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EXECUTIVE SUMMARY 

This report Part 1 aims to analyse Revolut's customer experience, including customer touchpoints, corridors and how they impact customer relationship management (CRM). The report begins with an overview of Revolut and its business model. It then analyses the user experience journey by identifying key touch points and corridors. The report concludes with recommendations for improving the customer experience and improving CRM.
Additionally, the report Part 2 conducts a critical literature review on the customer experience, rates of customers of two other companies - Cazoo and Deliveroo.
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In recent years, customer experience has become a critical element of business success, and companies are increasingly investing in improving the customer experience. Revolut, a digital banking and financial services company, is an excellent example of a company that places a strong emphasis on customer experience. This report will look at Revolut's customer experience by analysing various aspects of its operations.
First, the report will examine customer touchpoints – the various points of interaction between the customer and the company, such as Revolut's app, website, and customer support. Second, the report will explore customer corridors – the different stages of the customer journey and how Revolut engages with customers at each stage. The report will also evaluate Revolut's overall user experience, including aspects such as ease of use, convenience, and personalization.
Additionally, the report will assess the Revolut brand experience - the emotional and psychological perception customers have of the brand based on their interactions with the company. Finally, the report will analyse Revolut's customer relationship management (CRM) strategy and assess how effectively the company manages its customer interactions.
In addition to analysing Revolut's customer experience, the report will also critically review the customer experience literature of two other companies - Cazoo and Deliveroo. This review will provide insight into best practices and areas for improvement in the customer experience of these companies.
Overall, this report will provide a comprehensive analysis of Revolut's customer experience, as well as insights into Cazoo and Deliveroo's customer experience.
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Revolut is a British fintech startup founded in 2015 by Vladislav Yatsenko and Nikolay Storonsky. Their concept is a neobank, a type of bank that has no branch networks and operates primarily online.
Revolut started with one goal - to fundamentally change the financial world by developing a global financial service vital in today's hyper-connected life. Fee-free spending, stock trading, currency exchange, international transfers, fee-free ATM withdrawals, cryptocurrency, personal loans, insurance, and more.
The company's team numbers 2,000, the customer base is over 10 million, 20 offices have been built worldwide: London, Krakow, Singapore, New York, Bucharest, Porto, Vilnius, Moscow, St. Petersburg, Toronto, etc. In 2021, the company's customers grow to over 16 million and 150 million transactions per month. Revolut, which offers banking and commerce services through an app, is now worth about $33 billion, a sixfold increase from the $5.5 billion it was worth last year.
The additional funding came from the Vision Fund 2 of the Japanese conglomerate SoftBank and the American hedge fund Tiger Global. They are the owners of less than 5% stake in the company. The high quality of the user experience has been cited many times as an exemplar for the guild due to its ease and simplicity of use (Deloitte, 2020).
Revolut is also launching a new foray into the travel business, creating a new feature called Stays, enabling customers to book hotels and other accommodations through the mobile app. Bonuses of up to 10% cashback are possible for bookings made through Revolut. Payment services are Revolute's value proposition, and this is the source of profits – as a card issuer, interchange fees charged to merchants by international payment card schemes (Górka, 2018, pp. 14–19).
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Touchpoints can determine as the points of contact between the company and the customer.
Customer touchpoints refer to all the interactions a customer has with a brand, product, or service throughout the customer journey. These interactions may take place through a variety of channels, such as in-person interactions, phone calls, emails, social media, websites, and advertisements (Morgan, B. 2021, January 19).
Initially, research studies focused on single-channel options such as catalogues, direct mail, online channels, and mobile channels. With the increasing popularity of e-commerce, it is believed that using online channels is advantageous, considering factors such as social and psychographic indicators, perceived benefits and costs, and past purchase behaviour. While several studies have been conducted on this topic, a meta-analysis of the factors influencing channel choice is necessary. (Verhoef, Kannan, and Inman 2015). To understand the relationship of the company Revolut with the customers, it is important to download the application. Everything that is not necessary for information, reference and functioning of the company is collected there. It is very important to note that the connection of customers with the company is possible only by chat or email. To be comprehensive, they also have a page on Facebook and Instagram. For the company of a new and modern type, the channels of communication, in my opinion, are quite scarce.
On the Internet, you may come across an advertisement of the company Revolut, which is linked to other sites that receive commissions for each customer and product purchased from them. One of the main and widely known methods of recruiting new customers is through referrals from existing customers. As for the goal, every current customer who has referred a new customer receives a bonus. There has even been a practice for every worker who starts work to declare participation and commitment to attracting 100 to 300 new clients depending on the position he is applying for.
Customer corridors refer to the channels through which customers interact with the company. Revolut's corridors include the mobile app, website, and customer support. The mobile application is the main channel through which customers interact with the company. The application provides a range of services including account management, transaction services and customer support. The website is primarily used for marketing and informational purposes. Customer support is available through the app and website, and customers can contact via chat or phone (Mele, C., & Polese, F. 2019).
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Customer experience (CX) refers to the overall perception a customer has of a brand or business based on their interaction with the brand throughout the customer journey. This includes every touch point or interaction a customer has with the brand, including product research, purchase, customer support and post-purchase experience (Lemon, K. N., & Verhoef, P. C. 2016).
Abbott (1955) and Alderson (1957) proposed that people are not simply interested in products but rather in the experience that the products can provide. Holbrook and Hirschman (1982) and Thompson, Locander, and Pollio (1989) also recognize the emotional aspects of decision-making and offer a broader perspective on human behaviour. Schmitt (1999) takes a multidimensional approach and identifies five types of experiences: sensory, emotional, cognitive, physical, and social identity. Verhoef et al. (2009) focus specifically on customer experience in the retail context as a multidimensional construct that includes cognitive, affective, emotional, social, and physical aspects. Brakus, Schmidt, and Zarantonello (2009) define brand perception as the subjective, internal responses and behavioural reactions of consumers to brand-related stimuli, which are part of the overall brand design. To look at customer satisfaction. Contacts with users of Revolut services are required. Personal impressions should also be listened to. We will do a customer satisfaction survey. We will have to talk to our familiar users of Revolut services. We will also share personal impressions, but to be specific, we will also.
We will do a customer satisfaction survey. We will have to talk to our familiar users of Revolut services. We will also share personal impressions, but to be specific, we will also.
Online shopping with a physical and virtual card as well as transfers of amounts to the accounts of the company's customers is well known and functional. But for transfers in different countries and different currencies, there are quite big discrepancies in the described rules and performed transactions, the commissions are also not rigid ligament lines, therefore, one gets a dissatisfaction with the service. And when inquiring and using the chat, in most cases they impose a long wait and then an apology, a lame explanation, and that's it. The results in most cases are negative and without compensation. Of course, there are quite a few satisfied customers, but if we dig deeper into the details, it will be seen that they are not users of the services in full, but only of the more ordinary part of the offer.
Customer experience and CRM are closely related, with a positive customer experience leading to better CRM. Revolut's customer experience is characterized by its simplicity, convenience, and low cost. The company's focus on foreign currency exchange has attracted a significant user base of travellers and expats. The simplicity and convenience of the app make it easy for customers to manage their accounts and make transactions. However, the company's customer support has received criticism for its responsiveness and efficiency (Verhoef, P. C., Lemon, K. N., Parasuraman, A., Roggeveen, A., Tsiros, M., & Schlesinger, L. A. 2009).













[bookmark: _Toc129079905]BRAND EXPERIENCE 


Source of Internet 
Brand experience (BX) relates to the emotional and psychological perception and interaction a customer has of a brand and through various touch points such as advertising, social media, packaging, product design and customer service (Brakus, J.J., Schmitt, B.H., & Zarantonello, L. 2009).
Revolut's success can be attributed to not only its technological and product innovations, but also to its innovative legal solutions based on EU legislation (Polasik et al., 2020). By using multiple companies registered in different EU member states with varying financial licenses for specific activities, such as payment services and investment activities, Revolut has adopted a decentralized business model which has led to increased efficiency and reduced client fees (Houston et al., 2012). Challenger banks like Revolut have been able to operate without a physical branch network and offer simple business models that rely on modern solutions and IT infrastructure (Lu, 2017). Revolut has identified market niches with weak customer satisfaction, starting with a currency exchange service for travellers which helped make them a leader in the European financial services market. They then introduced major innovations in both traditional and alternative investment products using a mobile application, offering trading in stocks and commodities, as well as partially shared investment services that are accessible to those with smaller savings. Revolut also stands out by offering non-tech investors the ability to buy gold and cryptocurrencies that are not typically available in traditional financial institutions. To improve the brand experience, Revolut needs to focus on improving customer support and risk management practices while continuing to innovate and introduce new products and services (Smith, 2023). Overall, Revolut's brand experience is shaped by its branding strategy, brand identity and customer-centric approach (Smith, 2023).
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Customer experience is a key aspect of modern business and can be approached from two main perspectives: a firm perspective and a co-creation perspective. 
A firm's view of customer experience focuses on a business's ability to provide a positive customer experience. However, this approach has limitations. It assumes that customers have the same needs and preferences and does not expect the diversity of customer preferences and experiences. 
The co-creation perspective, on the other hand, assumes that customers are active users in creating and shaping subsequent experiences. Emphasizes the importance of an engagement approach with customers to understand their needs and preferences, co-create solutions with them, and fail-safe improve the customer experience based on your feedback (Lemke, F., Clark, M., & Wilson, H. 2011).
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Cazoo is an online used car marketplace that was established in 2018 by British entrepreneur Alex Chesterman. The platform was launched in December 2019 and has since become the company's primary business. Although based in the UK, the company expanded internationally by entering the used car markets in Germany and France, and briefly in Italy and Spain in early 2022. 
However, after experiencing a significant loss in market value, Cazoo announced the closure of its European Union business and laid off all its 750 EU employees in September 2022. The company has also faced challenges due to the impact of COVID-19 on the global economy, with the UK used car market experiencing a decline of approximately 49%. Cazoo has sponsored various sports events, such as the Birmingham Aston Villa Football Club, FishOMania, the Hundred cricket competition, and horse racing events.
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The car is one of the most expensive purchases a person makes after the house. This made the delivery of cars from remote warehouses pointless and turned dealers into buy-and-sell outlets. 
From the diagram, we can summarize that customer satisfaction is the highest when buying expensive cars, lower for the middle segment and lowest for cheap cars.
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Deliveroo is an online food delivery company that connects customers with restaurants that do not have their own delivery service. Deliveroo's customer relationships are primarily focused on the convenience, speed and quality of the delivery service provided.
Deliveroo offers a user-friendly website and mobile app, transparent pricing, and a wide range of restaurants. Customers can easily view menus, place orders, and track the status of their delivery in real time. Deliveroo also offers a variety of channels, such as email, phone, and live chat, to address any concerns or issues that may arise.
To further enhance customer relationships, Deliveroo also offers various promotions and discounts to encourage repeat business. Customers can also provide feedback about their experience, which is used by Deliveroo to continuously improve its services and ensure customer satisfaction. Deliveroo aims to build long-term relationships with its customers by providing a reliable and convenient food delivery service.
Will Shue, founder, and CEO of Deliveroo, said: “Deliveroo is getting stronger and bigger every day. London is where you founded this company and from our hub here, we export our British-born technology around the world (Goodfellow, J. 2017).
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In conclusion, while the firm perspective and the co-creation perspective have their strengths and weaknesses, a user experience strategy that brings together elements from both perspectives can deliver the best results. Companies must invest in creating positive experiences for customers while engaging with them to understand their needs and preferences and co-create solutions that meet their expectations. This approach can lead to higher customer satisfaction, loyalty, and initiative, increase revenue growth, and create a competitive advantage in the market (Lusch, R. F., & Nambisan, S. 2015).
Revolut should focus on improving customer support, personalizing the customer experience, and expanding its product offerings. In this way, the company can improve its customer experience and improve its CRM, leading to greater customer loyalty and advocacy.
According to a CNBC report (2021), Revolut recently raised $800 million in funding round. The move provides Revolut with additional funding to continue its expansion plans, including entering new markets such as the US and India. However, the company has faced increasing regulatory scrutiny, particularly in Europe, due to money laundering and banking compliance concerns. Despite these challenges, Revolut remains one of the most successful and disruptive fintech companies in the world.
According to a report by Reuters (2021), Cazoo has recently announced plans to go public through a merger with a special purpose acquisition company (SPAC), valuing the company at $7 billion. This move will provide Cazoo with additional funding to further expand its operations and accelerate its growth trajectory.
According to a Financial Times report (2021), Deliveroo recently went public through an initial public offering (IPO) on the London Stock Exchange, valuing the company at £7.6 billion. The move provided Deliveroo with additional funding to continue its expansion plans despite the difficult market environment during the COVID-19 pandemic. However, the company's share price initially fell after the IPO, highlighting the challenges and risks associated with operating in the highly competitive and fast-growing online food delivery market.
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To improve customer experience and improve CRM, Revolut should focus on the following: 
Improving customer support: Revolut should invest in improving customer support by increasing the responsiveness and efficiency of its customer support channels (Smith, J. 2023).
There are some recommendations to help Cazoo and Deliveroo shape their user experience strategies based on the firm's perspective and the co-creation perspective: 
Engage with customers to understand their unique needs and preferences, create collaborative solutions that align with their expectations, and continuously improve the customer experience through technological innovation. Providing customized solutions fosters customer loyalty and advocacy, drives revenue growth, and creates a competitive edge in the marketplace.
Must provide excellent customer service by focusing on quick response time, effective communication, and prompt resolution of customer issues (Gupta, S., & Lehmann, D. R. 2005).
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