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Customer Centered Support Design

Create a Terrific Customer Experience
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Registrar Support Touch Points

ICANN
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Contracts
Executed

Establish Accounts
& Submit Required
Documents

Financial
Requirements
(Credit App,
Payment Security,
etc.)

Demonstrate
Technical
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(Testing,
Resources
Available to Assist)

24/7 Support POC
for all issues

First Level
Troubleshooting

Escalation Mgmt.

Account Mgmt.
Issues (Billing,
Emergency
Credits, Updates,
etc.)

Subnet Mods

Feedback /
Improvements

Customer
Notifications

Reporting

+ FTP Reports:
Standard Reports:
Daily, Weekly,
Monthly

+ Registrar
Scorecards

Product
Mgmt &
Marketing

ICANN Meetings
Registrar Events
Marketing Research

Registrar
Connections

Domain Name
Industry Brief

Webinars

Marketing Funds
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Production Services * Engineers * Developers * QA * Networking

Equivalent Access
Certification

+ Code of Conduct

Certification

Independent Neutrality
Audits

Monthly Compliance
Report

Contract Compliance /
Audits

Transfer Policy Dispute
Resolution

Data Escrow Mgmt.

Liaison with ICANN

Customer Support: Available, Accurate, Advocates
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Tiered Escalation Process

Escalations are managed quickly thru all levels 24/7

Support Levels of Operation

Can’'t Solve7?
Escalate to fourth-level

Can't Solve?
Escalate to third-level

Can’'t Solve?
. Escalate to second-level
Customer Service

first-level
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Name Store Manager

+ Web based tool providing Registrars with three basic functions:

=  Management of domain names

— View products enabled for your account

— Restore domain requests

— Modify domain names

— Add domains for TV, CC, .JOBS
-  Management of Com/Net/Name Store accounts

— View Account Balance, LOCs, and posted payments/deposits
-  Management of CSR, Finance and Technical users

— Update Security Credentials

— Update User Profiles
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Registrars Have Questions

How many of my customers’ Web
sites and domain names are related
to travel? >>

<< Which domain names are registered but are
not being used for a Web site or email?

How can | find Web sites that have video content so | can
offer registrants a corresponding .tv domain name? >>



Internet Profile Service Provides Answers

+ Whatitis

- A complementary service from VeriSign to help registrars improve
registration and renewal rates

- Relevant, actionable intelligence related to Web sites and domain
names to help identify potential customers for targeted marketing
campaigns and new business opportunities

+ Key characteristics:

- Offers an innovative way for registrars to learn more about new and
existing .com, .net, .tv and .cc domain name registrations

= Helps registrars learn more about domain name and industry trends
and how their customer base compares to them

= Provides information on millions of domain names based on
analysis of hundreds of domain name and Web site attributes
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Profile of Complex Live Site Based on Attributes

Products

=
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Relevant, Actionable Intelligence

Cross-Sell and Up-Sell Rich Media Content Target customers with offers for
Campaigns corresponding domain names
and complementary services

Internationalized Domain Names

Non-resolving Domain Names

Renewal Campaigns Newly Registered Non-resolving | Get detailed data on customer
Domain Names domain names that are not
Expiring Domain Name Report resolving and less likely to be
renewed
New Registration Campaigns Vertical Insight Reports Get detailed data on customer

base compared to industry
averages and marketing tools to
reach new target audiences
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Domain Name Suggestion Service

+ Optimized list of relevant domain names

+ Suggests available domain names
- .com, .net, .tv, and .cc

+ Optional “filters”

“ Keyword{s) or
Domain name

Extension:

Include:

Filter:

Topical:

Basic:

Related:

Similar:

Max Domain Length:
Results Display Type:

Max Results:

; chnegibbs|
M com M net Mty
™ Hyphens W rumbers
7 Sensitive Content
COff T Low & Medium
C Off T Low & Medium
C off  Low © Medium
O Off T Low & Medium

|18 (Max &3 characters limit)
© Table @ Grid

20 =

Subirmit |

W cc

 High
 High
& High
 High

joegibbs X X W N
JoeRedskins Y W
Myjoegibbs
Thejoegibbs | 1 joegibbs.com registered 1000
Webjoegibbs | 2 joegibbs.tv available 965
joegibbsacing | 3 joegibbs.cc available 331
joegibbsbobdy 4 JoeRedskins.com available BOS
joegibbsmusel g JoeRedskins.net available 779
joegibbsracinf| g RedskinsGibbs.com available 760
joegibbsCnling 7 CoachGibbs.net available 755
CoachGibbs | g JoeRedskins.tv available 753
JoeGibb g RedskinsloeGibbs.com  available 749
JoeGibbsReds| 10 CoachloeGibbs.com available 738
SnyderGibbs | 11 JoeGibbsnyder.com available 738
joegibbsCentr; 12 RedskinsGibbs.net available 735
RedskinsGibby 13 JoeRedsking.cc available 728
JoeGibbssnyd 14 RedskinsloeGibbs.net  available 724
JoeGibbsnyden 15 CoachloeGibbs.net available 712
Resigns 16 JoeGibbsnyder.nat available 712
JoeCoach 17 RedskinsGibbs, ty available 709
18 snyderGibbs. com available 705
19 RedskinsloeGibbs. ty available 598
20 JoeResigns.com available 594
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Data Analyzer

+ Beta Service
+ Avalilable traffic data for Non-existing domain names

= Match domain names
= Score based on DNS traffic

+ DNS queries captured by VeriSign
+ Traffic score over:

- 1 week
« 1 month
- 3 months
= 6 months
- 1 year
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Domain Name Zone Alerts

+ Service
- Keep pace with rapid zone updates

+ Data
_ Example
- Zone File Updates mdSsum  12dfkjsdfklsdfwerawr13242dasdf
= Approximately every 5 minutes f###ﬁﬁ#%m
agg can020.ccsnet.net A
+ i i add can020.ccsnet.net A 204.124.166.98
Service Tiers add can020.ccsnet.net A 204.124.166.98
»  Standard: add can020.ccsnet.net A 204.124.1.1
_ add superhorse.com NS
— Registrars only adgl parkq[r-comtpany.com NS
. . . nsl.comstar.ne
— Facilitate administration add southernil.com NS nsl.intertek.net
. ] add southernil.com NS ns2.intertek.net
= Premium: Sdij southernil.com NS ns1.savvis.net
. : elete can020.ccsnet.net A
— Registrars & Non-registrars eleie souhertl sers

— Value-added services
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QUESTIONS + ANSWERS
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