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Executive Summary

We reviewed the purchasing process for 11 competitors of Sears, Kmart and mygofer.

This report outlines are findings, focusing on the following areas:

*  Checkout Flows

« Cart Features

*  Checkout Features

* Notable Site Features

Sears/Kmart competitors reviewed: Amazon, Best Buy, Walmart, Home Depot, Target, Macy’s,

Nordstrom, GAP brands, Zappos
Gofer competitors reviewed: Peapod, Alice
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Checkout Flows

Of the 11 competitors reviewed:

- 8 had a separate review order page before placing the order

- Best Buy and Macy’s had the same checkout flow as Sears.com/Kmart.com

«  For the shipping flow of Sears & Kmart competitors, the number of required checkout
pages (including confirmation) ranged from 4 to 6 with an average of 5. This is based on a
unregistered customer’s checkout process. Sears & Kmart have a 6 step process.
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Checkout Flows - Sears, Kmart & competitors

Site

Sears.com/Kmart.com Amazon.com

Total number of steps/screens in

4: Sign In; Shipping; Billing;
Review; Confirmation;

Best Buy

Walmart

Home Depot

4: Sign In; Shipping &
Payment; Gift Wrap; Place
Order

5: "Your Info" (Billing and
contact info) [Additional page
for Shipping address if
different]; Delivery Info ;
Payment; Review & Submit:

5: Welcome (login); Ship; Gift;
Pay; Confirm

5: Sign in; Shipping
Addresses; Shipping Method;
Payment and Order Summary;
Order Confirmation

progress bar Order Complete

|actual # of steps 6 4 6 5 5
Sign In Sign In Sign In Sign In Sign In
IShipping Address Shipping Address Shipping Address Shipping Address Shipping Address
IShipping Options Shipping Options Shipping Options Gift Wrap (optional) Shipping Options
Payment Payment Payment Payment Payment and Review
Review Review Review Review Confirmation
Confirmation Confirmation Confirmation Confirmation

Site Target Nordstrom Gap/ON/BR/P/A mcy's

7: Sign in; Address; ltems;
Wrap; Ship [Additional page
for Shipping address if

3: Sign-in; addresses;
payment and order review

5: Sign in; Shipping; Gift
Options (popup allows user to
bypass Gift Options step);

5: Sign In; Shipping Address;
Shipping Options; Billing;
Review

Zappos

3: Sign In; Billing Address
(new user only); Checkout
(Shipping/Payment/

Total number of steps/screens in multiple]; Pay; Place Order Payment & Promotions; Place Addresses)
progress bar Order
actual steps 5 4 5 6 4
Sign In Sign In Sign In Sign In Sign In
IShipping Address Addresses Shipping Shipping Address Billing Address

Items (optional)

Payment and Review

Gift Wrap (optional)

Shipping Options

Shipping Options/Payment/
Address

Gift Wrap (optional) Confirmation Payment Payment Confirmation
Payment Review Review
Review Confirmation Confirmation

Confirmation
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Checkout Flows — Gofer and competitors

Site

Total number of steps/screens in
progress bar

5: Cart; Store Pickup; Billing;
Review; Confirmation;

ofer.com Delive
5: Cart; Delivery; Billing;
Review; Confirmation;

*User is already signed in

Peapod

Peapod

Alice

1st time user: 6 Account Set
Up; Address; Billing Info;
Complete Registration;
Confirm Info; Place Order

Return user: 2 Delivery Times;
Review & Place Order;

*User is already signed in

4: Cart; Shipping/Billing;
Summary; Confirmation

*User is already signed in

actual # of steps

6 4 7 3 3

Sign In Delivery Delivery Times Delivery Times |Addresses/Payment
Store Pickup Payment /Account Set Up Review Review

Payment Review |Addresses Confirmation Confirmation
Review Confirmation Payment

Confirmation

Complete Registration

Review
Place Order
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Cart & Checkout Features

Of the 11 competitors reviewed:

5 sites had some form of a Smart Cart

«  On most sites this cart layer only comes up when you add an item, on others it is always accessible from the global

navigation

Banana Republic and other GAP brands include a “Complete the Look” recommendation to create an outfit that

goes with the item just added to your cart

* 4 sites had a different flow for shipping to multiple addresses

« This was usually accessed from the shipping page, On Amazon it is available on the Review Order page

- 7 sites had either Save for Later or Save to List functionality from the cart

* Amazon was the only competitor that had both

- 8 sites retained previously entered info if the user left the checkout flow and then began

the checkout process again

kmart
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Competitive Analysis — Cart Features

Gap Home
Feature @Amazon Brands | BestBuy | Walmart | Macy's | Target | Zappos | Depot |Nordstrom Ei\7e[I{:1¢ Peapod

VX [/ ILIX]X |V

laccessible from| add

"Smart cart" — either
on add to cart only or
accessible from
lglobal navigation
Cart includes a

clickable image of
item

CCCCCC

IAbility to change
quantities from cart

IAbility to change
colors from cart

"Save for Later” in
cart

"Add to List" in cart

Universal cart

X| X[ X| X | S| & X|E

LI x| x| 44
alalal X || x| x
NEIRNRNRNRN:
% & |X| X | 4| X
| X% X| X |&|4]
x| x| 4| x| &4l
| XX X | S A
% X|X| X |44
JEIRARNRNEN

V' =Yes X =No
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Competitive Analysis — Checkout Features

@ Gap Home
Feature Amazon Brands | Best Buy | Walmart Macy's Target Zappos Depot Nordstrom Peapod

>
5
o

"enclosed,"
no
distractions,
linkbacks

X
2
2
2

Guest
checkout
available

Checkout is ¢ ¢ J J ¢
v

MMMMMMM

Step/progress|
indicator

Retain
previously
entered
information

Clear
messaging on
security,
delivery,
payment
options

CS contact
info available

/Accomodates
outside
merchants

XX A &I X[4|&
AIX[A| X | AAl4&
AIXAl & | X[4]4
XX X | &[4 X X

Express
checkout

Universal
checkout

A& A & X&4] S
SINAIX] S S (X A
SIEXIX S| S IS]A
SELIBSAYER R NA S

V' =Yes X =No
SEARS HOLDINGS
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Competitive Analysis — Checkout Features (cont.)

Feature Amazon [P/A Best Buy Walmart Macy's Target Zappos Depot Nordstrom 07 ({8 Peapod Alice
Arrival Shipping Shipping Shipping Shipping Shipping Shipping Shipping Shipping Shipping Shipping Shipping Delivery Shipping
methods Delivery SPU SPU Delivery SPU SPU
SPU Delivery Delivery
Shipping & |Shipping On Place Shipping Shipping on |Est. shipping|On Shipping [Total with Free Est. shipping|Est. Yes Yes, on cart |Yes on cart
tax costs [cost on cart, |Order page |cost on cart |cart, ZIP costs on cart|Address tax/shipping [shipping, on cart, Est. |Shipping on
presented |[Tax on [shipping page; total [code entry |page page (before on payment [sales tax tax on cart, Tax on
early in flow|payment address shipping and|on cart to shipping page, only in 4 Shipping payment
page appears product on |estimate address is  [breakdown |states (not |Method page
earlier in Sign In sales tax even of costs on [shown until |page
flow] page; total, entered) Review confirmation)
including tax
on payment
page
Total cost |Occursin |Yes Occurs in Yes Yes Yes Occurs in No if sales |Yes but Yes Yes Yes Yes
before same step same step same step |[tax applies, |Sales tax is
payment otherwise ['estimated”
request cart has totallon payment
page
Payment Store cards |Store card |Store cards |Store cards |Store cards |Store cards |Store card |Store card |[Store cards |[Store Cards |Store cards [Major CCs; |Major CCs
types (Sears card, |(Amazon (Gap, BR, |(store card |(Walmart (13 different |(Target Visa, |(Zappos (Home (Nordstrom |(Sears card, [Direct check
accepted |Sears MC, |Visa), and ON--  |and Best store card, |stores); Target Visa); Major |Depot Credit Card, [Sears MC, |(checking
Sears Major CCs, |both Visa  |Buy Visa); |Walmart Major CCs; |Business CCs; Consumer |Nordstrom |[Sears acct)
Commercial |check and store  |[Major CC's; |Discover); |Debit Card |card, Target |Paypal; Card; Home |Visa); Commercial
One); Major cards); PayPal Major CCs; card); Bill Me Later |Depot Major CCs; |One); Major
CCs; NOTE: does  [Major CCs PayPal; Major CCs; Commercial) CCs;
eBillMe; not accept Billme Later eGiftCard; ; Major CCs; PayPal; Gift
PayPal; Gift |~2YPa! GiftCard Gift Card Card
Card
Order Yes, right  |No Yes, on right [No No Yes, no No No No No Yes No No
Summary [column half of items
throughout screen includes
checkout subtotal,
shipping, tax
and total
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Multiple Shipping Addresses

- Several sites had a link to an alternate page to ship to multiple addresses

Target — Address page Macy’s — Address page

WANT TO SHIP TO MULTIPLE
ADDRESSES?

We're happy to help! Just follow a
few simple steps and we'll do the
rest.

Sending items to more
than one address?

Amazon — Review order page

Shipping
Nordstrom — Address page Shipping to:  (change

kristen vonnahme
3333 BEVERLY ROAD
HOFFMAN ESTATES, IL 60179-0001
shipping to more than one address? : o United States

~Yes I No Phone: 8472861413
Sending items to more than one address? | Ship to multiple addresses
Nordstrom — Payment & Review page (tabs)
vour order: SEND TO A SINGLE ADDRESS SEND TO MULTIPLE ADDRESSES

SEARS HOLDINGS Sears
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Target — Items page

® TARGET s
ITEMS

Shipping to:

Type Item/Price

- Black Original Belly Bandit - S
$45.99 -

C9 by Champion Quicksilver Lite Tech Tee - M
$9.99 -

more colors available

Multiple Addresses

Type/Item/Price Qty.

- Black Original Belly Bandit - S 1
$45.99 -

SEARS HOLDINGS
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out? b

CONTINUE -

Quantity

1

Send to:

Target has an Items page that
allows you to edit items (remove
and change quantities) without
leaving the checkout flow

This step is only accessed from the
review page, even though it appears
earlier in the progress bar

This page also has another variation
with Shipping Addresses for each
item if you select “Ship To Multiple
Addresses” on the Address page

Kristen Sienkiewicz, 25 S. Alfred Ave_, Elgin v

Sears

kmart
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Nordstrom - Cart edit items

NORDSTROM

search: ['1n Al Categories

s E] advanced search | brands | the thread

PROCEED TO CHECKOUT

CONTINUE SHOPPING ~

14 d
can Save for Later.
Hunter 'Fleece Welly' Socks | #234052 qty price total
234092 $30.00 1 $30.00 $30.00
Size: [ Large b5 ]
SEE COLORS Color: | cream -4
& VIEWS
Size medum 1  $30.00 = $30.00
Color:

Gift Services: make it a alft

SEARS HOLDINGS
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Nordstrom had the most product
information accessible on the

cart page

This layer is accessed by
choosing edit next to the product
image on the cart

Users can change size and

color, quantities, or view
additional images without leaving

the page
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Nordstrom - Cart store pickup

| : $30.00 =oos o Nordstrom makes switching

UGG®

s between store pickup and
save for
. iff ices: ake It ft Boot (Women) H H .
oer [P IR Servioes:  moke o shipping possible on the cart
Ll Delivery: Usually arrives in 3-6 business days. With a Clean treatment
« This design makes other arrival
Hunter 'Original Tall' Rain Boot (Women) | #198321 qty price total . .
_ methods available without
edit Size & Width: 7 M 1 $115.00 $115.00 ] . .
coror. e — devoting and entire column to it.
save for UGG® . .
:a;efro Gift Services: Avallable upon pick up. p\us:"aﬁa If no Other Optlons are avallable
Classic Tall' . '
Picking up Your selected store is Old Orchard Center. You will receive an Boot (Women) th ese Iln kS are not VISIbIe .
SEE COLORS in Store: e-mall confirmation when your item Is ready for pick-up. Items are $179.95
& VIEWS typically available within one hour of placing your online order if
purchasing during regular business hoyrs
change store ship It Instead
Subtotal: $175.00
Estimated Shipping: $8.00
Only $25.00 to go Choose method in
) . . Checkout. SEE COLORS »
[ree standard shipping Sece
¢ Estimated Total: $183.00 Australia
on orders over $200. Tax calculated in 'Ca":y:(_' assic
Checkout. Knit Boot
$139.95

PROCEED TO CHECKOUT

There are no items Saved for Later.

saved for later

Signing In or creating an account allows you to keep items here as long as
you'd like. If you already have an account and you don't see your saved items,
please slan in.
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Nordstrom

- Preview Order

your payment

Enter a Promotion Code

Only one Promotion Code may
be used per order.

Pay with a Gift Card
or Nordstrom Note™

Pay with a Credit Card

Bill to:

Kristen L. Sienkiewicz
25 S, Alfred Ave
Elgin, IL 60123
United States

(847) 286-1413

edit

Apply
redeem
Card Type: | Select Card Y
O Please select your Credit Card
Type
Card #:

O please provide your Credit Card
Number

SEARS HOLDINGS

November 16, 2009

order summary:

Merchandise: $145.00
Shipping Charges: $8.00
Sales Tax: $11.86

(Estimated)

Order Total: $164.86

Send order correspondence
e-mall to:
spittingtreefish@yahoo.

com

PREVIEW ORDER

Once you submit your order, it
cannot be modified.

SUBMIT ORDER

Sears

kmart

Nordstrom had a
unique “Preview
Order” button above
the Submit Order
button

This allows you to
see an order
summary without
adding and
additional step in
the flow
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JCPenney-Shipping Address Options

shipping address or "ship to store"” option ° BiIIing and shipping
o address options
Choose a shipping option

| Ship this order to my billing address. ~| appear on the same
Ship this order to my billing address. screen.

Il pick this order up at a store. Help me select one.
Ship this order to a US address other than my billing address. (Use this also for APO/FPO). - A drop down menu
= gives customers a

mhu- this order outside the US.
variety of options,
including SPU

kmart

SEARS HOLDINGS

DieHard [ EC s

November 16, 2009 15




JCPenney and Macy’s- Smart Cart

JCPenngy

find a store » store ads » store services » gifts + registry » signu

women home store men teens kids baby

MG . SEPHORAZ  WORTHINGTON®

# > women's shoes > shop by width > wide > comfort

softspots® 'Stephanie’
Sale $44.
Original $49

softspots® €
shoes are as
stylish.

OiN US oN
[ LAt

shopping bag:

item added to bag

LS

track order customer service

1item  $44.99 [ close ] D
Softspots® Stephanie
Color:Black
Size:11
Width:Wide
quantity:1 .
Orig. $49.95 Sale $44.99

go to shopping bag »

checkout J checkout+promo code

I_..

item

price qty

Alfani Plus Size Blouse, $37.50 1
Printed Pintucked Silk
";. Color: Foglia Size: 16W

1 item has been added to your bag

$37.50

you might Tike

total

shopping ba

item: 1

OPPING CHECKOUT

SEARS HOLDINGS
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Two examples of a
persistent “smart
cart” that displays
on the product
page, eliminating a
trip to and from the
cart

Customers have
access to the status
of their cart at any
point in the
shopping process
and do not need to
be taken to the cart
page and “lose their
place” in the
experience
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Banana Republic—CompIete the Look

D T :

8{ . Ruched mock-
neck top

Blo

p £40.00

1op ge

Complete tl*e_Lcc<
Shop this outfit ==

ADD TO BAG

SEARS HOLDINGS
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Participants in
recent usability
studies have
expressed a strong
liking for tools to
help them put an
outfit together.

Banana Republic
elegantly
incorporates this
feature into the
smart cart
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Best Buy—Shipping and Estimated Tax in Cart

My Account | Order Status | Customer Service | Espafiol

TV&
VIDEO

CAMERAS &
CAMCORDERS

MOBILE PHONES
& OFFICE

MUSIC, MOVIES

CAR
AUDIO &BOOKS

&GPS COMPUTERS

Search I-‘-“-.ll Categories z’ IKey\'.‘crd or ltem# GO\

Your Cart =
v ot pespion orrions e
l1_ Ferris Bueller's Day Off - DVD = Ship $6.9 $6.99

siness dsy " Pigup ¥ OnSale

m Shipping: Ususlly lesves cur warshouss in 1 &
Store Pickup: Avsilsols st most stores

Great Financing Offer
Select store

VIDEO GAMES
& GADGETS

[— E-msil gift
message
Product Total: $6.99
A | nointerest Shipping: 52
for18 months Soicoing. 5229
storewide Shioping Helo | atandarg (est $2.49) ¥

all brands, all services,
all purchases $499 and up.

Enter delivery ZIF code to calculsts tax. Tax® I

Subtotal:  $9.48

Learn more »

Estimate Ssles Tax: -

————————
Not ready to check out?
Create an account to save items in your cart for later.

I 7 = i

SEARS HOLDINGS
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Welcome. Please create an account or Sign in.

Weekly Ad StoreLocator Outlet Center Servicesv Gifts v E

HOME &
APPLIANCES

Credit Cards Reward Zone®

Get it Faster
Pick up in store
Safe and Secure
See Privacy Policy

Online Returns
By mail or in store

Sears

kmart

Best practices
recommend
displaying the total
price of an item,
including tax and
shipping, early in
the process.

Best Buy enables
customers to
calculate their
estimated tax and
shipping options on
the cart page
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Home Depot — Move old appliance option

More saving. More doing.

Applionces Bath  Building Materials Décor Doors& Windows Electrical Flooring Kitchen Llighting & Fans Outdoors Paint Storage Tools & Hardware

i Credit i Home Services

| Enter keyword or sku S LN GiftCords  Gifts ©  Savings i Know-How | Pro
Home
Select Parts and Services
Need Help? See our racs or call: 1(800)455-3869
Please select your parts & services for your:
LG Electronics 30 In. Freestanding Gas Range
Delivery ZIP Code: 60123 t
REQUIRED EXTENDED OPTIONAL
PARTS & SERVICES SERVICE PLAN PARTS & SERVICES
Description Unit Price Qty Check to Add/
UnCheck to Remove
M901-HAUL AWAY YOUR OLD APPLIANCE $0.00 1 M Add To Cart
— LB —
MS07-MOVE OLD APPLIANCE TO NEW FLOOR $15.99 1 g Added!
853290
M920 GAS RANGE INSTALL $19.99 1 M Add To Cart
740688

Previous Step: Select Extended Service Plan

SEARS HOLDINGS

November 16, 2009

Next Step: Clicking "Confirm Selections" confirms
your acceptance of these Terms and

DEALS

WeeklyAd : Store Finder : Help

) Our Secure Shopping  : Print Page
Commitment

Appliance $1,499.00

Required Parts $19.99

Extended Service $69.95

Plan 1599

Optional Selections $0
*Delivery Charge

Subtotal $1604.93

These options can only be purchased
with an appliance order.

Free Delivery & Haul Away. No Rebate.
No Coupon. No Hassle.

Sears

kmart

* Home Depot offers
the options of
having an old
appliance removed
or moved

*  Options are broken
up into 3 quick
steps

mycefer
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Peapod — Welcome back message & cart column

Save & Exit | My Account | Help " Quick Guide

Peapod° Total: $56.13 |

| GEITITTEE Express Shop | Browse Aisles | My Lists | Specials | Recipes & More | Delivery Times ) ¢ Teview Order
e 4
e e
CHECKOUT )

2.00

ing or schedule your delivery

Welcome back! We saved everything you placed in See Total Savings:
your cart. Your order has not been submitted so go
ahead and continue shopping or

reserve a delivery time.

Learn more about updating your order

2 # Coca-Cola Classic - 12 pk

7 # Apples Fuji Organic

7 # Pears Bartlett Organic
A Nestle Juicy Juice 100%
V Grape

1 A Nestle Juicy Juice 100%
WV Berry
A )

1 v Mtn Dew Diet - 12 pk

7

¢ Apples Red Organic

. . lams ProActive Health Dry

1 Cat Food Hairball Care 1+
Years

Days

ou place your first order!*

+ General Grocery
* Produce Stand

* Meat & Seafood
* The Deli !
+ Prepared Foods

+ Health & Beauty

* Wine & Spirits

*Certain restrictions apply

I
Weekly Specials 1 Prepared Foods

check out our great PN

(¢ Empty C
Ways to Save i

soups to desserts, learn to use coupons, &
n sal  veyss SITRRYS
LIEENEE DY ; kid-friendly to gourmet weekly sales and more st .

week ; Made With A

— Tair Share Of
Meaningful
Contact Us | Careers | Our Company | Pricing Policy | Privacy & Security | Terms of Service | Refer-a-Friend
Talk to us:
B Facebook ¢ Twitter

® 1990 - 2009 Peapod, LLC All rights Reserved.

SEARS HOLDINGS
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Peapod messages
users to let them
know their items are
still in the cart when
they return to the
site

While browsing the
site the shopping
cart is always visible
in the right column
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Recommendations

- Add a smart cart feature and keep users in the shopping flow when adding products to cart
- Explore alternate ways to allow users to switch between shipping and SPU on the cart

« Since our checkout shipping flow is longer than the average competitor, consider
combining shipping and billing pages to shorten the flow

« Consider removing Order Summary column from all checkout pages (based on A/B test
results)

* Provide an alternate flow to ship to multiple addresses but keep the primary shipping page
defaulted to ship to one address

Next Steps:
- Additional competitive analysis on store pickup and home delivery
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