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Abstract

This research analyzed the impact of interactive marketing
technology on customer service process from the viewpoint of business
process reengeering by six cases, the followings are the result: The degree
of interactivity of interactive Marketing technology can be divided by four
levels, Content Interactivity, Search/Link Interactivity, Social Interactivity,
and Personalized Interactivity. Through these levels, the interactive
marketing, internal marketing, and external marketing processes can be
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integrated. Furthermore, the custmer service without integration called
Distribution Customer Service. The customer service by the integration of
interactive marketing and internal marketing processes called
Transaction/Marketing Customer Service. The customer service by the
integration of interactive marketing and external marketing processes
called Relationship Customer Service. The customer service by the
integration of interactive marketing, internal marketing, and external
marketing processes called Strategic Customer Service.

Keyword: Interactive Marketing Technology, Interactivity, Level
of Interactivity, Reengineering, Customer Service
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