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/ INTRODUCTION

Today, using technology and media we can be available to customers 24 hours a day. By using online service
chats, the customer can simultaneously do other things at home, so that as far as s/he Is concerned, there is no
waste of time waiting. Virtual chat enables the customer to receive targeted, fast and efficient service. This
study Is based on a study that examined the combination of emoticons as a tool for expressing emotions In
online customer service situations. Our main question was: how will customers react to this form of
correspondence? A preliminary qualitative study suggested that specific emoticons (smiling, sad and surprising
emoticons) were positively affected customer experience. In this study we used these emoticons to explore Its
effect on customers. Finding suggest that emoticons which are very common In text messages in communal
\Lzlationships with friends or family are unwelcome In exchange relationships between customer and the /

ervice provider. There is still a need to investigate the right rules for online chat.
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