
  ASSESSMENT 1 DIGITAL SKILLS BMBS4003 
TONINA ROSSELLI 2534785



Digital opportunities for customer engagement at bright wave café


How Digital Opportunities for Customer Engagement Can Help Bright Wave Café
Introduction
Bright Wave Café operates in a highly competitive hospitality market where customer experience, convenience, and brand loyalty are essential for success. Digital customer engagement refers to the use of online technologies, platforms, and communication tools to interact with customers before, during, and after their visit.
For a café business, digital engagement can increase customer satisfaction, improve loyalty, attract new customers, and boost sales revenue. This report explores the major digital opportunities available to Bright Wave Café and explains how they can positively impact the business.
Social Media Engagement
Social media platforms such as Instagram, Facebook, TikTok, and X offer powerful ways for cafés to engage customers.
Benefits for Bright Wave Café
a) Increased Brand Awareness
Posting high-quality images of coffee, cakes, seasonal drinks, and café interiors can attract attention from local customers and tourists. Social media allows Bright Wave Café to showcase its atmosphere and personality.
b) Customer Interaction
Customers can:

· Leave reviews 



· Participate in polls or competitions
This creates a sense of community around the café.
c) Low-Cost Marketing
Compared to traditional advertising, social media marketing is affordable and highly targeted. Paid ads can focus specifically on people in Swansea or nearby areas.
d) Influencer Collaboration
Local food bloggers or influencers can promote BrightWave Café to larger audiences, increasing footfall and online visibility.
· experiences
· Tag friends
· Leave reviews
· Participate in polls or competitions

Example Strategies
· Daily Instagram stories featuring fresh pastries
· TikTok videos showing drink preparation
· Facebook promotions for student discounts
· User-generated content competitions

2. Online Ordering and Mobile Apps
Customers increasingly expect convenience and speed. Online ordering systems and mobile-friendly services can significantly improve customer experience.
Benefits for Bright Wave Café
a) Improved Convenience
Customers can:
· Order ahead
· Skip queues
· Schedule collection times
· Pay online
This is especially useful during busy periods.
b) Increased Sales
Digital ordering often encourages customers to:
· Add extra items
· Purchase upgrades
· Spend more overall
c) Better Operational Efficiency
Orders can be prepared in advance, reducing congestion and improving workflow.
d) Customer Data Collection
Online systems can gather valuable information about:
· Popular products
· Peak ordering times
· Customer preferences
This data supports smarter business decisions.
Possible Features
· Loyalty points system
· Push notifications for offers
· Digital receipts
· Pre-order breakfast services

3. Customer Loyalty Programmes
Digital loyalty schemes encourage repeat business and improve customer retention.
Benefits for Bright Wave Café
a) Encourages Repeat Visits
Customers are more likely to return if they receive rewards such as:
· Free drinks
· Discounts
· Birthday rewards
· Exclusive offers
b) Builds Long-Term Relationships
Personalised rewards make customers feel valued.
c) Provides Useful Insights
Digital loyalty systems can track:
· Frequency of visits
· Spending habits
· Favourite products
This allows Bright Wave Café to tailor promotions more effectively.
Example
A mobile app could reward customers with:
· 1 point per purchase
· Free coffee after 10 visits
· Extra rewards during quieter periods

4. Email Marketing
Email marketing remains one of the most effective digital communication tools for businesses.
Benefits for Bright Wave Café
a) Direct Communication
Emails allow the café to send:
· Promotions
· Event invitations
· Seasonal menu updates
· Newsletters
b) Personalisation
Messages can be tailored using customer names and preferences.
c) Increased Customer Retention
Regular communication keeps the café in customers’ minds and encourages repeat visits.
d) Cost-Effective Advertising
Email campaigns are inexpensive compared to print advertising.
Example Campaigns
· “Buy One Get One Free” offers
· Christmas menu announcements
· Student exam season promotions
· New vegan product launches

5. Online Reviews and Reputation Management
Websites such as Google Reviews and TripAdvisor heavily influence customer decisions.
Benefits for Bright Wave Café
a) Builds Trust
Positive reviews improve credibility and attract new customers.
b) Improves Visibility
Businesses with strong reviews rank higher in local search results.
c) Provides Feedback
Reviews help identify strengths and weaknesses in service quality.
d) Encourages Customer Engagement
Responding professionally to reviews shows customers that their opinions matter.
Recommended Actions
· Encourage satisfied customers to leave reviews
· Respond quickly to complaints
· Thank customers for positive feedback

6. Website Development and SEO
A professional website is essential for modern businesses.
Benefits for Bright Wave Café
a) 24/7 Online Presence
Customers can access:
· Menus
· Opening times
· Location details
· Booking information
at any time.
b) Search Engine Visibility
Search Engine Optimisation (SEO) helps Bright Wave Café appear in searches such as:
· “Best café in Swansea”
· “Coffee shops near me”
· “Vegan café Swansea”
c) Professional Brand Image
A modern website increases credibility and customer confidence.
d) Integration with Other Services
The website can connect with:
· Social media
· Online ordering
· Loyalty programmes
· Event bookings

7. Digital Advertising
Paid online advertising can help Bright Wave Café reach targeted audiences.
Platforms
· Google Ads
· Instagram Ads
· Facebook Ads
· TikTok Ads
Benefits
a) Precise Audience Targeting
Ads can target:
· Students
· Office workers
· Tourists
· Local residents
b) Measurable Results
The café can monitor:
· Clicks
· Engagement
· Website visits
· Sales conversions
c) Seasonal Promotion
Campaigns can promote:
· Summer drinks
· Holiday specials
· Breakfast offers
· Live music events

8. Digital Customer Service
Customers expect fast communication and support online.
Opportunities for Bright Wave Café
a) Live Chat and Messaging
Customers can quickly ask:
· Opening times
· Allergy information
· Reservation details
b) Faster Problem Resolution
Digital communication helps resolve complaints efficiently.
c) Better Customer Satisfaction
Quick responses improve the overall customer experience.
Useful Tools
· Facebook Messenger
· WhatsApp Business
· AI chatbots
· Website contact forms

9. Data Analytics and Customer Insights
Digital tools allow businesses to collect and analyse customer behaviour data.
Benefits for Bright Wave Café
a) Better Decision Making
Analytics can reveal:
· Best-selling products
· Busy times
· Customer demographics

c) Stock Management
Sales trends help reduce waste and improve inventory planning.

10. Community Building and Events
Digital engagement can strengthen local community connections.
Examples
· Online coffee workshops
· Live music event promotions
· Charity campaigns
· Student study evenings
Benefits
· Stronger customer loyalty
· Increased social sharing
· Improved local reputation
· Higher repeat business

Recommendations for Bright Wave Café
To maximise customer engagement, Bright Wave Café should prioritise:
1. Creating active social media accounts
2. Developing a mobile-friendly website
3. Introducing a digital loyalty programme
4. Encouraging online customer reviews
5. Implementing online ordering services
6. Using email marketing for promotions
7. Analysing customer data for better decision-making
A phased approach would allow the café to gradually implement these technologies while managing costs effectively.

Conclusion
Digital customer engagement offers significant opportunities for Bright Wave Café to improve customer satisfaction, increase loyalty, and grow revenue. By using social media, online ordering, loyalty programmes, digital advertising, and data analytics, the café can create stronger relationships with customers and remain competitive in the modern hospitality industry.
As customer expectations continue to evolve, investing in digital engagement strategies will help Bright Wave Café build a stronger brand presence, improve operational efficiency, and achieve long-term business success.
 

AI tools were used to generate an initial outline and structure for this report. The content was then reviewed and edited, and refined to improve accuracy, relevance, clarity, and suitability for Bright Wave Café’s business context.
My personal reflection :

While completing this report, I used AI tools to help generate an initial outline and suggest ideas related to digital customer engagement for Bright Wave Café. The AI helped organise the structure of the report and provided examples of digital opportunities that businesses commonly use. I understood that AI-generated content is not always fully accurate, so I carefully reviewed and edited the information before finishing my report.
 I read through each section and made sure the points were relevant to a café business. I checked that the examples given were suitable for a small business. I also corrected wording. This editing process helped make sure the report was more professional and appropriate.
Ai content sometimes produce information that doesn’t always suit every business. it can also occasionally repeat ideas or give information without showing evidence or sources. human judgement is still very important when using ai. ai can save time and improve productivity especially for planning. businesses should use ai properly and responsibly by checking information carefully.
I checked content for accuracy by comparing information with trusted websites and government pages.

During my report I noticed that ai had suggested Brightside café use campaigns, but I took that out as that can be costly for small business’s.
Small business owners usually do many jobs themselves and running a campaign can be risky if they do not bring enough customers back. A staggering 73%of small business’s report that their marketing campaigns fail or underperform costing them valuable time and money -small business now report published by the digital marketing platform (google)
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