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Executive summary
In this report all of the management strategies and themes used by Monzo have been identified and explored in depth. All customer touchpoints have been identified and recommendations have been given.
Introduction 
One of the most important aspects of business is customer experience, Customer experience is defined as the perception of encounters and interactions with a business by the consumer (2020). Customer relationship management is defined as “the combination of practices, strategies and technologies that companies use to manage and analyse customer interactions and data throughout the customer lifecycle” (Chai et al., 2020). During this report I aim to successfully explore the customer experience of Monzo, identifying the customer touchpoints within that business and exploring the brand experience of the company. The customer relationship management strategies of Monzo will also be identified. 

Who are Monzo?
 Monzo is an online banking service that has been established since 2015. Originally the company was named Mondo and was founded by five individuals that initially met whilst working at starling, coincidentally starling is also an online banking service (2023). The 5 friends went on to create Monzo, which was handed the “best British bank award” at the 2022 best bank awards event (woffenden, 2023). For eight years Monzo has made huge waves in the banking industry and now supplies accounts to over 6 million people, giving them an annual revenue run rate of 270 million (2022) it is quickly becoming apparent that Monzo is a leading online business.
Customer touchpoints
A touchpoint is described by Cambridge dictionary as “an occasion when a business or organization is in contact with its customers” (2023). Every single point of contact within business is referred to as a touch point, from the moment a customer thinks about the company a touch point is being completed. When we explore touchpoints, we understand that there are 4 main touchpoints’ ones created by the company itself, intrinsic touchpoints, unexpected touchpoints, a touchpoint not controlled by the brand and customer-initiated touchpoints (Singh,2023). All successful business will focus on all 4 of these areas to maintain the success of the business. If touchpoints are not met than it is likely a business will not thrive, it is detrimental to the brand experience. Monzo being the leading digital bank that it is has many touch points to meet, one of the main touchpoints for Monzo, being the technology giant it is, are the company created touchpoints. Monzo begins online, its first point of contact with its audience was online and that is where their presence remains. Monzo started up in 2015 but did not air their first TV advertisement until May 2019 (vizard. s,2019). This advertisement was a major touchpoint for Monzo as it saw the attraction of over 250,000 new customers by the following month. To enable a positive customer, experience a company must make sure social touch points are met as the customer experience has become very social in nature (Lemon, K. N., & Verhoef, P. C. 2019). This is something Monzo is exceptionally good at, some of Monzo's main touch points are in fact social media based and in app based, Monzo customers interact with the company online. The app itself is a touchpoint, the main touchpoint for the company. The Monzo logo is a particularly important touchpoint, this logo is the first thing customers associate with the company and it is something that can be seen from miles away on a billboard or the side of a bus, to an advert on the back of the paper on the bus or a pop-up advertisement on your social media feed. Monzo is everywhere and they are covering all touchpoints. It raises the question would Monzo be so successful without all their social touchpoints? A major visual touchpoint of Monzo's is their bright coral cards that stand out from the rest
[image: ]These colourful cards can be seen by customers and potential customers all over the Uk, as you are making a purchase in a store the person before you may be using one, while you are at work you may see a colleague using one, these cards are pretty much everywhere with over 750,000 customers sporting a Monzo current account which come with one of these coral cards. It is clear to see that Monzo has become a tech giant, and they are evolving every day. Their marketing strategy is somewhat of a social media approach and most certainly a technological approach. During these times where business is very much online, recent ONS data has shown that spending online has increased significantly since the pandemic (2023), a lot of business has moved online since the pandemic and business like Monzo have an amazing opportunity to thrive.
Customer and brand experience 
The customer experience at Monzo is one of the best, so as we delve into the brand a little deeper, we can expect to find use of the best customer relationship management tools. Customer relationships and the management of it are extremely important regarding the customer experience and the brand. Successfully identifying the strategies used by Monzo to manage the relationship with the customer enables us to assess the customer experience. From a consumer perspective we see that Monzo values its customers highly. The advertising of Monzo is detrimental to the success of this business and the attraction of its customers, Monzo currently advertise online and have a heavy online presence due to being one of the UK’s leading online banks. More recently Monzo decided to branch out to television adverts which excited Monzo customers and potential Monzo customers as TV adverts saw an epic rise in the number of applications (2019). The packaging of Monzo comes in the form of their logo and their bright coral cards, the colourful cards are used to heighten the experience with Monzo as the aim is to be more than just a bank. Monzo uses an exciting combination of advertising and packaging to keep its customers entangled in a relationship with the company and keep their brand experience levels high. Brand experience can be defined as feelings and behaviours that are prompted by a brands designs and identity packaging (Schmit et al. 2009). We see how Monzo value their customers as they offer 24/7 customer support, in app over the phone or by email if you prefer. This gives Monzo a cutting edge in providing a brilliant customer and brand experience. As a company Monzo has experienced some amazing highs but the lows of the company also must be highlighted. BBC’s watchdog recently reported that Monzo had been randomly freezing customers' accounts, leaving people without access to their money and without explanation (2021). This caused a substantial impact on the relationship between the customer and Monzo. It gave an unsafe feeling to its customers prompting many to report the wrong doings to BBC’s watchdog. This had a negative impact on the customer experience, tarnishing the trust levels of Monzo as a company prompting many customers to move their money from Monzo accounts to safer banks. When the trust between the customer and the company is broken it causes cracks in the relationship with the customer and affects the CRM strategies and outcomes immensely. 
Recommendations 
As a company Monzo appears to be exceptionally good at what they do, however flaws have been highlighted and the marketing strategies are not always perfect. A major issue highlighted during this report is the trust between Monzo and its customers despite the colourful marketing strategies used by Monzo to encapsulate its customers there is a level of trust they have not yet gained back from the consumer. It is recommended that Monzo hold some real-life events as part of their marketing strategy, meeting their customers in person and showing their customers they are here to support in real life may help rebuild the bridge of trust between Monzo and its customers. The fact that Monzo is a completely online company is a major cause for the lack of trust the customers put into Monzo, Monzo has no branches you can visit and no staff you can visually see so when mishaps like the freezing of random accounts happens it would majorly help to reassure the customer that the company can in fact be trusted if there were just some real life points of contact. Monthly events for customers to engage with the Monzo team is our recommendation to increase the success of Monzo as a business and re-establish trust.
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Introduction
Defining customer experience, we can describe it as the perception the customer has of your brand (Morgan. B. 2018). It is a particularly important aspect of successful business. The customer experience is the evaluative tool used by companies to assess the relationship with the customer and how well or not well it is going. If the customer experience is bad, it is highly likely that the business is bad. In this critical review I aim to successfully identify the perspectives of the company revolut, another online banking company.
Firms' perspective
We define the firm's perspective as the view from within the company, how it sees its customers, how it values its customers and which management strategies they decide to deploy. From the inside of the revolut company we can see they are worth 1.7bn making it quite a successful online bank.  the company initially was started by two friends as they themselves as banking customers were frustrated with the lack of online banking services which prompted them to in fact create their own online banking service (Russon. 2019). We can see from this that the firm's perspective is that they believe their company to be supplying a service not provided by anybody else. The firm's perspective is important because  a company needs to have an insight to its market, perspective is crucial regarding success of a business (2015). Being banking customers that went on to start banking business themselves, revolut and its owners are somewhat of perspective genius, as they used their own perspective to start the business and continue to think like the consumer to maintain a helpful perspective of their business.
Co creation perspective
We can define co creation as a way of collaborating with the consumer, supplier and also stakeholders to get a better understanding and overview of the company (Shaw, AA. 2019). Regarding revolut the co creation perspective is given by way of feedback. Revolut being an online banking company must interact with their customers online as appose to in person. This means revolut provide round the clock customer service in app. The FAQ pages on the website provide insight to the co creation perspective.

Conclusion. 
To conclude both perspectives are needed in order to have a successful business. It is needed to understand both sides of the business and the needs of the customers. 
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