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[bookmark: _Toc230871745]Introduction	
Customer engagement is at the heart of any business and in these modern times, it can be the difference between success or failure. There are so many ways in which digital technology can help as it provides new ways of communicating with customers, can improve brand awareness and can even help with service quality and feedback (Data & Marketing Association., 2004). This report explores several digital opportunities that BrightWave café could use to strengthen customer engagement and increase customer satisfaction. 
[bookmark: _Toc230871746]What digital opportunities are available?
[bookmark: _Toc230871747]Social Media Marketing
One of the most effective digital tools for customer engagement is social media. Platforms such as Facebook, Instagram and TikTok allow hospitality businesses to strengthen customer engagement through visual content and interactive communication to promote products visually (KAM, 2024).
BrightWave Café could post:
· Photos of daily specials and seasonal drinks
· Behind the scenes content from the café
· Customer reviews and testimonials
· Promotions and competitions
Regular social media updates can help the café build a strong online presence and encourage repeat visits. Customers are also more likely to share content online, increasing visibility through word-of-mouth marketing. 
[bookmark: _Toc230871748]Email Newsletters
Email newsletters are another valuable digital communication tool. BrightWave Café could collect customer email addresses through loyalty programmes or website sign-ups. Personalised digital communication is increasingly important, as many UK consumers now expect relevant and targeted marketing messages (Optimizely, 2024).
The café could then use newsletters to:
· Announce special offers
· Promote upcoming events
· Share new menu items
· Offer loyalty rewards or discount codes
Email communication helps maintain regular contact with customers and encourages them to return to the café. Personalised emails can also make customers feel valued and improve customer loyalty.
[bookmark: _Toc230871749]Automated Responses and Chat Support
Automated responses can improve customer service efficiency. BrightWave Café could use automated messaging tools on social media or its website to answer common customer questions.
Examples include:
· Weekly opening hours
· Menu availability
· Booking information
· Location and contact details
This technology allows customers to receive quick responses at any time of day, improving convenience and customer satisfaction while reducing staff workload.
[bookmark: _Toc230871750]Digital Menus and Online Ordering
Hospitality businesses are increasingly using digital customer engagement tools such as online ordering systems and personalised booking communication to encourage repeat visits (The Guardian, 2024). BrightWave Café could introduce QR-code menus that customers can access on their smartphones.
Benefits of digital menus include:
· Easy updates to prices and products
· Reduced printing costs
· Faster customer access to information
· Improved hygiene and convenience
The café could also introduce online ordering for takeaway services. This would provide customers with a faster and more convenient experience, especially during busy periods. 
[bookmark: _Toc230871751]Loyalty Apps and Customer Rewards
A digital loyalty programme could encourage repeat business. BrightWave Café could use a mobile app or digital rewards system where customers collect points for purchases.


Rewards could include:
· Free drinks after multiple purchases
· Birthday discounts
· Exclusive promotions for members
Digital loyalty systems help businesses collect customer data and better understand customer preferences, allowing more targeted marketing in the future.

[bookmark: _Toc230871752]Conclusion
Digital tools provide BrightWave Café with many opportunities to improve customer engagement and business performance. Social media, email newsletters, automated responses, digital menus, and loyalty programmes can all strengthen customer relationships and improve convenience. Businesses in the hospitality sector are increasingly investing in digital capabilities to improve customer experience and strengthen customer engagement (Leonardo and Avila, 2024). Research also shows that social influence and social media involvement positively affect customer engagement in food and hospitality businesses (Yuan, 2024). By using these technologies effectively, BrightWave Café can increase customer satisfaction, attract new customers, and remain competitive in the modern café industry. 
[bookmark: _Toc230871753]AI Usage
For this report, I used AI to generate an initial outline and then edited the content for accuracy and tone.
[bookmark: _Toc230871754]Section 2: Ethical/Professional Reflection
Before using any of the information provided by AI, I read over this and tried to paraphrase into my own words. As I work within Social Media, I was able to add a few ideas of my own and know from personal experience, the information provided was accurate. I was also able to check the information provided by searching for my cited references.
In terms of bias and limitations, one thing I’ve noticed is that all the suggestions given are great and quite fool proof for the younger generation, however for things such as QR code menus, this may prove difficult for someone who is not great with technology. This could end up alienating a percentage of potential customers. If the café were to introduce something like this and get rid of traditional menus altogether, this could also prove an issue should there be an issue with no internet access. 
Overall, I think AI can be a great tool to use as a skeleton of something, but for something to sound truly authentic, it needs to come from a real person who has real experiences behind them.
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