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     CAZOO is an online marketplace for buying and selling automobiles. They want to treat ordering your future car the same way you would any other product on the market today. Where customers can easily and effortlessly purchase or finance a used automobile online, with delivery or pick-up occurring in as little as 72 hours. Alex Chesterman OBE, the founder and CEO of CAZOO, created the company in 2018. Alex is one of Europe's top digital entrepreneurs and launched Zoopla in 2008, which increased openness and efficiency in the UK real estate industry. He has spent the last 20 years using data and technology to enhance customer engagements.
     CAZOO is a firm made up of over 3500 individuals who are dedicated about providing wonderful client experiences. Their goal is to make sure that you like both the CAZOO car-buying process and the vehicle itself.
[bookmark: _Toc118593792][bookmark: _Toc118593864]  2.0 COSTUMER TOUCH POINT

     CAZOO provides its customers with a variety of ways to contact them, including phone and WhatsApp lines that are available seven days a week from eight in the morning until eight in the evening, as well as various online platforms like Twitter, Facebook, and Instagram. You can also reach CAZOO at www.cazoo.co.uk.
     The next steps will reveal the structure's appearance: CAZOO is a limited company, and they advise its customers to contact them by email at support@cazoo.co.uk or by phone at 020 3901 3488.
By using the website or app, you attest to your acceptance of these terms of use and your agreement to abide by them. You may not use CAZOO website or mobile application if you disagree with these terms.
The CAZOO team advises printing a copy of these terms for your records. The following supplementary papers are referred to in these terms of use and are also relevant to your use of our website or app.
     The next steps will reveal the structure's appearance: CAZOO is a limited company, and they advise its customers to contact them by email at support@cazoo.co.uk or by phone at 020 3901 3488.
By using the website or app, you attest to your acceptance of these terms of use and your agreement to abide by them. You may not use CAZOO website or mobile application if you disagree with these terms.
The CAZOO team advises printing a copy of these terms for your records. The following supplementary papers are referred to in these terms of use and are also relevant to your use of our website or app. From time to time, company might change this terminology. Costumers need to   review these terms each time users want to use the site or app to make sure they are aware of the most recent version of the terms. The most recent revision to these terms was made on August 26, 2021. In order to reflect changes to business goods, user demands, and company priorities, company may occasionally update and modify the website or mobile application. Both website and mobile app are freely accessible.
     CAZOO make no promises on the availability or continuity of our website, app, or any of the content found there. For business and operational reasons, company have the right to suspend, remove, or restrict access to all or any portion of the website or app. Any suspension or withdrawal will attempt to provide customers with reasonable notice.
Users are also in charge of making sure that anybody who uses their internet connection to access the site or app is aware of these terms of usage and any other applicable terms and conditions and that they abide by them.
      All of the used cars are CAZOO PROPERTIES. High-quality vehicles are acquired by their buying team from a range of places, including auctions, dealerships, leasing businesses, and manufacturers. Additionally, they provide vehicles that have been traded in by consumers. Company carefully inspects each car they consider for purchasing to ensure that it satisfies their strictest requirements. Utilizing the 360-degree digital photography, customers may see an automobile with CAZOO and make a completely online purchase. This enables customers to view and thoroughly evaluate the vehicle before making a purchase, both inside and out. Customers can be able to see the car's state, important characteristics, and any flaws. Company do not take phone orders for CAZOO cars; customers can only order them online. Company will be pleased to assist anyone if they call 020 3901 3488, use live chat, or send them a message on WhatsApp if they need assistance placing an order or have any other queries. Additionally, customers can stop by any of the Customer Centres.
     A used CAZOO vehicle must undergo a meticulous 300-point inspection before it can be found on the website. From the lights, windshield wipers, and more. Hundreds of pounds are also spent on each used car's refurbishment.
     Customers of CAZOO also benefit from the ability to apply for a finance online and find out if they qualify for one for a car. If customers want to sell their cars through CAZOO or request for a part exchange, they may also take advantage of complimentary offers and a. 
     

[bookmark: _Toc118593793][bookmark: _Toc118593865]     3.0 CUSTOMER EXPERIENCE AND BRAND EXPERIENCE 

     According to the evaluations on websites like Trustpilot, 89% of customers give the business 5 stars out of a possible 28.871 reviews. This indicates that CAZOO values its consumers' interactions with the company.
     This is just one of the thousands reviews us an example of customers experience: 
, GREAT WORK CAZOO
Thank you CAZOO. Simple, easy, and quick online process to sell my car followed up by excellent communication and flexibility about the pickup date then completed with a courteous, professional, and efficient handover with no hidden costs or haggling over the competitive price offered online. Really pleased I went with CAZOO to sell my car having tried a number of other online car buying businesses.
Date of experience: 27 October 2022” (ROBIN BOTH) 
     The online auto retailer CAZOO has made the decision to "reduce" its brand marketing spend in order to concentrate on performance channels as it launches a "business realignment" programme. CAZOO plans to slash 15% of its workforce, or 750 jobs, and slow the rate of new recruiting as part of its objective to "de-risk the route to profitability." In order to reduce costs and boost operational efficiency, the strategy also calls for "changing" the consumer proposition. It also calls for restricting the company's capital expenditure and deferring a number of planned investment projects.
     Over the following 18 months, it is intended to "rightsized" the business and generate savings of more than £200 million. CAZOO claims that despite having sold more than 70,000 automobiles over the previous two and a half years and earning more than £665 million in revenue in 2021, it is "now more hesitant" about its projections for the entire year due to the "rapid shift" in the global economy and potential for a recession. The cost of living has increased, which has hurt customer confidence, according to founder and CEO Alex Chesterman. He attributes this to rising inflation and interest rates, as well as supply chain problems brought on by the epidemic and the conflict in Ukraine. “This perfect storm has placed cash conservation top of mind for the company, ahead of growth,” he states. “We have proven that we can buy and sell cars at scale and deliver a market-leading customer experience, but in the current climate we are focused on improving our unit economics which involves making some tough but necessary decisions around our priorities.” (Alex Chesterman 8 Jun 2022). 

[bookmark: _Toc118593794][bookmark: _Toc118593866]     4.0 THE FIRM’S PERSPECTIVE 
    From the company's perspective, the company is fundamentally in charge of creating and designing an experience for the client to have.
However, a customer's willingness to accept a company's offerings is dependent on the value propositions that are associated with the goods. The firm’s perspective (Berry et al, 2002; Stuart and Tax 2004).
     In our situation, with a wide selection of more than 250 models, it is quite simple from the company's standpoint to locate the suitable car. On the business's website, you can find all the information you need to buy a car from the comfort of your armchair by following 4 simple steps that are thoroughly explained. These steps are to find the model of car you want, how you want to pay, whether you want your car delivered for free to your location or to pick it up in person and the fourth step is to drive the car for 7 days and if it is not to your liking you can return it back. Additionally, they developed a variety of services, including car inspections performed by one of the more than 200 qualified trainers and offers like part exchanges and cash incentives for purchasing the following vehicle. On the company's website, you can get all the information you need in detail about how to finance your automobile and even evaluate it out for free if you qualify. The wide range of services contains and informs you in detail about how you can benefit from a prolonged warranty, service for the car and periodical technical inspections. All these values and many more as well as with a program that is available to customers 7 days a week for 12 hours are free.
     CAZOO is a firm that provides value exchange services, but customers are not required to use the services or accept the company's offers. They also have the option to refund any purchases they make within 7 days if they are not satisfied.
[bookmark: _Toc118593795][bookmark: _Toc118593867]     5.0 CO-CREATION PERSPECTIVE 
     In recent years, the business sector has grown incredibly competitive. Everyone now has access to information, but it might be challenging to discover the appropriate, exact, and precise information that meets your needs and preferences. Because of this, businesses and brands frequently consult with consumers for suggestions and ideas while developing new products.
     The process of co-creation involves collaborating with suppliers, customers, stakeholders, specialists, and employees to produce a new good or service. In order to increase productivity, collaborative co-creation aims to encourage a culture where ideas are shared rather than kept to oneself. The two pertinent phrases that are closely related and complement one another are mass customisation and open source. Knowledge and information are readily available, which has changed the company's operations and functionality and enabled innovation. Customers are now encouraged to express their opinions and reviews.
     Many businesses are still reluctant to accept co-creation with individuals who are not employees. Not allowing and trusting everyone is a common occurrence. But it is the new product, design, revenue, and advantages that count. Co-creation can still fail and be shown to be unsuccessful, however. In actuality, co-creation offers no assurance that the new idea or product will be a commercial success. However, it would enable you to generate ideas, get new insight, and collaborate with like-minded others. It would direct your movement in the appropriate direction.
     Co-creation for CAZOO sounds like this: As a team, we do better than we do separately. Everyone has value. We are on this exciting journey to have fun and succeed as a team.”
     CAZOO is a business that employs the co-creation approach and gives its consumers the chance to openly reveal themselves and reply to whatever feedback they send, whether it is positive or negative, for example: 
, Terrible experience dealing with CAZOO. First it took 10 days to correct the price which was agreed. On add it says colour of the car is black when went to pick up, actually it is dark blue. False advertisement and terrible customer service”
Date of experience: (03 October 2022 Harry Singh).
Hi Harry,
Thanks for taking the time to leave your feedback here. I am sorry to hear that you have not had a positive experience with us. One of the team will reach out to discuss with you directly.
Kind Regards
Danni @ CAZOO
     Also, CAZOO use the co-creation perspective like using hundreds of expert reviews to help you find the perfect car.

 
     What Co-creation can bring for CAZOO:
A: Brand Awareness: When businesses debut a product or alter how it is seen in the marketplace, this is known as brand awareness. Customers frequently recall a company or product due to its advantages. Co-creation supports the business by raising brand recognition or enhancing product features.
B: Brand Loyalty: Customers are more likely to remain loyal to a firm if they have better relationships with it. The goal of marketers is to improve customer involvement because of this.
C: Intellectual Resources: When clients interact with a brand and offer suggestions for making the product better. They are increasing the company’s intellectual capacity.
D: Customers Insights: The company benefits from consumer input in two ways: the product is improved, and the company has a greater grasp of the requirements and desires of the customers.


     The difficulties that CAZOO might encounter should also be taken into consideration.
EXAMPLES: 
If the participants' suggestions emphasise the drawbacks of a good or service, it will hurt your brand's reputation. If you cannot live up to the participants' expectations during a contest, it could reflect poorly on the whole thing. Every participant's submission is irrelevant, and some of them are even useless. Such ideas must be cleverly rejected by the company; otherwise, customers and participants would feel unwelcome and get disengage
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