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Executive summary
In this report all the management strategies and themes used by Monzo have been identified and explored in depth. A brief introduction is given on Monzo including the company history. Customer touchpoints have been identified whilst exploring in depth the customer experience provided by Monzo and recommendations have been given to improve the customer experience provided by Monzo. 
Introduction 
Customer experience is defined as the perception of encounters and interactions with a business by the consumer (Cambridge Dictionary, 2023). Good customer service stems from great Customer relationship management which 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” (Hashemi-Pour and Chai, 2023). Ultimately both forms of management have the same goal, which is ensuring the customers return to a business. 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 met whilst working at starling, coincidentally starling is also an online banking service. Once they came up with the idea, they created a crowd funding page and quickly set a record as they managed to raise 1 million in just 96 seconds (Wikipedia Contributors, 2023). Unknown to starling their new rival had just completed their first touch point and received funding from investors by pitching their idea on the crowd funding website. They used their knowledge of the online banking customer, and they 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 (Monzo, 2023). it is quickly becoming apparent that Monzo is a leading online business.



Customer touchpoints and CRM.
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 with the customer 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 called intrinsic touchpoints, unexpected touchpoints, a touchpoint not controlled by the brand and customer-initiated touchpoints (Singh, 2021). A 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 understands the importance of the customer, without the customer there is no business. Monzo being the leading digital bank that it is creates many touchpoints all of which are digital, for Monzo, the company created touchpoints are extremely important. Monzo’s 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, 2016). This is something Monzo are exceptionally good at, as Monzo customers interact with the company online, the app itself is a touchpoint. To apply for an account you use the app, to contact customer service you use the app. Monzo show that the social aspect of the customer experience holds much value as they have a 5-star rating for customer service given honestly by their customers (Chiara Cavaglieri, 2023). Companies are slowly realising the importance of social media in managing their relationships with the customer (Soliman, Samskrati Gulvady and Shahri, 2022). Monzo understand the importance of customer touchpoints, the customers need and wants, and every possible interaction the customer may have with the company. To further aid the management of customer relationships Monzo give the customer power of choice by rewarding their customers for recommending the bank to their friends. This has proved a valuable touch point as Monzo report that as of May 2023 66% of their customers joined via friend referral (Monzo, 2023). By placing CRM at the core of their goals and rewarding customers for their loyalty Monzo allow the customers to help the company grow in an organic manner. Paying close attention to customer touchpoints has aided Monzo in becoming one of the leading online banks, with many customers pleased with the service. However, a very vital touch point seems to be ignored by Monzo and many other online businesses, a face-to-face physical touch point. Many of the leading rival banks in the UK began in store, with the largest banks having branches worldwide. Barclays is the leading bank in the UK, operating online and in branch (Statista, 2022) and has one of the highest rated customer service experiences in the UK. Although Monzo offer 24/7 customer service to their customers a frequent complaint from Monzo users is that they do not have any branches where customers can go instore and deal with banking enquiries. This flaw limits the reach of Monzo as a bank as many potential customers and some Monzo customers will be pushed towards using a more physically accessible bank. Depositing and withdrawing large amounts of money physically is very confusing and difficult for customers to achieve with Monzo. There are limits on deposits and withdrawals, and Monzo currently charge customers £1 for every cash deposit they make (Monzo, 2018). With the UK currently in a cost-of-living crisis, this is a missed touch point that could lose Monzo a lot of customers. It also shows a lack of care or empathy towards the financial issues many customers face, this is due to poor customer relationship management.










Customer and brand experience 
Customer experience can be defined as the response to interactions with a business from the customer (Harvard Business Review, 2007). Monzo, operating online, place high value in the experience they provide for their customers. A great brand experience is created by a company understanding their audience (Acquia, 2023). The creation of Monzo started from a deep understanding of the customers needs. Working at starling, another leading online bank, five friends had a first-hand insight into the behind the scenes work of an already established online bank and how the customers of online banks work. This allowed Monzo to start from the unique viewpoint of the customer, giving Monzo an advantage in their field. Lyndsay Edgar vice president of operations at Monzo understands the importance of the Customer experience and believes it should be at the ‘core of the business’s goals and built into the organization design’ (IQPC exchange, 2022). The packaging of Monzo comes in the form of their bright coral cards, the colourful cards are used to catch the eye of the potential customer also allowing the current customer to happily advertise the bright and exciting card. Monzo uses an exciting combination of advertising and packaging to keep their 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) the colour choice isn’t by chance, coral is described as a welcoming, distinct and ahead of its time, the colour is said to have an empowering effect on the mind and sparks interaction (Olesen, 2020), this is a clear example of clever marketing by Monzo and displays their success at providing a good brand experience. We see how Monzo value their customers experience as they offer 24/7 customer support, in app over the phone or by email. This gives Monzo a cutting edge in providing a brilliant customer service and creating a great brand experience. However, the lows of the customer experience are apparent. Monzo not having any branches causes customers issues with depositing and withdrawing cash (Monzo, 2018), this takes away from the brand experience and displays poor management of customer relationships, it also limits the customer experience to online only. A physical branch helps to gain the customers trust, giving the reassurance that their money is safely housed somewhere (Linkedin.com, 2023). 8 years into business Monzo continue to ignore the communication from customers regarding branches, affecting the customer and brand experience. ‘Which?’ is a service that allows customers to honestly rate their experience with banks and provides statistics and information via ‘which? Recommended providers’ this is a trusted channel many consumers use to evaluate products and companies before they become a customer, WRP gave Monzo a customer rating of only 79% and could not give them the title of being a recommended bank. As of 2019, having listened intently to the customer, WRP requires banks to be signed up to the ‘authorised push payment scam code’ protecting customers of fraud. Only 3 UK banks are currently not signed up Monzo being one of those banks (Chiara Cavaglieri, 2023). Missing vital customer touchpoints like this shows room for improvement in the management of the customer and brand experience. 
Recommendations 
As a company Monzo appears to be exceptionally good at what they do, however improvements are required to create a better brand and customer experience. There is a lack of trust between Monzo and its customers, despite the colourful marketing strategies used by Monzo to encapsulate its customers, they have not yet gained trust from many customers. Despite gaining a good rating from some of their customers they continue to ignore the thousands of customers complaining directly to them (Monzo Community, 2023). Many Monzo users have already left with some still contemplating leaving due to the poor quality of customer service representatives online, and the non-existence of Monzo branches. It is recommended Monzo begin to open physical branches. Since the end of the recent pandemic, people are going in store again and many people require the physical aspect of interaction. This builds trust between the brand and the customer (Linkedin.com, 2023). To further improve the brand and customer experience inside the newly open branches Monzo representatives will be required to wear ID badges hung on coral lanyards to increase the level of trust between the customer and the brand Monzo. If followed correctly, these recommendations will see the rise in new customers and positive feedback, it will increase the loyalty of customers and establish a trustworthy relationship, helping Monzo to thrive in the banking industry providing the best customer and brand experience.
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Introduction
Defining customer experience, we can describe it as the perception the customer has of your brand (Morgan. B. 2018). When we discuss customer experience it is important to note the two different aspects. The firm’s perspective and the co creation perspective. The firm discussed in this critical discussion is Monzo and the aim is to analyse the perspective on customer experience by Monzo and the perspective of the customer, and to discuss the importance of understanding this. And how understanding these perspectives benefits a business.

Understanding Monzo’s customer experience perceptions
We define the firm's perspective as the view of their customer service from within the company, how it sees its customers, how it values its customers and how they manage customer relations. 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 (Young Entrepreneur Council, 2015). For Monzo the customer holds great value, and so does the customer support team. Monzo operations team manage and create the services accessed by the customer and the customer support team, they consider them both to be the target audience, and take much consideration of both the customer and the support teams ‘motivation, capabilities and experience’ (Monzo, 2020). Monzo perceive their customer experience they provide to be ‘Award winning’. The customer support team is considered a customer by Monzo as they access internal tools, products and services. Despite the lack of branches Monzo customer support team have face to face access to support which improves the experience for them as it allows them to inform Monzo directly of their perceptions of the business and how it affects them. We can define co creation as a way of collaborating with the consumer, supplier and stakeholders to get a better understanding and overview of the company (Shaw, AA. 2019). As previously identified, the customer and the customer support team are established as the co-creation audience by Monzo. The co creation perspective is important for the success of business. understanding the co-creator is useful for creating products and services, but to understand how the co-creator views the firm and their customer service helps the business to improve to keep the customer happy and clarify their loyalty (CustomersFirst Academy, 2021). We can see further that Monzo customers are happy with the service provided as when asked if they would recommend the service to a friend 80% of customers said yes, bringing them top of the list out of all the banks (Monzo, 2023). Monzo operations team ensure that the customer support system is available 24/7, as well as a community forum where customers can help each other. To support the customer support team on regular occasion members of the operations team will shadow customer support workers to get a first-hand experience of their thoughts and feelings and any challenges they may face (Monzo, 2020). Understanding the customer experience further, Monzo offer fresh fruit and snacks all day in office (Wellfound (formerly AngelList Talent), 2019), this is understanding the importance of how the customer support team feel. If the customer support team are listened to and their perception is good then amazing customer service will be provided to the customer, leading Monzo to thrive in the customer service aspect of business. 




Conclusion. 
To conclude both perspectives are needed to have a successful business. Without the customer there is no business and Monzo understand that more than most, having raised money from investors to start Monzo, stakeholders have a huge impact on co-creation perspectives as do the customers. Monzo keep up to date with the perspective of the co-creator. With a customer service system that runs 24/7, a in house support system for the customer support team and regular update meetings held with stakeholders, Monzo are thriving in the customer experience sector, and they are seeing the rise of their banking company. Monzo remain stubborn to the requests for branches, not only from customers but also staff. The workload could be lessened for the online staff, and the stress of banking for customers at times could also be lessened. This is a step Monzo are yet to take. If the co-creator perspective is not truly understood than it will hinder the quality of the customer experience. With great understanding of the different perspectives of customer service Monzo will continue to provide outstanding customer service.
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