Representative Documents Produced by Affinion, Vertrue and Webloyalty
and cited in Staff Report For Chairman Rockefeller

Part I

L

Email from Webloyalty employee to 1800Petmeds employee (Feb. 11, 2009)
(Webloyalty Doc. 88550).

Webloyalty presentation “Revenue Continuum” (Webloyalty Doc. 27485).
Internal Vertrue e-mail (Jun. 23, 2009) (Vertrue Doc. 188778-84)
Internal Webloyalty e-mail (Oct. 21, 2008) (Webloyalty Doc. 89166-67).

E-mail from Priceline call center employee to Affinion employee (June 17, 2009)
(Affinion Doc. AFSE 04-1653-60).

Internal Webloyalty E-mail from Senior Vice President for Business Development and
Account Management to Richard Fernandes, Chief Executive Officer of Webloyalty, and
other Webloyalty employees (Aug. 25, 2003) (Webloyalty Doc. 14019).

Internal 1-800-Flowers.com email (Nov. 7, 2007) (Affinion Doc. AFSC 5-3450-54).

E-mail from Webloyalty partner employee to Webloyalty employees (Feb. 6, 2008)
(Webloyalty Doc. 95894-95).
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From: (NG [ ¢ v<bloyalty . com]
Sent: Wednesday, February 11, 2009 4:04 PM

To:

Cec:

Subject: RE: Continue Button

-,

No worries. I appreciate you reaching out to me about the issue.

Removing the "Continue" button is more than a simple cropping task and requires that we get you a
new banner altogether. We can do that but my concern is that the program performance without the
"Continue™ button will be even worse than it has been since the last change was made. With these
changes your CEO is decimating a program that delivered more than $516,000 in pure profit to you
in 2008. If you cperate your web site on a 10% net profit margin, ocur payments to you represent
over $5 million in sales revenue. Your CEO appears to be reacting to what is truly a tiny number
of complaints relative to the number of happy customers of yours who have joined our program

(over 35,000 in 2008) and did not have complaints. Is a single complaint or two worth giving up
this profitable business?

Since you have already taken the button down, can we schedule a meeting with your CEO to discuss
this issue before putting a new button up? We think there are compelling reasons to believe that
our marketing is clear and easily understood by the vast majority of consumers. Given the
conservative elements we are introducing to our marketing in the near future, we are hopeful that
your CEC might agree. I will be traveling for the next week and a half but could be in your
offices on February 26th or 27th, right after eTail. Will that work?

office - UG
Cell - USRS

From: (GINR (mailto AEEe1800petmeds.com]
Sent: Wednesday, February 11, 2009 3:33 PM
To:

Subject: Continue Button

Sorry to bother you with this, but (Nl is out, so you're the only contact I got. I need you
guys to crop out the "continue"™ button until we can get some new creative to test. CEO mandate.
I had to take the button down until we can crop out that grey "continue" button

1800PetMeds.com
v: R IET
£ (T,

CONFIDENTIAL WL-00088550
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From: ()
Sent: Tuesday, June 23, 2009 1:14 PM (GMT)

To: daptivemarketing.com>; (NN
@adaptivemarketing.com>
adaptivemarketing.com>;
adaptivemarketing. com>;
adaptivemarketing.com>; NN
adaptivemarketing.com>;
adaptivemarketing.com>;
(@adaptivemarketing. com>
Subject: Fw: Satisfaction Results to Date for Membership Center site

Attach: Open-ended Membership Center Comments on 6-22 xl sx;Suggestion Box for
Membership Center.xlsx

Ce:

@D - - oo for thought in advance of the mtg we'll be having on this...

I think the #1 priority addition is to add messaging specifically to address 'how did | get this'. For the immediate term, we
could direct visitors to a specific (new) contact us drop down selection to be used to request information/background on

how they were enrolled. These requests would be a bit labor intensive as the eCSR team would have to dig, summarize
and respond, but | think this is critical.

Second consideration is to revise the biz rule for cancels via this site to default to a refund of most recent monthly charge.
In reading the comments, it's clear that these folks are not going to walk away satisfied and many are noting intent to
escalate to banks/AG/BBB, etc. In the long run, that's going to be much more costly than the hit to revenue.

il
p— .

To:

Sent: Mon Jun 22 10:10:10 2009
Subject: Satisfaction Results to Date for Membership Center site

67% of the respondents were dissatisfied.
The good news is that only 28% of the respondents found it difficult to get their member id.

Please see the attached files of open-ended responses. These include Questions 3 and 5 below.

CONFIDENTIAL & PROPRIETARY- FOR COMMITTEE EYES ONLY VERTRUE-0118778



What was your primary reason for visiting the Membership Center site?

To find out about the
charge on my credit card
i that I did not recognize.

To find out more about
: my membership
benefits,

37

43%

To cancel the program.

To obtain my Member
| ID.

i Other, please specify
W HEsponses

i Extremely satisfied

. Satisfied

Neither satisfied nor
dissatisfied

Dissatisfied

Extremely dissatisfied

why do you say that?

View

Please rate the ease of obtaining your Member ID?

. Extremely easy

é Easy

Neither easy or difficult

. Difficult

Extremely difficult

serve you better?

CONFIDENTIAL & PROPRIETARY- FOR COMMITTEE EYES ONLY

13
21
28 :

15%
2a%
33%
o

SUGGESTION BOXAre there any additional features that you would like to see on MembershipCenter.com? How can »

VERTRUE-0118779
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From: SN Y ¢ - cbloyalty. com]

Sent: Tuesday, October 21, 2008 8:28 PM
To:

Subject: FW: scripts and changes

o (-
Sent: Tuesday, October 21, 2008 9:18 PM

To:
Subject: FW: scripts and changes

From: m21lEe R A
Sent: Tuesday, October 21, 2008 4:01 PM
To:

Subject: scripts and changes

Standard opening:

I understand, what I can do is look up the information and give vou a brief description
of what that charge/email represents and then you can tell me what you would like me to
do. May I please have the spelling of your last name and zip code?

Explanation: By eliminating I can help you with that you are acknowledging what theyv said
but not saying you will be doing what their initial request was.

By asking for the spelling of their name, it is easier to understand.
Also the spelling could be different than the pronunciation of the name.

Requesting the reason the member is canceling the membership:

Explanation: This should be asked at the end, of the call.

At least 90% of our members don't know anything about the membership and asking this
question just makes them mad. If they haven't given the reason themselves during the
call, then it would be appropriate to ask.

Also this is a iffy question even the members who are polite and calm during the call can
get wvery upset when asked.

CONFIDENTIAL WL-00089166



All COF / NCOF offers:

I would like to see (special reward) removed from the explanation of the coffer. This
promotional (or) incentive offer included access to these benefits Etc....

Member responses are usually what reward you promise a coupon for $10.00, that I never
received and charge me $12.00. What kind of reward is that?22222%

Stop Bill:

When we state "I show the last charge was on this (date)”™ most pecple do not hear this or
pay attention to what we're saying. if the charge they see is not the last charge

showing on their statement it will cause them to call us back when they get their next
statement. .

They believe we've lied to them. The usual member response is I called last month and you
promised to cancel the membership and you promised a refund and I have a credit for $$$
and you charged me again.

Then you have to explain they were looking at the previous month bank or credit card
statement. The charge was already processed.

My suggestion is ask them if that is the charge their seeing on their statement, if it is
all is good. But if it isn't you can say that charge will be on the next statement, at
least their aware of the charge and maybe it will eliminate some of the call backs.

I show the last charge was on (date) is that what your seeing. If they say ves just go on
with the stop bill. If not

Insert: this charge will appear on your next statement. They may ask for this charge back
but they probably will not be calling us back next month.

A large percentage of our calls derive from these calls. Speaking to others on the floor
they think 40% - 50% of our calls are canceled members see a new charge on their account.

I believe this would reduce our call backs by a significant amount.

CONFIDENTIAL WL-00089167



