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Week 8 Discussion: Analyzing a Peer-Reviewed Article on Customer Service

I completed the interactive case study on handling a difficult customer service situation.

The scenario involved a customer who was unhappy with a product and demanded a refund. I

had to decide whether to offer a full refund, a partial refund, or another solution such as store

credit.

In the first decision point, I chose to offer a full refund because I believed it would best

address the customer's immediate dissatisfaction and preserve the company’s reputation. My

reasoning was based on the principle of prioritizing customer satisfaction to ensure long-term

loyalty. In another scenario, I opted for store credit as a compromise when the product issue was

less severe, aiming to retain the customer while minimizing financial loss for the company.

Comparing my choices with the poll results, I noticed that a majority of participants also

chose to offer a full refund in the first scenario. This alignment suggests a common

understanding of the importance of resolving customer complaints quickly and effectively.

However, in the scenario where I chose store credit, most participants preferred a partial refund.

My justification for store credit was to encourage future purchases, which I believed would be

beneficial for long-term customer retention. Understanding alternative perspectives helped me

appreciate different strategies in customer service management.

In the case study, I felt additional information about the company's return policy and the

customer’s purchase history would have been helpful. Knowing the return policy in detail would

ensure that my decisions align with company guidelines, while understanding the customer’s

history could provide insights into their value to the company. This information would have

allowed me to tailor my response more effectively, balancing customer satisfaction with

company interests.
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Responding to Peers

Please respond to at least 2 other students. Responses should include direct questions.

Response 1

Hi Jen, I found your decision to offer a partial refund in the first scenario very interesting.

Your approach to balance customer satisfaction with company policy makes a lot of sense. Have

you encountered similar situations in your professional experience? How did you handle them?

Great job!

Response 2

Hi Harry, your choice of offering store credit in the second scenario was compelling. It’s

a smart way to retain customers and encourage future purchases. Do you think this approach

might work better in certain industries than others? I'd love to hear your thoughts. Excellent

work!


