning

Employees will want to engage customers, as often as possible

twitter.zappos.com Follow the Zappos.com &

powered by twitter, Zappos.com, clothing and you. R

Zappos Public Mentions | Employee Tweets | Employee TwitPics | Employees Who
Twitter

Beginner's Quick Start Guide and Tutorial to Using Twitter

@sandracummings Yeah, I've got it right here, | think it will be cold before it
gets you though... I'll just drink it instead. ;-p

Zappos Service 12:59 PM Pacific - Fri 04/23/10

Hey there, it's Jonathan here. I'll be happy to help you with anything for the
next few hours or so. { http://my.zappos.com/zZapjon )

Zappos Service 12:57 PM Pacific - Fri 04/23/10

@loginn Awesome! I'm sure you'll enjoy the book. | love it!

Zappos Service 12:56 PM Pacific - Fri 04/23/10

ZBP%_\? @icandyapple LOVE those shoes!

Zappos Service 12:55 PM Pacific - Fri 04/23/10

ZBP%;? @kplawver Thanks for the love!

Zappos Service 12:45 PM Pacific - Fri 04/23/10

Zappos Development, Inc.

Other Brands on
Zappos.com:

Blue Bottle Kids
Bo'em

Bareal

Chan Luy

Chip and Pepper
Cougar Kids

Cynthia Rowley
Derek Rose

Electric Kids

EOQS Mew York

osef Seibel

Local God

Lucy Sykes Kids

Marc Ecko Cut & Sew Kids
New Balance Classics
SkirtSports

ira

Sugar

Wes & Willy Kids

Whiting & Davis Handbags
[(View Full List)

LA




Zappos Goal: Have as many
employees as possible be a voice!

We believe People Planning is at the heart of our success

Zappos Development, Inc. !



How does one do that?

Have the right culture and nurture it

Have committable core values and aspire to live them
INVEST in hiring and firing and pay people to leave ($$$)
Stay focused and make people focused investments
Education!

o To Do Io Po

Zappos Development, Inc. !



Step #1
DECIDE

A5S5SOARS AF @2dz2QNB i N
sustainable brand

A Requires more patience with revenues &
profits in order to lay the foundation

A Decide sooner rather than later

0«
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Step #2

FIGURE OUT
VALUES & CULTURE




VALUES & CULTURE

Figure out values & culture sooner rather than later

What are youPERSON/Adore values?

What are theCOMPAN® ¢ore values?
StartEARLY

It is surprisingly1ARDERhan you think.

L 0 R 2878 FMAehat the values are.

The most important thing i8LIGNMENT Q
XLIVEhe BRAND

-

To To To Do Do Do Do
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Step #3

COMMIT TC/ s oy

.S NBIf |YyR &2dz KIS y2iK
Your culture is your brand
52y Q0 GNEB G2 06S a2YS2yS &z
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Commitment to Transparency:

Examples

twitter.zappos.com

G! a1 !'yeudKAy3IE ySgatSiai
Extranet for vendors

Tours & reporter visits

Zapposinsights.com

T To T To I
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Transparency Tools
twitter.zappos.com

tWitte r.zappﬂS.Cﬂm Follow the Zappos.com CEQ |

powered by twitter, Zappos.com, clothing and you. on Twitterl

Zappos Public Mentions | Employee Tweets | Emplovee TwitPics | Employees Who Twitter

Beginner's Quick Start Guide and Tutorial to Using Twitter

Zappos Development, Inc, !



Get your partners involved!

What people are saying about.. Other BErands on
Zappos.com:
BCBGeneraTION o
Ali Ro
Carolina
. . Danner
powered by twitter, Zappos.com, BCBGeneration and you. T,
Diesel
Scarves Accessories at BCBGMAXAZRIA: SCARVES € MISCELLANEOUS € SALE € —_—
ACCESSORIES CATALOG. SCARVES. Quick Shop. BCBGENERATION PRINTED ... Hoven Vision
King Baby Studio
Alex]ones28 12:02 AM Pacific - Thu 04/15/10 MLl
Hicole
. _ ) _ ) Peace and Love Jewelry by
‘, 'One Shoulder” | Women | Dresses & Special Occasion | Cocktail ...: BCEGeneration Mancy Davis
Printed One-Shoulder Dress §138.... http://bit.ly/9eU7mS5 Raichle
Reef Kids
womencockta 11:05 PM Pacific - Wed 04,/14/10 Replay Kids
Ricosta Kids
Bcbgeneration Military Shirt Dress at BCBGMAXAZRIA: Worn with a tallored blazer for qu.-,-
work or simple sandals for wee... http://bit.ly/91x73z Springboost
White Trash Charms
shirtdress 04:41 PM Pacific - Wed 04/14/10 b

(View Full List)

RT @BCBCenerationOU: Your BCEGeneration student ambassadors will be giving away
free BCBGeneration products this Saturday!! Click for info: http://bit.ly/cS5PvX

morgan wynn 11:55 AM Pacific - Wed 04/14/10

Zappos Development, Inc.




Transparency Tools
Zappos.TV

HOME INSIDE ZAPPOS ZAPPOS.TV CEO AND COO BLOG FASHION CULTURE RIDESHOP VIEW MORE BLOGS...

ZAPPOS.TV
FUNNY JUSTIN BIEBER FAN!!! .
1 comment 4

by Melissa L. on Apr 8, 2010 in Zappos.TV

ez Sign in with your Zappos.com account

Meet The Zappets

Check out the new 2010 Zappos.com TV spots!
Melissa really wants "One Time" to share Justin Bieber's "My World" with Vanessa and Brandis. All the
cool kids are talking obsessed with Justin Bieber...right?

MEET
THE
ZAPPETS!

CLICK TO MEET
THEM ALL

_ Zappos.com
= g Like

46,268 people like Zappos.com

- omion] 4 2] R
A ' ) = =l ¥
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Transparency Tools
Facebook Page

z 1.1
facebook Search Q
Zappos.com
Za @ Wall Info  The Zappets! Gift Cards Photos YouTube
.
e G, Filters

Digital Royalty ® With Zappos.com CEO Tony Hsieh, prepping for the
virtual Delivering Happiness Happy Hour that goes live in three hours on

Suggest to Friends .
Ustream. Here's a peak at our rad location.

Prepping for Virtual Happy Hour

bit.ly

Join Tony Hsieh, Amy Martin and Jenn Lim today at 5pm PST
for our live virtual happy hour.

http: / fwww.ustream.tv/deliveringhappiness

Shop Zappos.com
http:/ fbit.ly/cMrMNgL

follow our CEO on twitter:
@zappos and follow other
Zappos Employees here:

twitter.zappos.com E:ﬂ 30 minutes ago - View Post

Zappos.com Join us this Monday via Live Webcast for a Behind the Scenes

Information Look
Founded: Into Our Unique Culture!
June, 1999

Zappos.com Invites the World to Join Them via Live
appos Webcast for a Behind the Scenes Look Into Unigue
33 Friends Like This el @  www.pitchengine.com

POWEREDGySERVICE™  ZFappos.com invites the world to join them via live webcast

6 of 33 Friends See All for a behind the scenes look into unique culture!
m [Z 5 hours ago - Share
g' £ 26 people like this.
Michelle ~ Andrew  Jamie I£) view all 16 comments
Wilson Hsieh Wilson
Thomas Kathy Budig Bullard Each time | place an order before
1pm , my stuff is delivered to my door in less than 24

hours 1! Hasn't failed me one time .
2 hours ago - Report

by ik ]
ren‘l(ing; Veronica  Rosalind Linda Marshall Williamson | agree - just ordered a pair
Jensen Searcy yesterday and they were at the door when | got home
today. Better than Christmas!! They are the best!!

2 minutes ago - Report

46,268 People Like This
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Transparency Tools
Facebook Page
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