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[bookmark: _Toc307311002]Introduction.
In this report I will talk about Zopa and everything that includes Zopa as a business in Great Britain and everything that will emerge from my extensive research on Zopa. Zopa was founded in March 2005, in United Kingdom.
in the 17 years of activity, Zopa has managed to make money work better for over half a million people in Great Britain.
in all the years of activity, Zopa has given loans, in different forms, such as car finance, credit card, personal loan, etc... more than 6 billion pounds   they say that they make money to work for people.
Zopa benefits from the trust of their customers for the services offered, which gives them as a company a rating of 4.5 on Trustpilot, a score based on 15k reviews, this is what it shows on the official Trustpilot website, and seeing this, I understand that the degree of customer loyalty to Zopa is continuous growth which helps Zopa as a business by constantly increasing customers.

Part A
[bookmark: _Toc1142948384]Customer touch point.
At Zopa, when it comes to "Customer touch point"
things proceed as follows: they start with online advertising, which exists on their own platform but also other sites with a financial profile such as experian, karma, or totalmoney, platforms that suggest services of many other financial institutions.
When you are redirected to the Zopa platform there you can start your journey with them by registering, and based on the history in the financial databases you can benefit from the services offered by them, you get in touch with the customer service staff, they direct you to the following step by step, being a new customer you will be informed of all their services through promotional emails, text messages on the phone, letters in the mail. At Zopa, when it comes to "Customer touch point"
things proceed as follows: they start with online advertising, which exists on their own platform but also other sites with a financial profile such as experian, karma, or totalmoney, platforms that suggest services of many other financial institutions.
When you are redirected to the Zopa platform there you can start your journey with them by registering, and based on the history in the financial databases you can benefit from the services offered by them, you get in touch with the customer service staff, they direct you to the following steps taken, being a new customer you will be informed of all their services through promotional emails, text messages on the phone, letters in the post, these services are offered to individuals, but they also have services that are offered to B2B (Business to business)
in B2B here things are a little different, for the customner touch point to be completely satisfactory you will have different ranges of personalized services.a
When it comes to customer experience, I will use my knowledge witch I learned in classroom, and I will put in practice to see what make a good customer experience for Zopa.
· Discover the brand, which at Zopa is extremely popular and you have access to information both from the platform itself and from partner platforms
· Research product/services
· Test or use those services
· Interact with customer service representatives
· Purchase a product/services
· Receive support for a product/services 


[bookmark: _Toc1317096814]Customer Relationship Management.
It has become increasingly common in recent decades to employ customer relationship management (CRM) as a strategic method, and this tendency doesn't appear to be going away. For companies to be successful in achieving their corporate goals, they must fully grasp how strategic and customer-focused CRM can help. As a result, the first chapter provides a thorough introduction of the major words and presents crucial constructs that readers must be aware of and comprehend in order to fully comprehend this issue. This chapter first defined organizational CRM in its current form and places it in the context of the changing consumer, market, and marketing functions before outlining the advantages of strategic management of customer value. Finally, it provides some insights into the past, present, and anticipated developments that have shaped and will continue to shape strategic CRM. (V. Kumar &Werner Reinartz 2018)
[bookmark: _Toc1335141589]Understanding Customer Value.

[bookmark: _Int_JzP30nM6]Customer value is a concept and a tool that most companies in the UK use to increase their advantages in front of the customer. Value refers to what a client is prepared to pay for to obtain a good or service that will meet his needs. As a result, value is not only tied to the product or service itself, but also to how the customer perceives it and how well it meets his expectations. (Philean.2013)

[bookmark: _Toc1655961145]Marketing Ethics.
Applying moral standards and principles to advertising's use of imagery and
marketing techniques the process for putting ethical standards into practice
represent the standards of conduct and general guidelines developed by various
associations of consumers, corporations, or professional groups. They lack the coercive nature of statutory standards, but drawing
[bookmark: _Int_9FmNbjEX]the organizations' general guidelines for conduct that they wish to follow
the moral standards that guide their behavior. Ethics are universal.
the legal framework since it cannot account for all circumstances in which
[bookmark: _Int_82BbwQdr]To a greater or lesser extent, moral principles are affected. (D. Vranceanu.2022)

[bookmark: _Toc1296864118]Sustainable Marketing.
Economic organizations and companies cannot survive today's highly competitive global environment without engaging in activities at the highest level. The consumers and users of these companies are faced with a much larger selection of suppliers who are all competing to meet their tiniest needs.
[bookmark: _Int_WfMn7jOo][bookmark: _Int_bkB2hxBt][bookmark: _Int_9N8PlLpq]The origin of marketing is related to the fact that people and other economic agents express needs, wants, and desires, and that choosing the necessary good or service is exceedingly difficult. The focus of effective marketing management will be on naming these needs, assessing them, categorizing them, and then meeting them. (Marketing)
[bookmark: _Toc1503180947]Brand Experience.

Lending between individuals is a fascinating area. Long-term results will have to be seen, but for the time being, it is a very profitable investment.
 Since many people have already realised this, Zopa had to suspend taking on new investors until the balance started to rise once more.
 Although I really believe Zopa is a company with solid ethics and culture, it is not perfect. It prioritises investors and borrowers and strives to be as open as possible.
 I'm trying to be careful because I'm not quite certain about peer-to-peer lending's durability as an investment over the long term. However, I don't want to pass up this fantastic investment strategy that is 100% tax-free.
[bookmark: _Int_ddCDdvxs]The "Zopa principles" are a description of the lending mechanism on the Zopa platform (Zopa 2016). The institutional investors' underlying mechanism is as follows. The amount that a lender wishes to lend, the markets in which they intend to lend, the interest rate at which they are willing to lend, and the length of time they are willing to lend are all examples of lending criteria. The loan is divided at random among the applicants lined up in the predetermined "markets." In each of these markets, the interest rate that borrowers must pay is set at a level that balances the amount of investment with the total amount of borrowing needed. The platform's automatic lending setting is the default setting, which means that the interest.


Part B

I have read some negative reviews about those from Zopa, but even negative reviews can help other customers, you can see some decisions in those reviews whether or not they will use the services offered by those from Zopa, I learned that there are people who are paid to write reviews I don't know now if the reviews I read are real or I didn't see a customer write about the customer service as if he wasn't treated As expected on that review I also saw an official response from the snow guys who said they are sorry to hear that he was not satisfied with those who interacted with him And his problem was not resolved they thanked for the review and said they will try to improve your service All these reviews are on sites of trust that gives a rating to companies in the United Kingdom at this time Snow has a rating of 4.5 on a maximum scale of five which is located in a good Range.(zopa reviews.2022)
zopa reserves the right to select customers by means such as those of a financial nature, respectively Experian karma totalmoney and many others like All these sites are informative sites about the financial history of each person who uses a bank card a credit card a personal loan or a car loan everything is based on credit the score that helps those from Z steps many other financial institutions in making decisions with reference to the clients they will work with For example if you have a low credit score you cannot access a credit card from Zopa if you have a good credit score You have a percentage in which you will be accepted as a client with them if you have a very good credit score you will have maximum chances of obtaining a contract with them for you for the clinic either for a loan or for everything they offer is all based on personal information and data.

[bookmark: _Int_HZjE0vPG][bookmark: _Int_J3xxXSIF][bookmark: _Int_rVgP0Om3][bookmark: _Int_IS9ygrFi]many customers meet problems when it comes to the processing of personal data this is where the mandate of the GDPR comes in plays a key role in the UK is where personal data is stored for both individuals and companies and provides an opportunity for large companies to have access for a period limited as long as the client works with them they have access to personal data After finishing a contract with certain clients they no longer have access to that client's personal data, because it is a financial institution, Zopa works with the personal data of customers, which is why they always need to access personal data to access the customer's history, and many of the shunt customers are worried about their data, but how do we know that the GDPR regulations are very strict? Zopa does not end up getting some fine which is huge for violating one of these aspects of the obvious their products are not products What are sold face to face are services and you receive help from them online and that's why people don't believe much in online Otherwise On a scale from 1 to 10, I say it's in the Top 8, which is ok, I'm in partnership with metrobank where and there the clients are not few at all.

[bookmark: _Toc1632831531]“Zopa announces partnership with Metro Bank
We have today announced that Zopa is partnering with Metro Bank to allow the bank to lend its funds on our platform, a first of…  ( Zopa blogger 2015)









[bookmark: _Toc472979066][bookmark: _Toc1677893948]Concluzion.
in conclusion, I think that Zopa is a financial institution that respects its customers and it is to the benefit of both parties if a pass has a continuous activity to have improvements so that the customers can benefit from everything that offers us financial comfort and then the customers will not thank you there are no products and services that are without defects but we have to look ahead and see things as clearly as possible to make them as good as possible for those who use products and services not to encounter problems that were not taken into account even at the level of those from Zopa. from their internal website it is clear that they benefit from the trust of customers and the customers in turn benefit from the satisfaction that zooba offers them, it offers them a financial comfort which we all know is difficult in this period because inflation is very high experiences customer experiences are pros and cons what leads to the division of opinions, there are a lot of optimistic opinions, there are also negative ones, but not many There are few on this side that you do not find on other sites, there are details that would help or guide customers to make quick decisions For example, if you want to make a loan you have a call of 34 a call is very big and you have to look for a very small one like 6.
I conclude that Zopa is one of the companies whose customers benefit from 24/7 services, they are services that do not hinder your daily activity, do not disturb your financial peace of mind, a company that is still continuously on the rise, they have advertising sources, both Facebook, Instagram, Google, you can find them all over the online environment advertising about their services is a company that molds itself to the needs of its customers.
In conclusion, I can conclude that Zopa rose a little above what it is at the moment and looks to the future with offers that will be beneficial to you and in the future, not only from the moment, as long as you don't have a financial culture, you can't look to the future without having one worry that worry disappears if you do your homework and don't leave it all in the last hundred meters(Financial IT.2022 )
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