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[bookmark: _Toc1212349349]Executive summary:

In the today's day and age, convenience is a crucial element - especially for those with a busy schedule or just for those who want to try new experiences. With the fast innovation of technology, it is possible to receive food within minutes all from a few clicks on your phone. Deliveroo generated £1.8 billion revenue in 2021, a 50% year-on-year increase (IQBAL, 2023) To elaborate, technology has played a key role in modern society as it creates endless ways to provide a variety of services electronically. Learning how to manage information systems can assist businesses in data collected, profits, organizational productivity, and expenditures. 

[bookmark: _Toc1961108846]Introduction:
This assignment is an exploration of various techniques businesses use to succeed and deliver a good service. The chosen company that will be discussed is ‘Deliveroo.’ Furthermore, the aspects that will be explored are CRM (customer relationship management) and how it works, firms' perspective, co creation, customer experience, customer brand experience touchpoints, and what key strategies are important to run a successful operation. This report will include the strategies companies use within their workforce as well as examples of some recommendations that could initially support the business. Furthermore, a critical discussion will be spoken that explains the firm's perspective and co-creation perspective. The focal point if any major business to strive is to learn how to communicate with your consumers, allowing them to even co-create. 
Co-creation of new knowledge has the potential to speed up the discovery and application of new knowledge into practice. (Pearce et al., 2020)
Lastly, a critical discussion of the two major customer experience perspectives will be spoken about and recommendations will be suggested. 


[bookmark: _Toc1071934872]Firms' perspective:
The resource-based view [RBV] is a strategic management tool and framework used by businesses and organisations to identify and exploit strategic resources to create a long-term competitive advantage for the organisation (Harvey, 2020)
The firms' perspectives impact the company's performance as it makes choices that will increase profits. 


[bookmark: _Toc1859698531]History of Deliveroo:
To begin with, Deliveroo is an online food delivery service that collaborates with other restaurants to provide customers with food. Contractual drivers who work on an as-needed basis make deliveries (Hendelmann, 2023) it was founded in 2013 by two Americans in the UK (United Kingdom). Deliveroo became popular as it used a GPS system for drivers to be navigated by the customers in real-time. Deliveroo is actively used in over 10 countries and its revenue growth increases by 650% yearly. By 2015, the app was used in over 30 countries and was receiving a lot of attention from a variety of consumers. By 2015, Deliveroo was worth $600million (valuation).
Deliveroo charges both customers and the restaurants from which they order, and they deliver your food within 30 minutes.
[bookmark: _Toc1888001922]CRM: concept and benefits:
Customer relationship management (CRM) is an innovative technology that aims to improve customer satisfaction, loyalty, and profitability by acquiring, developing, and maintaining effective customer relationships and interactions with stakeholders. Numerous CRM studies have made significant progress in areas such as telecommunications, banking, and manufacturing, but research specific to the healthcare environment is limited. CRM (customer relationship management) is when a service provider communicates with a service user via technology or physical contact (Baashar et al., 2020)
Incorporating CRM in the workplace is effective because it allows everyone to be on the same page, open for innovative ideas and opinions. When the team works collectively in such cases, it helps to strengthen the bond between work colleagues because you can differentiate everyone's strengths and weaknesses accordingly. 
By doing so, healthy work relationships and habits are formed, and targets/goals can be achieved more efficiently. 
Below is an image of the CRM process.
[image: ](
Coffman, 2021)
Understanding the CRM process is critical because it identifies potential problems and allows you and your team to tailor a service to the needs of the customers. As a result, you can build customer loyalty and help you gain future customers within your firm.
[bookmark: _Toc2035311194]The process of CRM:
Generate brand awareness
This is done through marketing online, websites, advertisements, and emails. With the advancement of technology and social media anything can get shared from announcements, deals, and offers. Customers appreciate value, and things that are worth their money; by taking their opinions and choices into account you subconsciously create a long-term customer relation which benefits the business. On the other hand, word of mouth is a powerful tool, and your brand can speak volumes without doing too much because the brands history with its customers will talk for itself. Subsequently, reviews, testimonials and good word of mouth is beneficial for the growth of the brand.
Acquire leads
By acquiring leads as a business, you take the opportunity to advertise and promote your brand, this is usually done by the marketing and sales team who send emails to customers to typically land on your website. This gives the brand recognition and opportunity to highlight your achievements and overall, the quality of service you have to offer. 
In the food delivery department, time and punctuality is vital because it gives the customer peace of mind regarding how long the delivery will take. It is all about efficiency in the end. Collectively, creating a database which has information of various customers is a key principle as it helps to accommodate the needs of the consumer. The database can vary from transactional history to past orders, the history of the buyer, and location.  
Convert leads into customers 
Without sales leads, it is difficult to maximise revenue and grow your business. Lead generation helps your company build relationships, trust, and authenticity with prospective customers.
Provide superior support 
Apart from highly efficient 24/7 customer support and dedicated account management, Deliveroo provides its restaurants and culinary kitchen partners with constant guidance around performance analytics to keep track of their businesses. 
[bookmark: _Toc1484996982]Technology Deliveroo applies
Deliveroo's uses advanced technology like intelligent machine learning such as the FRANK algorithm, which lets riders, restaurants, and customers connect efficiently. FRANK algorithm is continuously improving, and it is the best way to record how long innovative organization technology is based on intelligent machine learning, allowing us to constantly improve the nuances of delivering neighbourhood by neighbourhood. Deliveroo uses technology, such as our Frank algorithm, to determine the best way to connect riders, restaurants, and customers to provide the best coordination service in the industry. To make the service even more efficient, Frank is constantly improving its knowledge-learning capabilities, such as how long it takes a restaurant to prepare a meal to how long it takes to travel a certain route at various times of the day.
[bookmark: _Toc1716915983]Braze currents
Braze currents is another type of software companies use to devise long-term relationships with their customers across key digital channels. Customer engagement is a vital element for fast and reliable food service. Braze currents uses data collected from consumers and real time data to monitor performance. This varies from mailing marketing lists, SMS, social media. In contrast, this can also be classed as a touchpoint which is the line of communication point between an enterprise and its customers.  
“We strive for a data-driven approach to drive engagement and loyalty with our customers,” says Deliveroo’s senior CRM manager Tony Casey. “We look to communicate to customers at the right time via the right channel and to personalise messages based on their preferences and behaviour. We want to give customers content that is relevant to them.” How Braze helped the restaurant delivery brand serve up and scale during Covid (campaignlive.co.uk)


[bookmark: _Toc337101344]Customer lifecycle
The customer lifecycle is the stage where a consumer goes from one point to another such as the menu or main page of an app or website to the second stage which is the transaction page. Initially, it is important to reach, quire, develop, advocacy and retention.
To reach, you must create a target audience and content which reaches the necessary consumers. In other words, it is just how you create awareness for your brand. To acquire, you must know how to interact switch your customers through marketing like SMS, promotional offers. This will create the right amount of traffic to attract future customers. Also, this will enable retention and make the consumer feel valued as they have been sent personalised 1-1 messages. Communication can be practised thoroughly, and advocacy will play a key role in inspiring protentional service users to purchase from the company. Advocacy can be word of mouth, reviews 
Subsequently, the drivers are supported in their work ethics as Deliveroo provides flexible work contracts so individuals can work whenever they want. Also, the app and website are moderately easy to navigate for drivers to plan routes and journeys to deliver food as required. 
Additionally, Deliveroo allows the riders to keep the tips they earn whilst delivering food. The riders also receive £250 to refer other people to work for Deliveroo. This is a fantastic way to give people an opportunity to make a living, in a safe environment, as the company also give their drivers high quality safety clothing, which gives them a professional look.


[bookmark: _Toc828222319]CRM levels:
Customer relationships management (CRM) can be perceived is 3 diverse levels such as:

Operational CR:
CRM uses a traditional transactional approach to deal with customers. it is the process of collecting customers information and focuses on the marketing side, sales. The link that helps connect your brand, team of co-workers, and future clients is operational CRM. 
Analytical CRM:
The analytical process is a business's approach in handling raw data, running campaigns, 
Collaborative CRM:
Links information between different departments to deliver optimal results. Collaborative crm works by ensuring there is clear communication to fix problems internally.

[bookmark: _Toc366751385]An Operational Analysis of Deliveroo
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(Moxon, 2022)
Furthermore, this food delivery company uses a transformation process to provide optimal results within the organisation. More importantly, this process works by inputting data and transforming products to satisfy the customer needs and create revenue that suffices of loyalty, collaboration, and value. This procedure uses time management, appropriate inspections carried out, and using resources that help the company grow. In comparison, it may not be easy to provide an improved transformational process for some companies as it requires balance between workers, lack of focus burnouts in the workforce. However, with right direction and determination, it can be equally effective to incorporate the transformation process because it stimulates learning as everyone is working towards a unified goal. 

Deliveroo has two main operations that generate revenue: (1) its software-as-a-service marketplace, which covers restaurant coordination (overheads, delivery fleet investment, payment processing, etc.) for a monthly commission, and (2) its fulfilment process (the delivery fleet), which takes up to 35% of orders overall. Deliveroo also earns money from 'Pick Up,' a service that allows customers to pick up their orders themselves (Moxon, 2022)

Deliveroo, a food delivery platform, uses the "Frank" algorithm to optimise the delivery process and improve the overall customer experience. The well-known algorithm is immensely helpful as it uses real time gps tracking, so the service user and service provider can plan accordingly. On the other hand, FRANK has incorporated an algorithm which also estimates the time, within the route and considers external factors that can affect a service on the vast- such as harsh weather, roadworks etc. Also, this algorithm is continuously updating from the data stored within the system, which is a positive because it allows companies to provide an efficient facility.
Despite this, Deliveroo can improve their service by creating a user friendly intersurface for to generate and managing it regularly. This can be solved by communicating with the CRM marketing administrator to keep up to date with the app design and allowing service users to get more involved with the brand development also known as (co creation) service providers can create an environment or channel on social media where clients can actively participate on ways to enhance their customer service.
A news article has said that Delivery company Deliveroo claimed the top spot as the most hated brand over the previous year, with 33% negative reviews. Stories of rude and dishonest customer service agents dominate the reviews as customers struggle to get refunds and feedback on missing deliveries (Reporter, 2022)  
Customer satisfaction is the main thing for all business to achieve, therefore thorough checks must be carried out- regarding all departments so the appropriate type of staff is hired as they represent the face of the brand when dealing with clients. Thorough back rounds check, and training should be completed, to avoid further complications.
[bookmark: _Toc576162510]SWOT analysis of Deliveroo:
Strengths of Deliveroo are the fast-food service, which means the food gets delivered within 45 minutes. The incentives are great for workers as they are provided with equipment and uniform. On the other hand, customers benefit from the reward scheme such and in app referrals where both existing customers and newly joining customers receive money off their order. Another factor is that this food delivery service is one of the largest globally and has a vast amount of loyal fanbase which is always expanding rapidly.
Weaknesses could be the limited PR on social media and the lack of interaction with some of their clients. This brand could benefit from campaigns and collaborations with more brands and fostering an environment where individuals can give ideas from the technical side to the creative side. 
Oppurtunities such as brand colloration can enhance brand experience by researching different markets and increase sales, and you can explore various aspects. By using existing data from brands, you can tailor future needs of consumers through digital marketing. It is also cost friendly when collaborating with other businesses as you can share the expenses. Furthermore, it will improve engagement to your customers, so they feel more included investing in the brand, when they are heard and listened to. 
Threats in this industry varies from competitors to legal dilemmas. In this case, Deliveroo's competitors are other food delivery services such as just eat, UberEATS, Foodhub.

[bookmark: _Toc581245571]What makes Deliveroo different?
Deliveroo's digital system is quite unique from other food delivering services as it uses real time data to update their customers. Each order also gets delivered under 45 minutes which is a bonus for those working a busy schedule or simply those who want to try something different. There are filters to choose which vary from cuisine type, trending foods, and most importantly location. This process will benefit the company because the algorithm will tailor the landing page for future visits. Incentives, such as promotional deals would work well as it will boost sales and make the service user feel appreciated and rewarded for their customer loyalty. Incentives for staff is beneficial too as they will feel rewarded for their contribution and efforts to achieve their HR driven goals and increase employee engagement.  Another thing that makes this firm different is that it has advanced technology analytics like predictive algorithms- such as FRANK.
[bookmark: _Toc871149981]Recommendations:
Recommendations that will improve the quality of service within Deliveroo would be to be more interactive with the consumers via digital marketing and updating the intersurface on the apps regularly to manage different trends. This can be achieved by dedicating one specific team to manage PR only. The look of your brand such as aesthetics, packaging is particularly important as it displays your customer service and says a lot about your workforce and work ethic. Therefore, dealing with customer support is equally important and can play a huge role in taking leadership and displaying skills. Staff should be given regular detailed training on maintaining professionalism and there should be a form of effective communication in various departments in this operation. By motivating the team to work collaboratively, you can deliver optimal results and make sure everyone works in unity.
[bookmark: _Toc1330536373]Conclusion:
In conclusion, maintaining any type of company is challenging but by implementing the crucial strategies within your brand can have a positive impact on the outcome if your performances. By hiring the suitable staff to work on departments they influence best on, everyone is satisfied in the end. In contrast practising marketing and actively posting through different communication platforms, will generate good attention for your business. 
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