



Introduction

In this essay I will be writing about how to engage with customers, many firms engage with their customers through various different interactions as in this multicultural sociality people has different kind of needs and requirements which is recognized by all the large companies and try their best to accommodate. I will focus on one big company which is Uber and discuss what they do to communicate with their customers and how they keep customers engaged throughout their experience with the service. I will discuss how Uber build their trust with their customers and display all the advantages and disadvantages that uber have and how it has affected them as a business. 

Retailers hold great importance in understanding consumer behaviour. Consumer research has been a job always left to manufacturers of consumer packaged goods, and most retailers have taken responsibility of this task, which involved millions of dollars spent on research, understanding and influencing consumer behaviour. Academic research highlights the significance of such practices and we condense the results of those efforts. Furthermore, in this report, I will be identifying and demonstrating the importance of understanding and engaging in the customer experience, of a well known car service company, Uber. 
It is vital to create a strong customer experience, and has become a leading management objective.  A recent study by Accenture in 2015, has shown that improvements to customers’ experience received the most rankings, when executives were asked about their top priorities for the next year. Massive firms such as Amazon, Google and KPMG recruited chief customer experience officers, vice presidents, or managers who are responsible for creating and managing the experience of their customers. 
‘Schmitt (1999) was one of the first scholars to emphasize the importance of customer experience, and Pine and Gilmore (1998) specifically address the importance of experiences in today’s society and the opportunities for firms to benefit from creating strong and enduring customer experiences.’



Main body

In today’s financial situation, companies thrive to create a loyal following and worthy customers. Companies try to create a positive image of themselves, particularly in a crowded marketplace. However, in the United States, customer service satisfaction has decreased immensely. This is resulted by the CEO decisions to put in place procedures to save costs, which creates a bad impression and tests the patience of the customer, which partially results in alterations of customer’s expectations. For instance, a corporate company may decide to comprise costs by limiting customer support service, although the customer was not told about this change. Comparably, customer relationship management (CRM) enterprises that fail to integrate suitable technologies often accomplish below customer’s expectations. Such technologies allow customers with guided assistance, as well as being cost-effective. In this era, customers expect this level of easy communication with corporate companies, for example mobile banking for Barclays bank or HSBC. ‘CRM is fundamentally about the ongoing relationship between people—the suppliers and customers of goods and services.’ 

A customer is someone who has paid for a product or a service, as long as they have already gone through the payment process and are making use of their purchase. How each sale is closed during the sales process determines the customer-company relationship and whether they have a future together. Furthermore, this highlights that customer relationship management focuses on keeping existing customers, not just directly enticing new ones. 
Customer relationship management was brought around 1997, to reconstruct the customer-company relationship through technological means. CRM is a term that represents the procedures, strategies and technologies that companies apply to control and analyse customer interfaces and data during the customer growth, with the objective of advancing customer service relationship and aiding in customer recollection and motivating sales growth. 
(Techtarget, 2019)

CRM systems compose customer data across various channels or points of interaction between the customer and the company, which could incorporate the company's website, telephone, live chat, direct mail, marketing materials and social media. CRM systems can also give customer-facing staff detailed information on customers' personal information, purchase history, buying preferences and concerns.  

Customer engagement should be priority for all businesses and a huge concern for any business. The level of customer engagement can to some extent determine the type of decisions that the management team make within a company. About two – thirds of a businesses profit relies on the customers level of engagement. It is said that a successful business relies on both the money that they make and the level of engagement that they receive from their customers. The success of a company is not just based on the profit and the money that it makes it is also dependent on the customer’s loyalty, the level of engagement received from a customer would also determine their level of loyalty. Loyal customers are those who willingly choose to continue their engagement with a particular type of brand, and they pay no attention to the competition. Their level of engagement and loyalty could stem from how that particular brand makes them feel. The level of engagement displayed by the customer can often be viewed by numerous actions that they portray such as continuing to purchase the products from the same company, sharing their like for the product and company on the social media page and informing all their friends and social circles about the brand. As way of marketing the product via word of mouth and purchasing the products repeatedly, they customers become vocal brand advocates of the brand and they enjoy taking the opportunities to interact with that particular brand. 
(Smile, 2018)





In March 2009, Uber technologies was founded as a taxi providing service, sharing rides and food delivery. The organization has quickly expanded, with more than 630 cities around the world utilising their services. The company has had an significant impact on urban transportation access. This is shown through the use of the company name being used as an action, for example ‘I’m going to call an Uber’ 
There are many levels of serve available through Uber, though not every region is able to utilise all services. For instance, Uber allows customers to choose from black luxury vehicles to wheelchair accessibility, to ensure that every potential customer gains the type of transportations they require to meet their needs. 
Reveneues for the company rose to $7.5 billion in 2017. However, the net income was a negative $4.5 billion, with more than 12,000 employees existing in the company. 

Uber has become a very popular company for cabbing, and is widely used by people within London and many other countries. It has become a popular app that people of different age groups now use. It is a very unique and customer friendly app, which has been made to be easy to use by customers and easily accessible to most individuals who own a phone, which in todays day and age, majority of people do have. The app is within a price range that most people can afford, it’s a quick and convenient option for most people. They are also loyal to their customers, by being loyal to their customers they maintain customer loyalty to their company. They have deals and offers for people who use their company a set amount of times, they offer them discount codes to use. Most importantly, one of the marketing routes that uber uses is by getting individuals who are well known on social media to advertise their company, by giving those individuals “uber codes” which gives the followers of the popular social media individual a certain discount. Most importantly, it is a very safe account to use, the uber drivers must now pass their safety checks in order to drive their customers, and also customers are given the satisfaction of having their drivers details available to them. This is when the customer books a driver, they receive a picture of their driver, the driver’s vehicle registration number and car details as well as their drivers contact number. However, the smart manoeuvre about this system is that it also protects their driver, the only way the customer can call their driver is via the app and only whilst they are waiting for their driver, after that they lose the option to contact the driver again. 

What also works to protect the staff of the company is that the customers have to pay for their uber driver via the app, and they have to pay before the driver has arrived, however if the driver cancels or doesn’t arrive then the customer’s money does not get taken out. This protects the customer and also refrains the customer from losing any money. Like with most things there have been issues with uber and how it operates, however it has managed to come out the other side strong and make the appropriate improvements that got the company into trouble in the first place. 

There are several advantages of using Uber. First of all, Uber has a ratings system, which can create a relationship between the driver and customer, and increase the business for that Uber driver, if the customer is satisfied with their experience. Customers expect to get exceptional service from the driver, as they have viewed the ratings (if 5 stars) which can put the driver under some pressure, to ensure they deliver what is presented, and in order to get minimum rating they require from their customers which is 4.6 out of 5, which customers get the opportunity to do so. To add to this, every city has set minimum rating level for driver and once the driver has fallen lower on this set rating level, they will be dismissed as an Uber driver. Thus why uber drivers make the effort to be polite and friendly towards their customers, to ensure that they are comfortable and feel safe. Travellers also has the minimum rating system so that drivers can rate their customers on each ride in order for the customers to use this services again, therefore building a positive relationship is imperative to maintain the growth of this company. 
Uber have also expanded into doing ‘uber eats’, whereby they no longer just act as a means for transport for their customers, but they also delivery food to their customers. 

Whilst travelling a key aspect is having a smooth process to get to the destination. Particularly, because we live in such a fast paced society, we are in need of saving time and getting places fast. Another advantage of Uber is that they are well competent and understand the needs of their passengers, as uber can supply for their customers in every way. For instance, Uberx is a regular customer car which has given a space of up to 4 rides, this services is very well known to most people. Uberx fares are charged at similar rates as any other standard taxi services in other cities. Booster seats are very important when traveling with young children for heath and safety reasons, which Uber can provide. 
Another reason why Uber services run smoothly is due to model year minimums application. This simply means that the company will refuse to use vehicles older than 2001, whereas in some cities older than 2010. It is essential for the car to be a four door, so that the passengers feel comfortable entering and leaving the vehicle. To add to this, all drivers must be 21-23 years of age or above, and have insurance which must be on the vehicle. A clean driving record must be held by the driver. 
In terms of easy access to use uber, the customer needs to download the Uber app on their smartphone device and create an account with the company, including attaching the credit/debit card, so that company can charge for each ride, without the hassle of making payments on the spot, it is now automatically taken from the customers account after their journey has finished. All the payments are made electronically, therefore, the customer doesn’t need to feel pressurised into giving tips.
To add to this, customers are informed about the drivers with full detailed including drivers name and what vehicle they driving. Moreover, this instils a form of responsibility in the driver, as the customer will be paying for the journey, thus they need to ensure the customers satisfaction. The app itself is easy and straightforward to use, once the customer enters their location, they can pinpoint their preferred pickup location, and then straight after the Uber driver inform the customer with a waiting time, which is most of the time less than 10 minutes.
Uber is a fast forward thinking company, which understands their customers needs. They recognise that some customers may have more than one passenger needing to get to the destination, therefore Uber allows customers to share a vehicle. Once the ride is scheduled, customers can fraction the share of the vehicle cost between themselves, which is easier than having to deal with cash payments, which is not always appropriate in terms of figuring out who should pay what amount of cash, as well as it being time consuming.      

If you are sharing a vehicle with a group of others, then you can schedule your ride with an equal percentage share of the vehicle cost. That makes it easier to divide costs. It also reduces the time it takes to figure out cash payments, limits personal contact with the driver, and creates a simple and convenient method of ensuring you get to where you need to be.
Hiring an uber ride in most cities is 25% cheaper than hiring a taxi which cost more for the same service. Customers can also get offers for their ride, up to 50% of saving compared to a taxi ride. Uber also tends to use newer vehicles, which are cleaner and smell better then the vehicle used for full-time taxi services. The input of this cashless systems being used made these rates possible, as the overhead cost are much cheaper, customers aren’t paying as much, and gives the business a unique advantage in the overcrowded market.    
Which makes possible for drivers to earn enough cash when starting up. In most large cities, taxi drivers are required to pay more then $1,000 every month to their company, for various organizational and dispatch services. Taxi companies often have the choice to charge certain fees to their drivers at their discretion as well. People working for uber company, are respected and cared for by the employer, which is shown through their lack of paying monthly fees, which makes it possible for amateur drivers to make extra cash within this company. Driving experience is enforced which requires for minimum 3 years and minimum age is required in terms of applying to do jobs with uber. 

Safety is a major key for the success of Uber. It is a worldwide well known company, which many people have built trust towards. Both the driver and customer are made to feel safe, for instance, the Drivers do not need to carry cash to make change for their riders because Uber is cashless. That has improved the safety of the driver automatically. Uber also allows for the drivers to set their own hours as well, giving them the option to work when they feel most comfortable, for example some young drivers may need to get home before it gets dark, so they can work earlier in the day. 
Uber also offers jobs for young people, this is beneficial as it offers young people the opportunity to work with no pressure. They have the flexibility to work whenever they want and for however long they would like to work. This also goes for UberEats, this is Uber’s food delivery service which is another platform for jobs and encourages young people to apply due to generous money and tips. Also UberEats is very easy to apply to as there is no face to face meet ups, only a few verified documents. After a few weeks, Uber send out an email confirming that you are eligible to work for the company.
Finally, Uber increases the supply of available vehicles in each city. Which is vital in busy cities. It is an advantageous opportunity, that allows enough vehicles which riders can always access. Uber also brings a variety of choices for riders, so they different services which they can use, including Uber premium, which includes lavish cars. Uber also eliminates the need to try to acknowledge a taxi when a ride is needed, which advances the experience for riders and drivers. They also supply cars to the outer neighbourhoods, where taxis or black cabs may not want to go.
However, they are some drawbacks for becoming an uber driver, for example the application process does take some time, even though it doesn’t take as long as working for a taxi company there are a few steps in order for the process to be completed. First of all, your vehicle has to qualify, this is safety regulations. Once that is complete, your insurance has to be vailed, Uber will check for clean criminal records, driving records and ensure that you pay for the car inspection fees. After this is all complete, it takes 2-3 weeks for Uber to get back to you and Assess whether you are qualified or not. 
Another drawback is that Uber have surge prices like any other Taxi company, this is when the there is a lot of demand for Uber drivers and at busy times. Uber tend to double the price, even if its for a short journey, the minimum price would be $12-$16. This is frustrating as waiting times would also increase and destination times would be extended. Additionally, a lot of Uber drivers try to extend the journey time by taking longer routes or driving slower than usual, this is so that the fare price is increased once the trip is complete. The Company also have an automated system in place, so when customers pay for the service, sometimes the system changes the Service to Surge prices after the customer has already placed the order. This can be very inconvenient as they believe that they are paying a normal fair for their journey. (BBC, 2019)
Uber sometimes causes a lot of problems for their customers when it comes to arrival times especially when it is for short distance journeys. There has been many occasions where customers would wait 15-20 mins for their uber to get to a destination which would take 5-10 mins to walk. Uber need to figure out a way to reduce waiting times. Lastly, Uber isn’t available everywhere, this is frustrating for people who would like to experience a cheaper way to travel and for existing customers who are travelling to countries expecting Uber to operate as they are so use to the functionality of uber. 
In 2015, Uber were headlined for not having good enough background checks as they were hiring former murderers, sex offenders and thieves. Legal action was taken upon uber in 2015 as it was believed that they misled Customers about their screening systems. This has affected Uber dramatically as a lot of customers started to turn away as they didn’t believe it was safe to go into a car with someone that could potentially be a former murderer/sex offender. Uber drivers may not know how to speak English or maybe they barely understand it, which could be a problem as their would be a lack of communication, this is be vital for emergency situations. Also customers should be wary for hygienic issues or car issues.  (BBC, 2019)
Due to these types of incidents the reputation of uber was severely questioned, however this also made people question other cab drivers. This was a huge learning curve for the company of uber, as something like safety checks should be seen as priority to complete. Cabbing is a job which can make either the customer feels very vulnerable or the driver. If a customer is being taken down a quiet and unknown alley way type of road, they may begin to feel anxious especially if they are alone. Similarly, the driver can also feel like they are in a vulnerable position, as the driver may be outnumbered by the number of customers in the car to himself and if the group were to get violent then the driver may feel to be in a very vulnerable position. 
London taxi drivers and 11 other companies merged together to hire legal enforcement to understand whether they would have a case against the uber company app. Liscensed taxi drivers claim that their drivers who would usually on average be earning about 50,000 pounds, have all each lost about 10,000 pounds a year since uber was bought forward and begun operating in the year 2012. Uber did not respond to this case when it first presented itself. The company instead stated that they could not even provide a response because it was “not at all clear what the basis for any legal action would be”. Other cabbing companies such as unite, United Cabbies Group and London Cab drivers club formed a group and brought forward a claim that they took to the high court against uber for their loss of income on the basis that it “has operated unlawfully between 2012-2017. The London Taxi Driver Association said that they are working alongside with their economists and are anticipating that damages could be beyond 500 million pounds. Uber was defended by legal representatives and it was stated that there is no obvious legal action against uber, rather it is essentially just companies complaining about competition. The uber app had its licence taken as Transport for London had deemed that the app was not seen as “fit and proper”. They stated that they had taken this decision on the basis of “public safety and security implications”. However, this was then overridden and the uber app were given a two month short term licence to operate in London after they had conducted a hearing in the court, where the court had determined that the app has become “fit and proper”. (BBC, 2019)
Conclusion 

In conclusion, from what we have gathered we can see that customer engagement is critical to the survival of the company, the more customers engage and can relate to the brand of the company the more popular the company becomes which would automatically begin to reap in the benefits of customer engagement. Alongside of this, it was seen that with customer engagement also comes customer loyalty which is also very important within businesses. In order for any business to bloom customer satisfaction is necessary otherwise, repeat purchases and further free marketing will not happen, and this would not play in the businesses favour. There are many businesses out there but not all have mastered the key skill of customer service, as with this brings many positive outcomes for the businesses. 

We then went onto look at uber, uber became a very fast growing app that people use to get from one destination to another. Its customer engagement levels are also very high because it is so user friendly, as we looked into above. We looked at many aspects of the uber app, the pros and cons. There are many reasons for why uber has such a high level of customer engagement, the most important and key factor is that they keep their customers happy and satisfied. From the usage of the app, to the service they receive is exceptional. It is a unique way to navigate and use the business but many people of different age groups have grasped it. Although there are some issues with the company, overall we can see from the many reports that the company benefits its customers hugely. 
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