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1.0 [bookmark: _Toc128567910]Introduction

Examine the customer experience of an organisation.

              Customer touch points and customer-brand experiences are increasingly important in our digital age. With the rise of e-commerce, customers now have more options than ever before when it comes to buying products and services. As such, it is important for companies to create a positive customer experience at every touch point. The customer touch points refer to the points of contact between a customer and a company. This can include anything from a company’s website to its physical stores, phone support, email support, and more. Each of these touch points should be designed to provide customers with the best possible experience Berg (2020).
             The customer-brand experience refers to the overall experience that a customer has when interacting with a company, from start to finish. This includes everything from the way a customer feels when browsing a company’s website to the way they feel when they receive their product or service. It is important for companies to ensure that their customer-brand experience is positive and consistent across all touch points (Gavin,2022). By creating an enjoyable and consistent customer experience, companies can build customer loyalty and trust. This can lead to repeat business, which is essential for any business’s long-term success. Furthermore, companies can use customer feedback to identify areas of improvement.


                                  
   In today’s competitive business environment, customer touch points are essential for any organization to build strong customer relationships, increase loyalty, and gain a competitive edge. A customer touch point is any interaction a customer has with an organization (Vetoec, 2009). This could include a customer’s initial contact with a company, interactions with customer service representatives, or any subsequent contact throughout the customer’s journey. By understanding customer touch points, organizations can identify areas for improvement and develop strategies to more effectively engage and support their customers. 
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          Revolut is a banking app and payment card that is marketed as a substitute for conventional banking products. It is made to fit the lives of those who lead a worldwide lifestyle or anyone else who desires the freedom that is unavailable from traditional banks. The objective of Revolut is to accommodate customers' requirements while providing them control. Revolut enables global spending and cross-border money transfers without any additional costs for both individuals' and business-oriented accounts. More than 2 million people use Revolut. These clients, according to the company's website, have conducted more than 150 million transactions totalling more than £15 billion. Due to Revolut's use of genuine exchange rates, clients have avoided paying fees totalling £560 million (Dale.O,2022).
[bookmark: _Toc128567912]3.0 Customer touchpoints

    Customer touchpoints are the points of contact between a customer and a company. These touchpoints can include physical interactions such as in-store visits, phone calls, or mail, as well as digital interactions such as website visits, emails, or social media interactions. Customer touchpoints provide companies with the opportunity to engage with their customers and build relationships. They also provide customers with the opportunity to learn more about the company and its products and services. By understanding customer touchpoints, companies can better understand their customers and create more effective marketing strategies. 

          An effective customer touch point process starts with the development of an engaged customer base. This includes creating a customer-centric culture and offering valuable services and products. It is also important to ensure that customers have a positive experience when interacting with customer service representatives. This could include providing quick and easy access to customer service, ensuring that customers feel valued and heard, and resolving customer issues in a timely manner.
       By understanding customer touch points and utilizing customer feedback, organizations can continually improve the customer experience. By listening to customers, organizations can identify areas of improvement and develop strategies to increase customer satisfaction and loyalty. Additionally, organizations can use customer touch points to create personalized experiences, build relationships, and stay ahead of the competition.

       At Revolut they give you the choice to use a Revolut card which enables users to spend money internationally without incurring any additional costs. It supports over 130 different currencies and provides you with the true conversion rate, so you are not dependent on brokers or exchanges that provide subpar exchange rates.

       Revolut also provides the option of free international money transfers. Additionally operating in more than 130 nations, this tool offers quick and safe money transactions. It also makes advantage of the real exchange rate, which enables consumers to save up to 8%. They do not 
even need to download the app for you to use this option to share costs with your family or friends or to be paid back.
      Revolut wants to have the strongest team possible so they can provide their customers with a positive experience. To that end, they construct a stronger team based on the following principles. ship, crew, and oneself. Collaboration is essential if the business is to advance, and they create a common vision. They seek to establish trust with each other in order to encourage support amongst teams and departments, both personally and professionally. even if it does not correspond to one of their goals or KPIs. The personnel are expected to treat the clients with complete directness, honesty, and politeness. Sometimes receiving Feedback must be pertinent, succinct, truthful, and suitable. and encourage them to always say what has to be spoken in order to grow themselves on the feedback they get.
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              Customer perspective and firm's perspective are two distinct yet interrelated concepts that are essential for any business to understand. Customer perspective is the way customers view the company, its products, services, and offerings. It is based on the customer's individual experience and expectations. Firm's perspective is the way the company views its customers, their needs, and how it can best meet those needs. It is based on the company's overall strategy, goals, and objectives. Both perspectives are important for a business to understand in order to create a successful customer experience and build customer loyalty.
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[bookmark: _Hlk128137161]               The business is in charge of improving, constructing, and designing the experience it provides to its customers. The business must understand the types of clienteles it is seeking. In order for the business to succeed, they must enlist the support of the consumers.
  The company's guiding principle is to prioritise its customers and keep things easy so that they can take advantage of the goods and services that Revolut provides by completing everything as simple as possible to reduce client friction. Establishing self-organizational abilities to their staff so they have time for stakeholders and customers and utilize understandable language.
    For each individual, Revolut develops a card with a unique set of plans. Delivering your first physical card is €5.99/£4.99 under the free plan. The Premium account offers this at no additional cost. Up to €200/£200 per month, withdrawals from any cash MACHINE are free; however, any further withdrawal incurs a 2% fee. Money transfers via standard wire transfers from your Revolut account to any other foreign bank are free, and transactions within the same currency are similarly cost-free. To use SWIFT, nevertheless, costs money.
        Revolut provides competitive exchange rates throughout the workweek that have a small difference between the buy and sell prices based on market rates obtained from other sources. This is valid for both using a cash MACHINE and sending money internationally (Gergely K.,2022).
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         Customer experience is the overall experience that a customer has when interacting with a business. It includes all aspects of the customer's journey, from initial contact to post-purchase follow-up. Co-creation is a process in which customers and businesses collaborate to create a product or service that meets the needs of both parties. It is a way of involving customers in the design and development of products and services, allowing them to have a say in how the product or service is created.
             Co-creation can help businesses create products and services that are more tailored to the needs of their customers, resulting in a better customer experience. By involving customers in the design process, businesses can gain valuable insights into customer preferences and needs, which can be used to improve the business.
      Based on Trustpilot Revolut now has an amazing rating of 4.7 out of 5 on Trustpilot, where more than 50,000 users have posted reviews. 91% of users give Revolut a Great or Excellent rating, while 6% give.
       When is come to Deliveroo according to Wilson (2023), Deliveroo has a monthly membership service called Deliveroo Plus that offers clients special offers and savings. Customers receive free delivery from participating restaurants for a set monthly charge. Deliveroo has been receiving largely positive reviews from customers. Many customers have praised Deliveroo for its fast and reliable service, as well as its friendly and helpful customer service representatives. Other customers have praised the company for its competitive prices and flexible delivery options. Overall, customers have been very happy with their experiences with Deliveroo (Deliveroo App). 
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        Deliveroo is a British online food delivery company founded in 2013 (Wilson, 2023). It operates in over 500 towns and cities in the United Kingdom, the Netherlands, France, Belgium, Ireland, Spain, Italy, Australia, Singapore, United Arab Emirates, Kuwait, and Hong Kong. Deliveroo works with over 80,000 restaurants, takeaways, and convenience stores to offer customers a wide range of food choices. The company offers delivery services for a flat fee, as well as for a delivery fee that is calculated based on distance. Customers can order food from the Deliveroo website or mobile app.
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         Customer experience is a multifaceted concept that, according to Lemon and Verhoef (2016), focuses on a customer's cognitive, emotional, behavioural, sensory, and social reactions to a firm's offers across the customer's complete buying journey.

      Based on the individual, customer experience can be either positive or terrible depending on the quality and dependability of the company's method of product delivery. It might be helpful for the business to seek out client feedback in order to adjust and offer better services. With access to client data, a firm may learn what its target market is interested in based on the products they offer. The information shaped the company's operations and product marketing strategies.
      When a consumer talks to a seller about a product, the seller is developing a survey for their customers to complete in order to improve their business. By focusing on the customer experience, a seller may keep customers loyal to their brand and encourage them to recommend it to others.
   It's crucial to comprehend and participate in the client experience. For a business to succeed, it must attract and retain consumers, satisfy them, and build trust between the supplier and the buyer.
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             Customer perspective and firm perspective can help shape customer experience by providing valuable feedback to the firm about customer needs and expectations. This feedback can then be used to develop more effective strategies and products that meet customer needs. For example, customer feedback can help firms identify opportunities to improve customer service, develop new products, or refine existing products. Additionally, customer feedback can help firms identify customer preferences and better understand customer behaviour. This can be used to develop more effective marketing campaigns, as well as tailor products and services to suit customer needs. By considering both customer perspective and firm perspective when designing products and services, firms can ensure they are delivering an optimal customer experience.
       From this two perspectives Deliveroo mobile app has a lot of advantages. The fact that it is so user-friendly and simple to operate is one of its many advantages. You may be sure to find something to your liking because it provides a vast choice of cuisine alternatives from several different eateries. And Deliveroo will cook for you if you are not in the mood!

Deliveroo's biggest drawback is that it may be extremely pricey. If you often use the service, delivery fees might mount up quickly. The lack of variety in restaurants in some places is another possible drawback (appconner.com).
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        CRM is a system that helps businesses manage customer relationships and interactions. It is used to store and analyse customer data, track customer interactions, and automate customer service processes. CRM systems can help businesses better understand their customers, build stronger relationships, and improve customer service. Additionally, CRM systems can help businesses increase sales, improve customer loyalty, and reduce customer churn (in class,2023).
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     1.Implement a customer feedback system: Companies can use a customer feedback system to collect and analyse customer feedback. This will allow companies to better understand customer needs and wants, as well as identify areas of improvement.
    2. Increase customer engagement: Companies can use customer feedback to engage with customers and build relationships. They can use surveys, polls, and other methods to collect customer feedback and then use this feedback to improve their products and services.
    3. Offer personalized customer service: Companies can use customer feedback to provide personalized customer service. They can use customer feedback to tailor their services and offers to customers’ needs and preferences.
    4. Monitor customer satisfaction: Companies can use customer feedback to monitor customer satisfaction and make changes accordingly. They can use customer feedback to understand what customers are looking for in terms of service and update better meet those needs. 
    5.Innovate and improve: Companies can use customer feedback to innovate and improve their products and services. They can use customer feedback to identify areas of improvement and develop new products and services that are tailored to customer needs.
     In order to draw in new clients and keep its present ones, Deliveroo can keep developing and enhancing its service portfolio. Supposedly, their app receives positive reviews from its customers. Nevertheless, Deliveroo only has one out of five stars on Trustpilot, indicating that they need to carefully review their offers in order to improve the quality and level of customer service.
This adjustment is suggested to improve user experience.  Revolut should combine traditional banking important elements and enhance their system in order to avoid fraudulent transactions, according to Swot & Pestle.com (2003), who found that these were the company's current vulnerabilities.
!!!Speak about quality!!
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