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0O OO OO O O Unlike other services that download the video to ahard drive, Netflix's video is pure streaming
with qualityequal to a standard-definition digital television. Netflix alsorequires that consumers have an Internet
connection thatcan consistently deliver at least 2 megabits per second.Although no content is saved, users can
restart a moviewhere they left off.In contrast to Netflix, Blockbuster [ www.blockbuster.cornd offers in-store
rentals, a mail-to-home program, anddownload options. Its mail-based program provides accessto 85,000 titles.
Blockbuster customers can exchange mailedvideos for in-store videos. Blockbuster also has a streamingvideo
option that features current titles. Download rentalsgenerally cost between $1.99 and $3.99 for 24 hours of
use.Downloads can also be purchased for between $9.99 t0$20.00.1n 2008, Netflix received the top ranking in
Foresee's Top100 Online Retail Satisfaction Index (I www.foreseeresults.coinl] report. Netf]ix's ranking was a
score of 86 out of a pos-sible 100; 2008 marked the seventh straight year that itreceived the top ranking.Although
many retailers focus on the benefits of loy-alty programs in stimulating customer loyalty [ throughsavings features,
special programs to members, anddirected mailingsC] , another major benefit is the increasedinformation available
through the study of the transactionsof individual and groups of customers. The authors foundthat loyalty
programs have a substantial effect on aretailer's knowledge of customer behavior. By applyingloyalty card data,
retailers can study cross-category pur-chases, the extent to which a special buy increases overallsales, the impact of
coupons on long-term sales of a prod-uct, and so on.Retailers can also take loyalty card data and break
outcustomers into key segments. Through this process, aretailer can target each segment with different
promotionsthat are most meaningful to that segment. For example, asegment that purchases organic fresh fruits
and vegetableswould receive a very different promotion than a group thatfocuses on frozen and canned
vegetables. The authors state that a major concern with loyaltyprograms is the false assumption among retailers that
theirmost frequent customers are its most profitable customergroup. This may not be the case if this group
concentratesits purchases on a retailer's weekly specials. Retailers muststudy which of its customers are its most
profitable toaccurately determine whether profitable customers arealso loyal.
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