










Customer relationship
Management emerging themes 



Khadjha Wilson (2020812)

Module: Understanding and engaging in the customer experience 

Module code: BMSW 5103

Dr Kingsley Omeihe 

2









Part 1a
Customer experience can be defined as the internal and subjective response customers have to any direct or indirect contact with the company (Meyer and Schwager, 2007). Direct contact generally occurs during purpose, use, and service and is usually initiated by the customer. Customer experience can be viewed from 2 major perspectives which are the firm’s perspective and the customer’s perspective

The firm perspective is essentially in charge of designing and crafting an experience for the customer. However, a customer's willingness (or lack thereof) to receive a firm's products/services is primarily determined by the value propositions associated with the product/service. (Berry et al, 2002; Stuart and Tax 2004)

 Customer perspective is the customer experience is the culmination of a customer's interactions with other actors in a larger ecosystem, while also acknowledging the customer's role in the experience's co-construction. (Schmitt, 2011)

Revolut is a provider of banking and payment services. They offer British and European bank accounts, fee-free currency exchange all offered online. 

The main goal of the business structure is to create a borderless economy by providing everyone with accessible financial products. By creating ‘super app’ that allows users to combine banking, savings, payment investments and currency exchange all in one place which challenge traditional ‘brick and mortar’ bank by exclusively operating online 
Revolut collects mostly financial data when operating the app, but they also collect data to ensure customer experience is at optimum for example, asking if they are enjoying the app and if not what they can do to improve their experience. 

Revolut saw a growing customer need and satisfied it. Between 2018-2019 used numbers doubled but revolut’s profit margin tripled as they aimed to get more out of existing customers. They can do this by mobile app engagement with keeps people glued to the app. (Benjamin,2022)

Revolut uses 3 steps to turn mobile app engagement into improving customer experience, growth and relationship. They achieve this by: - 

· Making the app more exciting with gamification. For example, point systems 
· Motivating daily users’ activity and turning users into brand ambassador
· Lastly, incentivise user referral, led by the loyal customer (Benjamin,2022)

Revolut encourages users to refer others by using the ‘network effect’ which is making the service more useful, the more people that use it. for example, features like bill-splitting or a shared saving vault. This gives users ‘extrinsic motivation’ to use the app. (Benjamin,2022)

John goodman states ‘that the company wanted to create strong customer engagement with robust education while making all interactions effortless, proactive, and inexpensive.’ Which revolut has been able to achieve with the mobile app.

Touch points are individual interactions between the firm and the customer at specific points in the experience (Homburg et al. 2015; Schmitt 2003). 
It could also refer to direct contact with the product or service itself, or with representations of it made by the company or a third party.

It’s important to be creative when planning what touch points will keep users’ engagement as it is different for every business. As revolut is completely online, their touch points would include:

1. Customer support- Revolut can be contacted on the app through a messaging service and by phone. However, they have a customer help page with has multiple articles on all the aspects of the app to solve your problem.
2. Feedback- Revolut ask customer how they are enjoying the app and whether they choose yes, or no can send feedback on the improvements of the app.
3. Reaching out to existing customers and offering discount and special offers. For example, offering cashback at many different companies like co-op, curry’s etc., money off purchases from certain brands.
4. Offering special discounts for customer feedback and surveys about the mobile app- They offer cashback, gift cards and discounts. 
5. Customer referrals- For every person referred the person who done the referral can receive different sets of rewards like money (for example, £50 for every referral who opens an account and spends £5)
6. Social media advertisements- revolut advertises on Instagram, TikTok, Twitter and Facebook.
7. Lastly, email marketing- promoting membership opportunities, different offering included in the app that users might not have known about for example, pet insurance, cashback opportunities etc.


Brand experience is a type of experiential marketing that incorporates a holistic set of conditions created by the company to influence the feeling a customer has about a particular product. (“What is brand experience? - Definition from WhatIs.com”) 

Brand experience is a great way to produce growth of users through relevance. There are many ways to create a desirable brand experience, here are a few examples:

· Discovering a purpose for your brand- Revolut’s purpose is selling a borderless, customer-centric platform exclusively online. The tone of the experience you want to create will be set by defining who you are. In an oversaturated market, products linked to a larger purpose can stand out, the purpose often has more value than the product itself. (Lokmanoglu,2019)
· Telling a story about your brand- How did your business come to be? Sharing your brand's story encourages continuity, captivates curiosity, and implies a living, growing entity rather than something that exists solely to make money. Brands can share their stories and truly inspire people through blogs and social media. (Lokmanoglu,2019)
· Being consistent- inconsistency can damage your brand image and overall customer experience. Thinking about if all the aspects of your business are in line with your overall brand personality and approach
· Engagement-Your visibility, and accessibility provide numerous opportunities for interaction. Sending customer surveys, gamification, and the 'network effect' are all common methods for increasing engagement at Revolut. (Lokmanoglu,2019)
· Adapt and evolve-The we make purchases, find information and seeking different experience is constantly changing. With customer reviews has a great influence on how brands do business and social media being almost everyone’s source of information. Adaptability is more important now that ever. (Lokmanoglu,2019)

Customer relationship management (CRM) is what a company knows about customers for example, his or her history of service requests, product returns, and inquires. Managing customer touch point help to maximise loyalty to the brand.
 CRM is monitored through point-of-sales data, market research website click through and tracking of sales which is tracked by customer centric fields for example, sales, marketing team and customer service to produce a more efficient brand for all customers. Information can’t be recorded until there has been a customer interaction. For example, Revolut only asked about how you feel about the app and how they can improve after you’ve used the app.

However, there are many issues surrounding CRM including all the financial laws and how and where data that’s been collected can be used or stored as it’s very sensitive information which can cause a struggle to keep up with financial legislations to produce the best service and ensure customers data is always protected.

Revolut is only interested in making long-term relationships with their customers just like many other businesses without their loyal customer their business won’t continue but to keep the relationship stable revolut must demonstrate that they can meet the customers banking needs. So, they use something call relationship marketing which Is based on the premise that important customers require focused and continued attention. This requires careful coordination, a whole company effort to create valued and satisfying relationship with important customers as dissatisfied customers are less likely to return so establishing a relationship to encourage repeat business. Most businesses aim for three things when building a relationship: 
· Satisfaction
· Trust
· Commitment
This is what is aimed for in relationship marketing.




Part 1B
Co-creation is less traditional company centric perspective, it offers brands significant benefits, including better ideas and product innovation, more consumer-centric products, and a stronger relationship with their customers.

Although the term "co-creation strategy" usually refers to a collaborative process between a firm and its customer, some business analysts also use it to refer to partnerships between businesses and other co-creators, such as outside vendors, agencies, and other stakeholders. (Masterclass,2022)
Chandler and Lusch stated. ‘The proposed framework sheds light on the fundamental role that value propositions play in service systems. Building on service-dominant logic from marketing and structuration theory from sociology, the authors theoretically link three service constructs: value propositions as invitations from actors to one another to engage in service, engagement as alignment of connections and dispositions, and service experience as many-to-many engagement. The proposed framework generates future research directions and theory development regarding the crucial role of value propositions in service systems; ultimately, it contributes to a deeper understanding of markets that is different than that which is guided by the standard neoclassical economics view of markets.’ (Chandler and Lusch, 2015). Which I analyse as marketing theory, co-creation perspective is mostly service and value centric. This approach is the practice of collaborating with other relevant parties to guide the design process so that designers of the product can therefore obtain more comprehensive views of what a product or service should include. For example, Market research or using social media to get opinions from customers or even employees. This perspective is the way top discover new marketing opportunities, better product branding and establish the brand presence with existing and new customers.

Revolut relies on ‘Brand bidding’ which is a strategy based on bidding on certain keywords related competitors. Brand bidding can enable marketers in the financial field to increase exposure to their brand. Revolut bid on words like ‘Monzo’ ‘HSBC business’ ‘L.            Lloyds commercial business’ so when people search these terms it can still bring exposure to the relevant brand. They also use content-marketing strategy such as blogs which in all honestly revolut needs to improve on as their competitor (Monzo) outshines them in this regard.
‘Identification has both direct and indirect (i.e., via customer satisfaction and perceived social actors’ contributions) influence on customer loyalty. The results imply firm activities have limited influence on customer satisfaction and loyalty. As a result, managers must identify strategies to facilitate value co-creation among all relevant actors.’ (Herbert Woratschek, Chris Horbel & Bastian Popp, 2020) This means co- creation is important to improve customer loyalty as this framework always focuses on the customer centric view.
Indirect contact, which might take the shape of word-of-mouth recommendations or criticisms, advertisements, news reports, reviews, etc., typically has unplanned contact with representations of a company's products, services, or brand.

There are many benefits to co-creation. For example:
1. Products based on customers desires- Companies might occasionally become so preoccupied with the items they are producing that they fail to take their customers' desires into account. By include customers in the process and resulting in more goods that are focused on the needs of the customer, co-creation projects help to solve this issue. This adds value for prospective customers and aids businesses in enhancing customer satisfaction, which raises the possibility of increased sales and greater customer loyalty. You don’t have to predict what customer want; you can ask them instead. (Masterclass,2022)
2. Better financial performance- companies save a lot of money on research, development, and marketing cost with only increases customer loyalty.
3. Innovative ideas- this supports a more cooperative method for brainstorming, which can result in greater creativity and open innovation, real value creation, and better goods overall. Co-creation initiatives can be a useful component of market research, offering businesses a competitive edge over rivals who don't consider client suggestions. Keeping ideas fresh is important to company growth. (Masterclass,2022)
4. Making the customer part of the creation-Collaboration between businesses and future customers strengthens the bonds between the parties. Additionally, it promotes a culture of empowerment and respect for one another. Because they can see that the business prioritises the customer experience, customers are far more likely to trust and support co-creative businesses. (Masterclass,2022)


Designing and creating an experience for the customer is mainly the responsibility of the firm perspective. However, the value propositions connected to the product or service are what essentially decide a customer's desire to purchase a firm's goods or services.
This perspective correlates mostly to customer experience as Barry and Carbone states ‘Organizations must provide their customers with satisfactory experience. Competing on that dimension means orchestrating all the "clues" that people pick up in the buying process.’ (Berry et al, 2002)
Brands need to create a sense of values when using their service. However, sometimes value is not enough, managing experience is sometimes providing entertainment or creative innovations to keep users interested. Revolut uses a lot of different techniques (Mentioned in the beginning of the report) that creating exponential growth within the firm. To carry out this strategy, the firm must gain understanding in the customer journey with that understanding they can assess how to make individual customers experience properly. The firm can add a series of "clues" that meet or exceed people's emotional needs and expectations which helps them be able to predict what the outcome will be when it’s over. The firm focuses on the satisfaction that the customer feels when using the brand which in a way makes both. perspectives aligned with a marketing concept.
According to Lemon and Verhoef (2016), customer experience is a multidimensional construct focusing on a customer’s cognitive, emotional, behavioural, sensorial, and social responses to a firm’s offerings during the customer’s entire purchase journey. Which is way its important that brand follow the customer’s journey. The complexity of customer touch points and the belief that boosting customer performance at various touch points will boost the company’s bottom line through the development of strong, positive experiences throughout the customer journey. 
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