5.10 Customer Service

What is customer service online, why is it so crucial to online success, and why is it the top complaint of online shoppers?  This is a two-part assignment. 

Assignment, Part A

Read an online article on Customer Service entitled, "Service Sells" by Jennifer Johnson, published by e-Commercebase.com.  The article is in two parts.  You'll need to read both to answer the questions.  Here's Part one of the article: http://www.ecommercebase.com/article.php3?aid=219&pid=0 

Here's Part two of the article: http://www.ecommercebase.com/article.php3?aid=219&pid=11 

Questions to Answer -- 

1. From Part 1 of the article on Customer Service, what was the unique slogan the author talks about and why did it have an impact on her? 

2. Does the author believe Customer Service in our society is improving or in need?

3. What is so important about giving your customers a way to contact you?

4. According to Part 2 of the Customer Service article by Jennifer Johnson, summarize in a few sentences what Jennifer says about reading and following up with e-mail.

5. What does Jennifer mean by offering "extras"? 

Assignment, Part B

Work in groups and research customer service issues on the Internet.  Present your findings to the class.  Research customer service information at the following web sites.  These sites are dedicated to online marketing issues. 

http://www.newslinx.com/newstopics/e_commerce_news.html 

http://www.eRetail.Net/
http://www.ecommercetimes.com
http://www.e-comit.com/
http://www.internetworldnews.com/index.htm
http://www.news.com/Categories/Index/0,3,180,00.html?st.ne.fd.mdh.cat
http://www.individual.com
http://www.businesswire.com/cgi-bin/dh.cgi
http://www.zdnet.com/intweek/filter/b2bcommerce/
http://www.internetday.com/archives/index.html
http://www.wilsonweb.com
http://www.e-buyersguide.com/
http://www.emarketer.com/enews/enews_morgue.html
http://www.zdnet.com/icom/e-business/
Your grade for this portion of the assignment will be totally based on your verbal presentation.  A written report does not need to be turned in.  However, keep in mind that your entire group needs to contribute to the content of the presentation and each member needs to be a part of the presentation.  All group members are dependent upon each other for the grade.
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