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Optional /General  comments 
 

• It is a good case analysis. It talks about Zappos but I 
don’t think you can extract any theoretical/general 
conclusion. 

• The model defined in page 7 (Figure 1) is too 
general. It can be supported by any internet firm’s 
study.  

• The author says that “It is crucial for online brands to 
be humanized and live as human being. Being 
human that means the brand has to have personality 
and consumers view the brand based on that 
personality”. But I don’t find in the article any 
reference to personal characteristics of the brand.  

• The author should include personal characteristics of 
Zappos (personality, relations with the community, 
the environment, political choice, sense of humour…)  
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