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The Business of Internet Marketing
Past | Present | Future




Services Marketplace Evolution:
Pre-Internet Marketing

Let’s go back in the time machine to 1999:
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Services Marketplace Evolution:

Pre-Internet Marketing
=

Homogenous

It was difficult for them to differentiate their
experience, expertise and reliability.

Static

There was inherent inefficiency because they couldn’t
turn off the consumer demand when they were busy.

t,r |2
%,f Broadcast

, / ' They would receive leads outside their defined coverage.
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Services Marketplace Evolution:
Pre-Internet Marketing
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Services Marketplace Evolution:
Pre-Internet Marketing

“Does great work...”
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Services Marketplace Evolution

Eddie, like most electricians, has the following characteristics:

75% have less thar Tyapioresg reat work...”

35% spend less the

60% do not have a
imagine the numbe

79% are noaxdvert
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Services Marketplace Evolution:
Early Internet Marketing 1999 - 2003

Online Advertising Innovations — 1999 to 2003

Ratings & Reviews

Rating:

***** Review: “Had a good experience.
They worked very hard in getting

the right color of mortar for the
different areas of my house...”
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Services Marketplace Evolution:
Early Internet Marketing 1999-2003

Dynamic Ad Spend

mon

OD O OO SI'ED - &K 3}
el Krause Construction
ereyl?  SorviceMagic Scroened & Approved
Get Matched to Now receive
25 Top-Rated Home Pros! 30% off
ﬁ\ Choose From Over 500 Home Projects Handyman Services*

home

services offered
about us
customer ratings
project portfolio
screening

our community

129 Eltn Street
Denver, CO 80220

CALL US TODAY
(303) 323-0721*

Krause Construction

.

Select a Project Below or Call Us Today!

Services (ffered

= Basement - Remodel
* Kitchen - Remadel

unigque, enduring remode ling sohations

In Business Since: 1997
Offering dezignbuild and general
contracting services to enhance the

beauty, value and comfort of your home. k r il " H {l
Wi have the resounces to take your l -

AAGATRUAEIAL

(303) 323-0T21"

(303) 323-0721*

Customer Ratings
HKrause Construction

Rating: ¥ o W W W

Prowvided By: Jamie .
City: Denver

Prisject: Bazement - Remodal

Gary finished my bazement 4-6
weeks faster than anwone elze
guoted, along with hawing a
loweer price. He alzo finished

ahead of schedule zo that | could L
P I e e A R r Lt ¥

&
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Services Marketplace Evolution:

Internet Marketing Growth 2007 - 2012

s

Global Interactive Advertising

4 $147B

~

20.8%
CAGR
$US Billions $45 $147
J
g

US Search Market

# 306B

16-2‘;{) Searches

2007 2012
Billions of Searches 142.2 306.2

10

Source: Kelsey/BIA
CAGR updated Feb. 2008

s

US Search Market

A $27.7B

23.8%
CAGR

$US Billions

2007 2012

$9.5 $27.7

Searches per user/per month 56 108

US Search Market

# 108

14% Per mo./user

CAGR
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Demand for Home Improvement Queries is Growing

YoY Demand in Queries 2007-2010 (June)

Queries Index

- Queries are Growing

. /\JJ*/\//‘/\rJ\\/\vh;\/___/ _ﬁ ; /O
N 1
* 2010
2008 2009 YTD

% Change YoY 10% 25% 7%

p
e CPCs are Increasing
W
“-
N ‘
o
_-—’f
hind -__“h-_ﬂ—f‘_“—'—ﬁ—m_i——u—/;ﬂv_ﬂ_f T 8 %
—008 I
O - T
2010

5050 - 2008 2009 YTD*

Avg. CPC $1.46 $1.83 $2.15
$000 % Change YoY 29% 26% 18%

fan Feb  Wfar Apr  May  Jun Jul Aug Sep Ot Mov Dec

o

11 Source: Google Custom Category Trending — ServiceMagic Home Improvement Terms | Jan 2007 — Aug 2010 *CPC Data through June 2010
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Home Services/Trade Businesses Late Adopters Online

Home Services/Trade Businesses with
Websites or Homepages

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Source: Kelsey/BIA Local Commerce Monitor Wave Xl August 2009; Wave XII August 2008.
(Sample for each Super-Vertical approximately 300.)

[0)
613062.3% 04 "%%1 au 63.29465.2%

m \Wave XII (Aug. 08)
= Wave XIII (Aug. 09)

All SMBs Financial Home/Trade Professional
Services Services Services

"]
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Home Services/Trade Businesses Late Adopters Online

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%
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Usage of Specialized Online
Vertical Directories: Home/Trade
Services

® Not Sure

Not Aware of Them

48% L
Yes, but don't
Advertise in Them
H Yes, and Advertise in
Them
40% 45%
0

Wave XII (Aug. 2008) Wave XIlll (Aug. 2009)

Source: Kelsey/BIA Local Commerce Monitor Wave Xl August 2009; Wave XII August 2008.
(Sample for each Super-Vertical approximately 300.) - servicemagliCu



Services Marketplace Evolution:
How is it working?

Early Innovation Led to:

1) Greater transparency in advertising results.

2) Better matching between the right consumer and right pro

This was good, but not GREAT

A nservicemagliCua
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Services Marketplace Evolution:
How is it working?

Advertisers want more and expect more.

They’re saying “Show me the money.”

A BservicemaglCum
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Services Marketplace Evolution:
How is it working?

consumers:

Give me choice, but also
make It easy for me.

A nservicemagliCua
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Services Marketplace Evolution:
Consumer Behavior

Consumers take longer to make decisions

How has the Internet affected homeowner’s buying
habits? (Choose all that apply)

® | have seen no change in buying habits

= Homeowners make quicker decisions because the
Internet provides good information

® The Internet is delaying buying decisions as
homeowners spend more time researching their
options

Homeowners are buying materials directly that | used
to supply

*Source: ServiceMagic Home Remodeling & Repair Index Service Professional Sentiment

Survey. October 2010
A nservicemagliCua
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Services Marketplace Evolution:
Consumer Behavior

Consumers have different timelines for

making hiring decisions

Compiled Lead Generation Studies

60%

40%
20% -

0%

% Ready to Buy

m 3 Months ®6 Months =12 Months

*Source: B2B marketing consulting firm, Kern Organization, 2009.

« SerVICemag |C.zom



Services Marketplace Evolution:
Service Pro Behavior

Service Professional Follow-up Doesn’t Match
Consumer Buying Cycles

How often do you or your company
typically follow-up with leads?

Other B

Do not follow-up 6%

Regular /ongoing marketing 11%

30 days later 6%

20%

One or two weeks later

Multiple times in the first week 54%

Once in the first week 8%

*Source: ServiceMagic Service Professional Survey. August 2009 L LservicemagiC..



Services Marketplace Evolution
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Services Marketplace Evolution:

What's next?
D Linked [T},

Latest Mews

iy b o]
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growth

INn mobile search
from 2008 to 2010




Mobile > Desktop Internet Users Within 5 Years

Global Mobile vs. Desktop Internet User Projection, 2007 — 2015E
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Services Marketplace Evolution

24

L AT&T 3G 11:12 AM

'Hde Booking Successful

yurupero Serra Py
Gardana Or

B peygenRy o0 N

k)
D De AnZa
Collage

Calabazas

Cancel Taxi Pay

servicemagdiC.



25

Services Marketplace Evolution:
Summary

 Early Internet Marketing Innovation brought increased efficiency and
transparency for both small business advertisers and consumers

» Local search is growing, service pros are late online adopters
» Both advertisers and consumers want more from internet platforms
« Consumer buying habits have changed
Future Innovations
 Getting further down the purchase funnel to improving connectivity and

booking jobs

« Streamlining all the new internet marketing options and social networks
* Mobile is the next “big thing”

servicemagIC..
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Services Marketplace Evolution:
What'’s next from Google?

Search | Advanced Search

G(_)L_ )8[[3 cosmetic dentists baltimore

Web [# Show options... Results 1- 10 of about 643,000

Sponsared Links
Get the smile you always wanted. Knowledgeable, experienced dentist.

Top Cosmetic Dentist

wearwy, cosmeticdentistbaltimore com

Cosmetic Dentistry

weanyy, OldTownDentist.corn Do Mot Risk Damaging Your Smilel Use Dc's Top Cosmetic Dentist

Cosmetic Dentists

weary. robertjacobsondds. com  We Beliewe Healthy Smiles And Confidence Go Hand In Hand.

Local business results for cosmetic dentists near Baltimore, MD

Google 7-Pack
2009-2010

— | ocal results from Google

<«

Cockeysville Loch Baven ANGEL DEMTAL CARE
Wathington Reservair Park wwy angeldentalcare. com - (410) 7470077 - B reviews
Kir
Mays  Lutherville-Timanium @ Dr. Garcia General and Cosmetic Dentistr

s Chapel Qt'amp'm

Pefgy Hall
@.\.} s Towsan
Pikesile ey Parkville

wanwy. drgarciadds. com - (4107 837-0304 - 1 review

Cosmetic & Implant Dentistry of Maryland
vy, fioweardrothschilddds, com - (410) 802-8100 - [vore

@ Overlea - Rossvill Welzel Alexandra DMD, K. Michael Murphy DDS and Associates
Lochearn Middle smiledds. dentistryonline corn - (410) 235-1233 - 1 review
Woodlawn Rosedale Q‘
Essex Saber Dental Care

9

maps.google.com - (410) 242-6012 - ore

Q’% Baltimory Cﬂ.
nevie . PGD
Y Arbum@;'

White hMarsh Family Dentistry

Dundalk v whitemarshdental. com - (410) 931-7133 - Mare
Edgemd

(L:’ Brooklyn (-_j;:j Eugene MeCallum DDS: Family and Cosmetic Dentj
Elkndgs Rark maps.google.com - (10) 276-4455 - [ore
e ool oy o datag‘ggﬂr; Googe| ¥ Idore results near Baltimore, MD »

Cosmetic Dentistry - Serving Baltimore Owings Mills Pikesvwille ...
Cosmetic and Advanced Dentistry at 866-943-1692 has with the ability to correct any
imperfection. Dr. Ed Lazer and Dr. Marshall Madow provide the expertize ...

wewwy. cosmeticdentisthaltimore. com/ - Cached - Similar

Towson WD Dentist Christopher P. Toomey, DOS - Extreme Makeover ...
Towson MD Maryland Dentist offering Extreme Makeover Cosmetic Dentistry Weneers
Bleaching Whitening Bonding Caps Crowns Implants near Baltimore, MD.

wewnwy. drtoormey. cormd - Cached - Sirnilar

/Mostly Local results from web

1*)]
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Services Marketplace Evolution:

What's next from Google?
GO:»gle

*§ Everything
¥ Places
| More

remodeler in denver

About 551,000 results (0.21 seconds)

@ Home Remodeling Experts
www.1800Contractor.com

@ Home Remodeling Experts
www_ServiceMagic.com  Top Home Remodelers & Designers. Get Free Estimates Today!

Englewood, CO

«) Change location (@ Littleton Basements

www.ObrienConstructionDenver.com

*| Show search tools
Showing results for remedeling denver. Search instead for remodeler in denver

@) Creative Remodeling. Inc. | Denver, CO

Creative Remodeling is a professional. award-winning remedeling company with an
experienced team of experts in craftsmanship. design and construction.

WWwW creatl»eremndelmghome com/ - Cached - Similar

5475 Leetsdale Dr # Q, Denver

(303) 333-3401

insiderpages.com (1)

@ Classic Homeworks - Denver Remodel - Additions. Pop Tops, Kitchens ...
Classic Homeworks is an award-winning, full senice design/build residential remodeler of older
homes located in Denver, Colorado.
www.classichomeworks.com/ - Cached - Similar

3430 East 12th Avenue, Denver

(303) 722-3000

insiderpages.com (1)

) Kreative Kitchens And Baths

kitchen remodel denver kitchen designers denver.denver kitchen, kitchen cabinets
denver kitchens denver kitchen remodeling denver kitchen bath denver kitchen ...
W Vreali»ePitchensandhaths com/ - Cached - Similar

1100 Santa Fe Drive, Denver
(303) 572-2252
|| insiderpages.com (2)

@ Q'Brien Construction Denver Bathroom Remodeling Contractor ...

Denver bathroom remodeling contractor provides bath renovation, bathroom flooring and bath
tiles to homeowners in Colorado.

WWW DhrlenconstrLlctlondenver com/ - Cached - Similar

1353 Elm ST, Denver

(303) 506-1262

)Remodeling Bathroom Kitchen Basement Finishing
Remodeling bathroom and kitchen, basement finishing in Denver CO. ..
LLC, semning the following areas in Colorado - Arvada, Boulder, ...
www.vistaremodeling.com/ - Cached - Similar

A [ IR | 270N Fact laffarcnn Aua #371064 Nanuar

. Vista Remodeling

28

Find Five-Star Rated Remodelers Backed By Our Senice Guarantee!

Bedrooms, Baths, Play Rooms Call today to transform your space

Search

Advanced search

1 review

1 review

Place page

2 reviews

Place page

Place page

D rosnoe

TS 9

:;ﬂé'ns‘t:;'k% gdmaz;n me:;ﬁi Google P|aCGS
o, = October 2010

é)w
Ehewater 3

&‘éo%

8% °%°§<» 9
lg%@a d §

Cherry

Bow reenwood OB g me
Village .3
: getnr&)‘p Ly

s..wa-ta&fa&&m

Mostly Local results
from web

enver Remodeler
Find local remodeling contractors
in the Denver area.
www.DexKnows.com

) Remodelers in Your Area
Licensed. Professional Remodelers
Get Multiple Free Quotes Instantly!
RM.Networx.com/Remodelers
Denver, CO

(©)Remodeling By Rinato
Residential Remodelin
Serving Metro De

www.re

Links to reviews and
Google Place Page

goyrinato.com
vans Ave. Denver. CO 80223

Loveland Plumbers
Family owned and operated
23 Years in Morthern Colorado
www.sancoplumbing.com

@ Remodeling in Denver
Reliable quality bathroom, kitchen,
basement remodeling
www.AmberRemodelingLlc.com
Denver, CO

& Compare Local Confractors
Post Your Home Project Free & Get
Bids From Local Contractors Today!
www.BidClerk.com

@ Contractor

| neal arneral contractor Free

1*)]
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Services Marketplace Evolution:
What'’s next from Google?

Web Images Videos Maps MNews Shopping Gmail more v

Gogjgle Maps  remodeling denver

Search Maps ‘ Show search options

Get Directions My Maps

Kreative Kitchens & Baths
1100 Santa Fe Drive, Denver, CO 80204
(303) 572-2252

kreativekitchensandbaths .com

2 reviews

Directions Search nearby morev

Categories: Kitchen Remodeler, Countertop Store, Senvices - Home Remaodeling...,

Hours: Today Closed
Transit: 10th & Osage Station (0.4 mi)

Edit this place - o Owner-verified listing

Print | &= Email == Link

2 Colorado of

|

From the owner <

Full service kitchen and bath shop. We offer design, cabinetry, countertops, flooring and construction services. We offer over

40 years of combined design expierence. "From Start to Finish” - From the owner

Details

Services: Customizing, ...

Room: Bathroom Cabinets, Bathroom Countertops, Kitchen

Cabinets, Kitchen Countertops

Granite: Santa Cecelia, Uba Tuba, Verde Butterfly
Business owner, dexknows.com

More details »

Photos

From the owner

From the owner

More photos »

Reviews from around the web

[ insiderpages.com - 2 reviews
ey

From the owner

Email: KreativeKitchens@gmail.com
Cabinet Brands: Mastercraft Cabinets
Free Estimate Provided: In Home Senices

Report inappropriate photo

"Painless Remodel The installation of new cabinets, countertops and flooring has given me the updated, modern kitchen |
wanted. The Kreative Kitchens team met my schedule and budget and cleaned up the work area at the end of each day. This

made my kitchen ..." - Roberta G. - Apr 4, 2009

* o e
Minth Strest ..n:\aennnr‘
3 Historic Park e w o™ e
W 14th Ave
(o]
13th Ave Denver At
* Museum
Lincoln Park| = o e
5 g2
Lincoln Park 3 ¢ z gs
i
22l [\l e
2 o *S-%
g, Google Map dstaliRid Google, Sanbom

Sponsored Links

Cabinet Refacing Colorado
Save 30% to 50% on Cabing

www.BathProsAndRemodeling.com

Buy Kitchen Lighting

Huge Selection of Stylish Lighting
For The Kitchen. Free Ship Deals!
LampsPlus.com/Kitchen-Lighting

Denver Coupons

1 ridiculously huge coupon a day.
It's like doing Denver at 90% offl
www.Groupon.com/Denver

Related Maps

—_
& Tr|n|}y G.Ia§s Products

By Andrew

Location map of retailers for Trinity Glass

Google Places
October 2010

Photos and source

Links to reviews
online

=
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Services Marketplace Evolution:
Economic Downturn & Internet Influences

Consumers are more savvy & price sensitive

With the downturn in the economy, what changes
have you seen in homeowner’s buying habits?

® Homeowners are actively seeking more prices

E Homeowners are sharing prices between service
providers to drive down estimates

® Homeowners are speaking to more service
providers

Homeowners are taking longer to make a decision

mENot changed

*Source: ServiceMagic Home Remodeling & Repair Index Service Professional Sentiment

Survey. October 2010
A BservicemaglCum
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Services Marketplace Evolution:
Economic Downturn & Internet Influences

How are the new buying habits of consumers
changing the way you do business?

® | have adopted online new marketing practices

® | have become much more diligent regarding
pricing and defending my estimates

H | have had to lower my estimates to remain
competitive

| have increased the amount | spend on advertising

B | have not changed the way | do business

I now have to offer more product and pricing
options

*Source: ServiceMagic Home Remodeling & Repair Index Service Professional Sentiment

Survey. October 2010
A BservicemaglCum



Services Marketplace Evolution:
Areas for improvement/innovation

Communication Technology &
Lead Management Disconnects

100% Web-Based Leads
96% of Professionals respond via PHONE*

55% of Professionals respond via EMAIL*

*Source: ServiceMagic Service Professional Survey. August 2009 A AservicemagiC.m
32



Services Marketplace Evolution:
Areas for improvement/innovation

Today, Winning the Job is all about
RESPONSE SPEED...

» Odds of calling to contact a lead decrease by over 10
times in the 1st hour.

» The odds of contacting a lead if called in 5 minutes
versus 30 minutes drop 100 times.

.BUT

*Source: THE LEAD RESPONSE MANAGEMENT STUDY from
InsideSales.com and MIT Faculty Fellow, Professor Oldroyd. LonservicemagliCa
33



