1. [bookmark: _Toc118478405]Company overview 
Founded in 2015 in the United Kingdom, Monzo is a pioneer of digital challenger banks, a pure internet bank (Öcal, 2022). The bank offers overdrafts, particular loans, business loans, reimbursed and disbenefit cards, decoration accounts, savings schemes, current accounts, business accounts and joint accounts. It also provides virtual services similar to online banking and mobile banking. The bank offers services to commercial, individual, small, and medium-sized enterprises and other sectors. It has a functional presence in the UK and the US. Monzo Bank is headquartered in London, England (Monzo.com, 2022).
According to Statista, the firm in 2021 had 1,879 employees and 5.8 million customers. The COVID pandemic had a considerable impact creating 2.3 million new customers in 2019, but in 2020 and 2021, Monzo Bank only attracted around 1 million new customers per year.
2. [bookmark: _Toc118478406]Customer touch points
Monzo Bank is challenging traditional banking models (Cortiñas, Chocarro and Villanueva, 2010) as customers cannot walk in and have a person-to-person conversation. However, digital banking provides multi-channels of services to customers via telephone, internet and mobile (Mbama and Ezepue, 2018). Therefore, the first touch point that customers have is their website www.monzo.com. Another advantage of digital banking is 24/7 operation hours with no downtime scheduled, an essential aspect of the customer experience journey. 
Operating your bank account whenever it is need it, it is something that most of the customer want. Their website facilitates an extremely easy and self-navigation; you just need to click on the HELP feature. Removing the traditional banks way of having person-to-person encounters could impact customers' experience. Therefore, to support the change Menzo, Help feature makes finding your problem easier and gives the solution straightaway. But not everyone is capable of using the self-navigate system that Monzo Bank provided, and for that, the firm facilitates contact via app chat, e-mail or even phone.
The touch points between customers and firms have recently changed due to the advances in technology, particularly due to social media (Anderl, Schumann, & Kunz, 2016). Such touch points where customers themselves initiate, design, and manage (Lemon and Verhoef, 2016), could represent an important part of their customer experience (Yakhlef and Nordin, 2021). Monzo take full advantage of social media with a notable present on the big platforms, such as Facebook and Twitter. 
Monzo's blog feature is a perfect example of how they understand how to close the loop between firms and customers. What this great feature Monzo keep in touch with its existing customer and also attract new customers. They have such a platform where customers can bring their own opinion and feedback to help firms understand better their customer needs. 
Another significant touch point that Monzo is proud of it is crowdfunding (Monzo, 2018). This help benefits the firm in growth and gives their customer a sort of power and responsibility. They are not only beneficiaries of the service they provide but also an investor in the bank they trust or as it’s stated on their website “Help us build the kind of bank you want to use”.
In terms of advertising, apart from using social media platforms, Monzo runs their advertising campaign on television. What is very interesting is that they are stopping here and taking into consideration that not everyone will watch their commercial ads on television. Using their platform in blog feature allowed them to reach out to their current customers and those that are visiting their website. Also, using YouTube platforms to store various ad campaigns and meetings that provide an update on the firm future, enable customers to view the ads and updates, future of Monzo at the customer's suitable time.
3. [bookmark: _Toc118478407]Customer Experience and Brand Experience
Customer experience is the subjective reaction within a customer, either direct or indirect, to a company. Direct contact occurs when a customer normally interacts with a company during purchase, use and service. Indirect contact often involves unexpected encounters with a company's products, services, or brands, publicity, and reviews (Schwager and Meyer, 2007).
As customer expectations rise, it becomes critical to capture and retain them to improve profitability (Mbama and Ezepue, 2018).  The significant technology advance changes the view over the marketing in banking sector (Dootson, Beatson and Drennan, 2016). Digital banking is completely changing the way banks operate and transforming their marketing and financial management models (Mbama and Ezepue, 2018). Banks therefore need to be aware of the impact digital banking has on the customer experience journey (Mbama and Ezepue, 2018). Already from 2015, in the United Kingdom, 48% of the network branches have been closed; this means 4,735 branches have stopped operating in traditional counter service in favour of online backing. (Newstex, 2021).
With the Covid pandemic period having a significant impact and accelerating the changeover to digital backing (Newstex, 2021), Monzo founders fully understand the customer needs and embrace the change in 2015 by creating a pure internet bank (Öcal, 2022). The company's first name was Mondo, but according to their blog, How We Picked 'Monzo', they were forced to change their name due to being legally challenged. As a startup company, they understood the importance of their brand and therefore, with the help of their community, after a few months of brainstorming, they finally changed their name to Monzo.
3.1. [bookmark: _Toc118478408]Customer relationship management
To understand the importance of customer experience, we must realise that customer experience is about the customer's biased reaction to direct or indirect contact with the company. Therefore, many companies face a critical problem of understanding the customer experience. However, a company can use numerous tools to identify and explain customer experience, but they are either afraid of what they could find or do not know how to use them. For example, many companies spend millions on customer relationship management (CMR), which focuses on what the company knows about the customer, before the customer had contact with the firm, but they do not know how to interpret and benefit from the data collected (Schwager and Meyer, 2007). 
Monzo understood the banking sector and its needs; therefore, they chose a differentiation strategy by not following classical banking and opting for digital banking. Monzo focus on solving people's problems, and its keen to do so; they use various methods to stay in touch with its customers. The most crucial tool Monzo uses to collect customer feedback is community forums, more than that; they encourage people to participate with their feedback. Also, to understand unknown customer needs, Monzo proactively collects and carries out qualitative and quantitative research (Monzo 2018).
3.2. [bookmark: _Toc118478409]Customer experience management 
Customer experience management (CEM) is an essential tool that most firms do not use. CEM is about what happens after the customers have an experience with the firms (Schwager and Meyer, 2007). It is very important for any company to not focusing only into bringing new customers but to focus also on transforming them into clients. This can only be done by having a very good strategy on how the data is collected, analysed, and delivered (Schwager and Meyer, 2007).
Part of customer experience management focuses on the quality of the product and/or service, the customer's loyalty and last but not least, employee experience (Schwager and Meyer, 2007). 
3.2.1. [bookmark: _Toc118478410]Quality of the product and/or service 
According to Monzo's blog, the firm has a Quality Assurance (QA) team dedicated to testing the product they offer to the customer. QA works closely with the research team, and together they try to put forward the best products the market can offer. As a digital bank, its focus is providing a bag-free app. Before realising the app to the consumer, they are tasking using team, staff testing and also so-called β Beta testing with the community for every single feature before realising the app. 
3.2.2. [bookmark: _Toc118478411]Customer’s loyalty 
According to the Smart Money People website, Monzo is the Best British bank and Banking App. This is due to their continued research on customer satisfaction and the actions involving their customer in co-creation. As mentioned above, crowdfunding made their customer stay loyal as they were involved in the firm success. And customer loyalty can be seen in the independent service quality survey results as 81% of their customer will recommend to family and friends their current personal account at Monzo, raking them in first place with Starling Bank (BVA BDRC, 2022).
3.2.3. [bookmark: _Toc118478412]Employee experience
In order to improve customer experience, it needs to become a firm priority and reflect that throughout their system and work process. (Schwager and Meyer, 2007). The leader of Monzo shows from the beginning that their focus is customer experience. Leading by example will naturally be transferred to employees. As Monzo considers customer feedback in their decision-making process and they involve customers in a co-creation perspective, they also involve their employees in the company, making them think like leaders. Employees at Monzo experience much freedom in research and testing, but most importantly, their idea is listened to and considered. 
4. [bookmark: _Toc118478413]Critical literature review on the customer experience
Customer experience can be understood as how customers understand their experiences with the organizations that could occur due to direct or indirect contact with the company (Schwager and Meyer, 2007).   Firms must manage the customer experience (CX) to improve their performance and succeed as a business (Lundaeva, 2018). Considering all the findings about Monzo bank, it can be concluded that they put a lot of time and effort into understanding their customers and, more importantly, their needs. The need to change traditional banking was imminent, especially with the COVID pandemic. Monzo bank was there to take this path and work towards providing an alternative to traditional banking. The task is challenging due to customers' bad experiences using digital banking (Mbama and Ezepue, 2018). Therefore, Monzo bank needs to invest even more now in CX and in understanding the customer needs as CX can directly impact the firm financial performance (Mbama and Ezepue, 2018), and it needs to monitor closely. As mentioned in this report, Monzo has multiple channels to continue monitoring CX and provide the best experience. Monzo bank provides classing transactions such as deposit making withdrawals and setting up standing orders. The difference is that everything can be done on a mobile phone without visiting the bank. They have a very friendly website and a straightforward app to use, and much effort is put into providing the best bank app on the market. However, there is not enough information about borrowing, saving or even opening an account, and it is robust and hard to navigate. Hence, many people still prefer to go into a branch to discuss all their questions about the service or product. 
By creating crowdfunding and involving their employs in research and testing, Monzo bank put a lot of effort into making their employees and customers to feel part of the business. As CX is very important for a firm so as employees, they need to have a good experience as this will result in better performance at work and it is a plus for the firm (Schwager and Meyer, 2007). As a digital bank, Monzo does not have the privilege of direct customer-employee contact. Therefore, the attention to CX provided by their employees needs to be even more carefully managed. Employees dealing with customers' complaints need to be friendly, knowledgeable, and able to build trust and influence customer behaviours (Mbama and Ezepue, 2018). In contact services, it is critical to have a high level of job satisfaction among employees as this directly influences their service quality, which will negatively affect CX. (Chi and Gursoy, 2009) (Kanyurhi and Akonkwa, 2016). 
Social media is a customer-owned touch point, challenging the traditional way of understanding and dealing with CX (Yakhlef and Nordin, 2021). The firms do not regulate this type of touch point it is known for, the power it gives to customers before and during the purchase phase. Customers used this to share information and provide their point of view on their customer experience (Lemon & Verhoef, 2016). These touch points need to be carefully inspected by the firm, as this can impact how customers perceive firms’ brands, services, and products. It is unclear yet when the firms need to intervene, and more research needs to be done into this aspect (Lemon & Verhoef, 2016). A firm that tends to control customer-owned touch points could be perceived as unjustified interventions that are looking to control customer discussions and could have a negative effect on CX (Yakhlef and Nordin, 2021). A study by Yakhlef and Nordin (2021) found that rather than strongly objecting to a company's presence in their space, is the firm conduct in customer-owned touch points. Therefore, firms need to be present but not take control over the customer-owned touch point and consider positive and negative as constructive feedback and trying to solve their customers problems.
Therefore, Monzo bank needs to be the best digital bank app and the best bank service and product provider, and this can be done only by meeting and exceeding customer expectations. As the trend of using digital banking apps is increasing (Statista, 2022), Monzo needs to continue to get involved in the co-creation perspective, employee satisfaction and CX. This will help Monzo to be sustainable and even expand in time.

