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What Role Does User Dialog Play on Websites?

Websites have needed to interact with the online user eversince websites have existedbut this

interaction has neededto evolve and diverge depending on the role of the website and the objectives of the
user. Many useas usewebsites to simply locate a telephone number, but even this task has changed. We

now see increasingly complex local agent/branch/location search functions to help the user go directly to

the correct person. Part of the need for more sophisticated telephone searchfunctions is due to the

decreasing expectations of users obeing able to contacta live person using the main company 800

number. Another method that has servedto enhance telephone dialog isthe introduction officl i ¢ ko t o
where the user entershis or her telephone number and then schedules a calback either immediately or at

a convenient time. Click to call is best used either tohelp a user on a specifictask (immediate call back) or

to establish a relationship or connection with a local representative, in the case of complex products.
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Use of Email

Email was the first new dialog option made available by website ownersand quickly became the primary
method for usersto interact. While email is still available on most (but not all) websites, it has ceased to
maintain prominence in some industries. In high technolo gy and retail sites, especially, interactive chat
has usurpede ma irdledirs part because complex queries need greater interaction. Retail sites use chat,
as they want the customer to complete the transaction, and the objective is to solve problemsquickly
without forcing the customer to leave the pageto find the &ontact usbpage. This ftask-orientated o
approach has extended to financial services and auto insurancewebsites, which were driven initially by
innovative companies such as Geico and Progressive. Emaihas struggled as an effective dialog option
across a broad range ofwebsites, and response rates, as measured ovesix years by The Customer Respect
Group, never reached acceptable and reliable levels that would inspire great confidence in users. Less

a f g wwaHich takes pfaee svithim a dag and culminates in a

than a third of all emails resu | t
helpful and issue-closing manner.

n

@ Get a Quote - Internet Explorer provided by Dell

I:Il:li:h

|5 https://autoins5.progressivedirect.com/AutoDisplayPage.aspx?Page= % |

You'll need an open phone line to receive the call.

Phone number
(W.S. phone numbers only]}

Call Right Now |»
Right Now k
in 1 minute
in 5 minutes
Call Me
Flease note, calls will be monitored or recorded

PROGRESSIVE _

cal



There remains however, an important role for email and it must not be ignored or removed prematurely .
One great advantege of email is that the response, while needing to be timely, does not need to be
immediate. Peak loads can be spreaglcreating more predictable and cost-effective workloads. One email
trend is to move it behind a secure log-on to allow account numbers and other sensitive information to be
provided to augment customer service.
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Use of Online Chat

Chat, as mentioned previously, is often employed when it is critical to keep the user on task. Chat, like
telephone conversation, is immediate, but can be more costeffective, as the chat agent canhold multiple
simultaneous conversations. A chat agent also has the ability to direct the user to a webpaggeso he or she
acts as a concierge of sorts. The acceptability of chat varies greatly depending on the industry andte task.
The telecommunications industry sees poor take-up of chat when presented with the telephone as an
alternative. The high-technology industry has experienced much greater adoption of chat and has been
able to remove telephone access in some cases

Chat online comes in two forms. Proactive chattakes place ina pop-up provided to a userthat is perceived
to require immediate help. This might appear on a known problem area on the site, or after the user has
been idle on a screen for dong period of time or if the user has reached a critical part of the task flowsuch
as the shoppingcart. Live chat can increase interactions with customers by up to 20 percent,
JupiterResearch estimates, butcan alsoinvolve new costs. But the added revenue far outweighs the costs,
says Sam Bruni, director of customer experience at skiing and outdoor gear retailer Backcountry.com.
One additional benefit of pro active chat is that it is provided programmatically . There is never a buttonfor
the userto pressand can beoffered only when there is an agent available.
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The other and more prevalent form of chat is user-driven chat, which is an option for the user to select
when he or sheneeds help. This type of chat is often presented alongside a telephone number or
alternative contact methods.
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User Generated Content - Reviews

Beyond the telephone and chat, which are direct interaction between the user and the company, dher
methods of dialog involve levering user-generated content (UGC). Usersare encouraged to provide
content to assist in a specific task (user product reviews) or respond to specific questions (forums). Both
options can be tremendously powerful in specific circumstances. According to an e-commerce study by
Cisco Systems Interret Business Solutions Group:

9 67 percentof retailers provide a venue for customer reviews and ratings,
1 63 percent of retailers offer some form of online shop-with -a-friend feature and
1 41percent of retailers provide moderated message boards.

User reviews are proving to be important and almost an essential aspect of a websiteaccording to
research firm e-tailing group , 98% of shoppers readreviews before making a purchase and more than half
of consumers said they spent 10 minutes ormore reading reviews before deciding whether to purchase.



Customer Reviews

) amazoncom
59 Reviews
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g FrfedrddT (59 customer reviews)

Most Helpful Customer Reviews

283 of 287 people found the following review helpful:

#efcic’s Canon XSi and XS Features Comparison, August 16, 2008

By A See all my reviews

* December 7, 2008 *

When 1 originally wrote this review back in August 2008, the price of the XSi and the XS kits were the same. Back then, you would have been foolish to buy the XS kit when the
XSi offered a lot more at the same price. During the second-half of 2008, the price of the XS kit has dropped significantly. Due to the significant price difference between the
Canon Xsi kit and the Canon XS kit, I have revised this article.

The Canon EOS Rebel XS is the "little brother" of the Canon EOS Rebel XSi which means they are both almost the same camera, but the XSi has more to offer than the XS.
perhaps consider basing your buying decision on how serious you will be taking up digital SLR photography. If you firmly believe that you will take digital SLR photography very
seriously in the long run and want a solid entry-level digital SLR camera, then the Canon XSi may be a better choice for you. If price is your main concern and you are only looking
for Canon's bottom entry-level digital SLR model, then the current price of the Canon XS kit is quite worthy of a purchase consideration

Both models were released in 2008, with the Canon XSi released in April and the Canon XS released four months Iater in August. By comparison, the XS is a tr n version

of the XSi.

User Generated Content - Forums

Forums can most productively employed where evangelical users feel empowered and can play a role
helping other users creae a more active and helpful forum, hence driving more users to this support
system. Forums must be active and must be current and must contribute to the knowledge base.There
can always be adanger of forums becoming places for negativecustomer comments, but there are plenty
of independent forums that do provide a medium for the unhappy customer. The concern about negativity
inhibits many companies from employing and exploiting forums. The most prevalent use of forums is in
high technology and telecommunications support sites, including those from Dell, HP and Comcast.

(comcast.

Help & Support Forums

settings (LIS

; TGPost
| ————

Rank: Vistor
About Ranks

I | All Categories -1

v High-Speed Internet

New Users Discussions begun 2

Preview: Replies provided 0
Security and Anti-Virus Home Networking (30,869) Kudos received 0
" 0
E-Mail
Noteworthy Discussions REPLIES LATEST POST About Discussions
Internet Connection [#] Y
: 130 04-24-2005 07:39PM  Your Recent Bookmarks
DNS Information
12 03-02-2008 05:12 PM You currently do not
Comcast.net Portal Features have any Bookmarks
set.
Comcast Mobile Portal 0 11-18-2008 12:25 AM More
Personal Web Pages and Online Recent Kudos
Storage .
k ¥ Recent Solutions POSTED SOLVED You currently have not
Home Networkin .
9 wirless with hp 02-03-2009  02-06-200907:53 PM received any Kudes,
Macintosh SOLVED BY: hardrocker19s7
o s .
Alternative Operating Systems age and LAN 1P 01-31-2000  01-31-2000 08:47 PM Subscribed to
Web Browser
Hardware
100% Pure Broadband Log r with default 01-30-2009  01-30-200903:40 PM
Parental Controls > SOLVED BY: spydermike72
| ————

A See All Discussions More
(30,869) Need Help?

User Generated Content - Communities

Communities make more ambitious attempt sto utilize UGC, and they often extend well beyond the direct

products of the company. According to Chris Davies, digital marketing manageratBr i t i sh MAi r way s,
community is a fantastic opportunity to connect with existing and potential new customers. It allows a

marketeer to ffish where the fish are. A community provides a facility for users to inter act on subject

areas that arebroadly in line with the goals of the sponsor. In the case of British Airways, this is areview

of hotels, restaurants and comparisons betweenits two main destinations, London and New York.



But the risk is that a brand entering this space must have credibility, or else it can be a detrimental move
that will alienate people from the brand and the offering. The benefits of communities are not clear in
most cases as sites need constant monitoring to enmurage activity and provide moderation. High -
technology companies again lead the way but are not aloneas other companies, including All state and
Sears are putting their toe sinto the water to learn how to utilize their websiteso n c e take effyd0 fi
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Summary

I nteraction between the user and the websiteois seen a
longer are able to present the visitors with static content only. The leading industries are bringing the

website into the sales and marketing process in a much more integrated fashion and are deriving benefits

as a result in terms of greater sales, enhanced user experience or increased lead flow to the offline

channels. The goal is not to provide more contact methods, but rather to provide the user with an

experience designed to allowhim or her to complete an intended task.
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