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  1. Skill- or Application based learning:   

PHOTOS DURING THE SESSION    
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E-Commerce Case Study Analysis-       By Mrs.Sarita Bhogare  

  

 

Radhika has recently ventured into manufacturing herbal face creams and other similar 

cosmetic products. She believes that what she offers is generally not offered by the leading 

brands around. However, she does not have enough investment to start. So, she decides on 

the online approach. Help her: Steps to set up an online business   

Solution: The answer may vary as per your perception. Take an example and write 

details.  

A few hints could be:   

• Have a niche for your product.  

• Make people aware of the difference between cosmetics and herbal products.   

• Focus on making a good advertisement / punch line/tagline or some unique selling 

proposition.     

• Have a detailed business plan   

• Describe your product in detail. Emphasis on benefits  Perfect packaging, proper 

shipping  

• Giving discounts/cashback or offers.  

• Use digital marketing platforms to promote products.   

Case Let   -   Online   Busines s   

  

http://www.swayamsiddhi.org/
http://www.swayamsiddhi.org/
http://www.swayamsiddhi.org/


                                                   

  

[Approved by AICTE, Affiliated to University of Mumbai& Govt. of Maharashtra DTE Code – MB 3133] (An 
ISO 9001-2000 Certified Institute) NAAC Accrediated B+  

Case Study – Southwest Airlines  
SonadeviCompound ,NearSaibabaMandir, Tempghar,Bhiwandi ,Dist.-Thane 421302  

Tel -02522 - 248257 / 249191, Mob. :8806249191 Email: admin@sscmrmba.in  

Website:-www.swayamsiddhi.org  

 

Southwest Airlines’ social media response to an IT failure. In the middle of the busy 2016 

summer travel season, Southwest Airlines was suddenly struck by a wide-reaching 

technology failure. Its website and other key systems were down for more than 12 hours, 

prompting the airline to cancel thousands of flights. Over 4 days, the company worked to 

respond to customer complaints quickly and effectively, in large part by leveraging social 

media. Its approach offers some key lessons.  

Its approach offered some key lessons, as Southwest did several things right in its social 

media response:  

• It apologized profusely for the inconvenience  

• Admitted fault  

• Continually posted updates as the crisis unfolded   

• Made use of photos and videos on Facebook and Twitter to personalize the response.  
  

Unfortunately, the onslaught of customer service requests and complaints seemed to 

overwhelm the company’s social media team. Not long after the IT outage began, 

complaints on Twitter went unanswered for hours—and, in the case of Facebook, days. 

Ideally, the company would have answered each customer in a timelier manner.  
  

Finally, Southwest seemed to forget that such a crisis is bound to impact all of its social 

media channels—even Instagram. The company failed to post an apology or 

acknowledgment of the situation on its Instagram account, instead choosing to feature its 

typical content. As a result, the account received hundreds of angry comments—and all of 

them went unanswered, surely leaving a bad taste in the mouths of many followers.  
  
  

Few hints:  

• Summarise the case in your own words.   

• Problems that happened:  

1. IT failure, technology failure  

http://www.swayamsiddhi.org/
http://www.swayamsiddhi.org/
http://www.swayamsiddhi.org/


                                                   

  

[Approved by AICTE, Affiliated to University of Mumbai& Govt. of Maharashtra DTE Code – MB 3133] (An 
ISO 9001-2000 Certified Institute) NAAC Accrediated B+  

2. The website was inactive for half a day.  

3. Many flights cancelled.   

4. Tampered brand image  
SonadeviCompound ,NearSaibabaMandir, Tempghar,Bhiwandi ,Dist.-Thane 421302  

Tel -02522 - 248257 / 249191, Mob. :8806249191 Email: admin@sscmrmba.in Website:-www.swayamsiddhi.org  

 
  

• Social media became a solution for all problems:  

• Write in detail, how the company handled customer queries.   

Mention the importance of social media for CRM.  

https://www.linkedin.com/pulse/role-social-media-customer-relationship-

managementchinedum-azuh/  

Active listening, timely responses, engaging content, getting customer loyalty.   
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END TERM- EXAMINATION                MONTH/ ACADEMIC YEAR  

DURATION: 3 HOUR                               SUBJECT: ************   

 MMS SEM-II                                             MARKS: 60 MARKS   

  

Note: Section I - Case Study of 20 Marks is Compulsory.   

   

   

  

   

SECTION II-   

Attempt any 4 fromQ1 to Q6 for 10 Marks Each.   

Q.1)    

Q.2)   

Q.3)    

Q5)    

Q.6)   

   

   

   

-----------------------------------******************--------------------------------------   
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E-Content developed (Institutional Learning Management System )  
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USE OF I.T. LAB BY THE STUDENTS  
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PHOTOS OF INDUSTRIAL VISIT-2022-23- LOCAL VISIT  
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PHOTOS OF INDUSTRIAL VISIT-2022-23- INTERNATIONAL VISIT  

 

  

  


