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Combining the promise of the internet with
the mobility of wireless communications
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Mobile Information -

Using Mobile Devices to Connect
with Your Consumers

© i2SMS — May 18th, 2009
Giff Gfroerer,
President i2SMS North America
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" i2SMS 2-Way SMS Since 2001

I2SMS pioneered 2-Way SMS as a new mobile communications
tool to leverage their client's customer relationships through
building live 2-Way B2C connections that are available anywhere,
anytime. i2SMS’s clients include airports, financial institutions,
utilities, credit agencies, cell phone manufacturers, marketing
organizations, and IT companies - all who have benefitted by
adding 2-Way SMS to their business models.

Giff Gfroerer is active in the Technology Association of Georgia,
the Wireless Technology Forum, contributor for the University of
Oxford Next Generation Mobile Applications Panel, consultant,
speaker and author for the ATMIA Mobile Phone Banking Security
Committee, presenter for Chartwell in the utility CRM market,
consultant to the CDC and the World Health Organization, and has
taught both graduate and undergraduate marketing and business
classes at American Intercontinental University in Atlanta, Georgia.
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~# Customer Satisfaction

“A company’s basic asset is its
relationship with its customers.”

- Claes Fornell, Director of the American Customer Sa  tisfaction

Index at the University of Michigan.

A Syntel Survey of Fortune 1000 IT SYNLEL:,
Executives found 56% Believe Improving
Customer Satisfaction Is At the Front of

Driving Innovation in Their Company
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There Is a Clear Relationship Between

4 Customer Satisfaction & Loyalty

According to Accenture

B Superior Customer Service is one of the Hallmarks
of High Performance Companies

B To Insure Repeat Business & Strong Customer
Loyalty, services Must Exceed the Industry Norm

§ Companies that foster a high degree of customer
loyalty through customer service ultimately see
results in stronger financial performance  for the
business overall
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How do Consumers see

4 Customer Satisfaction & Loyalty

Accenture’s Study on Customer Service m

B 75% of corporate executives believed their
customer service and support were moderately
high to extremely high

B 57% of consumers described themselves as
upset when they accessed customer service
channels and only 37% believed companies top
priorities were to increase self help capabilities

B 61% of consumers believe technology has not
Improved the service they receive from
corporations
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@ According to JD Power, 78% of all
customer transactions still take place
over the telephone

§ According to Chartwell, only 26% of all
calls originating in IVR systems are @ Chartwell
completed within the IVR system

§ According to Forrester Research,
Customer Satisfaction Levels with
Interactive Voice Response Systems @
Fall in the 10% Range
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¢ Mobile Technologies
PE/INTERNET

PEW INTERMET & AMERICAN LIFE PROJECT

Technologies Consumers Believe They Need Most

2002 2007
1)Landline Phone 1)Cell Phone
2)Television 2)Internet
3)Internet 3)Television
4)Cell Phone 4)Landline Phone
5)Email 5)Email
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. Cell Only Homes
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20.2% of U.S. homes, or 1/6, are now cell

only.
An additional 14.5 percent of U.S.
households have landlines but get all or 'I
nearly all calls on their cells, the survey ",
showed. Taken together, that means e el
over One Third of all US Households monTRen e mRevE——EE
are essentially reachable only on their
wireless phones.
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Putting the Mobile Phone
Into Global Context

Current World Population is 6.7 Billion

Cell

1.7 Billion Credit Card Holders
1.5 Billion Television Sets

1.4 Billion Internet Users

1.2 Billion Landline Phones
1.0 Billion Personal Computers

850 Million Registered Automobiles
480 Million Total Circulation of Daily Newspapers Worldwide

Phone Subscribers: 4.1 Billion

Almost 3 times the number of Internet Users
More than twice the number of credit card holders

3.1 Billion are unique users
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§ Current US Population:
306 Million

B Cell Phone Subscribers:
276 Million

B 241 Million are Unique
Users

B 80% of the US population

§ Three times the number
of iIPods Worldwide

*Figures:
Chetan Sharma Consulting
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4 CRM and Mobile Access

ya n k@ the global connectivity experts™

grou

“Although email has been the first mover among mobile
applications, it is not viewed as the most strategic application for
mobility. Survey respondents indicate that CRM and service-and-
support applications, as well as mobile access to productivity suites,
are seen as more strategically important to their businesses.” -
Eugene Signorini, VP of Enterprise Research, The Yankee Group

* Blackberry Worldwide User Base = 25 Million / 0.6%
* IPhone Worldwide User Base = 19 Million / 0.45%
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65% of Americans Text Message

*Brightkite

SMS Messages Sent Per Day Per

Subscription The United States
Used To Track
Other Countries in
Exceptional SMS
Growth, Such as

16
14
12
10

6
: the UK, with a 2
. 1/2 Year Lag.
2003 2004 200? 2006 2007 2008  2009Q1 However, as of
= United States 500/2009 ChetanSharma 2009 the U.S. Has
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Pulled Ahead!
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SMS

(Short Message Service)

Over the Past two years text messages sent m I m E m
and received have increased by a staggering
450 percent.

Total SMS Messages Sent in
the United States in Billions

100 -
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P A A r 4

Billion
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2001 2002 2003 2003 2004 2005 2006 2007 2008
*BSource CTIA
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... SMS Messages Are Read

mda

The Mobile Experience Is: Mabie Data Associafion

B 92% of Americans Take Their Cell Phones Everywhere They Go
B 44% of Americans Take Their Cell Phones to Bed With Them
B 94% of Messages Are Read

Not

SMS
Read

6%
|
| Read
94% '
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SMS Is Imbued With a

% Sense of Immediacy

- Messages are Read Within 5 Minutes and mdzg
Responded to Within 15 minutes on Average

Open/Respond Rates in Minutes of SMS & Email

880 B Email

Minutes 7,,
Time To Open Emails and SMS
Respond 0 in minutes

sMS Opened With i

500 1000 1500 2000 2500 3000 3500
Time In Minutes
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SMS Traffic Continues To Greatly

4 Exceed Predictions

“If there was one message this report should get ac ross it is this: SMS continues to
be a phenomenal success as the cheapest, quickest and easiest to use formo  f
peer-to-peer mobile communication.”

4000
3500
3000
2500
2000
1500
1000

500

SMS Messges
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RESEARCH

SMS Messaging Continues to
Greatly Exceed Predictions

/

/ ——2005 Past Forecast

I o
4{/12;’/ ={=2005-2007 Actual Figures

—d—2008 - 2012 New Forecast

2005 2006 2007 2008 2009 2010 2011 2012

Year
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Mobile I1s not a Differentiator..

4 It Is an Inevitability

“Mobile is the glue -the single touchpoint across all
media and communications.” Scott Seaborn, Head of
Mobile, Ogilvy Group.

“We are inevitably moving towards the Mobile Society,
where our mobile devices become the remote control of

our daily lives.” Alan Moore

Chgilvy Public Relations Worldwide

“Now it’s no longer just about personal mobility and A 3
staying in touch with the ones who matter; it's about ArA:
companies harnessing mobile — always-on location- )
aware multitasking devices, a built in payment channel,

and the ability to collect and transmit real-time data about

what we browse and consume.” Stanislas Chesnais,

CEOQO Netsize.
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“At I2SMS we know this new connected world will require
improved technology and infrastructure; but it will also
demand companies to re-think how they communicate
with their customers and integrate their feedback into
their own business processes at all levels.

SMS sits at the center of mobile customer relationship
management (mobile CRM). But don’t think this mobile
CRM is merely about sending text alerts; it's about
harnessing mobile technologies and messaging to
provide a true two-way relationship  with the customer
based on their preferences, preferred way of
communicating, and location.
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§ OS (Symbian, JavaME, Windows Mobile,
Linux, Palm, Brew, iPhone, & Blackberry)

§ Factory Settings or Cafeteria Selection by
Carriers

g iPhone browser won't run programs written in
Java or Flash
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__é The Mobile Web I1s Not the Internet

The Mobile Web Is About:
@ Quick Finds not Searching

¥ Quick Information not Browsing ||| &&= |
¥ Quick Views not Watching e
- @ 2

. | Baissesses

§ Quick Payments not Shopping p22-ssese.

Making Your Customer’s Life Easier by
Solving a Problem!
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_‘! Your Mobile Content?

Are You Optimized for Mobile?

# Relevant information easy to find —
spend resources on ease of navigation

§ Keep Content To A Minimum

¥ Familiar and Non-Threatening Path

@ 1t Must Appear Correctly the First Time

§ Test, Test and Re-test! (Use a full lab
of mobile devices - see what your
customers are seeing!)
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" Mobile CRM

Visiongain forecasts mobile CRM will exceed visiont
traditional CRM growth rates to account for 20% of :

total CRM revenues by 2010.

Mobile CRM is the main attraction with U.S.
businesses pegged to spend roughly $11.6
billion on mobile applications by 2012
according to 9/2008 report by Compass
Intelligence.

FI@MPASS INTELLIGENCE
1
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.Mobile is going to be the next big
Internet phenomenon. It holds the
key to greater access for
everyone - with all the benefits
that entails."

- Eric Schmidt, CEO of Google
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CRM Adoption of SMS

“We’re going to have to respond, again, to
what customers want,” Becky Merritt, director
of customer billing and payment services at
Dominion, tells Chartwell. “And from what
we’re hearing from all the conferences that
we’re attending, this Generation Y, (Mobile)
IS the way they’re going to do business in

the future. And shame on us if we're not
ready and if all we’re offering them is paper
bills and that'’s it.”

© i2SMS, LLC. 404.944.1351 www.i2sms.com
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Giff Gfroerer

President i2SMS North America
High Performance 2 Way SMS Services

giff@i2sms.com

WWW.12SMS.com

5/15/2009 Proprietary & Confidential

© i2SMS, LLC. 404.944.1351 www.i2sms.com
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Www.siteminis.com
Info@siteminis.com

Expand your online opportunities, with mobile capab

© i2SMS, LLC. 404.944.1351 www.i2sms.com
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