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Computer Hardware Study Goals

Which computer hardware sites generate the strongest positive brand
perceptions and greatest likelihood to acquire a customer?

What aspects of the online experience are most predictive of brand and
acquisition?

Which companies are leading in the critical areas and why?
What site design changes have had the biggest impact on user perceptions?

What opportunities exist for a computer provider to improve its online
experience for prospective customers?



CE Rankings Methodology:

Sites & Sample

SITES EVALUATED:

= Amazon.com
= Apple

= Best Buy

= CompUSA

= Dell

= Gateway

= HP

= Lenovo

= PC Connection
= Sony

SAMPLE:

— 10 evaluations; 2074 panelists total

— ~200 per site, US online adults 18+

— Likely to shop for computer hardware or
peripherals within the next 12 months

TIMING:

— Wave 3 evaluation period: July 23 — August
6, 2007
— Wave 2 evaluation period: July 21 — 27, 2006
Next study delivered: Summer 2008




CE Rankings Methodology:
Process
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CE Rankings Methodology:

Technology

Keynote Connector
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Overview of Results

Overall CE Index

Brand Impact Index
Conversion Impact Index
Customer Satisfaction Index



CE Rankings Methodology:

Analysis

OVERALL CUSTOMER EXPERIENCE INDEX

CUSTOMER SATISFACTION INDEX
(More than 100 metrics)

DRIVER 1 (metric1, metric

DRIVER 2 (metric1, metric

DRIVER 3 (metric1, metric

DRIVER 4 (metric1, metric

DRIVER 5 (metric1, metric

BRAND IMPACT INDEX

= Perception of Brand Image
= Change in Company Impression

= Many positive attributes

= Change in Brand Perceptions

CONVERSION IMPACT INDEX

= Purchase Likelihood

= Likelihood to_ Recommend Site
= Likelihood to_Return to Site

= Research Likelihood




Index Rankings Summary

Amazon (1) Amazon (1) Dell (1) Best Buy (3)
Dell (2) Best Buy (4) Best Buy (4) Amazon (1)
Best Buy (4) Dell (2) HP (3) Dell (2)

HP (3) HP (3) Amazon (2) HP (4)
Circuit City (na) Circuit City (na) Circuit City (na) Circuit City (na)
CompUSA (5) Apple (6) CompUSA (5) Gateway (7)
Gateway (8) CompUSA (5) Gateway (8) CompUSA (5)
Lenovo (10) Sony (8) Lenovo (9) Lenovo (10)
Apple (7) Gateway (10) Apple (7) Apple (8)
Sony (9) Lenovo (9) Sony (10) Sony (9)

Parentheses indicate July 2006 ranking (Green moved up in rank, Red moved down)

|:| = Top Tier Competitors




Overall Customer Experience

Top Dell 062 » Customer Satisfaction
shes Best Buy 660 « Brand Impact
g HP 653 - Conversion Impact
Circuit City 633
AGGREGATE 621
CompUSA 613
Gateway 607
Lenovo 578
Bsoit::sm Apple 577
Sony 565
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Drivers and Best Practices



Driver Rankings (1 of 2)

RANK PPI:-:)cclas,sse Product Interest CSuusrt,:gﬁr (;)r ;Zir?i:aat?:n Find Computer
1 Amazon (1) Dell (1) Best Buy (1) Circuit City (na) Circuit City (na)
2 Apple (2) HP (2) Gateway (7) Best Buy (4) Dell (1)

3 HP (5) Circuit City (na) Circuit City (na) Amazon (1) HP (2)

4 Dell (7) Best Buy (6) CompUSA (3) HP (2) Gateway (3)
5 Best Buy (3) Amazon (3) Amazon (2) Lenovo (9) Best Buy (4)
6 CompUSA (6) Gateway (5) Dell (4) ComUSA (6) Lenovo (7)
7 Circuit City (na) CompUSA (7) HP (8) Dell (3) CompUSA (6)
8 Lenovo (10) Lenovo (8) Lenovo (9) Gateway (7) Amazon (8)
9 Gateway (8) Sony (10) Sony (10) Sony (8) Sony (9)
10 Sony (9) Apple (9) Apple (6) Apple (10) Apple (10)

Parentheses indicate July 2006 ranking (Green moved up in rank, Red moved down)




Driver Rankings (2 of 2)

Amazon (3) Apple (6) HP Best Buy
HP (1) Sony (1) Circuit City Gateway
Dell (5) Dell (2) CompUSA Circuit City
Circuit City (na) Gateway (7) Dell Dell
Best Buy (6) Circuit City (na) Amazon CompUSA
CompUSA (2) Best Buy (5) Best Buy HP
Apple (7) HP (3) Gateway Amazon
Gateway (9) Lenovo (9) Apple Lenovo
Lenovo (10) Amazon (4) Sony Sony
Sony (8) CompUSA (10) Lenovo Apple

Parentheses indicate July 2005 ranking (Green moved up in rank, Red moved down)

|:| = Indicates a significant change in score from July 2005




