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[bookmark: _Toc129024573]Executive Summary
This report has focused as follow Part A on customer experience at revolut bank which defined how they can scale or value the bank or the services the bank provides before they start their journey or while and after leaving the services. The report focused on the brand experience and the customer experience to define some issues that can destroy the product and how the bank can sort the issues and present good services which means growing the bank and satisfying customers. The report displayed some issues with some recommendations.










































[bookmark: _Toc129024574]Part A Customer Experience from Revolut 
[bookmark: _Toc129024575]Introduction:
Customer experience is the sum of all interactions that a customer has with the organization over the life of the relationship with that company or with that brand (Annette franze 2021).
Customer service is the support that the company can provide to the customers who need assistance or advice before or after they buy or use the products which help them have to enjoyable experience, amazing customer service is well a guide to growing business. Today’s customer services go beyond telephone support agents, it is available via email, web, and text message morning and night-time via self-service support so customers can find the answers they are looking for. (Salesforce, 2023),

Revolut: Spend, Save, Trade -one bank.
Revolut is a British -Lithuanian bank and financial technology company founded by Nikolay Storonsky (a former trader at Credit Suisse) have two banking licenses one in Lithuania and one in Britain. Started in 2015 offers banking services, Revolut UAB Bank licensed the European. Revolut can transfer money abroad in twenty-nine currencies. A pre-paid debit card enables cash withdrawals in 120 countries.
Revolut is a digital-only banking app that lets you manage your money online, and on mobile and comes with a card for spending like Monzo; with Revolut you can spend, send, and save smarter investments from just one pound. All your travel needs a travel card that provides cheap exchange rates. With Revolut use your card online and in-store, at home and abroad. 
Revolut allows clients to avoid the excessive fees of conventional banks. Revolut is a safe bank to use as it has boosted security features to include fingerprint identification on your accounts. The Revolut security apps are available for both Android and iOS which protect anyone trying to access your device.
Revolut is also registered with the Financial Authority to offer cryptocurrency services under the money laundry, terrorist financing, and transfer of funds. Revolut accounts began allowing staking for holders of proof-of-stake cryptocurrencies in the UK and European Economic Area in 2003. Revolut is a prepaid Visa card, which can be used in the UK and abroad. New customers can get Revolut Premium Free for three months when signing up before the thirty-first of March 2023. With Revolut earn interest on your savings and get your salary in your account a day early. 
[bookmark: _Toc129024576]
Examine the customer experience of Revolut:
[bookmark: _Toc129024577]Customer Touchpoint:
Touchpoints are interactions between business and consumers that occur during the customer journey, this can influence customer experience as well as a brand (Clint, Fontanilla, and May 2021)
Customer touchpoints are branded’ point of customer contact, from start to finish, is any time a customer interacts with your brand whether that’s through an advertisement, a website, online advertisement, digital Marketing content, an app, flyer or word of mouth (verbose, 2009). The customer journey has five stages move through to choose your brand and become a certified client because each touchpoint along the way compels them to do so. The five stages are awareness, consideration, action, and loyalty (retention and advocacy). Revolut bank has launched services for those who always strive for excellence, and for those who want to be the best. saving time and moving fast. Revolut has a partnership with Tink which will enable us to expand our open banking services across new markets in a fast and sustainable way; says (Ivan Chkalov, Head of Retail at Revolut 7 June 2022)
Revolut building an excellent service to make customer satisfaction for example SEO, organic social media content, community management, revolut website, online app, video -youtube content and surveys, boosted social media content Blog content, partnerships, and paid digital ads.

[bookmark: _Toc129024578]Customer Experience and Brand Experience (Customer relationship management (CRM) ): 
Customer experience has two major perspectives:
The firm’s perspective (Berry et al,2002, Stuart and Tax 2004)
Firm perspective describes the structures and interaction of the company without necessarily dictating design decisions for business actors/roles and business units in terms of role relationships (Esprit Trail 2022)
The customer perspective (Schmit 2011), The co-creation perspective (Chandler and Lsuch,2015) the customer experience is deemed the culmination of a customer’s interaction with other actors in a broader ecosystem while recognizing the customer’s role in the co-construction of the knowledge.
The co-creation perspective (Chandler and Lusch,2015)
That technology is used to manage interactions with customers and potential customers. A CRM system helps organizations build customer relationships and streamline processes so they 
can increase sales, improve customer service and increase profitability.
The firm perspective in Revolut is to improve clients’ simple payment process solutions to help them grow their firms. Revolut business is therefore to succeed at the finance Department by improving there accounting to deliver better customer service, Revolut help customers to track their purchases easily by having their login and their cards to make it possible within less than thirty seconds to add a new user and also allowing to upload a payment file which is created by Xero Payroll who makes all the payroll for revolut clients (Revolut blog 2023) 
Revolut supports a diversity of different clients, many of whom start a small business and then grow which presents challenges from an accounting perspective as companies from sole traders by granting additional personal capability to make purchases on the company.
Revolut has also a cashflow forecast template which is an essential part of any expanding business.
Revolut launched different cards which can make life easy for their customers, by choosing their cards they can spend like a local on debit cards with better FX rates in 150 currencies at the real exchange rates, or customers can choose iconic metal cards and they can add their company name to the front for an extra touch. With Revolut the customer’s money is safe with the anti-fraud system, all Revolut cards support 3DSecure and contactless card limits help fight contactless fraud (Katharine yacovone 2022)
While Revolut does allow money transfers that can be limited by relatively expensive and complex fees, also the bank can freeze customer accounts, so they make the customer feel bad about the services they look for it. Revolut has some disadvantages for example:
· Limited product portfolio as customers can only trade certain US stocks, cryptos, gold, and silver.
· Basic research and missing educational tools.
· Poor customer service. (Adam nasli 2023)
[bookmark: _Toc129024579]Customers perspective:
Customer perspective is a viewpoint of customers in the balanced scorecard to evaluate the company from the perspective of those people who buy and use its products or services, studying customer experience -consisting of all the stages of the buying decision process and considering all the touchpoints. Revolut work very hard to launch a good 
services to satisfy their customers and expand their facility which can add more customers and grow faster by opening new doors globally to do that right revolut engage with their customers to see where they need to improve. there is a viewpoint to consider like:( fabyio villages20230)
· Customer satisfaction.
· Customer retention.
· New customer acquisition.
· Customer profitability.
· Market share.
Revolut works on customers’ objectives and measures what the customer wants, to keep their customers longer, and provide customer services by trying to solve a problem quickly or provide support. Understand customer details knowledge to the bank by providing good services they are looking for (peter chisambara 2014). Customers say Revolut has good customer support the priviest best way to get help is via app chat or if there are issues accessing the app they can message on social media platforms. Revolut customers often get interest rates placed into their accounts. The revolut customers do have some issues with the bank which are the bank can block their accounts with no notifications or reason leaving them stuck, waiting for a reply when they contact them almost three weeks to get back to them, their security system is poor if the customer lost their cards or fraud doesn’t act quickly to investigate (Christian l 2022).
[bookmark: _Toc129024580]Recommendation:
Revolut has thousands of customers in the UK and EU, however, the reviews on their website captured some issues with the Metal plan insurance is a scam because customers experience fraud and never received their money back, other things revolut hasn’t a phone number to call when their customers need quick advice. The management team needs to create a new strategy that can lead to saving their customers from scams or fraud, also they can deliver new services by offering call numbers to deal with emergency issues and using social platforms as a better way to have a connection with the customer. Revolut can randomly close customers’ accounts without warning, revolut needs to tell their customer when they going to close their accounts and they deserve an explanation and warning, other issues revolut customers faces when the bank freezes their accounts don’t give them any alternative solution. The management team needs to have different solutions for the customers to make them comfortable.




[bookmark: _Toc129024581]Conclusion: 
The report above about Revolut bank discusses the relationship between revolut experience and customer experience which try to focus on the most important details that the customers looking for and what revolut present for its customers and how to support them, however, the management team needs to create more access data to help customers 24 hours 7 days a week. Creates more tools to investigate what customers need from their bank to present. quick call quick answer customers satisfied.
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Part B Acritical literature review on the customer experience 
[bookmark: _Toc129024583]Introduction
 This part of the report will analyze and clarify the two abstractions of customer experience perspectives, the firm’s perspective, and the co-creation perspective. What are they and how they can affect the company in success? this report focuses on two major companies Monzo and Revolut how they can improve their services to satisfy customers
[bookmark: _Toc129024584]Background:
Monzo was founded in 2015 by Tom Bloomfield, Monzo is a digital bank different from traditional banks consumers know, focusing on solving problems, not selling financial products. Its banking accounts present no fees, no monthly minimums, and no account charges (Monzo., 2023). Monzo thinking about employees buying creative and inclusive to take 32 PTO days and annually gets learning budgets. Monzo has more than one million customers. Monzo offers different services such as personal and business accounts, a mobile app that allows customers to make online payments to manage their debt and offers also a wide career path across each of its departments.
Revolut is a British -Lithuanian bank founded by Nikolay Storonsky (a former trader at Credit Suisse), started in 2015 offering online banking services, in the Revolut app customers can spend, save, spend, and get more from their money and low currency exchange while abroad. Revolut has 25 million personal users and 500k business users in 200 countries and regions support, low trading fees, and Minimum deposit and withdrawal fee amount. Revolut has a good social platform to support customers from live chat to the website.

[bookmark: _Toc129024585]Customer Experience from the firms respective:
In this perspective the company has the responsibility for creating an experience for their customers by deliver needs to have customers and value, customers need to see good brand quality and that brand gives them what they are looking for in the brand the firm offer which it means it is worthen of what it cost (Berry et al.2002). Monzo is a good example of this type of consumer as it focuses on its customer’s care from the support of mental health to teaching its customers not to spend when their emotions are high. Monzo has high standards of ethical behaviour starting with supporting their employees by creating an environment where everyone belongs, the bank launch wider responsibility to society, to make the world a better place (Hellen 2023), Monzo provides good protection against fraud and scam, with Manzo customers can concentrate on building there brand(Matt Navarra 2023), with Monzo customers can building and grow their business because of the lowest fees and easy to manage everything without delaying and the support they need from the bank .issues with transfers or payment it’s easy and quick not wasting time for customers which means quick response. This bank understands what is important for their customers working harder towards the better services to launch. The bank has over a million loyal trust customer trust.
[bookmark: _Toc129024586]The customer experience from the co-creation perspective:
Customer experience is a multidimensional construct focusing on a customer’s cognitive, emotional, behavioural, and social responses to a firm’s offerings during the customer’s entire purchase journey (Lemon and Verhoef 2016), customer experience can explain how customers feel about the brand tied to customer retention, lifetime brand, and value, customer report coming out of their way to buy, it can impact the brand value and reputability (Zendesk 2020). A negative customer experience can leave the company in a secure area which means the company can lose customers and marketing, if the customer has complained about services that paid for it and can’t reach customer support they might leave because the company makes them feel frustrated, customer can always choose to go elsewhere (Dyson 2023) 
A remarkable customer experience is the company’s tool to grow any business. Positive customer experience leads to new doors in the market and encourages brand advocacy (Bordeaux 2021). Companies need to listen to customers and read their feedback and use all of this to upgrade their service or product. they should fix customer problems directly in a professional way to show customers their excellence in their relationship with them. companies must not ignore any bad reviews that can be the first step to creating new ways to attract new customers and stay longer in the market. Secure places and growing fast need good relationships with customers including listening and acting as quickly as possible with a promise to create what customers paying for. Try to build a good relationship with the customer.



[bookmark: _Toc129024587]Finding:
Monzo manages more than 6 million customers globally which means they build a good system to deal with and help the customer through their journey with Monzo, also the quality of the product they present in the market. Monzo can’t secure their place in the market or achieved without excellent customer experience, their keys to success are taking responsibility to deal with customer issues individually, Monzo offers different services to contact them when the customer gets an issue. Monzo needs to improve their customer service by responding fast and giving an explanation to the customer, especially when decided to close their accounts and offer another service while their account is closed Guest 2023).
Revolut is one bank that can be trusted, spend, earn, and transfer free stock trading and low non-trading fees with free headaches, because of the quality of the brand they offer. Good customer services make the customer satisfied and expand. easy simple to use (Ziggy 2023). From the customer’s review, the repointing there are some issues with customer services like a lack of trust. 
This means customers are aware of their money when using the Revlout app or transferring money. Revolut hasn’t a phone to discuss their need. revolut need to probate services and revolut closed the live chat without any answer or resolution leaving the customer in shock waiting for an explanation or updates (Shakil Islam 2023)
Conclusion:
The conclusion of this report shows how both perspectives of customer experience role help the companies to secure their place in the market by presenting a good quality brand with a good extending customer who likes to stay and look forward to the company they have chosen. Companies with good customer service can achieve satisfy customers who can share their experiences with others and advise them to join their companies.
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