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o Issues:
» Seven design elements of the customer interface.
» What determines the of the design?
» The classifications.
» The significance of
> websites can achieve
» What types of can a firm maintain

with its customer base?
with other businesses.
» Features that support transactions.
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o Seven design elements of the customer
Interface (7Cs)

Context

Content

Community

Customization

Communication

Connection

commerce
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Trne 7Cs of Custornar lrterraecs

Context

Site’s layout and design

Commerce

Site’s capabilities to enable
commercial transactions

Connection

Degree to which a site is linked
to other sites

Communication

The ways sites enable site-to-
user communication or two-way
communication

Content

Text, pictures, sound, and video
that webpages contain

Community

Site's ability to enable user-to-
user communication

Customization

Site’s ability fo self-tailor to
different users or to allow users
to personalize the site
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o Context captures a site’s aesthetics and functional look-and-feel
o Dimensions of Context

>  Function - the organization and accessibility of information

> Aesthetics (form) - the visual characteristics of a site
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o Context Classifications

> ~Emphasis is on the of
the site. This type of site makes heavy use of visual elements

> Dominant: Emphasis is on the
information. This type of site limits the visual design to a
minimum

> - Balance of form and function. These sites have a
clear and appealing theme that support the underlying
graphics
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High

Aesthetically
Dominant

Low

Low

Integrated

AN

Functionally
Dominant

High

Frontier is
gradually moving
outward as
technology
advances
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PREMIERE INTERACTIVE PRODUGTION STUDIO

KMG I KMGI, the leading interactive production company, is redefining how companies
use the Internet for adwvertising, marketing, e-cormrerce, entertainment and
edlucation.

W)

> WEB PRESENTATIONS

> WEBSITES REDEFINED

> FLASH BANNERS

> WEBMERCIALS

> CD AND DVD SOLUTIONS

> ONLINE ENTERTAINMENT

> DISTANCE LEARNING

> STRATEGIC SOLUTIONS

> PROGRAMMING SERVICES »
> PRICING AND PROCEDURES
> MEDIA REPORTS ON KMGI
> CONTACT

cyberspace May 1:40

Q “ Welcome to KMGI's Multimedia Web Site
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@brint.com

The BizTech Netwom

The Premier Portal and Global Knowledge Network for Business, Information, Technology, and Knowledge

Managers, Professionals, and Entrepreneurs ™

Recommended by Business Week, Fortune, Wall Street Journal, Fast Company, Business 2.0, Computerworid, Information Week, CI0 Magazine, KM
World, Wew York Times, and hundreds of other worldwide publications.
Fast Company Magazine notes: "If BRINT doesn't have it, then you probably don't need it." More....

Choose Topicand Click 'Ga’ May 23, 2002

» USER'S GUIDE D

To get FREE Latest In-Depth Articles in Newsletter, e-mail: subscribe@brint.com
Channels: General Business -Business Technology -E-Business Knowledge Management
Resources: Mews Information Mow! Books « Conferences Careers -e-Zine +aAnalyses
Community: Join the Network!: Online Community: Sponsored Events Executive Jobs
Congratulations!! Winners of $390,000 in 'Giveaway for Success' Click to Enter!!

Rethinking Management for the New World of Uncertainty and Risk

“...the first book on knowledge-driven organizations and knowledge workers that can survive and thrive in the new world of uncertainty

Fol @

Knowledge
Management
What? Why? How?
From KMBook.com
Case Studies in KM

»What is KM?
» Why KM Systems Fail?

» On Info. Strateqy
» O Biz Innowvation

and risk....”

Business Industiies, &ccounting, Economics, Investing, Management, Marketing, Law, Small Busitiess, more,...
Technoloqy Internet, Software, Hardware, Programming, Secutity, Open Source, Operating Svstems, more, ..

New Economy EPE Organizational Learning, Complex Systems, Virtual Organizations, Intellectual Property, more, ...

e-Business Strategy, e-Business, E-Comnerce, ERFP, CRLL Zupply Chains, EAL Wireless, & dvertising, more...

Knowledge Management Strategy, Taxonony, &nalyses, Discussions, KEN, Conferences, Jobs, more....
News Alerts Java, Linw ZIL, WAP, CEL, Vortals, Portals, [POs, Tech Stocks, Venture Capital M & &, more,..,

Subject Portals

Phase 1. New Economy Business Enterprises

Information Infrastructure. Intellectual Property. Copyrights « Patents « Trade Marks « Small
Business - Process Reengineering - Business Processes - Balanced Scorecard - Workflows -
Benchmarking + Best Practices - Process Improvement « Six Sigma « Organizational Learning -
Computer Supported Cooperative Wark « Groupware - Enterprise Resource Planning - Virtual
Organization - Yirtual Corporation - ¥irtual Teams - Telework - Telecommuting - ¥irtual Office -
Strategic Sourcing: Qutsourcing « Business Intelligence « Data Management - Data Storage -
Data Warehousing - Data Storage - Data Communications - Data Mining - OLTP - OLAP -
MORE...

Latest Articles on New Economy
Top Technology Mews - Cyberculture « Legal Issues « Computer Security -

Top Business Mews -

Think!!!
"Learning is finding out what
you already know. Doing is
demonstrating that you know
it. Teaching is reminding
others that they know just as
well as you. You are all
learners, doers, teachers. "

KM Think Tank
Global Community of
KM Practice

Ongoing Discussions
*Cvercoming Barriers in K

Implementation
*Techhology &3 Ensbler of
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ENVIRONMENTATIY;CONSCIOUSIMAKERSIOEQUALITY. OUTDOOR GLOTHING

RSN+ &
i

- Al ;
[Outdoor Clathing & Gear JIES:

patagonia

committed to the core =55

shop patagonia ~ about patagonia ~customer service ~ search

th

EQUEST A CHECK OUT OUR
ATALOG PATALOHA
COLLECTION

best for
oth worlds

!

CHECK OUT OUR W
ENDURANCE LINE ERR002| | [

ataloha

BAYA + evrope shopping cart store locator free catalog email sign-up

nite

Frae Catalog | Shopping Cart | Privacy/Security | Email Sign Up
Contact Us | Jobs | Affiliate Info | Your Account | Customer Service

8894 | Site Map | Home patagonia o 4~wt mmﬁ; T

TIB00638:6464 eatalogiraquostslstorailocator

=

committed to the core

Call us anytime 1.800.638.646 shop patagonia about patagonia customer service search

Man's

2 Patagonia, Inc. woman's

warm, water,
clean waves

Packs /Travel Gear

Shap by Sport

Web Specials

=EE view cart

Check out our Women's
Summer Surf Collection.

Base Laver/
Underwear

5-10
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o Content refers to all the on the site

o Dimensions of Content

» Offering Mix: content can include ,0r a
mix of the three

> Appeal Mix:the Company's value proposition is projected in the
of a site

» Multimedia Mix: Refers to the choices of media including
and graphics
> Timeliness Mix: The information presented on a site is
short shelf life
longer shelf life
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o Content Classifications

» Product Dominant: sites that primarily sell physical goods
One-stop shop

only within a specific category

exceptional quality single
multiple categories

» Information Dominant: sites that focus heavily on information

> Service Dominant: sites that focus on the services offered, often for a
fee
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Superstore

Specialty

Store

Category
Killer
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Search» R HELP
Products for: |

o -
PETSMARTOCOM Advanced Search %E;glgg learn more

Shopping: | ‘bird | wild bird | small pet | gifts | toy

» Banfield Email Offers Register Quick Re-Order C Order from Catalog

Featured Sections Featured Buys

Is it time for
anew toy! 25 @ = e

Choose from
hundreds ocf! toys for ‘Roafleadnd | ypoq Toy »
dogs and cats. i Tck

€

Click here for dogs. Eﬂck here for cats.

was $159.99 now $12499  Starting at $69.99
Asafe and secure place for  Stylish and designed to
» Cat Flea and your cat. maintain its shape and
T Tk comfort.

E ‘ Cat Playpens Tapestry Sofa Dog Bed

» New Kitten
EWETS] s'ag;a‘_mfumm'ilou Great Deals

I QResponsible Pet Ownership | Find a store oy Hit the Road!
R e near you. ‘i) ‘g‘

Daily dental care can lengthen ¢
your pet's life. N
More Smart Facts KCCP Ydur Cat

Loolfmo Its

+ Q4 Earnings Call

« Smart Saturday - Learn More!
- Carporate Information

- PETsMART Charities

« PETsMART Employment

« PETsMART Grooming

« PETsMART Training

- Yeterinary Sewices

et Food

P
3 EREPOI‘t Smart Pet Calculators
alost or Found Pet! sf:ﬂ::’::r’veﬂ T
your pet!
- Pets 911 Locators NE=C10N1=10] Ko Lt
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OUTFITTING AMERICA'S FINEST HOMES

SHOP FRONTGATE
ORDER BY ITEM #
ORDER TRACKING

CUSTOMER SERVICE

P s o on SEARCH GO
REQUEST A CATALOG keyword or item #
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ITlassive ITlobile

entertainment flexibility

HOME MAGAZINE COMMUNITY FAST GOMFAMIES CAREER GEMTER HEWSLETTERS EVEMTS LEARMIMG WIRELESS STORE

{» NEW ISSUE in here. | Mot a me May 23, 2002 j

‘W’e can do things that people haven't even

~ dreamed of. That doesn’t mean that our
B8 AUTHORIZED |
NS

THE PRICE IS

NEGOTIABLE.

THE QUALITY |
ISNOT. |

WORKSTATIONS |

ou feel betrayed by
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Buy Online
Buyer's Guide
Product Showcase

Market Research Repaorts
Bookstore

More...

Sell Online
Generate Leads
Advertise Online

Services

Job Search
Recruiter Center
Find a Consultant
Business Services

More...

News & Community

Mews

Download Library
Discussion Forurms

More...

Tools

Sign-In

Free Mewsletter

Free Trade Publications
Convert & Calculate

Help

Welcome to PlasticsNet

Welcome to PlasticsNet
fou tt i

more info!

AIC Software EDI Solution
Th EDI Solution

product for the rr

urement and a

Click the hot spot for a surprise.

Signin | Tools | @

Current Headlines

Find
fin

Lincaln
riveil

roblems

nitting and Chicago

iith Get a grip!

Get more info!

5-17
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Why members are

motivated to join the
community

How members participate

in the community

Community Characteristics

» Cohesion

+ Effectiveness
* Help

* Relationships
* Language
 Self-regulation

Interaction Tools
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The more evolved the community the more likely it
IS to have these six characteristics

Cohesion - group identity
Effectiveness -

Help - feel comfortable asking
Relationships - between individuals leads
Language - a specialized language

Self-regulation - sets rules for its
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Nonexistant - offer for users to interact
with one another, on either a one-to-one basis or
one-to-many basis

Limited - offer features such as
, Stories, or opinions

Strong - offer interactive community functions
such as and message boards
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Example=GilietteVWomenssiCancerConnection

U e N
re Cancer Journey
\"/

Gillette Women'’s

v‘slz;nr(i Stories
Cancer Connection
strength in knowing. We encourage you to share your story about any phase of your

supportin sharing. emetional battle with cancer and what did or did not work to help
Cancer Journey you get through it
The following are a collection of stories subtnitted through eur

e duction Cancer Journey feedback.

Liagnosis
Treatment Plan

Belinda, breast cancer: stage two

Treatment

After Treatment .
— Age: over 60, Cathenne, breast cancer: stage two

Fearof Recurrence
Recurrence

howing Fonward
Shared Stories

Mhillie, breast cancer: stage four

Age over 60, Anta, breast cancer: stage one

Communication )
Age 40-45, Cindy B, other: stage two

For Women
Age 30-38, Judy Pickett, breast cancer: stage two

For Families

& Friends
Age 50-59, Sharon &, breast cancer: stage two

Tools &
Resources Age 40-45 Jacquie, breast cancer: stage two

Home Age 50-59, Denise Cameron, endoimetrial cancer: stage one

Age: 50-59, Diane 3., ovanan cancer: stage three
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member

name:

Member of the Day make [ make bolt my start page |

Poll:
Gfﬂeﬁ'e ‘.\?enus_

scoobydrew Ever dye your hair?
=l o] s

Meet people:

4348 people on n

Spidey vs. The Clones ——r
It's the battle of the summer bl “otel Pringles Poll:

To prove my love

for Mr.P i'd:

Copyright 1997-200Z, Bolt,
ne. All rights rezenved.

The Gillette® for Women Venus® Goddess
Groove Summer Sweelstake 1

Sevendust
e.-@m we Again
Faop

s The Hives

Hate To Say | Told
' You So
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o Customization - a site's ability to itself to
each user or to be tailored by the user

o Dimensions of Customization

~ Personalization: initiates and manages the

» Talloring: publishes unique versions of
the site to address specific user's interests, habits and needs
more appropriately
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o Commonly used

> - Users can send and receive e-mail from the
site, using a free, unique e-mail address

> - Users can design their own
homepage, within limits, by choosing background colors,
layout design, and content sources

> : Users can store e-mail, URLs, favorite content, or
items they want to buy

> : Computer programs can perform simple tasks upon
request, such as notifying a user via e-mail when a product is
in stock



Personzlizzition oy User Excirmnole—NVyLooi.cors

mylook

your favorite layout

INDUSTRY oOuUTEBACK

Click on a
page design
that appeals
fo your senses.
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Users

3 Amazon.com: Your Recommendations - Microsoft Internet Explorer provided by Q @ Marketspace

JFi\e Edt View Favorites Tools Help

3 Amazon.com: Your Recommendations - Microsoft Internet Explorer provided by @ Marketspace

JEi\e Edt Yiew Favorites Tools Help

SRk - = - @ [ A ‘ Qsearth GiFavorkes (BHistory ||%- GE-59

SRk - = - @ [ A ‘ Qsearth GiFavorkes (BHistory ||%- GE-59

JAddress I. hitp:f} m

nwcom/exec/obidosftfstoresrecsfinstant-recs-frecs/ 103-0892637-8580431

j Peo Hunks )

Jﬁquress I. hitp:f} m

nwcom/exec/obidosftfstoresrecsfinstant-recs-frecs/ 103-0892637-8580431

j Peo Hunks )

a\m&;on.wm. "7 VIEW CART | WISHLIST | (YOURACCOUNT) | HELP

.
I )
Y
S

STORES Adam's Gold Box

FRIENDS &
FAVORITES

Browse: |Baoks v @

YOUR FAVORITE
STORES

Search All Products: @

WELCOME 10 .
Al Products E Your Recommendations

@ Hello, Adam. Explore today's featured recommendations. (1 you're not Adam, dick here,)

THE PAGE

NEW FOR YOU YOU MADE

Improve Your
Recommendations

Are recommended
items not quite on
target? Tell us more
about your interests:

Book Recommendations
Taliban
LOOK NSDE! Amazon.com
All Products This is the single best book avalable on the Taliban, the fundamentalist Islamic regime in
Al Bargains Afghanistan responsible for harborng the terrorist Osama bin Laden. Ahmed Rashid is a
4l Used Palstard journalist who has spent most of lus career reporting on the region--he has
personally met and mterviewed tmany. . Read more

[tems you own (9)

[tems you've rated
10)

9 Your Bargains
Your Favorites

b See more in History, Entertainment, and other Book Recammendations

Harry Fotter
and the
Sorcerers

DYD Recommendations

Casablanca
Amazon.com essential video
A truly perfect movie, the 1942 Casablanea stil wows viewers today, and for good reason
Tts unique story of a love triangle set agamst ternbly hugh stakes in the war agamst a monster
is sophisticated instead of ouflandish, mtriguing mstead of gansh. Humphrey Bogart plays the
allegedly... Read more

Electronics

i (Widescreen
Outdoor Living o

DVYD =~ Daniel
Computer & Yiden Radcliffe

Garnes

Tools & Hardware Recommended
Authors, Artists &
Directors

b See more in Boxed Sets, Science Fiction & Fantasy, and other DYD Recommendations
Camera 8 Photo
Electronics Recommendations

More Stares Handspring Yisor Edge (Metallic Silver)

a\m&;on.wm. "7 VIEW CART | WISHLIST | (YOURACCOUNT) | HELP

U

SEE MORE Eve's Gold Box

STORES

FRIENDS &
FAVORITES

Browse: |Baoks v @

CAMERA
EPHOTO
THE PAGE
YOU MADE

YOUR FAVORITE
STORES

Search All Products: @

All Products hd

@ Hello, Eve. Explore today's featured recommendations. (1f yeu're not Eve, dlick here.)

¥ .
RECOMMENDATIONS LG

WELCOME TO

Improve Your
Your Recommendations

Recommendations

Are recommended
items not quite on
target? Tell us more
about your interests:

Your Recommendations

Ultrasaucer Entertainer

Editorial Review

This saucer is the ultimate stationary exercise and entertainment center. From 4 months
onwards, babies can safely swivel, bounce, rock, and play to their hearts' delight while
stirmulating therr developmg senses and conditioning leg muscles in preparation for
standing and walking, This delixe .. Read more

RECOMMENDATIONS

All Products

All Bargains
All Used

't [tems you own (4)

[tems you've rated (4)

9 Your Bargains

Your Favorites b See more in For Moms, Layette, and other Your Recommendations Braveheart

DVYD ~ Mal
Gibsan

Books
Book Recommendations

Stupid White Men ...and Other Sorry Excuses for the State of the

Nation!

LOOK INSIDE! Amazon.com
Stupid White Men, Michael Moore's screed agamst "Thief-in-Chief' George Bush's
power elite, hit No. 1at Amazon com within days of publication. Why? It's as filmmating
and crammed with infuriating facts as any right-wing bestseller, as irreverent as The Onion,
and as noistly entertaming as a.. Read more

Kitchen & Housewares

Recommended
Authors, Artists &

More Stores Directors

Carnera 8 Photo

Computer & Yiden
Games

D¥D

Electronics

@ Alton Brown

} See mare in Audio COs, Home & Garden, and other Book Recommendations
o I Just Here for

Magazine Recommendations the Fond =

|1 rrtemet
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o Communication refers to the

o Dimensions of Communication

> . One-way
—e.g., mass mailing, FAQ, e-mail newsletters, content-
update reminders, broadcast events

> - Two-way communication between the
organization and a user —e.g., , customer
service, user input
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o Communication Archetypes

> User: Site messages are
announcements that users receive without needing to respond

> - Site messages are
invitations to users to submit their comments and responses

> User: User receives
personalized messages to address specific interests or needs
without a need to respond

> - User responds to
personalized messages sent by the site
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3 Chat Window - Microsoft Internet Explorer E] [z

Merchant: VWelcome to our Wine store.

Customer: |'would like to purchase a case of good red tahle
wine, | aminterested in trying a Spanish Rioja.

Merchant: Great, | would suggest the Margués de Riscal
Red '98, $13.99/bottle $151.10/case.

Customer: Sounds excellent, ary other suggestions?
Merchant: Ve also have a great offer on a popular red

tahle wine from Chile. Click here for more information.

Concha y Toro,
Casillero del Diablo Meriot '00

Sale Price!
$9.99/bottle $107.90/case

HOW CAN
| HELP YOU?

powerad by
‘LivePerson

| will check the link now. Thanks for your help.
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o Connection is the degree to

sites

o Dimensions of Connection

>

take the the home site
and into a third-party site

take the user to that open in
the same browser window and that are framed by the home
site in some way

open up the
window while the original website stays in the background

comes from an outside supplier

=g
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Maximize Your Media

Try our newest premium Player

SUPERPESS

now with RealOne™ SuperPass.

The free trial includes:

.. growndbreaking media
player” - CNET.com
Bec. 4, 2004

Trial termis and conditions

Maore info on Plaver Features

FealOne Player Plus, our newest premium
Player, now with TurbaPlay™

Armazing audio and brilliant full-screen video

24/7 exclusive access to CHN.com,
ABCMEWS, com, E!, FOXEportz. com & rmmore

“rou are under no obligation to buy with this
RISK-FREE trial,

If you decide to cancel after the 14-day trial,
vou'll =till be able to use the basic Player
features

# DO V/NLOA g

Free RealOne Player

ouisolrcee Cornisnt Excirmole—Rezl corr

MEW! TURBOPLAY

’.-" TurbaPlay delivers supear
i fast wideo playback, vou
click, It plays, That fast,

Click_here for More Info

Ty It Now - FREE

LIVE MLE GAMES
Listen to live MLE garmes
all season long whether

you're at home, at waork or
on the road,

Ty It Now - FREE
AD-FREE MUSIC RADIO

Jurnp genres and tune into

wour mood with high-

quality music radio

stations,

Ty It MNow - FREE

Swstern Reguirerments

Also playing in RealOne SuperPass... the best shows, the latest news and more.

Get exclusive access to the web's premier pragramming, all within your RealZne Player Plus,
It's easy! With RealOne SuperPass, you'll see mare and do mare,

SPORTS

Get into the action with exdusive
access to NASCAR.com,
FOXSports.com, MLB.com, and
NBA.com T¥.

“rou'll get daily highlights,
commentaries, updated scores and

more with Reallne SuperPass,

Ty It Now - FREE

Stay on top of the news with
ABCMEWS.com, CNM.com, Wall Street
Journal, The Weather Channel, CNET,
and On24,

Bring the latest news and information
right to your desktop.

Tiy It Mow - FREE

ENTERTAINMENT
Ernjoy hours of entertainrment with EY
Entertainment, All Food, The Aninal

Channel, MediaBay and rmore!

with RealOne SuperPass, you'll always
get your entertainment fix 2447,

Try It Now - FREE




Corinsctions Classificaiiors

(72

> . Provides almost exclusively site-
generated content with very few links to other sites

> Provides a combination of site-generated
content and selective links to sites of related interests

> . Consists almost exclusively of links to a
large number of other sites
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Q-0 NROGLXeO

"War Plans on Desk'
CER with TE EILAN

Bomb Blast at Israel Fuel Depot,
But Major Explesion Is Averted
i g

»> CLICK HERE
FEATURES

B JBA

nal

REGION

City Residents Logging

Longer Commutes

N.Y. REGION

aeda Tip Spurred Alert in

POLITICS

3 Democrats Join Senate
Panel In Approving a
Criticized Judge

EDITORIAL 5/0P-ED
* Herbert: All or Nothing ?
+ Safire: Testing Putin on Iran

TODAY
TOMORROW
TOYOTA

IIHEIIEIH!I!EIIE!I

IN CIRCUITS
Digital

Photography
o iil a -

5-33
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on Industry meessional's FIrst Stop!|

Industy News and Information Comprehensive Database of MP /TV Links
Crew-List.net Auctions +
WeatherCasts ScreenWriters' Exchange

Travel Center Discussion Board
Interviews chat

and much more!

This page will automatically transfer in 30 seconds.

@ Go Straight 2
‘ CrewHL‘ist.net

IndustryCentral is FREE to its visitors!
We are supported by Motion Picture and Television Industry Sponsorship Banners.
Please give our sponsors a visit while you are here.

Best viewed with

Intemet
Explorer | ﬂ

Microsoft Internet Explorer 3.0+
600x800) Screen Resolution
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SEE MORE
VOTE NOW

- Real Estate - &
i - Groups,

4% Yahoo! Autos R
Features Tools
- -Newr

Business & Economy Recreation ports
. Fi in . s, Tt

talph Lauren C

Computers & Internet Reference 3 ailable in
In

Broadcast Events
ith - Eminem
Inside Yahoo!
. B

Society & Culture
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o Commerce refers to the sale of goods, products
or services on the site.

a Dimensions of Commerce

» Functional tools that are the commerce-enabling
features of a website

*Registration

*Shopping Cart «Configuration
Technology

*Security *Order Tracking

*Credit-Card Approval *Delivery Options

*One-Click Shopping
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o Commerce Classifications:

» LoWw: the ability to process transactions, but with few of
the tools that enable e-commerce

» Medium. no need for all the commerce bells and
whistles — contain financial transactions as a necessary
feature but not as their main purpose

» High: fully equipped with all or almost all the functional
tools that enable e-commerce
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Context Aesthetically Functllonally Integrated
dominant dominant
Content Product-dominant Inform_atlon- Service- dominant
dominant
Nonexistent Limited Strong

Customization Generic Moderqtely Highly customized
customized

One-to-many;, SR One-to-one,

many, : One-to-one,

nonresponding :
user responding user

Communication [Ealelalg:s]slelalellgle!

respondin
user P J

user

Destination Hub Portal




Foot Locker (wuww.fooilocker, corr)

Aestheticall '

Context esthetically Functl_onally Integrated
dominant dominant

Content Product-dominant BRlgi{elfatk-1ile1aEe leYatllak=1als Service-dominant

Customization AR, Highly customized
customized

One-to-many, One-to-many, One-to-one,
Communication el slelple il BT oleolilo/lae M nonresponding
user user user

Commerce Low Medium »

One-to-one,
responding user




Cool Runnire) (wuwws.coolruriririe).¢orri)
ominant dominant
Product- Information : :
dominant -dominant SEIOS= R AET!

L : Moderately : :
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