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Part A
1. Introduction
Customer experience is the impression the customers have based on their journey with the company. It includes customer interactions with a company's products, services, people, and brand. It can be improved with various strategies, such as personalization, effective customer service, and creating a positive and consistent customer journey. Customer experience is the key to customer loyalty, as it allows companies to build meaningful relationships with their customers and create positive memories (Becker & Jaakkola, 2020). By understanding customers’ needs and expectations, companies can create an experience that meets and exceeds them, ultimately driving long-term customer loyalty and satisfaction.

2. Background: Revolut
Revolut is a financial technology company founded in 2015 by CEO Nikolay Storonsky and CTO Vlad Yatsenko. Revolut is a digital banking platform that provides customers with a convenient, secure, and cost-effective way to manage their finances and access banking services. The company offers a variety of features, such as instant access to a debit card, international money transfers, and the ability to hold and exchange multiple currencies. Revolut also offers customers access to premium services, such as travel and lifestyle insurance, crypto trading, and saving and investing products (Borges et al., 2020). Revolut is now a leading financial technology company, with over 10 million customers in over 30 countries and more than $2.5 billion in venture capital funding. The company constantly innovates and expands its services to provide users with the best experience possible.

3. Customer Touchpoints
   The customer experience of Revolut, a tech company based in the UK operating within the information technology industry, is an important factor to consider when looking at customer relationship management. The customer experience has become a key factor in the success of a business, as customers will return to companies that offer good experiences. A company's customer touchpoints are a key part of the customer experience (De Keyser et al., 2020). In the case of Revolut, the customer touchpoints are used to create an overall positive experience. 
The first customer touch is its website. The website is designed to be an intuitive and user-friendly interface, making it easy to navigate and find the information customers need. It gives customers access to their accounts, including account balances, transactions, and other features. Customers can also find various financial products and services, such as savings and investments, loans, and insurance (Borges et al., 2020). They can also access the company's mobile app and its support services. 
The second customer touch point is mobile app. Through its mobile app, Revolut is providing to the customer a convenient way to access their banking services. The app allows customers to quickly and easily transfer funds, top-up their prepaid cards, pay bills and check their balance and recent transactions (De Keyser et al., 2020).  
The third customer touch point is its customer support team. Customer support teams are the first line of contact for customers when they have any queries or issues with the service. They are responsible for providing customers with advice and guidance on using the service and answering any questions (De Keyser et al., 2020). At Revolut, customer support teams are available 24/7 to respond to queries and help customers. Customers can contact the team via email, phone, and social media. The team can also help in person at the company's branches across the UK.
The fourth customer touch point is Loyalty schemes for customers. This is an excellent method to reward consumers and maintain their connection with the business. The Revolut Plus program is designed to reward customers for their loyalty by providing them with exclusive rewards and discounts (Sant & David). Revolut also offers a referral program that allows customers to earn rewards for referring friends and family to the company. 
This series of touch points which clients experience is called “Customer Corridor”. All work together to create an overall positive customer experience. 

4. Brand Experience
Brand experience is customers' perception of a brand based on their interactions with it. It includes the physical and emotional connection customers have with a brand and how it makes them feel. It is the sum of all their interactions with a brand, from initial contact to long-term relationships. Revolut is a financial technology company that offers services such as online banking, international money transfers, and cryptocurrency trading. The company aims to build the world`s first global financial super app, offering banking, payments, and lifestyle services (Prentice et al., 2019). Regardless their rapid growth, Revolut`s competitors are Wise, Monzo, Starling Bank. To keep their customers, Revolut offers free plans, small charges for foreign currency and the money exchange have a good rate that`s set daily.



5. Discussions and Findings
The customer experience of Revolut is a key factor in its success and customer relationship management. Revolut provides customers various features and services, from website and mobile app to its customer support team and loyalty program. The mobile app provides customers with a convenient way to manage their finances, and the customer support team is available 24/7 to answer any queries (Borges et al., 2020). The loyalty program rewards customers for their loyalty with exclusive rewards and discounts. All of these customer touchpoints combine to create an overall positive customer experience. 
Furthermore, Revolut has thousands of customers in UK. The reviews received from its customers are good overall, however some customers reported issues with account security and customer service. There have been reports of accounts being closed or frozen without any notice, and some of the clients have had problems getting in touch with customer support to solve these issues.

6. Conclusion
In conclusion, Revolut has been a radical change in the digital banking area, offering a big spectrum of features that traditional banks do not offer. With its innovative features and user-friendly communication with the customers, it has gained a lot of approval in a short amount of time. Despite the issues with the account security and customer service, the platform is constantly growing and improving. Overall, Revolut is a good option for those people looking for a modern banking experience with low fees and features that traditional banks do not offer.


7. Recommendations
   To ensure a positive customer experience, Revolut should consider several recommendations. They should enhance customer service by providing more personalized support. This could involve providing customers with more options for contacting customer service, such as a live chat feature, and offering personalized support. Additionally, Revolut should focus on improving its loyalty program by offering more rewards and making it easier for customers to redeem their points. This will encourage customers to stay with the brand and reward their loyalty. 
Additionally, they should provide customers with more educational content and financial advice to help them understand their financial situation and make informed decisions. Finally, Revolut should focus on providing more transparency in its services. This could involve providing customers with more information about the company's security and data protection policies and allowing customers to review the terms and conditions of their services. Revolut can ensure a positive customer experience and increase customer loyalty by implementing these recommendations. This will allow them to build meaningful customer relationships, create positive memories, and drive long-term customer satisfaction.
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Part B
1.Introduction
Customer experience is a customer's overall experience with a company's products, services, and interactions with the company. It is the sum of all customer interactions with a business, from the initial contact to the resolution of their problem or the fulfillment of their order. Customer experience encompasses the entire lifecycle of a customer's relationship with a business, from the moment they first come into contact with the company to their future interactions with the brand. It is a holistic view of the customer journey, from pre-purchase to post-purchase, incorporating everything from customer service and support to product design, delivery, and after-sales service (Becker & Jaakkola, 2020). Customer experience can be categorized into two general perspectives: firm`s perspective and co-creation perspectives.

2. Background 
2.a. Hopin 
Hopin is an innovative tech company that provides a virtual event platform for organizers, speakers, and attendees. It provides an all-in-one solution for virtual events, allowing organizers to create and manage events, stream video, and provide a seamless experience for attendees. The platform is simple and provides many features, including custom branding, detailed attendee data, virtual booths, and more. Hopin even helps you extend your reach with powerful marketing tools. Hopin also provides tools to help organizers create and manage their events. The platform allows you to set up registration and payment solutions and customize your event with various branding options. You can also manage your event, get insights into your attendees, and promote your event to reach a wider audience. The platform is designed to be flexible and secure, with features such as automatic recordings, live streaming, and secure networking (Chen, 2021). Also, offers a range of privacy and security features, including end-to-end encryption, single-sign-on, and two-factor authentication.
2.b. Cazoo 
Cazoo is a tech company based in the UK that provides services to the used car market. Founded in 2019, Cazoo has quickly become one of the most popular providers of used cars in the UK, offering customers a wide selection of cars, vans, and motorbikes from a variety of makes and models. Cazoo uses innovative technology to make the used car buying process simpler and more efficient. Every car sold by Cazoo comes with a comprehensive 7-day money-back guarantee, a full history check, and a minimum 120-point inspection. Cazoo also offers customers a wide range of financing options, including 0% APR and competitive interest rates. In addition to providing used car sales, Cazoo offers customers a range of services, including home delivery, extended warranties, and a free one-year membership to their Cazoo Club. The Cazoo Club gives members access to exclusive discounts, offers, and rewards. Cazoo is committed to delivering the best possible customer experience and has invested heavily in developing its online platform to make researching and buying cars easier (Stuchlik, 2021). Customers can search for cars using filters such as make, model, price, and location and can book test drives online.

3. The customer experience from the firm's perspective
The customer experience, from a firm's perspective, is the sum of all interactions between a customer and the firm, both before and after purchase. It is the result of a customer's journey from initial contact to eventual loyalty, and it can be a powerful tool to build loyalty and attract new customers. Companies strive to understand what customers need and want and how they interact with the company's products, services, and brand. Firms can gain insights into customer expectations, preferences, and preferences through customer feedback, surveys, and analytics. Firms can use customer experience to create a competitive advantage (McColl-Kennedy et al., 2019). For example, they can use customer feedback to identify gaps in their offerings and make necessary improvements.
Additionally, firms can use customer experience data to develop personalization strategies to match customer needs better. Customer experience can also be used to create an emotional connection with customers. For example, firms can provide personalized customer care to clients, such as offering rewards for loyalty or special discounts. 
Both Hopin and Cazoo have been able to create a customer experience that is both efficient and enjoyable, allowing customers to have a positive experience when engaging with the companies. Hopin has created a platform that allows users to join virtual events and engage with speakers and other attendees. Through the platform, users can join events, view the event schedule, and participate in chats and discussions (McColl-Kennedy et al., 2019). The platform allows users to share their thoughts and opinions and network with other attendees. Cazoo has created a platform that allows customers to shop for cars online. The platform lets customers view detailed vehicle information, compare prices, and arrange delivery. Customers are also able to access customer support and ask questions about their purchases. The customer experience provided by Cazoo is designed to be easy and enjoyable for customers, allowing them to quickly and easily find the car they need.


4. Customer experience from a co-creation perspective
Customer experience from a co-creation perspective is an approach that puts customers at the center of the experience. It focuses on creating a collaborative relationship between the customer and the business. This approach allows customers to actively participate in the design, development, and delivery of products and services. It is a process that facilitates customers to provide feedback, ideas, and insights to help shape the customer experience. The co-creation process begins with understanding the customer's needs and preferences (Roy et al., 2019). 
 Companies can use customer feedback to improve their marketing strategies and communication. This includes using customer insights to inform the marketing mix, customer segmentation, and the type of messaging used (Roy et al., 2019). The companies should strive to continuously evaluate and improve the customer experience. This involves using customer feedback to identify areas of improvement, as well as implementing customer-driven changes. 
Hopin is a virtual events platform that allows users to create their own events, create custom agendas and customize their experience. To enable customers to co-create their experiences, the platform provides a vast array of customization tools and features. These include the ability to customize the look and feel of the event page, add custom branding, set up ticketing and registration processes, and create virtual “rooms” for attendees to connect with one another (Roy et al., 2019). The platform also offers features such as polls, Q&A sessions, live chats, and many more. By giving users the ability to create their own events and customize their experience, Hopin helps customers create the type of experience they want.
 Through its co-creation platform, Cazoo company enables customers to customize their car-buying experience and find the right car for them. Customers can choose from a wide range of cars, customize the interior and exterior of their chosen car, and even customize the financing options. Additionally, customers can access a range of services such as car history checks and delivery, as well as explore helpful resources such as reviews and car care advice (Roy et al., 2019). By giving customers the ability to customize their car-buying experience, Cazoo helps create a more personal experience for customers.

5. Findings
The findings of Hopin and Cazoo concerning Customer Experience are quite impressive. Both companies have implemented a wide range of strategies to ensure a positive customer experience. Hopin has put an emphasis on providing customers with a high-quality platform. Additionally, they have invested in a powerful customer support system, with 24/7 customer service available to answer any questions customers might have. Cazoo, on the other hand, has focused on creating a personalized experience for customers (McColl-Kennedy et al., 2019). They have created their services to each customer, providing personalized information and advice made to the customer’s needs and preferences.
 Additionally, they have implemented a streamlined checkout process and an easy-to-use payment system, making it easy for customers to purchase the products and services they need. Overall, it is clear that both Hopin and Cazoo have implemented successful strategies for Customer Experience (Becker & Jaakkola, 2020). They have worked hard to ensure that customers are able to access the platform quickly and easily and that their needs are met with personalized solutions. As a result, customers have been satisfied with their experiences with both companies and have had positive experiences overall.


6. Summary
This report looked at customer experience from the perspectives of two companies, Hopin and Cazoo. Both companies have implemented strategies to ensure a positive customer experience. From a firm's perspective, customer experience is important in building relationships with customers, and companies strive to understand what customers need and want. From a co-creation perspective, customers are put at the center of the experience and the process facilitates customers to provide feedback, ideas, and insights to help shape the customer experience. Hopin has created a platform that allows users to join virtual events and engage with the speakers and other attendees, while Cazoo has created a platform that allows customers to shop for cars online. Both companies have invested in customer support systems, with 24/7 customer service available to answer any questions customers may have. Overall, they have implemented successful strategies for customer experience, resulting in customer satisfaction and positive customer experiences.
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