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Summary: The following paper consists of 2 parts. First, where Customer relationship management has been explained. It covers a various area of CRM, such as touchpoints, brand experience and customer experience. Then, all the mentioned previously have been looked at based on Deliveroo. Deliveroo is a food delivery company that allows customers to purchase food from a large chain of restaurants and get the food delivered at home. Second part is covering two major digital banks, Monzo and Revolut which are providing similar services but with different points of views. The two companies have been compared and looked at each of their approach of CRM.
Each part of the report has its own introduction, body, recommendation and reference list.


Introduction:
Customer Relationship Management (CRM) is a strategy that companies use to manage their interactions with customers and improve customer satisfaction. A key part of this strategy is understanding the various touchpoints that customers have with a company, both before and after a purchase. A touchpoint is any interaction that a customer has with a company or its products or services. This could include browsing a company's website, reading reviews online, contacting customer support, or visiting a physical store. Each touchpoint provides an opportunity for a company to make a positive impression on the customer and build a relationship. CRM systems are designed to help companies manage their interactions with customers across all touchpoints. By tracking customer interactions and collecting data on customer preferences and behaviours, companies can tailor their marketing and customer service efforts to better meet the needs of their customers. Effective CRM involves identifying all of the touchpoints that customers have with a company and designing strategies to optimize each one. This may involve improving the user experience of a website or app, providing personalized recommendations based on customer data, or offering proactive customer support through chatbots or other automated tools.



[bookmark: _Toc1504283519]Deliveroo’s background:
Deliveroo is one of the biggest food deliveries firms in the world. It allows customers to order from any restaurant nearby. Using the mobile phone customers can order and receive deliveries by paying extra fee. The company have been developed by Will Shu and Greg Orlowski in 2013 in London. It is a global company that operates in 10 countries and over 200 cities. Between 2013 and 2016, Deliveroo became the quickest growing company in Europe. (Iqbal, 2020)
A study conducted in 2021 shows that Deliveroo has a revenue of 1.82£ million pounds. Worldwide, the company has 3100 full time employees and around 110000 self-employed couriers. (Shu, 2021)
Deliveroo’s competitors are Just Eat and Uber eats who provides similar services. 




Customer touch points:
[image: ]
                                       (Source: Rosenfeld Media)

The above diagram shows how a potential customer could be influenced by the touch points.

Definition: Customer touchpoints are defined as points of interaction with the brand in the three main phases of the customer lifecycle, such as evaluation, awareness and post purchase. It has a significant influence on how people view your products and services. CRM touchpoints are numerous digital or customer relationship management touchpoints (Khan, 2019).
The first step in building a map is identifying your client journey touchpoints. It assists organisations in identifying touchpoints at various stages and managing consumer expectations accordingly to offer a fantastic experience. In client experience planning and exhibiting, "touchpoint" has as many different definitions as there are tastes on a typical café menu. Why? Because terminology has changed from being static to being fluid during the past several years, these disciplines have advanced fast. A touchpoint is any engagement (even interactions that may not involve physical contact) that might change how a consumer feels about your brand, product, firm, or service. If there are several touchpoints, the chain will be referred to as a corridor (Dr King, 2023).
Your brand is a story unfolding across all customer touch points (Sachs, 2020).
Customer Experience and Brand Experience:
What is Brand experience? Brand experience is a sort of experiential marketing that includes a comprehensive set of conditions generated by a corporation to affect a customer's perception of a certain product or company name. Companies aim to establish a broad environment of goodwill, reliability, or trust through a mix of numerous modalities a customer uses to connect with a brand in order to develop a link between the brand and a certain need or feeling. Brand experience, which is often handled by marketing or managerial employees, is about generating a sensory user experience to become memorable to customers. This strategy converts brand awareness to brand loyalty by connecting and engaging with the target audience (Fitzgibbon, 2019). Brand experience is a sort of experiential marketing that consists of a comprehensive set of circumstances that have been established by a business to affect the perception that a customer has of a specific product or brand name (Milligan, 2002). 
Why is brand experience important? Brand experience is important because it inspires audiences, connects companies with individuals, and delivers results. Positive experiences with a brand facilitates connections that can turn into long-term relationships such as lifetime customer (Lockwood, 2010)
What is customer experience? Customer experience refers to the overall perception that customers have of your brand during the whole buyer's journey. Their perception of your brand is affected, and it influences revenue-related and other bottom-line aspects. A happy client is more likely to become a loyal one who can help you increase income; therefore, a pleasant customer experience is essential to the success of your business. The finest marketing investment you can make is a client who will advertise your company on your behalf. These are devoted to your brand, spread the word about it, and recommend your goods and services to others (Bitner, 2017). A positive customer experience is essential for building customer loyalty, increasing customer satisfaction, and ultimately driving revenue growth. It is a key competitive differentiator that can help companies stand out in crowded markets and win over customers who may be considering other options. As such, many companies invest heavily in improving customer experience, using customer feedback and data to identify areas for improvement and implementing strategies to enhance the overall experience. Customer experience refers to the overall experience that a customer has with a company, brand, or product. It encompasses every touchpoint that a customer has with a company, from initial awareness and consideration to the purchase and post-purchase support. Customer experience is influenced by factors such as the quality of the product or service, the ease of use of the website or app, the speed and accuracy of customer service, the pricing, and the overall brand perception. It is a holistic concept that considers both the rational and emotional aspects of a customer's experience (Homburg, 2015).

Deliveroo's Customer Relationship Management (CRM) system is based on data collected from the company's customers, including their behaviour and preferences (Kumar et al., 2023). The company uses a variety of touchpoints to collect this data, including its website, mobile app, customer service channels, and social media platforms. One of the keyways that Deliveroo collects customer data is through its mobile app. When customers place an order through the app, they provide information such as their location, food preferences, and past order history. This data is then used to personalize their experience and suggest relevant restaurants and dishes. Deliveroo also collects data through its website, where customers can browse menus and place orders. The website uses cookies and other tracking technologies to collect information about customers' browsing behaviour, such as the pages they visit and the items they click on. This data is used to personalize the customer experience and inform marketing campaigns.
In addition to its digital touchpoints, Deliveroo also collects customer data through its customer service channels. When customers contact the company with questions or complaints, their interactions are logged in the CRM system. This data is used to improve customer service and identify opportunities for improvement.
Overall, Deliveroo's CRM and touchpoints are designed to collect data that can be used to personalize the customer experience and improve business operations. By leveraging this data, the company can better understand its customers and meet their needs more effectively.

Recommendation: 
As Deliveroo does not share reviews publicly, data has been collected and it shows that customers that ordered food with Deliveroo are not fully satisfied with the service provided. 
[image: ]
The above QR code links to a website where you can rate from one star to ten stars to three questions. 
[image: ]
The above table shows the customer ratings and how valuable the service was and how likely are they to recommend the firm to someone else followed by the average rating.
The following recommendations are going to be based on the data that has been collected.
Improve delivery times: One of the most important aspects of food delivery is delivering food on time. Customers expect their food to be delivered quickly and reliably, so it's important for Deliveroo to optimize its delivery times. This could involve optimizing delivery routes, improving driver efficiency, or partnering with more restaurants that are closer to customers. Enhance customer service: Providing excellent customer service can help differentiate Deliveroo from its competitors. This could involve training customer service representatives to be more responsive and helpful, providing clear communication to customers about the status of their orders, or offering refunds or discounts for late or incorrect orders.
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Part 2:

Introduction: Monzo and Revolut are digital banks that offer a range of financial services to customers through their mobile apps. Both companies have implemented customer relationship management (CRM) systems to help manage their customer interactions and provide a high level of customer service. Both companies are known for their user-friendly mobile apps, which make it easy for customers to manage their finances. This paper is going to discover the difference between the two companies and their customer relationship management (Thomsett, 2018).

[bookmark: _Toc749755144]Revolut is a financial technology (fintech) company that offers a range of digital banking services to individuals and businesses. It was founded in 2015 by Nikolay Storonsky and Vlad Yatsenko with the goal of disrupting the traditional banking industry by providing a fast, secure, and cost-effective alternative to traditional banks. Revolut offers a variety of financial products and services, including currency exchange, money transfers, debit cards, insurance, and cryptocurrency trading. Its services are available through a mobile app, which has been downloaded by millions of users worldwide. One of the key features of Revolut is its ability to offer customers the ability to exchange and spend money in multiple currencies at competitive exchange rates, without any hidden fees. It also offers budgeting and savings tools, and the ability to easily manage accounts and payments through its app. Revolut has rapidly grown to become one of the most valuable fintech companies in Europe, with a valuation of over $33 billion as of February 2022. It has expanded its services to over 35 countries and continues to innovate and improve its offerings to meet the evolving needs of its customers (King, 2018)

Monzo is a digital bank founded in 2015 in the United Kingdom. It is a fintech company that operates entirely online, without any physical branches. Monzo aims to offer a more modern, user-friendly and transparent banking experience to its customers. Monzo provides a range of financial services, including current accounts, savings accounts, and personal loans. Its services are available through its mobile app, which has been downloaded by millions of users in the UK and other European countries. One of Monzo's key features is its real-time spending notifications and budgeting tools, which help customers to track their spending and manage their finances more effectively. It also offers fee-free spending and cash withdrawals abroad, making it a popular choice for travellers. Monzo has also introduced a range of other features, such as the ability to freeze and unfreeze cards instantly, block gambling transactions, and donate to charity with spare change. It has a strong focus on user experience and has won numerous awards for its mobile banking app. Monzo has quickly become one of the most successful digital banks in the UK, with over 4 million customers and a valuation of over £2 billion as of March 2022. It has expanded its services to other European countries and is continuing to innovate and improve its offerings to meet the evolving needs of its customers (William, 2016).

Revolut and Monzo both offer digital banking services, but there are some key differences in their customer relationship management systems: Approach: Revolut focuses on providing a range of financial products and services, including currency exchange, money transfers, and cryptocurrency trading. Its CRM system is designed to help customers manage their accounts, track their spending, and access support when needed. Monzo, on the other hand, places a strong emphasis on budgeting and financial management tools. Its CRM system provides users with real-time spending notifications, helps them track their spending, and offers tools for creating and managing budgets. Features: Both Revolut and Monzo offer similar features such as the ability to freeze and unfreeze cards, send money to friends, and spend money abroad without fees. However, Revolut also offers cryptocurrency trading, while Monzo offers more advanced budgeting tools and savings accounts. Revolut also offers more advanced business banking features than Monzo. User experience: Both Revolut and Monzo are known for their user-friendly mobile apps and intuitive user interfaces. However, Monzo has a reputation for being particularly user-focused, with a focus on clear and transparent communication with its customers. Revolut's app is also user-friendly, but it places a greater emphasis on functionality than on user experience.
Overall, both Revolut and Monzo have strong CRM systems that are designed to meet the needs of their respective user bases. Revolut's focus on offering a wide range of financial products and services, combined with its functional app, makes it a good choice for customers who want a one-stop-shop for their financial needs. Monzo's focus on budgeting and user experience, combined with its user-friendly app, makes it a good choice for customers who want to manage their finances more effectively. In summary, Monzo and Revolut are both innovative digital banks that have implemented CRM systems to help manage their customer interactions and provide a high level of service. While Monzo focuses on budgeting and financial management tools, Revolut offers a wider range of financial services, including cryptocurrency trading and business banking features.

Recommendations: Continue to innovate, both Monzo and Revolut have gained a reputation for being innovative and user-focused companies. To maintain their competitive edge, they should continue to innovate and introduce new features and services that meet the evolving needs of their customers. Improve customer support: While both companies offer responsive customer support, there is always room for improvement. They should consider offering more channels for customers to contact support, such as chatbots or social media messaging, and focus on providing more personalized support experiences. Strengthen security measures: As digital banks, Monzo and Revolut are responsible for protecting their customers' sensitive financial information. They should continue to invest in strong security measures, such as two-factor authentication, biometric authentication, and data encryption, to ensure the safety of their customers' data.
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Is Deliveroo arriving in time? Is the food warm when it arrives?  How likely are you to recommend Deliveroo's services?
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