Name: _______________________

Technology and the Impact on Quality Service
PCO-1.4 evaluate the influence of technology and its impact on the delivery of quality service.  

· Describe the benefits and limitations of various technologies and how they affect the ability to provide quality service

· Examine emerging technology to determine the possible impact of these changes on service excellence.

Read the articles provided and write a brief (about ¾ page) assessment of how SOCIAL MEDIA (such as Facebook, Twitter, Instagram, Pinterest, etc.) impacts quality service (positively and negatively). Recommend steps for a company to take to become successful in this Social Media Era, in order to IMPROVE CUSTOMER SERVICE. You may do further research on your own.

	Exceeds – 5 points ea.
	Meets – 4 points ea
	Developing – 3 points ea

	In depth and thoughtful assessment of how social media impacts quality service
	Casual, superficial assessment of how social media impacts quality service
	Unclear/underdeveloped assessment of how social media impacts quality service

	In depth and thoughtful recommendations for customer service improvement through SM, based on reasoning and critical thinking. 
	Casual, superficial recommendations for customer service improvement through SM, may or may not have included reasoning
	Unclear, underdeveloped recommendations for customer service improvement through SM, with little to no reasoning


