Emoticons (Emotional ico
many companies provide
phones. While frontal facial expressions are considered involuntary representations of emotions, emoticons are
considered to be delibera
cancelation etc.). This stu
interactions. For that purpose, an interview protocol was developed and 15 customers were interviewed. Content
analysis methods revealed that customers typically have definite views about emoticons in online service interactions;
we explore which emoticons perceived as faked and which as more authentic. We also elaborate the context in which
specific emoticons promote service interaction and vice versa (damaged it).
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Abstract

ns) became known virtual media and form a visual means of expressing emotions. Today,
online customer service through instant messaging to customers’ computers or mobile

te representations that allow service providers to use them when needed (delay, service
dy examined the contribution of emoticons sent by service providers during on-line service
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