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[bookmark: _Toc521932898]Introduction.
The purpose of writing this report is to discuss the customer experience of Deliveroo as an organisation in the information technology industry, and the critical literature review on the customer experience. The report it will contain the information related to Cocreation, Customer Value, Collection- Protection of Data, and the Customer Touchpoint Customer Experience in Brand Experience. The final part of the report is going to be the conclusion. Deliveroo has been founded in 2013 by Will Sho, with the purpose of creating delivery food services at a high standard. He decided to take actions in this way after unexpected experience with these services when he moves London. 
[bookmark: _Toc1746212477]Customer Relationship Management. P1
Deliveroo is looking in the customer-service history of its customers, having the purpose off adapt and correspond to their specific needs. by building and maintain a relationship and trust between. Even if they are struggling to maintain the ambitious standards of customer service, there are some other parts such us customer privacy in relation with the customer addresses where rider can have access even after the delivery. they develop section in the app we have the customer can report the behaviour of the rider. The management team is going to look on it straight away and take measures. In the end both parts it will obtain satisfaction, The customer it is having the service done with accuracy and the management keeping a loyal and profitable customer. According to Ellis (2011) “CRM is a "bottom-up" approach that emphasises the tactical use of intelligent customer data mining or a "top-down" perspective. According to this perspective, CRM is a crucial component of customer-centric business strategies that strives to attract and retain lucrative consumers.” Could be also “where automation plays a significant role in service delivery or sales force management, operational management conform to (Buttle, 2004)”.
[bookmark: _Toc783916792]Customer touchpoint.
Delivery is having a full variety of customer touchpoints such as phone line private web page and the section of query Customer support on the app. the most responsive one and the one which the people are using most is the phone line. When the people are facing problems such as the food not delivered on the address or long waiting time for the order or cleaning the rider attitude. the fastest way to get the answer, is to call the customer support and there the customer is going to be welcomed by on a robot, which is presenting the enquiry options. From that point depending on the issue, the customer is going through to have the refund made or sorting the problem straight. According to Susan Lahey (2022) Beyond customer service, there are other ways that companies interact with their customers. Your buyer's journey may involve touchpoints like an advertisement, a visit to a website where they are guided through a sales funnel, a visit to a store where there is a human encounter, and so on if you run a retail business, for instance. Your touchpoints may include an advertisement, your marketing team, a sales representative, an onboarding team, and your technical support team. In any case, customer service and feedback should be on your touchpoint map.
[bookmark: _Toc1585265991]Customer Experience and Brand Experience.
[bookmark: _Int_2YJ2X8Bw]The customer experience is the results of a product or service which is provided by a Firm or Company, used by the customer. The reflection of the customer experience can be seen on the company web page review. The reviews are having a significant impact on the brand name as a company on the market. There are two different types of customer experience, and both are having influence on. Deliveroo it was growing so fast due to the customer reviews, for them it was a marketing strategy to use social media platforms to solve customer issues, it was form of advertising to help them to grow fast. Brand experience is defined as the sensations, emotions, thoughts, and actions that are sparked by brand-related stimuli found in a brand's packaging, communications, and settings. Additionally, brand personality connections have a direct and indirect impact on consumer pleasure and loyalty. “Schmitt (2009). Researchers are urged to use both qualitative and quantitative methods to empirically test this framework. This systematic review involved a thorough analysis of 73 brand experience research publications that were published in different peer-reviewed journals. This systematic review of brand experience aims to provide academics and practitioners with a clear picture of where brand experience research is at and to identify areas where more study is needed.” In terms of Brand Experience, some of Deliveroo customers came from other platforms with same services such as Justeat or Ubereat. The fonder of Deliveroo   takes those companies as source of inspiration and guide, he gives the opportunity to customers to make comparation between the firms and share their opinions by making surveys. By doing this they came across to the summary of the 6 steps, the customer satisfaction, (the customers were not happy with the previous experiences from the other platforms), brand loyalty (the customers move to Deliveroo), brand attitude (they make the difference). Brand credibility, equity and purchase intention (quality service offered by Deliveroo).
[bookmark: _Toc1115726045]Customer Value.
In the process of improving the application they consider the fact of customer value, they also think forward and they were expecting lack of communication between restaurants and riders or restaurants and customers, they treat this as an opportunity to create value by looking after customers' issues and offer them treats in exchange. “Value is the consumer's assessment of the proportion between the advantages of a good or service and the costs incurred to obtain those advantages “(Buttle and Maklan, 2015). 
[bookmark: _Toc847320301]Collecting data.
Deliveroo are collecting data from customers through the online application when the people are signing up to become a user of the application. Data such as addresses, phone number, email address and age. Addresses for the delivery itself, phone number for the rider to contact the customer in case of delays or issues with the addresses, emails in use for the company to send offers and advertising to the customer and the date of birth for the delivery's which contain alcohol or tabaco. Deliveroo are following strictly the law 18+. “It is prohibited by law: to anywhere sell alcohol to a person under 18. purchase or try to purchase alcohol on behalf of a person under the age of 18 by an adult. (Retailers reserve the right to deny the sale of alcohol to an adult if they believe the adult is purchasing the alcohol for the child while the adult is accompanied by a youngster.)” (Matthew Cooper 2020).
[bookmark: _Toc728057325]Protecting data.
The protection of data following the GDPR (General Data Protection Regulation) law it is followed by Deliveroo with success. The riders are not having access to the sensitive data such as phone number or email addresses. When there is a need of a conversation between rider and customer, there is a system in place which is allowing both the rider and the customer to have contact one with other without to have access to se the customer phone number or email address for the rider ither, the calls or messages between them are filtered on the central phone of the company. “On May 25, 2018, the years of planning came to a close. Long-planned data privacy improvements have begun to take effect across Europe. Since it was jointly adopted, the General Data Protection Regulation (GDPR) has modernised the regulations governing the protection of individuals' personal information. Europe's prior data protection laws, some of which were first drafted in the 1990s, were almost two decades old and have been replaced by GDPR. Since then, people have developed data-intensive lives and regularly divulge their private information online” (Matt Buregess 2020).
[bookmark: _Toc103938173]Cocreation. P2
Deliveroo begins. In 2013 when Will Sho moved to London, he was shocked and surprised to see that is almost impossible to get meals delivered at the doorstep at high quality. He made it his personal goal to provide the top neighbourhood restaurants meals right to customers' doors. For a better understanding of the customer needs, Will served as first rider of the company, when the company originally started in 2013. He starts to develop the Deliveroo app because he understood the customer needs, himself was a customer of this kind of services. Nine years later, they now have operations in more than 200 UK cities and towns, with more than 50,000 self-employed riders, 50,000 restaurant partners, and large grocery partners. With over 2,000 people working in offices all around the world, Deliveroo has its global headquarters in London. In the fast-food industry, customer experience is a significant piece of competitive advantage. Customers' perceptions of a positive experience can drive to a variety of positive benefits, including satisfaction, loyalty, attitude, and brand choice. "Customer experience is a multifaceted concept that focuses on how a customer thinks, feels, behaves, perceives, and interacts with a company's products throughout the course of their entire purchasing process” According to Lemon and Verhoef (2016). The experience it is starting even before the purchase and is not going to have an end because it will remain in our brains as an experience forever.
[bookmark: _Toc2055798768]Quality theory model used by Deliveroo.
[bookmark: _Int_qLowo866]To achieve the numbers and goals planed from the beginning, as the business concept saying to provide high standards of service. It looks like They put the PDCA (plan, do, act and check) cycle in place in the business with 14 points of development. “Quality is defined as "the extent to which processes, goods, services, and relationships are free from faults, restrictions, and items which do not create value for the customer," according to Pryor et al. (1998, p. 2.3)
1. They have Create constancy of purpose toward improvement of product and service. 
2. They have adopted and accept other philosophies examples from their competitors.
3. They are recording and tracking each delivery with the purpose of development.
4. Not focusing on business award but focusing on customer value and relationships.
5. Constantly improving the application and their services.
6. Providing specific training to prevents issues and consequences.
7. Using the rider service phone line as a leadership tool to sort problems right on time.
8. Fear-free environment in relation with everyone's work.
9. [bookmark: _Int_eS8yqjfs]There is no barrier between departments or colleagues, respect, trust, and cooperation are the mechanisms are leading the teams.
10. They are having no slogans at all.
11. There are no numerical goals, instead there is a focus on achieving goals.
12. Because there is not humane management system, everyone is treated in the same way, this is increasing the motivation.
13. There is continuous education and self-improvement for the entire organization.
14. Even if there is no humane management structure, they still have the people which are sharing the responsibilities on different departments.


Conclusion. 
Deliveroo as a company or a food delivery service provider cannot survive on the market without supply partners. Here are the point where other businesses are involved, this is the concept called B2B (business To Business). The example of B2B is customers are buying meals from different restaurants and Deliveroo as a third party comes with de delivery service. The restaurants are the work suppliers for Deliveroo. The restaurants or shops are promoting Deliveroo on their sites and Deliveroo promote restaurants and shops in their advertising spots or offers. Regardless of the methodology, organisational culture would probably be crucial in the decision-making process. A culturally ethnocentric organisation will favour national suppliers, according to the Robinson et al. (1979) model, whereas a more adventurous organisation will go outside.
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