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Cancel Handling customer complaints has become a strategic concern in electronic commerce Customer Relationship Management (e-CRM). The purposes of this study are to (a) explore the major causes of customer complaints, comparing online and in-store environments, and (b) examine how customer complaints are differently perceived based on the types of service failures. The Justice Dimensions with Complaint Handling framework proposed by Tax, Brown, and Chandrashekaran (1998) are applied in this study for the classification of e-service failure types. The data were collected from online customer feedback publicized on Internet websites and the shopping log data reported by selected consumer panels. The research identified that the impact of service failure with the justice dimension affects customers' propensity to complain in the online shopping environment. Further, the study emphasizes that successful service management is the core of e-commerce customer relationship management (e-CRM). 
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A positive experience for customers and clients is key to customer retention and to gaining a competitive advantage. This month's Editor's Picks focus on gathering customer feedback to improve products and services and tips for providing excellent service. The articles also highlight the customer service convictions of two well-known businesses - the Ritz Carlton Central Park Hotel and Virgin Atlantic Airlines.
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A consistent marketing message helps drive success, but traditional advertising may be too expensive for many small companies struggling to survive. June's Editor's Picks look at less expensive ways to connect with customers, such as establishing an online presence through social networking or considering search engine advertising.
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