Instructions: This assignment must be done in APA format.  This part of the assignment is questions based off of two case studies to be answered with a minimum word count of 1800 for the overall assignment (without references included).  A minimum of four (4) references along with in-text citations is required for this assignment.
Please note: The word count for the overall assignment is 1800 words (not including references). The required reference count for the overall assignment is 4 references. Also, although this assignment is in APA format; please keep the question and answer line up (see example below).
For example: Question: XYZ
                       Answer:XYZ
                       Reference: XYZ

Case: Zappos
This case examines Zappos’ unique marketing strategy and corporate culture, both of which focus on delivering happiness to the company’s varied stakeholders. Despite a few stumbles along the way, Zappos has been a role model of success since its founding in 1999. The company survived the dot-com collapse because its charismatic CEO, Tony Hsieh, created a corporate culture that put its customers and employees ahead of financial success. The case looks at Zappos’ business model and how it influences the company’s relationships with customers, employees, the environment, and its communities. The case also discusses some of the challenges the company faces and how it plans to move into the future.

1. Has Zappos’ emphasis on customer satisfaction contributed to its profitability? Explain.
2. Has Zappos developed long-term customer relationships that provide a competitive advantage in the purchase of shoes and other products? Explain.
3. Zappos’ management has asked you to suggest opportunities for further expansion of the company’s product porftolio. Zappos already offers shoes, clothing, bags/handbags, home products (linens, kitchen, and dining), beauty products, and accessories. They also operate outdoor and riding (bikes and skateboards) shops. Moving beyond these product lines may require Zappos to move into hard goods such as furniture or electronics. This would compete with Amazon and IKEA. What options do you suggest and why?

[bookmark: _GoBack]Part Two
Instructions: Write a 100 word response to each post. No references are needed for this part.

1.   In our line of business, we supply durable medical equipment to patients at home.  There are many other companies that supply equipment as well, however customer satisfaction is a major issue when choosing the company.  There are many ways to find out how the customers truly feel about the service they receive (Ferrell & Hartline, 2014).
Customer satisfaction can be measured with surveys, retention, and continued word of mouth from customers (Ferrell & Hartline, 2014).  Our company offers a survey to each customer that starts with out company.  They also have a phone number to contact if they have any issues with the products and service.  We also measure how many referrals patients send to us to ensure we are giving the best quality service to all our patients.
In order to continue to be a leader in the durable medical equipment line of business, the key to success is offering the best products, best service, and best price to all customers regardless of the insurance they have (Ferrell & Hartline, 2014).  In order to do this, we have to continue to obtain contracts with vendors who can offer the company the best prices and hire the right employees for the job. 
The text has changed in areas of what the customers truly want and need.  They always want the best at the best prices, but they want to be able to get all the information and everything at their fingertips.  Most patients do not want to have to go somewhere to get their products, as they want them sent to them.  They also want to be able to order online and keep track of everything from home.  In order to do this, the company has to continue to be innovative and provide the latest products and technology (Ungerman, Dedkova, & Gurinova, 2018).

2. The situation of competition in healthcare industry indicates that it is very important to provide high quality services thru managing customer relationships. I believe customers receiving high quality valuable healthcare will greatly impact the marketing performance for my organization in the next 5 years. I believe hospitals are more successful if they pay more attention to internal marketing in order to maintain their customers by implementing marketing goals and objectives (Ferrell & Hartline, 2014).  The relationship between internal marketing plans including human resources application, employee perception of the internal marketing strategy and employee job performance in healthcare industry will impact healthcare companies greatly. If a healthcare organization increases the quality by meeting and exceeding consumer expectations they will provide value to the customer (Ferrell & Hartline, 2014). Social bonding is critical now and in the next five years (Ferrell & Hartline, 2014).  If a customer does not trust a hospital they will not willingly be treated there. A customer may start as a short term however if they receive excellent exceptional care they will maintain customers for the long term (Ferrell & Hartline, 2014).  
The trends that will increasingly impact healthcare organizations over the next few years include, but are not limited to patients becoming more informed consumers, quality measure expectations, specialty drug use driving the cost of care, as well as information technology innovations driving consumer infrastructures (Vogenberg, 2015). Quality practices within a hospital which generally encourages and enhances service quality while quality outcomes comprise of specific clinical and patient satisfaction outcomes of the hospital. The area of marketing is represented in terms of the constructs of marketing orientation and market development outcomes (Vogenberg, 2015). It has been proven that nearly 70 percent of healthcare organizations reporting a transition toward value-based service in their markets; and patient volume increases through such actions as providing more price transparency, challenging orders for tests and negotiating payments (Jarousse, 2014).   I believe this trend will continue as well as patients/customer will be part of their healthcare decisions and their treatments.




