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[bookmark: _Toc118554964]Introduction

The following paper is developed for the Understanding and Engaging in the Customer Experience. Keeping this in mind, the following assignment is going to be divided into two parts which include different sub-points in order to gain a better experience of key aspects that relate to the development of customer’s experience and at the same time the implication of companies towards the growth of brand, and customer experience. The first part of the assignment will discuss about customer touch points, and about customer & brand experience while focusing on a selected company, which in the scenario of this assignment is Monzo. The second part of the assignment will include a critical literature review on the customer experience topic. For both sections, key valid sources are going to be used in order to make sure that the statements that are made are valid and the conclusions that are drawn are going to be reliable.  
[bookmark: _Toc118554965]About the selected company

The business was founded in 2015, and in 2016, it was granted a limited banking license in the United Kingdom (Monzo 2017c). According to Company Check (2017), it was established in 2015.The company's directors are Tom Bloomfield and seven others who worked on the start-up. The company was originally known as Mondo, and just five weeks after it was founded, it had 30 customers (Treanor, 2015). The digital bank Starling was the source of the founders of the company. Since there was already a company called Mondo, the company had to change its name to Monzo in 2016 (Hern, 2016). Tom Bloomfield emphasizes that the banking industry still relies heavily on customs, conventions, and personal connections.
[bookmark: _Toc118554966]PART ONE: 
[bookmark: _Toc118554967]1.1 Customer Touch Point

Every time a customer interacts with your brand, directly or indirectly, it becomes a customer touchpoint. Before, during, or after a customer purchases a brand's products and services, there can be various customer touchpoints, both within and outside the brand's control.
Customer interactions with brands can be direct or indirect, such as when shopping in a store or reading reviews. Every customer touchpoint along the customer journey has the potential to transform perception and brand loyalty (Schlatter, 2020).

Customer touchpoints may be under brand control, customer control, or neither brand nor customer control. Looking into the customer touch point of Monzo, it is important to mention that the Operations department of the selected company is in fee of their customer service crew and the in-app assist experience. This suggests that their consumer-dealing with products, consisting of our apps and website, in addition to the inner tools, systems, and processes that our help crew makes use of each day are protected withinside the scope of an operations designer. As a result, there are a few vast difficulties.

A consumer in want of help usually has an extra sensitive intellectual and emotional state, requiring unique care. A consumer who seeks help, for instance, is probable to be confused or dissatisfied, and a consumer who needs to report a grievance can be enraged or upset. As a result, Monzo Bank has to technique them with severe caution, providing extra reassurance, and fostering accept as true with anyplace possible.

The company has taken the technique of mapping out the emotional adventure of the consumer for our fraud reporting feature. This company has had been capable of pick out key moments whilst we have to both boom the sensation of accept as true with or offer extra course with the aid of using deliberating how their emotions and stages of pressure would possibly extrude at some point of the experience.

The experience's layout became at once encouraged with the aid of using those findings. For instance, lowering the consumer's pressure with the aid of using assuring them that their account is steady and growing readability with the aid of using setting up expectancies concerning the method and the subsequent steps.
[bookmark: _Toc118554968]1.2 Customer Experiences & Brand Experience

Customer experience includes not only the quality of a company's customer service, but also its advertising, packaging, product and service characteristics, ease of use, and reliability. But few leaders think about how every decision impact the customer experience. There is no boss responsible for overseeing everyone's efforts. Come to think of it, everyone has a different idea of ​​what the customer experience is (Andrew, 2019).

For example, when it comes to customer experience issues, product development has shifted to marketing, both usually focused on features and specifications. Quality, timeliness and cost are the company's main concerns. Additionally, customer service representatives often focus more on current transactions than on relationships with previous or subsequent transactions.

Speaking about Monzo, it uses different strategies to ensure that their customer experience and brand experience. Some examples include: 
1.Signing up is so easy: Monzo has executed precisely what product managers, commercial enterprise owners, and entrepreneurs want to do:
make it easy for capacity clients to shop for a product or join up for a service. You can open an account on-line with Monzo as an alternative of getting to visit a financial institution or constructing society and deliver out information (like evidence of address) there. Instead, you could download the app. You will get hold of a pleasant welcome notice and a Monzo card withinside the mail some days after registering.

2.Utilization of "Golden tickets: When Monzo become simply beginning out, it had a backlog of approximately 60,000 customers who have been ready to join up, which might have taken about weeks to complete In order to manage it right, the company gave every present consumer a golden price tag that they may then ship to one in every of their contacts, permitting that touch to enrol in Monzo right now and pass the line. Subsequently, Monzo now no longer simply disposed of its overabundance of registrants, it likewise created greater clients. Monzo maintains to distribute golden tickets, and as soon as a consumer has allotted one, they get hold of some other to distribute later (KAE Consulting, 2022). 

4.Plan for products: Each quarter, Monzo publishes its product roadmap on-line and we could clients vote on which capabilities and capabilities need to be brought first. The listing of upcoming capabilities and functionalities may be accessed with the aid of using clients without delay from the Monzo app, and they are able to see which capabilities are being developed. This stage of openness is superb as it permits clients to study upcoming capabilities and specific their opinions. Monzo these days introduced "joint accounts," a characteristic that become at the product roadmap and voted for with the aid of using customers!

When it comes to the brand experience, MONZO became born out of a want for higher merchandise withinside the market. Modern, progressive, and forward-questioning apps and offerings have existed in different industries nearly because the start of the telephone era (mid-2000s), however the economic offerings enterprise did not have them for some time after that. Building a present-day financial institution isn't any smooth task, and the incumbents had no purpose to be in advance of the curve, so it took a few times. At the cease of 2015, we commenced giving out alpha pay as you go cards. We ran this system till the start of 2018 even as we were given our complete license and constructed our personal infrastructure. After that, we moved all our beta clients into complete, present day financial institution accounts. Now, simply 365 days when we ended the pay as you go program, we are near 2 million modern account holders. We need to be the economic hub for our clients and offer them with the maximum enjoyable, thoughtful, and attractive person revel in viable to present them actual manage over their finances.
Manzo became a competitor to the incumbents at first, however it now faces its personal difficulties. As the boundaries to presenting banking offerings fall, PSD2 will exacerbate this problem. Monzo has thus far competed effectively primarily based totally on revel in.

[bookmark: _Toc118554969]Conclusion
Overall, either of the customer experience, brand experience, and customer touch point are extremely important in supporting the attraction of customers and their constant engagement with the company. Monzo company as it has been demonstrated in the assignment does have a constant implication in the strategies that are being used to engage customers and satisfy them all the time. 
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Because this section requires a discussion about how the firm’s perspective and how the co-creation perspective helps the improvement of the customer experience, it is important to first start by understanding the meaning of the firm’s perspective and the meaning of co-creation. Starting with understanding the meaning of the firm’s perspective, it is described as being the theory introduced by a firm which supports leading all the activities in the company after the principles set in the perspective (theory). This helps the customer experience massively and this because the perspective introduced by the company does also involve the planification of the activities that are going to be provided to the customers. For example, multiple companies have started to introduce things such as customer feedback. By asking the feedback from customers periodically. Information provided by customers about the quality of your product, customer service, or any processes or transactions at your business is known as customer feedback.Fulfilling customer requirements is everything. In fact, customer feedback is the best and most trustworthy way to learn about your business.

Getting feedback from your customers can help you improve both your products and your business. Companies distribute a brief survey to attendees of each of my company's events for entrepreneurs to solicit their feedback on the event.A couple of days after the fact, we survey the criticism, both positive and negative. This feedback has a direct impact on the changes companies make for the subsequent event, the aspects we want to emphasize more, and the aspects that must remain unchanged. Companies value this feedback highly, and getting it does not cost them anything, but supports the customer experience and this because it demonstrates them that they do have the opportunity of sharing how they feel about the products and services that have been used from the company (Gardner, 2022). 

The importance of related to clients withinside the co-introduction of recent items and offerings is turning into more and more identified via way of means of lecturers and practitioners (Payne et al.,(2008). In current years, on-line gear and groups have made it less difficult for co-introduction in ideation (which include clients arising with new thoughts in digital environments of companies), layout (which include clients designing their personal merchandise the use of self-layout gear of companies), and improvement (which include consumer groups trying out merchandise for defects) (Nambisan, 2002).As a result, co-introduction entails related to clients withinside the ideation, layout, and improvement of merchandise  (Vargo and Lusch, 2008).

Co-introduction's consequences had been the challenge of quite little empirical studies, regardless of its recounted importance (Carbonell et al.,2009).Co-introduction has been related to performance profits for agencies, which include a discount withinside the hazard of failure (Hoyer et al., 2008) and a discount withinside the expenses related to growing new merchandise and offerings (O'Hern and Rindfleisch, 2008). In addition to a faster time to marketplace (Alam, 2002).Co-introduction is likewise connected to profits in performance for agencies, which include a higher suit with consumer needs (Fang et al.,2008), in addition to improved marketplace attractiveness and reach (O'Hern & Rindfleisch, 2008).However, empirical studies paid little interest to the effect of cocreation at the consumer enjoy, regardless of the truth that enhancing consumer studies is a first-rate cause agencies select co-introduction.

This exploration - which facilities round co-introduction in step with the purchaser viewpoint - offers knowledge into the purchaser enjoy in co-introduction instances and its determinants. We argue, on the only hand, that consumer traits like predicted co-introduction blessings (i.e., clients' expectancies approximately blessings in co-introduction situations) and consumer function readiness (i.e., the diploma to which clients are equipped to meet their function as co-creators) affect the co-introduction enjoy. On the alternative hand, we contend that the traits of co-introduction environments, which include technologization (the provision of on-line gear and gadgets that useful resource in finishing a co-introduction task) and connectivity (the provision of help from different clients), are vital for co-introduction studies to occur. This examine employs an test to research the impact of consumer traits and co-introduction environments at the consumer enjoy in co-introduction settings. We construct at the consumer enjoy literature via way of means of offering a multidimensional co-introduction enjoy scale because the test's background (Klaus and Maklan, 2012)
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