MARK 430

Lab activity – Week 7
Crafting the customer experience – selecting interface elements 

One of the aims of online marketers is to move our customers through the three stages of customer experience. Initially, the relationship between customers and a website is ‘Functional’, it then moves toward ‘Intimate’, then to ‘Evangelist’.

The seven elements of the customer interface (the 7Cs) are selected and used as marketing levers to help move customers through these stages.

The 7Cs (design elements) of the Customer Interface

· Context

· Content

· Community

· Customization

· Communication

· Connection

· Commerce
Instructions

a. Work in small groups of 2 or 3 people.

b. Select two of the websites listed (one local and one international) (follow the link on the course website)

c. Analyze the website you have chosen, and identify how the 7Cs have been used by marketers to attempt to move customers through the three relationship stages. For example, identify the features on the site that build community (if there are any), or explain how the site allows users to customize the content.

Look at each of the 7Cs in turn – if a design element is not used on a site, think about whether or not you think it would be good (in marketing terms) to incorporate it. 

Make assumptions about what the goals of the site are, and who its primary target audience is. How well do you think that the site is achieving these goals?

Does the use of the 7Cs reinforce the “brand”? Do the 7Cs work together to give a consistent image? Is the positioning consistent with offline positioning (if relevant)

d. Make some suggestions for more effective use of some of the 7 interface elements.

Present your findings at the start of next lab (5 minutes total).





































































