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[bookmark: _Toc129284380]Executive summary

This report is talking about two organizations which are Deliveroo and Monzo and it is comparing both companies who is doing the best. Deliveroo is a delivery service company used for delivering fast food and groceries to the customers doorstep (Alaimo et al., 2020). The company is all about the comfort of their customers and delivering good service most of their costumers and satisfied with their service only a few costumers are not happy with the service provided and may not use their service again. Monzo is an online bank service that is provided for customers, it has a complete banking licence and is a very well-liked digital bank for UK consumers. Financial Conduct Authority oversees the business. If you reside in the UK, Monzo is a great option; it may simply take the place of your current bank.

Introduction:
This report will examine the customer experience of the chosen organisations; Deliveroo and Monzo. These organisations from the Information Technology Industry will be explored against the following themes:
· Customer Touchpoints
· Customer Experience 
· Brand Experience
Customer touchpoints are interactions that occur between the customer and the business (De Keyser et al., 2020). Customer Experience Management, CXM is a system of marketing strategies that focuses on meeting and/or exceeding customer expectations (Palmer, 2010).
Customer experience management is multi-dimensional experience whereby a customer visits a shop or a place regularly, where they treat you well and make you feel welcome and comfortable. Customer experience can also be defined as the eternal and subjective response customers have to any direct or indirect contact with the company (Schwager and Meyer, 2007). 
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[bookmark: _Toc129284382]Background of Deliveroo:

[bookmark: _Hlk129326243]Deliveroo is a delivery service company used for delivering fast food and groceries to the customers doorstep (Alaimo et al., 2020). The company is all about the comfort of their customers. They do not have to go out of their way to get what they want; they can simply press deliver on their app and the job is done for them. We have surveyed their loyal customers who utilise the company daily and they have answered it all honestly. It has been kept anonymous, so the best results are received. 95% of our results were positive (Mehrolia et al., 2021). Majority of the customers are satisfied with the customer service, the staff and how quickly they provide them with a service. However, the minority have a few complaints as if a customer adds grocery to their basket, they will go and collect that, however sometimes the exact item they want is not in stock and so the workers will put a similar item in the basket in exchange, and some of them are not happy about that. However, businesses are working to try and figure out a way to make that process less of a hassle for both customers and staff members. 

A touch point is communication between businesses and consumers, touch points can create customer loyalty, it can create a positive experience for customers, and it can also encourage your customers to come back to your business again (King, 2023). Over the customer’s lifetime, touchpoints vary depending on the changing customer’s needs. The series of changes is called the customer corridor. The way a business can interact with customers through the pre-purchase. Purchase, and post- purchase touchpoints. The last stage of post-purchase touchpoints is the most important and cheapest way through the word of mouth, this is where they share their experience with family and friends (potential customers) to provide feedback through customer service on their website, this has become more advanced and popular due to technological advancements (Pham,2022). Deliveroo touchpoints are through social media, direct emails, their websites ext. Multiple touchpoints for customers build customer loyalty to the business and increase the probability of loyal customers.
Touch point can also build brand awareness for the business. By using touch point you can help to communicate with your brands worldwide. Touch point can help in improving the company reputation, touch point can also effect on how customers view the business and can make them in future how to remember your brands which can help the company reputation, so in a business if you do not interact with your customers in an efficient way and or not in an appropriate manner it will damage the firm’s reputation as a business that does not have good systems in place. Therefore, unlikely to come again which leads to a decrease in market share thus the firm’s revenue will decrease with less sales.
 
A customer corridor is a an overall (end to end) experience of a customer – the business focusing on the needs and wishes of a customer. E.G - at one season the company may not have a certain product in store that a few customers have voiced and so to fulfil customer wishes the store adds them to the next season. By listening and considering what your customer wishes this will benefit your company as they are more likely to become a regular shopper (Hartline et al., 2000).


[bookmark: _Toc129284383]Customer Experience:
Customer experience is one of the most important sectors for Deliveroo (Mathayomchan and Taecharungroj, 2020), this is because customer who receives exceptional or satisfactory experience with Deliveroo, will be more likely to revisit Deliveroo and therefore create customer loyalty and as a result increase future spending within a business. However, Deliveroo receive many negative complaints from many dissatisfied customers, as a result one-way Deliveroo can improve is by responding to custom er complaints and improving their service by having a certain standard when hiring delivery drivers so the customer experience can run more smoothly, and customer are met with an improved experience when ordering food (Woodcock, 2020).
Numerous customers have complained about the poor customer service Touch point.
When complaining about not receiving their food and demanding a refund, however customers' need is not met which as a result leads to customer not returning to deliver and instead go to their competitors. This is a problem because Deliveroo is not increasing their profits but instead decreasing their profits which as a result may lead to bankruptcy. To solve this issue Deliveroo may want to improve their customer service by refunding customers their money if they have not received their food, which as a result gives customer assurance that they will be refunded if their wants are not met which can increase future spending in Deliveroo if customer are guaranteed refunds if needed.
[bookmark: _Toc129284384]
Customer Touchpoints

Deliveroo is a delivery service company used for delivering fast food and groceries to the customers doorstep. The company is all about the comfort of their customers. They do not have to go out of their way to get what they want; they can simply press deliver on their app and the job is done for them. We have surveyed their loyal customers who utilise the company daily and they have answered it all honestly. It has been kept anonymous, so the best results are received. 95% of our results were positive. Majority of the customers are satisfied with the customer service (Furunes and Mkono, 2019), the staff and how quickly they provide them with a service. However, the minority have a few complaints as if a customer adds grocery to their basket, they will go and collect that, however sometimes the exact item they want is not in stock and so the workers will put a similar item in the basket in exchange, and some of them are not happy about that. However, we are working to try and figure out a way to make that process less of a hassle for both customer and staff.
Touch point is a contact between the firm and customer, touch point is when you buy the product and can sell it to customers such as you can have a business anywhere and everywhere in the world e.g. Restaurant’s, retail, hotels, like restaurant’s touch point is menu.


[bookmark: _Toc129284385]Customer Corridor:
Customers have the series of corridors which are called customer experience. What constitutes a meaningful touch point changes the course over a customer's life.  (“How do you Create your Customer Corridor?,” n.d.) 

[bookmark: _Toc129284386]Firms' perspective:
The firms’ perspective states that a business exists and makes decisions solely to maximise profit and revenue. These include decisions such resource allocation, Human Resources department, pricing techniques, adverts and billboards. Some companies have long term goals such as sustainability and some companies have short term goals such as profit maximisation. (“Theory of the Firm,” n.d.)
Deliveroo is a company that is responsible for delivering fast food and groceries (. The company is responsible for giving the customer a great and wonderful experience by offering discounts and sales on holidays and festive periods, by offering costumer service emails or phone number in case there is something wrong and the customer can feedback or report things. However, if an existing customer is not willing to take up these advantages that are being offered by the company and complaining about promotions etc, then that is to do with the customer themselves.

[bookmark: _Toc129284387]Co-creation perspective:

Co Creation is a collaboration between different stakeholders to help formulate design and marketing strategies. The participants usually have different roles which can allow for diverse insight to be offered and allows for designers to get a more holistic approach of what the product and/or service should look like.(“What is Co-Creation?,” n.d.) 
This perspective is important as your customers feel as though they are being listened to and understood when you as a company takes up their ideas and use them to create better products and decisions. For example, Deliveroo can send out surveys to their customers and they can then feedback different ideas of how they think the company can work together and form better decisions on how the firm works such as – perhaps having a larger variety of restaurant and supermarkets on the for delivery or having a more lenient maximum milage on deliveries.  
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[bookmark: _Toc129284389]Monzo:
Digital bank Monzo was established in 2015 under the brand name MONDO. It was one of the fastest growing crowds funded campaigns in history. It is an account managed and run entirely by an app, eliminating the need for a physical branch. (Sammour and Chen, 2019).
[bookmark: _Hlk129327812]It has a complete banking licence and is a very well-liked digital bank for UK consumers. Financial Conduct Authority oversees the business. If you reside in the UK, Monzo is a great option; it may simply take the place of your current bank. Monzo appear to be very effective and reliable at what they do, and recently they have changed their approach to adding new features. 
Some of the features include…
· Real time updates of purchases to keep track of balance.
· User friendly graphics.
· Keep track of who owes money and split bills.
· Round each transaction up to the nearest pound and adds the remaining to a savings pot.


[bookmark: _Toc129284390]Customer experience:
Some of the pros and cons are. Pros: possesses a banking licence (deposit guarantee, direct debits and standing orders), best user and app experience, outstanding client service. Cons: Only available to citizens of the UK, unable to get money from abroad (no IBAN number), Depositing cash alone using Pay Point’s costs £1.
Customer experience with Monzo is mainly great and has a positive review for the company. Customers have said that the company is trustworthy, reliable, and extremely helpful. However, there are some negative aspects to the company such as not being able to get in touch with the customer service section when there is an issue with anything to do with the website, as a costumer has stated. They have said to even contact the firm through their social media and there is still no reply from them. 
[bookmark: _Toc129284391]Firms' perspective:
The firm is responsible for offering the customers discounts, different opportunities, and options for different things to craft that warm and happy customer experience for their loyal members. If the customer is not happy with the persona of the firm, they can always feedback to the company for better opinions and options on what to do. If these opportunities are present and the customer is choosing not to accept and take part in these then it is not the firms' fault and the customer themself. 	

[bookmark: _Toc129284392]Co-creation perspective:
This perspective is important as your customers feel as though they are being listened to and understood when you as a company takes up their ideas and use them to create better products and decisions. For example, if a costumer would be in favour of having regular sales and opportunities to receive different packages on how to save money, how to spend wisely etc, they can voice this to the company and the firm can then take this into consideration and be mindful of their next steps. 


[bookmark: _Toc129284393]Brand Experience, BX
Brand experience is how the user feels when interacting with a brand. It is a collection of all the thoughts, feelings, and sensations that a customer has when interacting with the brand. BX can be very biased and individualised depending on the type of customer interacting with the brand. For example an element of a brand can be positive for one individual and negative for another (Gavin, 2022). 
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Description automatically generated with medium confidence]How Monzo is adapting their brand to enhance user experiences with their brand:
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Description automatically generated]Having been founded in 2015, the brand went through a revamp in November 2022. Its uplifting colours and intuitive experience won over a generation of millennials over the traditional banks. In 2015 they stood out with their coral hue, now in 2022 they have ‘deep blue navy’ and ‘soft white’ supported by their original coral colour. These colours will be rolled out onto the company’s touchpoints such as the app icon. 

As seen from the images above, this is the evolution of their brand colours as seen by their touchpoints. 

How Deliveroo is adapting their brand to enhance user experiences with their brand:
Deliveroo was founded in 2016 and this brand also stood out to users with their striking orange colours. It joined the market at a time when Uber eat and just eat were very big. To stand out and survive in the competition, Deliveroo needed to display consistency and genuineness to their customers.
Deliveroo describe themselves as a ‘food company that delivers food, rather than a delivery company delivering food’. This adds that element of relatability that the customer is drawn towards.


[bookmark: _Toc129284394]Conclusion
Deliveroo pride themselves with bringing the best local food to their customers’ doors in less than 30 minutes. To increase their sales, they have implemented policies that make it easier for local restaurants and grocery stores to partner with Deliveroo to allow for customers to have a wider range of options. They use over 100,000 riders to deliver from over 140,000 restaurants and partner grocery stores to transform how millions of people eat.
They are turning towards technology and automated processes to provide a consistent and seamless experience from day one. For example, it used to take several days for a new restaurant partner with Deliveroo, but it now takes approximately 24 hours. They also have new digital processes that allow Deliveroo to monitor all customer touchpoints and key interactions with the customers.

Similarly, monzo’s unique selling points are:
· Easy to sign up – eliminating the need for an appointment at a physical bank.
· Use of golden tickets – gave an existing customer a ticket to pass to a friend who could use the ticket to skip the waiting list.
· Monzo labs – existing customers get to access new features and trial them before they’re released.
· 
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