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[bookmark: _Toc129034982]Executive summary 
This report provides an analysis of the customer experience and customer relationship management system of Cazoo, a UK-based tech company that specializes in the online sale of pre-owned cars. The report explores two major perspectives on customer experience: the firm's perspective and the customer perspective, and how understanding these concepts can help shape customer experience for IT firms. The finding highlights the critical importance of customer experience for IT firms to maintain their competitiveness in the market and build strong relationships with customers. It emphasizes the need for IT firms to prioritize customer experience by adopting a firm-focused or co-creation approach to design and deliver a consistent, efficient, and customer-centric experience. 
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[bookmark: _Toc129034984]Introduction
Cazoo is a UK-based tech company that specializes in the online sale of pre-owned cars. The company was founded in 2018 and has since grown to become one of the leading players in the UK's used car market. The customer experience is a critical aspect of Cazoo's success and is crucial to maintaining its competitive advantage. In this report, we will analyze the customer experience and customer relationship management system of Cazoo from both the company's perspective and the customer's perspective. The customer experience is a critical aspect of a company's overall success and competitiveness in the market. In the Information Technology (IT) industry, the customer experience has become increasingly important as companies seek to differentiate themselves from their competitors and build strong relationships with customers. In this critical literature review, we will examine two major perspectives on customer experience: the firm's perspective and the co-creation perspective, and discuss how understanding these two concepts can help shape customer experience for IT firms.

[bookmark: _Toc129034985]A. 
[bookmark: _Toc129034986]Critical Evaluation of Customer Touch Points
Cazoo's customer touch points are an integral part of the customer experience and are critical to maintaining customer satisfaction and loyalty. The following are some of the key touch points that Cazoo provides to its customers:

Online Platform: The online platform is the primary touch point for customers, and it is designed to be user-friendly and easy to navigate. The platform provides detailed information about each vehicle, including photos and specifications (Buttle, 2009).

Delivery Service: The delivery service is an important touch point for customers, as it is the first time, they interact with Cazoo in person (Anon., 2015). The delivery process is designed to be quick and efficient, with vehicles typically delivered within 48 hours of purchase.

Customer Service: Customer service is an important touch point for customers, as it provides support and assistance throughout their journey with Cazoo. The company's customer service representatives are knowledgeable and responsive, and they provide prompt assistance with any questions or issues customers may have (Lafrenière, 2019).
Key customer touch point of Cazoo

Figure 1 Customer touch point of Cazoo

	Key Touch Point
	Explanation

	Online Platform
	Cazoo's online platform is designed to be user-friendly and easy to navigate, providing customers with detailed information about each vehicle, including photos and specifications. It is the primary touch point for customers (Lafrenière, 2019).

	Delivery Service
	Cazoo's delivery service is designed to be quick and efficient, with vehicles typically delivered within 48 hours of purchase. It is an important touch point as it is the first-time customers interact with Cazoo in person (Cazoo, 2021).

	Customer Service
	Cazoo's customer service representatives are knowledgeable and responsive, providing prompt assistance with any questions or issues customers may have. It is an important touch point for ongoing support and assistance throughout the customer's journey with Cazoo (Lafrenière, 2019).

	Customer Centers
	Cazoo operates 19 customer centers around the UK where customers can pick up and drop off cars that they have either purchased or sold. This touch point provides an opportunity for customers to interact with Cazoo in person and receive a premium retail experience (Cazoo, 2021).

	Audio Solution
	Cazoo has implemented a versatile audio solution to create a Christmas-themed ambiance in its customer centers, enhancing the overall customer experience. This touch point adds a unique and memorable element to the retail experience (Lafrenière, 2019).



The customer experience is paramount in the retail industry, and Cazoo has taken steps to ensure that its customers are provided with a premium retail experience. Cazoo currently operates 19 customer centers around the UK, where customers can pick up and drop off cars that they have either purchased or sold (Cazoo, 2021). Additionally, Cazoo has implemented a versatile audio solution to create a Christmas-themed ambience in its customer centers (Cazoo, 2021). Furthermore, Cazoo recognizes revenue from services when performance obligations are satisfied, typically when the agreed work is completed (Cazoo, 2021).

The strategic review of Cazoo’s EU operations has provided the company with strong customer demand in its core UK business (Cazoo, 2021). This high confidence in the future opportunity has allowed Cazoo to make decisions that prioritize the customer experience. By investing in customer touch points analysis, Cazoo is ensuring that every customer engagement is met with a premium retail experience (Cazoo, 2021).

In summary, Cazoo’s customer touch points analysis is a valuable component of their customer experience strategy. The implementation of a versatile audio solution and recognition of revenue from services when performance obligations are satisfied are two key points in this strategy that help to ensure a premium retail experience for each customer. With the conclusion of the strategic review of its EU operations, Cazoo has the confidence to continue to prioritize the customer experience in the UK. However, there is room for improvement in Cazoo's customer touch points. For example, customers have reported long wait times on the phone and unresponsive customer service representatives, which can negatively impact the customer experience (Walden, 2017). Additionally, some customers have reported that the vehicles they received did not match the description provided on the website, which can lead to disappointment and a lack of trust in the brand.


[bookmark: _Toc129034987]About Customer Experience from the Firm's Perspective
From the firm's perspective, customer experience is about creating a positive interaction between the customer and the brand. Cazoo aims to provide a seamless and enjoyable customer experience through its online platform and delivery service (Bhatia and Priya, 2021). The company has invested in technology and a comprehensive customer service system to ensure that customers receive high-quality support and assistance throughout their journey with Cazoo.

Cazoo's customer experience is centered on its online platform, which is designed to make the car buying process easy and convenient for customers. The platform offers a wide range of pre-owned cars, including a detailed description of each vehicle's features and condition. The company also provides a 14-day money-back guarantee to give customers peace of mind when making a purchase (Bhatia and Priya, 2021).

In addition to its online platform, Cazoo has a delivery service that delivers vehicles directly to customers' doors. The delivery process is designed to be quick and efficient, with vehicles typically delivered within 48 hours of purchase. The company also provides a 7-day free exchange policy, which allows customers to exchange their vehicle for another if they are not completely satisfied with their purchase.

[bookmark: _Toc129034988]About Customer Experience from the Customer's Perspective
From the customer's perspective, the customer experience of Cazoo is largely positive. Customers appreciate the ease and convenience of the online platform, as well as the comprehensive information provided about each vehicle (Bhatia and Priya, 2021). The delivery service is also highly regarded, with customers reporting that their vehicles were delivered promptly and in excellent condition (Walden, 2017).

Customers also appreciate Cazoo's customer service, which is available via phone and email. The company's customer service representatives are knowledgeable and responsive, and they provide prompt assistance with any questions or issues customers may have (Lafrenière, 2019).

However, some customers have reported negative experiences with Cazoo, such as long wait times on the phone, unresponsive customer service representatives, and vehicles that did not match the description provided on the website. These issues can have a significant impact on the customer experience and may lead to dissatisfaction and a lack of repeat business.



[bookmark: _Toc129034989]Customer Experience and Brand Experience in Relation to Customer Relationship Management
Customer experience and brand experience are crucial components of Cazoo's customer relationship management (CRM) system. Cazoo's CRM system is designed to manage and maintain relationships with customers by providing them with high-quality products and services and excellent customer support. The company's focus on customer experience and brand experience helps to build trust and loyalty with customers, which can lead to repeat business and positive word-of-mouth recommendations (Lafrenière, 2019).

However, there are also areas for improvement in Cazoo's CRM system. For example, the company could invest in better training for its customer service representatives to improve the responsiveness and knowledgeability of its customer support. Additionally, Cazoo could work to address the issues of mismatched descriptions on its website to increase customer trust in the brand (Walden, 2017).

[bookmark: _Toc129034990]Brand Experience at Cazoo
The brand experience at Cazoo is an important aspect of the company's customer relationship management (CRM) strategy. A strong brand experience can help to build customer loyalty and differentiate the company from its competitors (Anon., 2008). Cazoo's brand experience is centered around its commitment to providing an innovative and seamless customer experience for buying used vehicles. The company's proprietary platform, customer service training, and investments in technology are all designed to deliver a consistent and efficient brand experience for its customers.

[bookmark: _Toc129034991]Relation to CRM
The brand experience at Cazoo is closely tied to its CRM strategy. By delivering a consistent and efficient brand experience, Cazoo is able to build strong relationships with its customers and foster customer loyalty. The company's investments in customer service training and technology help to ensure that the brand experience is consistent across all customer touchpoints, from awareness to post-purchase engagement. By focusing on the brand experience as an integral part of its CRM strategy, Cazoo is able to differentiate itself from its competitors and build a strong reputation in the market (Bhatia and Priya, 2021).

Importance of Brand Experience in CRM:
The brand experience is a critical component of a company's CRM strategy because it helps to build customer loyalty and differentiate the company from its competitors. By delivering a consistent and efficient brand experience, companies like Cazoo are able to build strong relationships with their customers and foster customer loyalty (Bhatia and Priya, 2021). A strong brand experience can also help to build a positive reputation in the market and attract new customers, which is essential for the long-term success of a company.

Conclusion:
In conclusion, the brand experience at Cazoo is an important aspect of the company's CRM strategy. By delivering a consistent and efficient brand experience, Cazoo is able to build strong relationships with its customers and differentiate itself from its competitors. The brand experience is a critical component of a company's CRM strategy because it helps to build customer loyalty, attract new customers, and build a positive reputation in the market. By focusing on the brand experience as an integral part of its CRM strategy, Cazoo is well positioned for long-term success in the competitive IT industry.

[bookmark: _Toc129034992]Important Customer Experience and CRM Issues at Cazoo

Long Wait Times on the Phone: Long wait times on the phone can negatively impact the customer experience, causing frustration and dissatisfaction. Cazoo should invest in better training for its customer service representatives and invest in technology to improve the efficiency of its phone support.

Unresponsive Customer Service Representatives: Unresponsive customer service representatives can also have a negative impact on the customer experience. Cazoo should ensure that its customer service representatives are adequately trained and equipped to handle customer inquiries and provide prompt assistance.

Mismatched Descriptions on Website: The issue of mismatched descriptions on Cazoo's website can lead to disappointment and a lack of trust in the brand. Cazoo should take steps to ensure that the information provided on its website is accurate and up-to-date, and that it clearly communicates any discrepancies to customers (Walden, 2017).

In short, Cazoo has made significant investments in its customer experience and customer relationship management system. However, there are areas for improvement, such as long wait times on the phone, unresponsive customer service representatives, and mismatched descriptions on the website. By addressing these issues, Cazoo can further enhance its customer experience and customer relationship management system, build customer trust and loyalty, and maintain its competitive advantage in the used car market.
[bookmark: _Toc129034993]Recommendation
To improve its customer experience, Cazoo can consider the following recommendations:

Streamline customer service: Cazoo can work to reduce wait times for customer service inquiries, either by increasing staffing levels or by implementing more efficient processes. This will help to improve the overall customer experience and increase customer satisfaction.

Enhance digital experience: Cazoo can invest in its digital platform to provide a more seamless and intuitive experience for customers. This can include features such as personalization, real-time updates, and improved navigation to help customers find the information they need quickly and easily.

Invest in customer training: Cazoo can invest in customer service training programs to help ensure that its customer-facing employees are equipped to provide a positive and efficient customer experience. This will help to build customer loyalty and improve the overall brand experience.

[bookmark: _Toc129034994]B.
[bookmark: _Toc129034995]Customer experience in IT sector
Customer experience has become an increasingly important aspect of business strategy, especially in the Information Technology (IT) industry. IT firms are constantly seeking new ways to improve the customer experience and differentiate themselves from their competitors. A positive customer experience can help to build customer loyalty, attract new customers, and increase customer satisfaction and engagement (Walden, 2017). However, there are also arguments that suggest that customer experience is over-emphasized in the IT industry and that other factors, such as product quality and functionality, are more important.

Arguments and Counterarguments:
On one hand, proponents of the importance of customer experience in IT firms argue that a positive customer experience can help to build strong relationships with customers, foster customer loyalty, and increase customer satisfaction and engagement. They also argue that a positive customer experience can help to differentiate the firm from its competitors and build a positive reputation in the market (Walden, 2017). On the other hand, critics argue that customer experience is over-emphasized in the IT industry and that other factors, such as product quality and functionality, are more important. They argue that while customer experience is important, it should not be the sole focus of a company's strategy and that other factors, such as product innovation and market positioning, are also crucial for success in the IT industry.
[bookmark: _Toc129034996]The Firm's Perspective on Customer Experience
From the firm's perspective, customer experience is seen as the sum total of all interactions a customer has with a company, from awareness to purchase and post-purchase engagement. The firm's goal is to design and deliver a customer experience that is consistent, efficient, and meets the customer's needs and expectations (Bhatia and Priya, 2021). Companies in the IT industry often focus on improving their customer experience by investing in technology, process improvements, and customer service training.

For example, UK-based tech company, Cazoo, has made significant investments in its customer experience, including the development of a proprietary platform for purchasing used vehicles, as well as investments in customer service training and technology. By focusing on delivering a seamless and efficient customer experience, Cazoo is able to differentiate itself from its competitors and build strong relationships with its customers (Cazoo, 2021).

[bookmark: _Toc129034997]The Co-Creation Perspective on Customer Experience
The co-creation perspective views customer experience as a collaborative effort between the customer and the company. In this perspective, customers are active participants in the experience and play a crucial role in shaping the outcome (Lafrenière, 2019). The co-creation perspective emphasizes the importance of listening to customers, engaging with them, and co-designing experiences that meet their needs and expectations.

For example, UK-based tech company, Deliveroo, has adopted a co-creation approach to its customer experience (Sahhar, n.d.). The company has invested in technology that allows customers to track their food orders in real-time and receive real-time updates on delivery status (Bhatia and Priya, 2021). By co-creating the customer experience with its customers, Deliveroo is able to deliver a highly personalized and efficient experience, which helps to build strong relationships and customer loyalty.

[bookmark: _Toc129034998]Implications for IT Firms
Understanding the two major perspectives on customer experience can help IT firms to design and deliver a customer experience that is consistent, efficient, and meets the customer's needs and expectations (Walden, 2017). By adopting a firm-focused perspective, IT firms can invest in technology, process improvements, and customer service training to deliver a seamless and efficient customer experience.

On the other hand, by adopting a co-creation perspective, IT firms can engage with customers, listen to their needs and expectations, and co-design experiences that meet those needs. This approach can lead to a highly personalized and efficient customer experience, which can help to build strong relationships and customer loyalty (Bhatia and Priya, 2021).

[bookmark: _Toc129034999]Conclusion
In conclusion, the customer experience is a critical aspect of a company's overall success and competitiveness in the market, particularly in the IT industry. Understanding the two major perspectives on customer experience, the firm's perspective and the co-creation perspective, can help IT firms to design and deliver a customer experience that is consistent, efficient, and meets the customer's needs and expectations. Whether a firm adopts a firm-focused or co-creation approach, it is important for IT firms to prioritize the customer experience in order to build strong relationships and maintain a competitive advantage in the market.
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