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[bookmark: _Toc129015562]Executive Summary
This report is about analising Customer experience with Revolut. In the first part, while discussing the touchpoints, customer experience and brand experience, it reveals how customers perceive and interact with Revolut. The second part reveals the perspective of the firm and the perspective of co-creation on the cutomer experience . The conclusion will also point out recommendations.
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[bookmark: _Toc129015563]Introduction
According to Lemon and Verhoef (2016) the term "customer experience" refers to the cumulative impression your brand leaves on your customers as they move through the various stages of the purchasing process. This report concentrates on the customer experience of IT firms by entailing the discussion of customer touchpoints as well. The first part of the report contains data of the selected company relating to the customer touchpoints, and customer and brand experience. The second part is mostly a literature review that explains customer experience from a firms and co-creation perspectives. The company in the IT industry chosen here is Revolut. 
[bookmark: _Toc129015564]Revout
Revolut is a financial technology company that was founded in the United Kingdom. This company offers a variety of banking services to its customers, including the conversion of foreign currencies, international money transfers, and debit cards. Because of the cutting-edge banking procedures, low costs, and user-friendly mobile app that Revolut offers, the company's reputation has been steadily improving recently.
[bookmark: _Toc129015565]Customer Experience and Touchpoints
[bookmark: _Toc129015566]Customer Touchpoint
Customer touchpoints are any of the locations throughout the customer journey at which a customer interacts with a brand in some capacity (Klaus and Maklan, 2013). Furthemorw, Bolton et al (2018) claimed the term "customer experience" refers to how customers feel about their interactions with your company at every point of contact. Customers can interact with your organisation in a variety of ways, such as performing an online search to find it, clicking on a related advertisement, reading about it in the media, exploring your website, making a purchase, or contacting you. Customers of varied demographics and ages may have unique experiences as a result of changes to client touchpoints. This is a list of the client touchpoints that Revolut believes are the most significant in their business.
Social Media
Using social media sites such as Instagram, LinkedIn, and Facebook, Revolut can reach out to tens of thousands of people who have the potential to become consumers. It can attract the intended audience using a number of ways, including posts, hashtags, sponsored advertisements, and other similar tactics (Wind and Hays,2016). Revolut analyses client feedback and uses it to improve the quality of its services and, as a result, the brand's reputation. Given that social media is accessible to people of all ages and socioeconomic backgrounds, Revolut is better positioned to identify its user base and establish positive connections with them only through digital means.
Search Engine Optimisation
For nearly all firms that perform their activities online and offer their commodities to customers, search engines are the primary method of client contact (Dhebar, 2013). Revolut may gain control over its relationships, most notably with clients, by utilising SEO.Search engine optimization entails using finely refined keywords and queries that are both connected to Revolut and generate a high amount of searches.This is accomplished via the use of a range of additional technical tactics that aid search engines in "crawling" webpages and presenting correct results in response to search requests.This results in the formation and evolution of a successful CRM.
Blog
Many individuals are under the notion that if they update their website's blog regularly with the content of good quality, they will see a big boost in the quantity of traffic that they receive from organic search results. Users of the Revolut blog like the company because the information is fascinating, well-written, and based on solid research and data (Bolton et al, 2018). This adds to the readers' positive image of the firm. Other than good search engine optimization outcomes, blog content enables for some influential consumer touchpoints. These are some of the reasons: Customers are guided to the information they want, which is the company's insights and goods, and are drawn to the company's website via a blog that has been optimised for search engines. Customers are directed to the information they want by Revolut.
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Figure 1: A blog from Revolut’s website
Source: Revolut (2023)
The content of the Revolut blog will have a big influence on client purchase decisions. As a result, people find blog entries like this to be fascinating, and it serves as a touchpoint for the organisation.
Referrals
Because it offers financial services to people of all ages, Revolut has a huge user base. As a result, referrals and word-of-mouth marketing are two of the most successful marketing touchpoints (Lemon and Verhoef, 2016). This is especially true in the case of fund management, when showy marketing are insufficient to generate business and purchasers require trust from reliable sources. Surprisingly, 83% of customers say they trust the recommendations of people they already know, like, and respect. As a consequence, as part of its CRM strategy, Revolut strives to keep its current customer base pleased so that they may share their positive experiences with others and the number of customers can grow.
Press Release
Even in this day and age of modern technology, press releases remain an important point of contact with significant influence. Revolut issues a press release anytime the firm is working on a new product and wants to advertise it. Customers and industry professionals may stay up to date on the newest advancements made by the firm and its products by reading press releases, which are made public after being distributed to trustworthy news sites. As a result, customers get the idea that the firm incorporates them in its regular updates.
[bookmark: _Toc129015567]Customer Experience of Revolut
Engaging Gamification Features
Users of Revolut have the opportunity to earn points with each transaction.If they accumulate a sufficient amount of these points, they will be placed into a lottery with the chance to win up to 10 thousand pounds. Furthermore, a top-ten list shows their relative status in respect to the other rivals (Wonglimpiyarat, 2017).When creating an app, it is critical to consider how to give customers with the greatest possible experience throughout their time interacting with your company. They have a larger financial interest in the firm since they spend more money and work more to earn more points.Consumers have been proven to respond favourably to these additions, demonstrating that they are both useful and fascinating.
Commitment to Listening and Responding
Revolut's range of services allows customers to manage their accounts, pay for goods and services, borrow money, invest, and safeguard their savings. A key focus is on supporting clients as individuals, groups, and families throughout their lives (from youth to retirement). As a consequence, Revolut's marketing team adopts a functional CRM approach to resolve client problems as soon as possible (Klaus and Maklan, 2013). It strives to automate the process of receiving, processing, and forwarding all customer contacts to the proper organisations. As a consequence, Revolut prioritises not just operational efficiency but also the quality of its clients' experiences.
Some customers have complained that Revolut's customer service is unhelpful, especially when it comes to resolving account issues or responding to inquiries, despite the company's best efforts. Account safety and anti-fraud safeguards have also been called into question.
Revolut has increased its support staff and implemented new security measures including two-factor authentication to appease its customers' security and privacy worries. Customers should do their diligence and compare Revolut with other financial service providers before making a final decision.
[bookmark: _Toc129015568]Brand experience of Revolut
Revolut has positioned itself as a threat to the conventional banking industry by offering cutting-edge banking services through a mobile app. The corporation has earned a reputation as a cutting-edge, tech-savvy brand, particularly among millennials. The success of Revolut's brand may be ascribed largely to the company's constant pursuit of innovation.
The brand messaging for financial services business Revolut highlights the company's low fees, user-friendly software, and global presence (Iglesias, Singh and Batista-Foguet, 2011). The organisation has demonstrated its commitment to transparency and user agency by offering real-time account management and a wide variety of adjustable features such as savings goals and spending limitations. Yet, the following factors define the brand's particular positioning.
Consistent Customer Interaction
Revolut will notify a user that you have returned from holiday with a simple note. This demonstrates an interest in the customer's life outside of work and allows for a more personal relationship with the consumer. Consumers are often open to this form of customer relationship management (CRM) approach since they regard it as natural and unavoidable (Bapat, 2018).
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Figure 2: Revolut’s message to its customer
Source: Daniels (2021)
Personalised Service
It’s crucial to instill control over one's financial status. Nobody wants to hand up their life savings to an unknown company. Revolut empowers its customers in this way by allowing them to take control of the process by defining their financial goals (Bapat, 2018). Then, visually appealing progress bars keep them up to date. Because each client has their own set of goals, it benefits CRM while also garnering them affection.  
Revolut's creative approach and dedication to user control resonate with many clients, contributing to a generally good brand experience. To give an even better brand experience for its customers, Revolut might enhance its security terms, introduce a more dynamic user interface, and so on.
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[bookmark: _Toc129015570]Firm's perspective on customer experience 
For a firm’s perspective , customer experience is used by businesses to describe how a customer feels about a company's products and services after interacting with that business. It includes the customer's interactions with the company at any stage of the buying process and afterwards.
As a result of a satisfying interaction, customers are more likely to stick with a company, buy from them again, and spread the word about their good experience. But, the opposite is true when customers have a bad time: they may become dissatisfied, write bad reviews, and ultimately stop buying from you. How Revolut may enhance the customer service experience:
Understanding customers: According to Helkkula, Kelleher and Pihlström (2012), businesses have to first have an understanding of their customers' wants, needs, and pain points to meet the criteria that customers have for the products and services that businesses deliver. The marketing team at Revolut employs an analytical customer relationship management (CRM) strategy to gain a deeper understanding of the company's clientele. Because of this, they are aware of all that their clients want and how to fulfil those desires. On the other hand, Softcat places a high value on open channels of communication with its customers to determine what those customers demand and how the company can most effectively fulfil those requirements.
Providing excellent customer service: According to Peppersand Rogers (2016), businesses can provide a great and memorable experience for their audience by providing a wide variety of support choices as well as a speedy response time for customer questions and issues. Because everyone has different requirements for the management of their financial resources, Revolut caters for the services it provides to match those specific demands to maximise customer satisfaction. Because people's information technology installations don't vary much from one another, Softcat offers a large choice of products that are virtually identical to one another. 
Offering high-quality products and services: Homburg, Jozić and Kuehnl (2017) reveal that the quality of a company's products and services must perpetually be improved if the business is to satisfy its clients to a level that meets or exceeds its standards, which is the responsibility of the company. In general, Revolut can deliver high-quality answers to the problems that its clients face in the realm of fund management, which can be understood as how their wealth can be expanded. Cazoo's primary mission is to bring together individuals who are interested in buying or selling pre-owned automobiles; hence, the success of the service is contingent on the degree to which the company can fulfil this mission. 
Creating positive brand image: The study by Helkkula, Kelleher and Pihlström (2012) concludes that it is possible to improve the image of a company's brand by making the company's values, mission, and commitment to the satisfaction of customers more widely known. On the company's website, the objective of "making the economy worldwide" is presented as a declared purpose by Revolut. The fact that it helps people all around the world obtain the individualised care that they require lends credence to the claim that it makes. The mission of Cazoo is straightforward: to simplify and facilitate the process of purchasing and selling automobiles so that they can be revolutionised as a result. The lack of attention paid to individualising the service that is offered to each customer harms the overall quality of the brand experience.
Successful businesses are aware of the significance of putting their clients first and making every effort to raise the degree of satisfaction they feel with the company at all times.
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According to the co-creation theory, customer experience is the joint effort of the company and the consumer to generate and provide value (Helkkula, Kelleher and Pihlström, 2012). When a firm and its customers engage in co-creation, both parties contribute to the process of creating and delivering the final product.
The cons umer in Revolut's co-creation model is an integral part of the value generation process, rather than merely a recipient of the company's goods. Throughout the customer lifecycle, the company and the customer work together to jointly determine the customer's requirements, jointly develop solutions to those requirements, and together create value through novel methods.
Because the client is an integral part of the value generation process in Revolut, the experience they get is typically better tailored to their needs, more relevant to their situation, and more interesting to them. Increased consumer happiness, loyalty, and advocacy can result from this. Revolut often follows the following to encourage co-creation:
Engage customers in the co-creation process: According to Homburg, Jozić and Kuehnl (2017), by feedback, co-designing solutions, and co-creating value across the customer journey, businesses may better incorporate their target audience into product and service creation. Revolut's business model makes it easy to automatically involve clients in the service provisioning procedure. Cazoo, on the other hand, has little room for innovation and client participation due to the simplicity of its business strategy.
Foster a culture of co-creation: Lemke, Clark and Wilson (2011) believe that companies can foster a co-creation culture by promoting teamwork, creativity, and risk-taking among their employees and their clientele. In addition to having a culture that encourages teamwork and new ideas, Revolut rewards its employees with attractive perks for doing so. It's evident in the kind of service they provide, as well, since the company often polls its clientele for opinions. If it is not possible to question each customer directly, Softcat collects feedback to address common concerns. 
Provide tools and platforms for co-creation: Homburg, Jozić and Kuehnl (2017) opines that companies ought to furnish clients with resources and channels that facilitate their active engagement in the co-creation process. When clients have feedback for Revolut, they can do so through the app, which is more convenient for them. Customers have been letting the company know via email and social media about recent problems, and the company has used this information to greatly improve its services. Softcat uses these platforms frequently and periodically conducts surveys to learn more about how to improve its products.
When it comes to customer service, co-creation provides a fresh point of view by making the consumer a co-creator of the experience. Increased customer happiness, loyalty, and advocacy are all possible outcomes of a co-created experience that is uniquely tailored to each consumer.
[bookmark: _Toc129015572]Conclusion and Recommendations
The level of customer happiness, loyalty, and word-of-mouth promotion generated by an IT company all depend heavily on the quality of their customer's experiences with that company. Data and analytics allow IT companies like Revolut, Cazoo, and Sofcat to better understand their customers' wants and needs, allowing them to provide a more individualised service. Achieving good communication amongst staff members is also essential for satisfying customers. Also, they need to make their goods and services available to everyone. The customer experience and the IT company's interactions with customers can both benefit from a sharper focus on these factors.
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