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[bookmark: _Toc129298361]Executive summary

The report explains and describes the customer experience of Cazoo Company, providing detailed information on customer touch points and brand experience.
Discussion on customer relationship management is provided in part A and is based on relevant research literature.
Part B draw a critical discussion on the major customer experience perspectives. The concepts discussed go along with three UK Tech company examples. Monzo, Revolut and Zopa’s implementation of the perspectives draw the benefits of having certain customer-based approaches in order to provide greater value and client’s satisfaction and loyalty.




[bookmark: _Toc129298362]PART  A
[bookmark: _Toc129298363]Customer experience 
Customer experience is the culmination of all of a customer's encounters with a business throughout the length of their connection with that business or that particular product. Customer experience is concerned with how a company itself and clients interact.( Schmitt, 2003).
 Any contact, regardless of how short or if it ends in a non-purchase, is covered. Each interaction among clients and companies strengthens (or weakens) the relation, whether it's via a chat to a help desk, viewing an advertisement, or perhaps something as simple as making a billing payment. Most essential, what counts is how buyers perceive those interactions collectively (Meyer and Schwager, 2007).
[bookmark: _Toc129298364]Cazoo Background 
 Alex Chesterman, a British online entrepreneur, established Cazoo in 2018. In December 2019, it launched a web-based used-car marketplace, that quickly had become the main source of revenue. The objective of the Cazoo firm is to treat purchasing a customer's future car the same as buying any other goods. Where consumers may easily and effortlessly purchase or finance a secondhand automobile totally online, with shipping or pick-up occurring in as little as 72 hours. (Cazoo, 2023)
Once Cazoo was established, it  started planning for debut right away after realising the enormous possibility to provide UK drivers with a more smooth, efficient, and cutting-edge method of buying, lease, or subscription to a vehicle.
[image: ]
Source: Cazoo.com
[bookmark: _Toc129298365]Customer experience management
Both professionals and academics seem to have found relevance with the concept of the customer experience, since many executives and services specialists increasingly discuss it. In contrast to service-related themes like devotion and excellence in service, research work on the customer satisfaction currently appears to be still in progress stages ( Zomerdijk and Voss, 2010).
Moreover, the research implies that regardless of the service (or goods), a client is going to encounter an experience; great, awful or uncaring,(Carbone and Haeckel, 1994) — in other words, a service everytime tends to come among a perception, and that all service customers has a possibility for cognitive interaction, regardless of how positive or negative the item or provider of service may be (Berry and Carbone 2007, Voss and Zomerdijk 2007).
Customer experience management (CXM) is the research of how to fully serve customers and implement comprehensive strategies which promote multidisciplinary initiatives and a customer-centred business culture. (Slack., Chambers and Johnston R, 2010)

[bookmark: _Toc129298366]Customer experience
 By giving each consumer a special, lasting impression, Cazoo hopes to become the dominant player in the used car sector. Cazoo concentrated on the buyer ’s journey across all touch points to achieve this. The terms effortless, quick, and accurate come to mind and it is the method they used.
Based on Cazoo customer experience management, their values imply a lengthy list of tasks that must be required in order to provide the optimum experience for its customers. 
They adhere to their core beliefs in order to provide customers with the greatest car-buying experience. The foundation of Cazoo Company is attachment with the consumer is prioritising them in everything they do. For providing the best experience and astounding clients, Cazoo wants to become renowned. Data-driven decisions are made using data as the primary factor.(Cazoo,2023) 
The business seeks insights to help it grow and succeed - informed and results-driven. Cazoo has a strong entrepreneurial zeal for working quickly; indicating that they work hard and quickly to achieve their objectives. Those that work well in a team—rather than alone—make up the company's base. During this thrilling trip, the goals aim to have great times and succeed as a team.





[bookmark: _Toc129298367]Customer touch points
Any either indirect or direct interaction a client has with a company is considered a customer touch point. Customer touch points could indeed take place before, during, or after a buyer purchases a brand's goods or services. They can also eventuate without being under a company's influence. (Mandel and Johnson, 2002)
Customer - brand interactions can be direct—like purchasing in a retailer's store—or indirect—like browsing the reviews. Every client interaction across the buyer journey does have the power to change opinions or brand loyalty. (Neslin, Grewal, Leghorn, et al. 2006)
Touchpoints can be controlled by the client, controlled by the business, or controlled by neither the customers nor the business.
Customer touchpoints, according to Dhebar (2013), are "points of human, item, services, communications, geographical, and digital interaction that collectively constitute the interface between a company and its consumers throughout consumers' experiencing phases."
Recognizing that every connection counts makes crucial for Cazoo to carefully assess which brand touchpoints to concentrate on for the company. 

The good news is that Cazoo has influence over when or how these branding touchpoints manifest, including webpages, customer service, advertising communications, offer generators, social networks, print advertising, and television commercials (this is the case where consumers concentrate on the digital shopping).
[bookmark: _Toc129298368]Brand experience 
Brand experience is the sensation a customer has when contacting or connecting with a company. Although some companies inspire thoughts of technological advancement and creativity, others are unreliable with a poor image. (Schmitt, 1999)
Since every consumer has a unique variety of expectations and connections with the branding, brand experience is individualised and differs depending on the individual. 
One frequent reason for starting the procedure for product creation is to enhance or broaden the brand experience. As a newer product is added to the product offerings, the customer loyalty is updated. (Alloza, 2008)

Companies seek to strengthen their brand and give customers ongoing chances to interact with it. Every one of these contact points marketing messages to client satisfaction opportunities for the client to have a profound brand experience. (Bennet, Rebekah, Rundle-Thele Sharyn, 2002)
Leading UK internet based auto store Cazoo offers purchasing a car as simple as purchasing any other item online shortly. Cazoo offers customers a highest quality of service which is easy, straightforward, and practical when purchasing or funding cars internet-based. The company was formed on the fundamental principle that everybody merits to experience absolute trust when purchasing a car. 
Together with the primary acquisition —Cazoo additionally provides a number of incorporate items, including CazooCover or CazooGuard, that would provide customers additional security. For individuals seeking greater buying versatility, they also provide an exclusively online auto financing process.
As Cazoo is based online, advertising is a basic way of engaging customers and promoting the business.
In  order to integrate customer experiences and provide excellent client service Cazoo in  just a few months after beginning, introduce their innovative products and services to the marketplace.
Moreover the company followed client behaviour to immediately realize their potential and needs even in the absence of market statistics. 
Cazoo identifies and control authorisation to offer specialised, powerful advertising.

[bookmark: _Toc129298369]Discussions and findings 
Users may select the manufacturer and vehicle model that they want to buy from Cazoo's webpage and complete the transaction in the convenience of their house. 
Simply should choose time period, and their car may be at their doorstep for as little as 72 h. When customers are not satisfied within the initial 7 days, Cazoo will however pick up the car at no cost to you and issue a complete refund. Each vehicle also has a free complete 3-month guarantee, a MoT, plus technical service.
Cars should indeed be offered for less money than identical vehicles promoted by retailers since Cazoo promises to pass these advantages on to its clients because it does not have forecourts. Cazoo does have "Customer Centers" that allow customers to pick up an automobile instead of having one transported. 
Moreover, customers may drop off a car which will be traded inside there.
In order to offer a point of view and customer experience from the Cazoo clients, below are a few reviews that have been posted on Trustpilot. As shown below Cazoo overall provides a great service, having a rate of 87% of 5 out of 5 stars scale. Therefore, on the last image is provided a review that explains and highlights that Cazoo as others business still have challenges and slight difficulties in the service industry. However as trying to provide a exceptional customer experience and brand experience - Cazoo customer service take action immediately and provided the service that a customer requested. Customer service provides responses to the reviews, in order to improve and [image: ][image: ]provide a great service and value to their customers. 
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[bookmark: _Toc129298370]Conclusions  
Administration has determined that the best option for the company is for Cazoo to now predominately concentrate on its fundamental advantage in the UK, an immense installable market with roughly 8 million used car money transfers and a valuation of over £100 billion per annum. This conclusion follows an evaluation of a variety of tactical choices. (Cazoo, 2023)

Notwithstanding the difficult macroeconomic conditions, development in the UK is still solid, with commercial unit revenues increasing over 100% compared to the previous year in the months of July and August. Leadership is highly enthused about the potential for Cazoo and its capacity to gain a 5% or larger UK share of the market as a result of the desire for the offering.
By the end of 2023, when the company intends to continue to hold about £100 million in cash on its income statement, it will have achieved operating cash financial goal.

[bookmark: _Toc129298371]PART  B
[bookmark: _Toc129298372]Introduction
The customer perspective, that contends that consumers aim to maximise their total utility, coexists with the company theory. Usability here relates to a perceived by consumers value of a product and perhaps service, often known as the degree of enjoyment the customers receive from the item or service in question.

[bookmark: _Toc129298373]Co-creation vs firm’s perspectives 
Co-creation entails working together with your consumers to develop new products, services, and user experience, often in live time. Not even just consumers, but also partners and consultants are the customers.
Customer perspective describes a strategy that looks at a business from the standpoint of the people who use and buy its goods and offerings. This perspective takes into account a group's customer base, which is essential to its economic well-being and product revenues. 
This perspective examines achievement objectives in terms of how they impact the industry and the consumers. From the perspective of the co-creation, might be found specific objectives as consumer satisfaction and care, sales volume and brand recognition.
The client and target markets wherein the business unit would operate are determined by corporate executives, together with the metrics to be used to gauge performance within every sector. ( Verleye, 2015)
Treating others the way you want to be addressed constitutes the initial step in creating effective client relationships. Not everybody is born compassionate, but seeing themselves as their consumer is the way to cultivating it. Start asking themselves rhetorical questions regarding their potential feelings in various scenarios and contemplate them from the viewpoint of the consumer.
Meanwhile the firm's profitability affects decisions about how to allocate resources, how to produce goods, how to modify prices, and how much is produced. 
Several contemporary interpretations of the idea of the company make a distinction among short- and long-term goals, including such maximizing profits and sustainable development.
From a co-creation perspective, firms should be open to feedback from their customers, suppliers and other partners. Focusing on collaboration and openness to feedback will help firms develop better products and services and make better decisions.
From the firm’s perspective, their goal is to improve their products and services and increase their profits; they should be open to feedback in order to make it happen. Focusing on feedback can help firms identify and understand customer needs, improve product design, and increase sales.
[bookmark: _Toc129298374]Role of the perspectives in customer experience 
In today's technological world, technological advances is a vital part of daily lifestyle. Perspectives’ role is to discover how technology may help organisations boost client happiness and engage in more individualised relationships with consumers. 

The importance of client loyalty as a brand value cannot be overstated. This is the outcome of every online engagement a customer makes with a business. The most prosperous and progressive businesses prioritise the needs of their customers when designing their websites, digital experiences, and digital convenience.
However, advanced technologies may assist service companies in providing even better consumer care. It can help a business start listening well, become conscious of all client requirements, address those necessities on the appropriate channels, then promptly provide the desired business outcomes.( Zarantenello and Schmitt, 2000)
How satisfied customers feel about a service or good is measured by their degree of sense of fulfilment with it. Regardless of whether you choose to accept it or not, innovation is crucial in this. The correct technologies may enable businesses to improve and enhance the customer satisfaction. Lengthy queue periods and delayed answers are no longer the norm due to the advancement of tech or could affect business. In order to attain the greatest degree of customer satisfaction, businesses stay current mostly on newest technological advancements and strategies and constantly incorporate them into company operations.
Businesses use technology and communications solutions to not just respond to immediate client requirements but to additionally establish their reliability. With the provision of services with the utmost promptness or customization, technologies may assist organizations in winning the confidence and commitment of their target audience.

[bookmark: _Toc129298375]UK tech companies vs customer experience perspectives
Online bank Monzo Bank Ltd is headquartered in the UK. 
[image: ]One of the initial new contender banks in the UK to use an app became Monzo.(Monzo, 2023)

Source: Monzo.com
With the lifting of limitations on its UK banking accreditation in April 2017, it was able to provide a complete bank account after initially operating through a mobile app plus preloaded bank card.
Meanwhile a rival businesses, positioned by customers as same level as Monzo are Revolut and Zopa.
[image: ]
Source: Zopa.com
[image: ]Banking operations are provided by the British-Lithuanian neobank and e - banking startup Revolut. In within European Union, Revolut Bank UAB is authorised and governed by the Bank of Lithuania. Nikolay Storonsky and Vlad Yatsenko created it in 2015, with its main office in London. It provides accounts with money conversion, digital and debit cards, Contactless Payments, Apple Pay, market trading, cryptocurrency, commodity, and perhaps other options. (Revolut, 2023)

Source: Revolut.com
British banking and finance provider Zopa Ltd. offers financial cards, secured loans, and bank deposits. In 2005, it launched as the initial peer-to-peer lending business of its kind, and then in 2020 company obtained an entire licence to operate.(Zopa, 2023)
In hopes of gaining their patronage and appreciation, Monzo, Revolut, and Zopa offer a wide range of services and innovations to their users. These banks are adept at balancing solid opinions and collaborative development. 
Together with offering a positive client experience, perhaps one their primary advantages is giving the public a mobile experience. 
The mobile experience has become of the utmost relevance in the modern world, as was already established. The firms now make mobile access available to clients in order to make their lives easier. To meet all of their customers' needs while they are on the go, all three businesses made the decision to develop mobile apps.
In current history, chatbots have generated a lot of excitement, and for excellent purpose. For organisations operating in various sectors and businesses, such innovation offers numerous advantages. While company employees are not at duty, a corporation is nevertheless able to offer authentic, round-the-clock customer service.
Monzo’s contemporary chatbots could be entertaining, educational, and useful for gathering ideas. By suggesting how-to publications,Zopa and Revolut consistently offer customer support. They also improve sitemap by providing a path to the appropriate web sites, drive revenue by suggesting clients popular offers, and do a lot extra. From firm’s perspective, chatbots are especially useful because they let you gather consumer information and assist in guiding clients through the  process.
Monzo has  a variety of features which make it a great choice for those who are looking for a well-rounded bank. They have a great platform which allows you to manage your finances and track your spending. Additionally having great customer service which is always available to help.
Revolut  focuses on helping its customers manage their finances and stay accountable. They have a variety of features which make it a great choice for those who are looking for help with their finances; a great platform which allows you to track your spending. High level customer service satisfies 24/7 Revolut’s customers.
[bookmark: _Toc129298376]Conclusion 
Nowadays, knowledge created by various individuals and organizations is used in many ways. Inept co-creation can lead to failed projects, while successful co-creation can result in new innovative products and services.
Co-creation perspective therefore has primacy over conventional knowledge-creation processes in the present era. On the one hand, it can help firms to quickly assemble expert knowledge in various domains, while on the other hand, it can help individuals and organizations to share their knowledge and develop mutually beneficial co-ventures.
Most fundamentally, firms and individuals should be aware of the potential benefits and dangers of firm’s perspective and embrace it whenever it can help to improve performance.















[bookmark: _Toc129298377]Reference list 
About Us (no date) Cazoo. Available at: https://www.cazoo.co.uk/about-us/  (Accessed: February 26, 2023).
About Us (no date) Revolut. Available at: https://www.revolut.com/about-revolut/  (Accessed: March 2, 2023).
About monzo (no date) Monzo. Available at: https://monzo.com/about/  (Accessed: March 3, 2023).
About - zopa (no date) Zopa.com. Available at: https://www.zopa.com/about  (Accessed: March 2, 2023).
Alloza, Angel, (2008), “Brand Engagement and Brand Experience At BBVA, The Transformation of a 150 Years Old Company”, Corporate Reputation Review, Vol.11, Number 4, S.371-381.(Accessed: February 16,2023)
Anirudh Dhebar(2013) “ Toward a compelling customer touchpoint architecture” Business Horizons 56 (2), 199-205. (Accessed: February 16, 2023)
Bennet, Rebekah, Rundle-Thele Sharyn. (2002), “A Comparison of Attitudinal Loyalty Measurement Approaches,” Brand Management, Vol 9, No.3, January, p.193-209. (Accessed: February 20, 2023)
Christopher Voss, Leonieke Zomerdijk. (2007)AIM Research, Innovation in experiential services: an empirical view. (Accessed:March 2, 2023)
Katrien Verleye. (2015) Journal of Service Management, “The co-creation experience from the customer perspective: its measurement and determinants”. (Accessed: February 23,2023)
Leonard L Berry, Lewis P Carbone. (2007) “Build loyalty through experience management”,Quality progress 40 (9), 26, 2007. (Accessed: February 18,2023)
Leonieke G Zomerdijk, Christopher A Voss(2010) “Service design for experience-centric services” Journal of service research 13 (1), 67-82, 2010(Accessed: February 26,2023)
Lewis P Carbone, Stephan H Haeckel.(1994) “Engineering customer experience”, Marketing management 3 (3), 8-19, 1994 (Accessed: March 3, 2023)
Mandel, Naomi; Johnson, Eric J. (2002), “When Web Pages Influence Choice: Effects of Visual Primes on Experts and Novices.”, Journal of Consumer Research, Sep2002, Vol. 29 Issue 2, p.235-245.(Accessed: February 23,2023)
Meyer, C. and Schwager, A. (2007), “Understanding Customer Experience,” Harvard Business Review, February 1, p.17–26.
Nigel Slack, Stuart Chambers, Robert Johnston.(2010) Pearson education, Operations management. (Accessed January 28,2023)
Our story - zopa (no date) Zopa.com. Available at: https://www.zopa.com/about/our-story  (Accessed: March 2, 2023).
Perez, R. (2022) Manage brand Touchpoint, Branding For The People. Available at: https://brandingforthepeople.com/a-quick-guide-to-selecting-brand-touchpoints/ (Accessed: February 20, 2023)
Scott A Neslin, Dhruv Grewal, Robert Leghorn, Venkatesh Shankar, Marije L Teerling, Jacquelyn S Thomas, Peter C Verhoef. (2006) “Challenges and opportunities in multichannel customer experience management”, Journal of service research 9 (2), 95-112. (Accessed: January 28, 2023)
Schmitt, Bernd, (1999), “Experiential Marketing”, Journal of Marketing Management, Vol.15, p.53-67. (Accessed: February 18,2023) 
Schmitt, B. H. (2003), Customer Experience Management: A Revolutionary Approach to Connecting with Your Customers. New York: The Free Press. (Accessed: February 18,2023)
Zarantenello, Lia and Schmitt, Bernd H., (2000), “Using the Brand Experience Scale to Profile Consumers and Predict Consumer Behavior”, Brand Management, Vol.17, No.7, p.532-540. (Accessed: March 3,2023)
image2.png
cAZOO




image3.jpeg
Helen

HE
3reviews © GB

7 hours ago

® Invited

My second time doing business with...

My second time doing business with Cazoo, first
was buying and now selling my dads car for him.
| have to say again we were surprised by the
easiness and smoothness of the transaction. |
can’t speak more highly of the staff at Cazoo
Tamworth. A real pity that it is closing!!

Date of experience: 27 February 2023

oy Useful oS Share K

% Reply from Cazoo UK 6 hours ago
Hello Helen,

Thank you for leaving us a perfect 5-star
rating!

We're happy to hear that this is your second
time doing business with Cazoo. Indeed we
make every transactions from buying and
selling cars, easy and smooth. Thank you for
choosing us. We look forward to have
business with you again in the future. Stay
safe always.

Happy driving!

Ylaine
Cazoo Customer Support
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® Invited

Great hassle free experience...

Have to say was very wary of selling our car via
these sites, | went through the normal sites but
was recommended to Cazoo. The car was an
electric vehicle, in very good condition; filled the
online form in, agreed the price then set away
cleaning the car etc. The offer was what we
expected much more than the dealer, the only
bad point was the pick up fee £189 which comes
off your valuation, so | decided to deliver the car
which is free. The hand over took 10mins and the
money was in the bank within minutes. All in all a
great experience and hassle free!

Date of experience: 28 February 2023

oy Useful o3 Share K
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Updated a day ago

A problem that got resolved

Having agreed a price etc, when the driver came
to collect he said he couldn't take the car
because it had too many miles, (greater than
150,000 miles) despite the mileage had been
accurately declared!

Cazoo were true to their message on this site
and rang the following day and explained that it
was a mistake - they could accept the mileage
on the car and they have now collected it with no
fuss and shown that they can provide good
service after all.

Date of experience: February 26, 2023

5 Useful o3 Share K
% Reply from Cazoo UK 2 days ago
Hi,

Thank you for taking the time to leave this
review!

We appreciate any and all feedback provided
and someone will be in touch shortly to

discuss this in further detail.

Cazoo Customer Support
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