On line Consumer Complaints:  Task Sheet
1. Read Badaracco, J.L. & Useem, J.V. (1997) The Internet, Intel and the Vigilante Stakeholder, Business Ethics A European Review, Vol 6, No 1, pp18-29.

· What is their advice to Intel on managing online criticisms? 

· You might utilize “Disaster Management “models from Public Relations textbooks, if you were focusing on this sort of case for an assignment or dissertation. 

· It is a dated article but compare it with the more recent ones to see if companies are taking advice or learning from their mistakes.

1. Read Warren, C. (2011) Damage Control, AA.COM/AMERICANWAY, American Way, Issue 1 April 2012 . pp 38-39
http://www.americanwaymag.com/revinate-tripadvisor-bellagio-hotel (Accessed 12 May 2012)
· Why are consumers very keen to adopt review sites and feedback for hotels and holiday purchases? How do such sites serve consumers and service providers? 

· Is there a conflict of interest? Is there scope for corruption? See links to www.revinate.com, quoted in the article. Please note the only feedback was from Revinate itself. 

· Also note the source. This article comes close to being an infomercial. What does it mean for VALIDITY and RELIABILITY of the source?

2. Read Tripp, M.T. & Gregoire, Y. (2011) When Unhappy Customers Strike Back on the Internet, Sloan Management Review, Spring, pp 37-44.
· Why should this be a trustworthy source?

· Why do they say customers complain in a way which costs organizations so much?

· Can you apply their”Organizing matrix” to a case or company you have studied?
· How have they evolved their ideas from their research?

· How can companies adopt their recommendations?
3. See sources on Cyber bullying and Online customer complaints

· Make a case for the “Internet creates a complainer’s paradise”.

· Make a case for the “Internet allows customers parity of power to complain against powerful corporations who give poor service quality”.

· Collect other forms of complaint sites and “Rate my…” sites to evaluate whether your arguments vary with different sites and different industries eg low cost consumer goods to public sector core services.

