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Executive Summary 
This is a report of Robinhood Markets Incorporated that conducts a deep dive on the current strategic approach to customer care which then looks to propose suggestions to improve the current customer care strategy whilst inspiring innovation and more personalization to our business model from a customer care perspective. This report will look to offer a critical analysis of Robinhood’s current customer care strategy, whilst providing a comparison as to what competitors are doing within the market in regard to customer care and how Robinhood compares to competitors such as Charles Schwab, eToro, Coinbase, and River Financial. Upon providing this analysis and where Robinhood ranks against the industry standard, this report will look to uncover what is needed to meet that level before going into further detail about innovative strategies that can be developed to create a competitive advantage within the brokerage market. This report will offer a deep dive into the technological enhancements that Robinhood can make to the customer care strategy and model as a way to leap to industry leadership for customer care and demonstrate substantial success and growth similar to the way that our business has achieved success since being founded in 2014. There are a variety of new technologies that are considered for implementation throughout this report, with theoretical practices such as SWOT, SOAR, PEST, Ansoff, Porters Forces & Strategy and Bowmans Strategic Clock applied both directly and indirectly throughout the report when discussing strategies to underpin and provide further justification to the arguments for implementation which would enable us to enhance our customer care model and strategy all whilst providing a better customer experience. This will detail how this strive toward new innovative customer care methods can not only create stickiness and retention amongst customers, but also attract new customers as our reputation for customer care will grow in positively as a result of this work. 
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Introduction to Robinhood Markets 
This is a report that is aimed to uncover a new way forward for Robinhood Markets in regard to delivering an new customer care strategy that is innovative and resonates with our customers to ensure a sustainable competitive advantage against the backdrop of a pandemic. In reaching a final analysis, this report will aim to provide a strategic analysis of the business model and its approach to customer care and therefore look to make amendments and recommendations following a variety of evaluations of the businesses customer care strategy that will included (but not limited too) Porter’s Five Forces & Generic Strategies, Bowman's Strategy Clock, Ansoff’s Matrix, SWOT, PEST, and Stakeholder Analysis methods as a way to refine and justify reasons for change and implementation of any new recommended strategies moving forward. (Garner, 2014, Pp. 1-23) Whilst Robinhood has demonstrated significant growth resulting in fundamental success since the founding of the business in 2014, our growth has been at such a pace that has not always been so friendly to being able to take a step back and assess some of the wider areas of strategy that are important to our business model in securing a sustainable future. (Robinhood, 2021) Indeed, Robinhood’s mission to democratize finance for all has been widely considered a success story to this point both from internal and external perspectives, but it is imperative that we continue to drive innovation through each department of the organisation, with customer care being of a current priority. (Robinhood, 2021) If we take a step back to look over the past year, we have received a criticism for some of the ways we have conducted ourselves within our strategy toward customer care in particular the incidents involving the GME & AMC short squeeze that put us at the centre of criticism and made people raise questions around whom our loyalties were aligned more closely with between our customers and major shareholder Melvin Capital. (CNBC, 2021) It is incidents such as this that we need to manage effectively and ensure that all parties receive equal treatment, but ensure that our customers are taken care off above all else – whether that be minor or major investors/users of Robinhood. (CNBC, 2021) As we know, we have made positive steps toward expanding our customer care strategy for further improvement following the Congressional Hearing in February 2021 in which our CEO, Vladimir Tenev pledged to double the number of representatives we have within our customer care arsenal as well as expanding live support phone lines, these are positive steps that allow us to further build as we move forward and strive toward an innovative customer care model. (Forbes, 2021). 

It is critical that we evaluate our strategic options for a more hyperpersonalised customer care strategy as we move forward as a business. (McKinsey, 2020) As a business, Robinhood has built a competitive advantage by becoming a disrupter in the brokerage industry, with a focus on the millennial audience – offering a seamless and user-friendly service for trading stocks, options and cryptocurrency trading, all without paying commissions. (CNBC, 2021) However, competitors such as Charles Schwag, eToro, E*Trade, River Financial and Coinbase are now offering similar services, thus as a business we need to continue to innovate and drive creative strategies to continue to strive toward setting the standard for a competitive advantage within the brokerage industry. (Forbes, 2021) Subsequently, ensuring that we have an innovative customer care strategy engineered and developed in such a way that not only creates a sticky customer retention agenda, but also ensures that potential customers make the decision to use Robinhood Markets as their trading platform. (CNBC, 2021) Whilst it rains true that we have created a strong brand and are recognised in the industry as being the trailblazer service for the younger generation of investors, we cannot completely rely on brand recognition and thus must continuously innovate all areas of the business, with customer care strategy being of our immediate priority. (Forbes, 2021). 

Robinhood’s current customer care strategy.
Before making recommendations on any potential new customer care strategy implementations to drive an innovative customer care model, it is imperative that we understand our current customer care model and strategy. In the first instance, it is fundamental for us to understand the positive points behind our current customer care strategy. Looking at this strategic detail through the lens of a SOAR Analysis allows us to focus on the current areas of strength as well as identifying opportunities and aspirations for further improvement that we can create results from. (Financial Times, 2021). Thus, within the areas of our current customer care strategy that is strong we firstly look to our ability to provide engaging educational and market news materials to ensure that customers thoroughly feel apart of the trading action on a daily basis within the markets. These come in the format of our Learning Tools on the website that involve “investor basics” and a library of content used to educate our customers on relevant investing knowledge needed to invest within the markets. (CNBC, 2021). As well as this, our Robinhood Snacks Newsletter and Podcast continues to receive great feedback from our customers, having ranked 4.6/5 stars on Apple Podcasts from 8,500 reviews with comments from users such as “This is one of the most refreshing pods I’ve ever listened to. I listen every day. It’s improving my knowledge of the market as well”. (CNBC, 2021).  However, considering that we have 32m subscribers and considering a SOAR Analysis approach to our strategy, we should perceive this as an opportunity to grow our review base of the Snacks Podcast to ensure that we are delivering a positive user experience to the wider 99% of our customers who utilize the Robinhood snacks podcast, this presents a significant opportunity for us. (Robinhood, 2021). 
However, following an in-depth SWOT analysis of our customer care model, it appears that there are more issues than positives unfortunately, and it can be argued that this could be explained by our speed of growth, meaning that we have grown so fast that we have not been able to develop or had the appropriate levels of resource to provide a robust customer care strategy that our customers can be satisfied with. (Forbes, 2021) When we critically assess some of our areas for improvement, these can be found in various forms that have been criticized by both customers and wider reviewers such as Forbes, CBNC and the Financial Times. (Forbes, CNBC, Financial Times, 2021) Customers within reviews have claimed to be locked out of their accounts for a month in some cases as well as desperately pleading for a better service within our approach to customer care. (Forbes, 2021). Thus, areas that could be improved following a thorough strategic analysis include are our personalization strategy toward customers, to reflect that we both value their feedback and care about them. (Forbes, 2021) If potential new customers turn their attention to websites such as Trustpilot (often deemed to be the number one reviewing site globally for businesses with over 71m reviews), then we could quite frankly, be in trouble. (Trustpilot, 2021). This is because we have a 1.1 out of 5-star review from 3,383 reviews which deteriorate the amount of users that we are able to attract in future should we not apply a more personalized and innovative customer care strategy that resonates with our 31m users as well as our future users, which we need to consider as part of our product development strategy when considering the Ansoff perspective. Diving deeper through the lens of a SWOT Analysis, some of the reasons for explaining this poor feedback regarding our customer care strategy can be argued to come from multiple customers across review platforms articulating their experiences as “customer support being a bit thin at Robinhood.” (Forbes, Trustpilot, 2021). If we go into the detail of customer feedback to evaluate the potential threats of customers leaving if we were to remain with our current customer care strategy, this can be found in the form of there being no displayed customer service phone number or online chat option available to customers through the website. (CNBC 2021) This instantly presents limitations to customer satisfaction levels, especially in the times of crisis such as the “Meme Stock Short Squeeze” during January 2021 whereby millions of customers were negatively affected during the volatile trading events. (Forbes, 2021) Additionally, customers must also be signed into their account to request a callback from Robinhood, which creates further friction in the user journey when it comes to customer care for our customers. (Robinhood, 2021) As an innovative business, we should be able to streamline such processes, especially given that our target market is and has historically been millennials who appreciate the rapid speed of a transaction. (Robinhood, 2021) We need to implement a strategy that incorporates our platform’s ability to make our customer care strategy to become as “frictionless” as possible. (Robinhood, 2021) An example of how fundamental this could be can be found when analyzing when using BMW as a prime example in the automotive space as they are expecting to see as high as a 50% increase in global sales by 2025 as a result of a new customer care strategy that allows drives/customers to point at a venue (such as a restaurant) as they are driving past and make a reservation and even ask for opening times without knowing the name of the venue through smart technology and Artificial Intelligence as an innovative angle the business have taken on customer care. (BMW, 2021) Whilst this may be in the automotive space, we could learn a lot from this type of approach and apply to our Robinhood business model to not only build customer trust, but to create a more personalized customer journey and experience overall. (McKinsey 2020). Yet, whilst businesses are implementing creative ways to demonstrate a personalized approach to customer care, we currently offer a lack of direct customer support which could cause heartburn for worried investors as we seem to rely heavily on our FAQ page to do the work, but this is not a personalized approach, nor innovative and we need to rectify our strategy to improve upon this. (Business of Apps, 2021). To summarize the overall issues and challenges with our current customer care strategy, we do not have enough robust offerings and processes in place to put customers at ease both in times of worry or even genuine curiosity as our customer experience strategy creates more worry than belief and offers too much friction in regard to the experience that it provides to customers. (Motley Fool, 2021).
Future proposal for Robinhood’s Customer Care Strategy.
If there is an over-arching theme that we can take from the strategic analysis of our current customer care strategy, it is that we lack a sense of personalization toward customers in our approach. (Forbes Advisor, 2021). This therefore places us in a dangerous position in regard to creating a stickiness for our customer base to continue to use Robinhood in the future, with potentially this causing people to not use our brokerage if we do not innovate our customer care strategy to demonstrate that we do in fact, care about our customers. (Forbes Advisor, 2021)
As a business, we strive to be the best brokerage business within the industry and therefore it is important that we evaluate an external analysis of the consensus industry leader when it comes to current customer care strategy. (Robinhood, 2021). According to Forbes, our largest competitor, Charles Schwab sets the industry standard for customer care. (Forbes, 2021). When conducting a SWOT and PEST analysis of Charles Schwab as a way to compare the current “industry standard” for customer care models/strategies versus our own, the primary reasons that Charles Schwab earned the top spot with Forbes is largely due to their reliable and competent representatives that does a fantastic job in terms of personalized customer care. (Forbes, 2021). Breaking down the details of the strategic analysis of our largest competitor, Charles Schwab appears to appeal to customers with an easy to navigate website, and support features are displayed front and center of this to enhance the user experience as opposed to being tucked away in a corner as is the case with many brokers. (Forbes, 2021) Additionally, Forbes found that through a series of tests, phone inquiries were resolved in minutes and the chat support feature that is utilized on the website is operated by a human operator that are both knowledgeable and licensed professionals, meaning high levels of personalization in their business’s customer engagement. (Forbes, 2021). Not only this, Charles Schwab offers 300 branch offices which are also available for in-person customer support across the USA. (Forbes Advisor, 2021).
Whilst it appears that Charles Schwab have mastered the art of talent attraction and employee training to give these levels of experience that are receiving positive feedback, I believe that this presents significant opportunity for us. (Forbes, 2021). This is because, the main area we need to focus on to achieve the industry standard is to get the “simple” elements of our customer care strategy right. (Forbes, 2021). The areas that Charles Schwab do well in regard to customer service is clearly something that we can mirror from a Robinhood perspective. (Forbes, 2021). If we do this successfully, we then have an open runway to execute innovative strategies to build on from this and thus be the industry standard as not only a customer care strategy and model that is hyperpersonalised, but one which also offers high levels of innovation. (CNBC, 2021).
Thus, if we take the approach of Charles Schwab and we get the simple areas of our customer care strategy right; this then begins to pave the way to give us an opportunity to get creative and innovate. (Forbes, 2021). Therefore, the strategy proposed is to initially mirror that of Charles Schwab and then apply the following strategies to offer a new level of creativity, personalization and innovation to our customer care strategy. (Forbes, 2021). If we look to Porter’s Generic Forces as a way to understand a starting point to create our future customer care strategy that is both innovative and can withstand the backdrop of a pandemic, I believe that we should implement a cost focus strategy aimed at providing customers in the US (with discussions to be initiated once when expand across further global markets) two dedicated customer websites that differentiate from the current “anyone can access” website. (Lynch, ,2015) The idea between two separate websites is that they would appeal to customers on the larger scale of investing (anything over $5000) and customers who invest below a certain level of capital (anything under $5000 invested). (Robinhood, 2021). The rationale for these numbers is taken from the analysis taken from our customer accounts on average which stands at $5000 invested within the average Robinhood account according to CNBC, so the idea is to take above and below this threshold. Both websites would have agents who are versatilely trained across both websites within the newly formed “Robinhood Experience Academy”, (geared toward providing the best possible customer experience) thus being able to comfortably deal with both small and large scale investor problems, whether they be unique or common issues faced by our customers. (CNBC, 2021) As a way to further enhance the experience we provide our customers, each customer care agent would be assigned a dedicated website to support, which further specialist enhanced training provided in order to be able to provide hyperpersonalised support to customers. (CNBC, 2021).
Both customer websites would have dedicated support mechanisms in place that not only offer a responsive solution to problems, but one which is personalized. Both sites will ensure that the necessary level of resource is available 24/7 to be able to deal with customer issues within one business day, allowing us to provide a competitive advantage over Charles Schwab who take two business days to respond on average. (Forbes Advisor 2021). However, the suggested proposal would also provide us with a separate complaints line that deals with anything “urgent” and we would deal a list of criteria that we define as urgent across both customer websites. Should customers not follow the criteria, we make it clear that we reserve the right to blacklist customers from the urgent call line should they call in with non-defined urgent queries that we list clearly across our customer sites. I believe there is enough ammunition within this proposed solution to pave our customer care offering into the Differentiation competitive strategy as no broker offers such a tailored experience to their customers. (Hayes, 2014 pp. 50-76). Whilst a strategy such as this will prove to be cost intensive in the short term when you consider that we need to create a training academy firstly, hire experienced customer care trainers and then begin driving recruitment for more customer service agents, the belief is that the return on investment with this strategy implemented correctly will far outweigh the short-term costs over a longer-term period. This is because this strategy toward customer care will allow us to facilitate a strong reputation and experience for customer care, thus ensuring we maintain customers and attract new ones as a result of successfully driving our customer experience to become the best amongst brokerages across the market. Furthermore, to add to the proposed customer websites strategy to enhance our customer care approach, this is something that we could potentially package up and commercialize as part of a “premium” offering available to customers who pay to be a premium Robinhood customer, but we need to ensure that this is test-piloted first and the results we receive back are positive for the most part. (Business Strategy & the environment, 2020) Finally, as a way to ensure this model works and customer care agents are executing their roles to the best of their ability, we will implement a survey to be sent to customers following a call, which will go directly into the “inbox” of their Robinhood account, asking them to rate their experience. (Robinhood, 2021) For every 5 star review a customer service agent receives, the agent will be awarded a $25 bonus to be paid at the end of each month – which should ensure that extra effort is being conducted to go above and beyond, thus enhancing the experiencing of our customers which should not only give our customers a better experience, but also provide a strategy that attracts best-in-class customer care operatives across the industry, as a “sales incentivized” strategy is not something normally in operation within customer care functions of an organisations which in turn should make the training of agents less resource intensive. (Robinhood, 2021).
So now we have the strategy in place to provide a new layer and foundation to our customer care strategy that offers a competitive advantage within the brokerage market, we need to look into the tools that are going to power this newly found engine of customer care at Robinhood. The first proposal is to build in the use of artificial intelligence (AI) within all three of our websites. (Netomi, 2020) According to Netomi, using AI as a strategy to increase your customer care strategy and business offering makes customers 37% more likely recommend using a business as well as driving revenue a further 4-8% higher than the rest of an industry. (Netomi, 2020) If we perceive the use of AI through the lens of Bowmans Strategic Clock, this would give our marketing teams a significant level of ammunition to attract new customers additionally based on our competitive position which would be both differentiated and focused and approach to customer care if we successfully implement the use of AI within our customer care strategy. (Netomi, 2020).
Going deeper into the potential use of AI at Robinhood within our customer care strategy to provide both an innovative competitive advantage within the market and a hyperpersonalised approach to customer care could be utilized in AI powered chat bots that could complement the resource that we intend to bring on-board and develop within the Robinhood Experience Academy. (Netomi, 2020). Whilst the idea is that we aim to respond to customer queries within one business day, AI powered chat bots can use the data that is fed through feedback from our agents in an on-going basis that aims to provide a long-term sustainable strategy that more AI powered chat bots are able to grow in their ability to deal with customer issues as we develop these strategic initiatives over the long-term. (Netomi, 2020). Thus, rather than using AI solely to resolve customer queries, we would look to utilize AI in a way that helps support our personalization to customer experience and facilities AI growth in both increased volume demand and intellectual, personalized answers that the AI chat bots can provide to customers as we continue to grow. (Netomi, 2020). This strategy will certainly help as we look to branch Robinhood into international markets as we consider growth into Europe and the wider globe as this would allow us to begin building now for the future in order to be able to deal with international expansion and growth in the future, but more importantly we would be prepared for further growth. (Netomi, 2020) Thus, if we get another pandemic, our AI powered chat bots will not only be battletested, but also highly developed to provide an innovative and hyperpersonalised customer experience the more we are able to build and develop the engines within the machines. (Netomi, 2020). 
The next area that we could consider as a way to provide a competitive advantage within the brokerage market is the use of Augmented Reality (AR). (Kit, 2021) 77% of millennials play video games, and with this being our target market, let’s “gamify” trading for them, but in a way that promotes education and enhances the investing experience. (Talkspot, 2020). The proposed idea here is that AR is used to provide a scenario whereby a customer can enter “a day in the life of a trader” through the Robinhood app. Going into further detail on this concept, customers will essentially have the ability to use AR as a feature within the Robinhood App to place themselves within a Wall Street trading floor that allows them to ask questions to professional brokers through the feature, as well as gaining the excitement behind being apart of the trading action on wall street all whilst expanding knowledge and having fun which will no doubt enhance customer experience and provide us with a competitive advantage within the market. (Kit, 2020) If we look at this strategy through the lens of a SOAR Analysis, we are taking our strengths in being able to appeal to a millennial target market and simply enhancing that experience all whilst improving our strategic approach to personalization within our customer care strategy. (Kit, 2020) According to industry experts, 71% of consumers said they would shop more often if they used AR. (Kit, 2020) Thus, we should take this theory behind buyer confidence within the retail industry and apply it to the brokerage industry and strategically position ourselves to drive customer numbers up as well as create a stronger approach to our customer stickiness and retention strategy as a result of great and personalized customer experience. (Kit, 2020). 
Conclusion 
In a final analysis, it is clear that our current approach and strategy for customer care requires further innovative and change in order to provide us the ability to remain competitive within the brokerage market as this is undeniably one of the businesses weakest areas of performance, both internally and externally perceived from engaging with multiple sources on the matter. (Forbes, 2021).  However, in trying to coin the perfect time for both our wider business success and the difficulty that we have had in applying this to our customer success strategy, I believe we have been a victim of our own success to the point where we have grown at such immense speed as a business in so many respects, so the point where other areas such as our customer care strategy has almost been left behind in comparison to other areas of the business. Whilst many of the proposals put forward will be cost intensive, the rational is that our return on investment would be worth the effort, resource and initial investment put forward as well as further strength and reputation positively added to our customer care model.  Furthermore, we have built a strong brand within the industry amongst millennials since being founded amongst most fronts, thus we can ensure that we get our customer care angle up to the level of our other successful areas of business operation. (Financial Times, 2020) As stated throughout this report, we need to firstly get the simple elements of our customer care strategy right, similar to that of our largest competitor Charles Schwab, and then follow with levels of innovation that can take our customer care strategy to the next level and thus ensure that our approach takes the brokerage industry by storm to the point where others struggle to match our levels of innovation and personalization within our strategic approach to customer care. (Charles Schwab, 2021). As discussed throughout the entirety of this report both directly and indirectly, Robinhood is a business well positioned for even further growth and with the average age of our customers being that of 31 years old, we are well positioned to expand within our current market with us already landing arguably better than most brokerages with the millennial market due to our high levels of innovation in other areas of the business. (Robinhood, 2021) As we continue to grow and our customers continue to become more wealthy from investing, these growth mechanisms should run parallel in terms of their ability to grow side by side. (Robinhood, 2021). Therefore, it is critical that we get our customer care strategy right and geared toward looking after our customers as best as possible with both an eagle eye on the short and long-term strategies in mind, which is why this report places emphasis on building to become right and the simple strategic angles of our customer care approach, followed by intensive innovation throughout the long-term for our customer care strategy. (Robinhood, 2021). This will enable us to be robust, resilient, and personalized able to deal with a variety of market conditions, including a pandemic that could present possible risk to our business model.
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