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Introduction

In this introduction I will talk about the company I have chosen for studying and how the how the customer satisfaction plays a huge part in achieving the company’s goals and objectives.
I have chosen the company called Deliveroo, which I work for as a part time delivery driver in my spare time, I have started doing this around three years ago.
To start with a short description about the company, it started in 2013 when the CEO Will Shu moved in London from New York being a investment banker, and working long hours he was very often having his meals in the office. He started missing the delivery service he use to have in New York, that’s when he realised that he can do something different to improve the delivery service in London and to add many other restaurants then just the traditional ones.
As a rider for Deliveroo I started to get to know the company and it was enough for me to see that they are very customer orientated, with them replacing the orders free of charge when there was a problem and even discounts for future orders, and at the same time they were defending the riders in front of the customers.
Now Deliveroo it’s not just a company, and in fact it became a brand, a way of doing business, successful business. They support the local restaurants to develop, they provide all the technology the restaurants need, all the packaging and bags, so restaurants don’t have to worry about anything apart from what they do best: cook.
Deliveroo’s customers are not only the end consumers, but restaurants, shops and supermarkets also, they all create Deliveroo’s customer portfolio., therefor looking after all their customers is a very important task.
Deliveroo collects all the data they need through the apps and interfaces they provide for the riders, to the restaurants and shops and to the end consumers where everyone can give feedback, complain or review orders, quality of the services provided, and a customer and rider support available only trough the interface or Deliveroo’s app. With the aid of this technology they collect certain information, data, about their customers so they can create personalised advertising, mainly through the email or via Deliveroo’s app.
This is a very successful business model which with the help of technology and the partnerships with restaurants and local businesses they managed to grow very quickly, having covered the whole of UK and now Deliveroo it’s being found in over 11 countries, having over 111000 riders and over 140000 of partnerships with restaurants and local businesses.
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