CHAPTER 2 Internet Activities
Internet Exercise 2.1

Language Patterns  
Dialect has no boundaries—each of us speaks a unique language pattern in terms of grammar, pronunciation, and word usage. Improving writing and speaking skills becomes more feasible once everyone involved understands dialect patterns and embraces the reality of dialect. You will strengthen your skills using Standard English by building a wall—a separation—between your use of Standard and community dialects. Let’s face it, the business world gives more access to higher-level management jobs when an applicant speaks and writes “proper.”

In the past, language instruction encouraged dialect speakers to drop their dialects completely; this method did not work. In fact, it had serious repercussions on learners. It has become clear that a bi-dialectal approach allows learners a realistic opportunity to integrate more Standard English into their speaking and writing. 
Language is a system and words are used in patterns. As you work your way through this text, you will gain more control of the patterns in Standard English that give you problems, specifically verbs and pronouns. Remember, no one speaks or writes perfectly; it “ain’t” even possible—but everyone can improve with practice.  
Related Links: Dialects Online
1. 
The American Dialect Homepage: http://www.evolpub.com/Americandialects/AmDialhome.html
2.
Mary I. Berger (author of Speak Standard, Too): www.orchardbooksinc.com
3. 
American Dialect Society: http://www.americandialect.org/
4. 
Dialect Map of American English: http://www.geocities.com/Broadway/1906/dialects.html
5. 
The Organization of Dialect Diversity in North America: http://www.ling.upenn.edu/phono_atlas/ICSLP4.html
6. 
Wikipedia: Dialect: http://en.wikipedia.org/wiki/Dialect
7. 
Harvard Dialect Survey: http://hcs.harvard.edu/~golder/dialect/
8. 
The  Dialectizer:  http://www.rinkworks.com/dialect/
9. 
The  Dialect Translator: http://www.shortbus.net/dialect.html
ACTIVITY

Instructions:  Select from the list above one of the links (or use a search engine to find one of your own) to a Web site related to the study of dialect. Browse through the Web site until you find an article on dialect to examine. If you have trouble finding an appropriate article at one link, browse another. Check the article for the following issues related to style, and indicate changes you would make to improve the content of the article:
__ Limits sentence length to 10 to 22 words

__ Keeps subjects and verbs close together

__ Focuses sentence content on one main idea

__ Uses the active voice when possible

__ Uses the passive voice when appropriate

__ Uses active verbs in place of nominals

__ Uses real subjects and strong verbs

__ Avoids empty and redundant words and phases

__ Speaks in the affirmative

__ Starts with old information and lead to new information

__ Uses parallel structure

__ Keeps modifiers close to the word or words they modify

__ Uses conjunctions to show relationships

__ Bridges ideas effectively

Internet Exercise 2.2
Customer Service

Businesses have long pursued standards of service excellence as a way of conveying appreciation for their customers’ patronage. Customer support services in the form of sales clerks, customer service representatives, and support technicians add convenience to the shopping experience with the benefit to the business of increasing the chances a satisfied customer will make a repeat visit. 
Have you ever had trouble finding an item in a retail store or figuring out the process for making a return? Handling queries and complaints effectively and pleasantly, that is, with a “You” attitude—encourages customer loyalty, and helps to build stronger business relationships.

In the Internet marketplace, the end goal is the same as in the traditional business: make the experience as pleasant, safe, and efficient as possible so customers will want to return. However, the virtual environment lacks the element of face-to-face human contact that characterizes traditional shopping. 
To compensate for this disadvantage, online businesses have harnessed the benefits of the Internet—speed and convenience—and the latest in evolving technologies to expand on the concept of the “You” attitude by providing more personalized customer support services. 
The Internet is a bustling, crowded marketplace. To acquire and retain customers, a commercial Web site must make clear what is in it for them. A company’s product line can be copied; Home Depot sells essentially the same product as Lowe’s. Such companies work hard to distinguish themselves from one another, and one way they do this is through customer service. 
For example, an online merchandiser might offer a wider range of goods than competitors do. The Web site might be more user-friendly and offer customer service in two or more languages. One online retailer might offer free shipping, while another online retailer might have a return policy that’s more lenient than a competitor’s. 

Traditional retail stores encourage customers to stay and to return. They make it easy for customers to find and buy what they want. Well-designed Web sites make it easy to find items, too. But they can do more. Thanks to technology, e-commerce sites can tailor the shopping experience to each customer’s interests and needs. In terms of customer loyalty, this is an important advantage. Researchers have found that online shoppers will stick with stores that already know their names, addresses, credit card numbers, and preferences. 

Other technologies can simplify the online shopping experience in other ways. They can screen out products you are unlikely to buy based on your previous purchase history . Online bookstores can remember from your previous visit that you’re a mystery buff and suggest new titles you might like to buy. Airline sites can remember that you prefer window seats and vegetarian meals. 
Personalized customer service—dealing with every online shopper as an individual, the ultimate goal of a business with the “You” attitude as the bottom line—has helped e-commerce businesses win over consumers who once resisted shopping on the Internet. 
Other online customer support tools include:
· Frequently asked questions (FAQs). FAQs are lists of ways customers can get answers to questions. If a FAQ doesn’t answer a question, the customer is invited to communicate directly to a customer service representative by either e-mail message or telephone. 

· Personalized greetings. A popular way to personalize the online shopping experience is a greeting to a returning visitor: “Hello, Jane.” Behind this greeting is a lot of data about Jane: her address, phone number, e-mail address, age, and purchasing preferences. This allows the merchandiser to recommend products that Jane might be interested in, further personalizing the approach.

· Chat rooms. Web pages that allow online shoppers to have real-time, virtual conversations with customer service representatives can bring instantaneous assistance. After phone contacts with customer service representatives, chat rooms provide the most personal contact between an online store and its customers. 

· Message boards. Message boards are virtual bulletin boards. They permit users to scan through queries and responses from other users, add their own question or answer, and post notes on other subjects.
 

Related Links: Retail Links--Customer Service Online
1. 
Williams-Sonoma: http://www.williams-sonoma.com
2. 
eBay: http://www.ebay.com/
3. 
Amazon: http://www.amazon.com
4. 
REI: http://www.rei.com
5. 
Southwest Airlines: http://www.southwest.com
6. 
Cost Plus: http://www.costplus.com
7. 
Quicksilver: http://www.quicksilver.com
ActivitIES
1. Evaluating Customer Service Online
Situation: All-Pro Temps has been hired by EConsumer Monitor, an online business research group, to conduct evaluations of the online retail shopping experience. 

Instructions: Follow the steps below:
1. Begin by brainstorming a list of your expectations of retail Web sites as a consumer shopping online; you will later use this list to evaluate several retail Web sites. Consider the questions typical of a first- time visitor to a Web site: How do I shop here? How do I look for products? What do I need to know about the products before I buy? How do I know I can trust this merchant? As an example:

My web site expectations:

· Peronalized attention: I expect the Web sites I visit to display a “You” attitude. 

· Easy navigation: I should be able to complete my transactions on the first attempt.

· Customer Support—by phone: I expect a web site to provide a toll-free phone number so that customers can get prompt, personal assistance.

· Prompt Response to queries: I expect a response to my questions and complaints within 24 hours. 

· Prompt Delivery: I expect to receive purchases via a shipping method that allows me to check the status of their purchase.

· Order confirmation: I expect some form of notification confirming receipt of my order.
2. Evaluating Customer Service Strategies 
Instructions: Visit two or more of the retail Web site links listed above, or choose two retail links on your own, and using the list of expectations you’ve developed , evaluate the Web sites’ customer support approach.
Bonus Critical Thinking Questions

1. 
How would you order the following words in importance in relation to the online shopping experience: trust, service, convenience, and price. Consider the reasons for how you ordered the words. 

2. 
Think about the worst customer service experience you can remember, and then answer the following questions:

a. How did you feel about the experience afterward?

b. How did if affect your feelings for the business where it occurred? 

c. Did you tell others? How many? 

d. What bothers you the most when dealing with businesses?

3. 
Think about the best customer experience you can remember, and answer the following questions.

a. What set this experience apart from most other customer service experiences?  

b. Do you still do business with that company?

c. Did you share your positive experience with others? How many?

4. 
Have you ever used FAQs, chat rooms, or message boards on the Internet to solve a problem or answer a question? Which means do you prefer, and why?
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