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The summary that follows is divided into two sections. Part A, the customer's experience was looked at then the definition of client experience was thoroughly covered. The business Deliveroo was then introduced, along with a brief history of the company and a description of the customer experience, which can be either positive, negative, or neutral. Finally, Deliveroo touchpoints were introduced where its was shown that Deliveroo have several touchpoint which is called a corridor
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[bookmark: _Toc129903608]Introduction:
This report will discuss the Customer Experience of an organisation.
Customer Experience is the provision of assistance, support, and information to customers before, during, and after the purchase of goods and services. It is an essential aspect of any business that aims to succeed in its industry by ensuring customer satisfaction and loyalty. Good customer experience involves providing timely and accurate information, addressing customer concerns and inquiries, resolving complaints, and exceeding customer expectations. It is a critical part of any company's brand identity and reputation, and can significantly impact customer retention, referrals, and revenue.
Customer Experience requires excellent communication skills, empathy, patience, problem-solving abilities, and a customer-centric mindset. It involves understanding the needs and expectations of customers and tailoring solutions to meet their specific requirements.
In today's highly competitive business environment, customer experience has become an integral part of companies' strategies to differentiate themselves from their competitors and build long-term customer relationships.
Customer Experience is regarded as a holistic interactive process, facilitated through cognitive and emotional clues, moderated by customer and contextual characteristics, resulting in unique and pleasurable/un-pleasurable memories. (Jain 2017) 
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Deliveroo is a food delivery platform that connects consumers with local restaurants through an online platform. The company was founded in 2013 by William Shu and Greg Orlowski in the UK and has since expanded to over 500 cities globally, serving more than six million customers (Deliveroo, 2021). Its success can be attributed to its innovative business model and use of technology to optimize delivery times and customer experience.One of the key features of Deliveroo's business model is its use of independent contractors to make deliveries. This approach has allowed the company to operate with lower overhead costs and greater flexibility compared to traditional food delivery services (Barrero et al., 2020). However, the use of independent contractors has also raised legal and ethical issues, As workers and labor advocates have argued that Deliveroo should classify its riders as employees rather than independent contractors (Woodcock & Graham, 2018).Deliveroo's success is also due to its use of technology. The company uses algorithms to match orders with the most suitable riders based on distance, traffic conditions, and previous performance (Dinner et al., 2021). This approach has enabled Deliveroo to offer faster and more reliable delivery times than its competitors, which has helped it to attract and retain customers. Deliveroo's business model has been affected by the COVID-19 pandemic, which has led to an increase in demand for food delivery services. In response, the company has expanded its offerings to include groceries and other household essentials and has partnered with local businesses to support them during the pandemic (Dobson, 2020).
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Customer experience describes how a customer and a business interact over the course of their relationship. Customer perception and their encounter with a brand are the two components that make up the customer experience. The body of knowledge on customer experience is expanding quickly, and there is intense disagreement among academics and industry professionals. Although this topic is the subject of many theoretical research, there are still few tools available to assist marketing managers in creating the ideal stimuli to support a great customer experience.
Customer experience can be viewed from two major perspectives namely:
The firm’s perspective (Berry et al,2002; Stuart and Tax 2004);                                                             From the company's perspective, the company is basically in charge of creating and designing an experience for the customer to have. However, a customer's readiness to accept a company's offerings (products/services) is largely dependent on the value propositions that are associated with the offerings.
The customer’s perspective (Schmitt 2011); or                                                                                            The co-creation perspective (Chandler and Lusch, 2015                                                                          From the co-creation perspective, The customer experience is seen as the result of a customer's interactions with other players in a larger environment, while also acknowledging the customer's part in the experience's co-construction. Value propositions serve as the foundation for this engagement with other actors. It is also a multidimensional construct.
Deliveroo is a popular food delivery service that has gained a reputation for its convenience and range of restaurant options. As the demand for food delivery continues to grow, Deliveroo's customer experience has become a crucial factor in the success of the company. In this context, understanding Deliveroo's customer experience is vital to identify its strengths and weaknesses and providing insights into what the company can do to improve and retain its customers. In this article, we will explore various aspects of Deliveroo's customer experience, including the ordering process, delivery time and quality, customer service, pricing, and overall satisfaction.
[bookmark: _Hlk129555424]Customer experience describes how a customer and a business interact over the course of their relationship. Customer perception and their encounter with a brand are the two components that make up the customer experience. The body of knowledge on customer experience is expanding quickly, and there is intense disagreement among academics and industry professionals. Although this topic is the subject of many theoretical research, there are still few tools available to assist marketing managers in creating the ideal stimuli to support a great customer experience. Deliveroo customer experience has recently had a large number of negative customer experiences, many customers are dissatisfied with the services provided by Deliveroo. 
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Touchpoints are the individual contact between the customer and the company, it could also mean direct contact either with the product or service itself or with representations of it by the company or some third party (Walter 2019) when a company has a series of touchpoints it is called corridors, Deliveroo has various touchpoints that allow it to interact with customers and improve their overall customer experience. 
Website: Deliveroo's website is the primary touchpoint that customers use to browse menus, place orders, and track their deliveries. The website is designed to be user-friendly, with clear menus and easy-to-use filters that allow customers to find the food they want quickly. The website also provides information about the restaurants, such as opening hours, location, and ratings.
Mobile app: The Deliveroo app is available on iOS and Android, allowing customers to order food on the go. The app offers a seamless experience that mirrors the website, with the added convenience of push notifications and GPS tracking.
Social media: Deliveroo is active on various social media platforms, such as Facebook, Instagram, and Twitter. The company uses these platforms to showcase new restaurants, highlight menu items, and promote offers and discounts. Social media also provides a channel for customers to ask questions and provide feedback.
Customer service: Deliveroo has a dedicated customer service team that customers can contact through email, phone, or chat. The team is trained to resolve issues quickly and provide a high level of customer satisfaction.
Delivery riders: Deliveroo's delivery riders are a crucial touchpoint that customers interact with during the delivery process. The riders are trained to provide a friendly and professional service, and they use branded bags and uniforms to promote the Deliveroo brand.
Marketing campaigns: Deliveroo regularly runs marketing campaigns to promote its services and reach new customers. The campaigns can be targeted at specific locations, demographics, or occasions, such as Valentine's Day or Christmas.
Loyalty program: Deliveroo's loyalty program, called Deliveroo Plus, provides members with free delivery and exclusive discounts. The program incentivizes customers to order from Deliveroo more frequently and provides an additional touchpoint for the company to engage with customers.
Restaurant partnerships: Deliveroo partners with thousands of restaurants across the world, providing customers with a diverse range of cuisines and menu items. The company works closely with its restaurant partners to ensure that their menus are up to date and that orders are fulfilled quickly and accurately. Ratings and reviews: Deliveroo allows customers to rate and review restaurants and delivery riders, providing valuable feedback that can help improve the overall customer experience. The ratings and reviews also provide social proof for other customers who are considering ordering from the same restaurant.
Payment options: Deliveroo provides customers with a range of payment options, such as credit cards, debit cards, and PayPal. The company uses secure payment gateways to ensure that customer data is protected.
Email marketing: Deliveroo uses email marketing to keep customers informed about new restaurants, menu items, and promotions. The emails are personalized and targeted based on the customer's order history and preferences.
User-generated content: Deliveroo encourages customers to share their food experiences on social media, using hashtags such as #deliveroo or #foodporn. User-generated content provides a touchpoint for Deliveroo to engage with customers and showcase the food and restaurants on its platform.
Personalization: Deliveroo uses customer data to personalize the experience, providing tailored recommendations based on order history and preferences. Personalization helps to improve customer loyalty and provides an additional touchpoint for the company to engage with customers.
Referral program: Deliveroo's referral program incentivizes customers to refer their friends and family to the platform. The program provides customers with discounts and rewards for each successful referral, providing an additional touchpoint for the company to engage with customers.
Deliveroo touchpoints refer to the different ways that customers interact with Deliveroo throughout their customer journey, from browsing the website or app to placing an order and receiving delivery. Some examples of Deliveroo touchpoints include the website, the mobile app, social media, customer service, and delivery personnel.

According to Deliveroo's annual report, their website and mobile app are the primary touchpoints for customers to interact with the platform, with 79% of orders being placed through the app in 2020 (Deliveroo, 2020). In addition, social media plays a significant role in the company's marketing strategy, with Deliveroo utilizing channels such as Instagram and Twitter to engage with customers and promote their brand (Deliveroo, 2021).

When it comes to customer service, Deliveroo offers multiple touchpoints for customers to reach out, including a live chat feature on their website and app, as well as email and phone support (Deliveroo, 2022). Finally, the delivery personnel themselves also serve as touchpoints, as they are often the only face-to-face interaction that customers have with Deliveroo.

In summary, Deliveroo touchpoints include the website, mobile app, social media, customer service, and delivery personnel, all of which play a crucial role in providing a seamless customer experience.
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Deliveroo is a leading food delivery service that has built a strong customer brand in the highly competitive food delivery industry. The company's customer brand is based on its ability to provide a seamless and convenient food delivery experience that exceeds customer expectations. Deliveroo has established a reputation for offering a wide variety of food options from popular restaurants, quick delivery times, and excellent customer service. The company's customer-centric approach has helped it differentiate itself from its competitors, and build a loyal customer base. In this article, we will explore the elements that make up Deliveroo's customer brand, including its key strengths and strategies that have contributed to its success in the food delivery industry.
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Customer Relationship Management (CRM) is used to handle all interactions and relationships between your business and its clients. The objective is straightforward: to strengthen commercial ties. CRM systems assist businesses in maintaining contact with consumers, streamlining procedures, and boosting profitability.
Deliveroo maintains its customer relationships through its online platform and mobile app, which allow customers to browse menus, place orders, track deliveries, and rate restaurants and riders (Larivière & Lemoine, 2019). Deliveroo also offers a loyalty program, Deliveroo Plus, which provides customers with free delivery and exclusive discounts for a monthly fee (Deliveroo, 2021). The company uses data analytics to personalize its offerings and improve the customer experience (Kumar & Reinartz, 2016). Deliveroo's customer relationship management strategy emphasizes convenience, reliability, and personalized service, which has helped the company to build a loyal customer base.
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Deliveroo, a leading food delivery platform, has been known for its focus on providing a superior customer experience. According to a survey conducted by Trustpilot, a review platform, 87% of Deliveroo customers rated their experience as "Excellent" or "Great" (Trustpilot, 2021). Deliveroo's focus on providing a seamless and convenient food delivery service has been praised by customers, with many citing its easy-to-use mobile app and website as key factors in their positive experience (Trustpilot, 2021).
Deliveroo has also received positive reviews for its customer service. According to a study conducted by Statista, a leading market research firm, 62% of Deliveroo customers rated their customer service experience as "Excellent" or "Good" (Statista, 2021). Deliveroo's customer service team has been praised for its responsiveness and helpfulness in resolving issues such as incorrect orders or delivery delays (Statista, 2021).
In terms of personalization, Deliveroo has implemented several features to enhance the customer experience. For example, Deliveroo's mobile app and website offer personalized recommendations based on customers' previous orders and preferences, making it easier for customers to find and order their favorite meals (Deliveroo, 2021). Deliveroo also offers a loyalty program that rewards customers for their loyalty, offering discounts and special offers to frequent customers (Deliveroo, 2021).
However, Deliveroo has also faced criticism for its customer experience. In 2020, Deliveroo faced backlash from customers and restaurant partners for its handling of refunds and cancellations during the COVID-19 pandemic (BBC News, 2020). Customers complained about delays in receiving refunds, while restaurant partners criticized Deliveroo for changing its refund policies without proper communication (BBC News, 2020). Deliveroo has since implemented measures to address these issues, such as improving communication with restaurant partners and offering faster refunds to customers (BBC News, 2020).
Overall, Deliveroo's customer experience has received positive reviews from customers, with its focus on convenience, personalization, and customer service being key factors in its success. However, the company has also faced challenges in maintaining a consistent and positive customer experience, highlighting the importance of continuously improving and adapting to meet customer expectations.

[bookmark: _Toc129903615]Recommendation
Deliveroo can improve its customer experience by implementing the following recommendations:
Enhance communication with customers: Deliveroo can improve customer satisfaction by providing regular updates on delivery times and offering real-time tracking of orders (Hollensen, 2018).
Expand menu offerings: Deliveroo can increase customer loyalty by offering a wider range of menu items, including healthy options and specialty diets (Sukalakamala & Srinon, 2020).
Improve rider training: Deliveroo can enhance the customer experience by providing better training to its riders on customer service and communication skills (Foster et al., 2019).
Strengthen data privacy and security: Deliveroo can improve customer trust by implementing stronger data privacy and security measures to protect customer information (Tang & Li, 2019).
By implementing these recommendations, Deliveroo can enhance its customer experience and build a more loyal customer base.
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In conclusion, Deliveroo's success can be attributed to its innovative business model, use of technology to optimize delivery times and customer experience, and ability to adapt to changing market conditions. However, its approach to worker classification has raised legal and ethical concerns that need to be addressed.
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[bookmark: _Toc129903619]Introduction 
Customer experience (CX) has become increasingly important for firms to differentiate themselves in today's competitive market (Verhoef et al., 2009). CX refers to the sum of all interactions a customer has with a company, from pre-purchase to post-purchase (Lemon & Verhoef, 2016). This paper critically reviews the two major customer experience perspectives: the firm's perspective and the co-creation perspective, and how understanding these two concepts can shape customer experience for Information Technology (IT) firms, using Monzo and Deliveroo as examples.
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Deliveroo is a UK-based food delivery company founded in 2013 that operates in over 200 cities worldwide. It offers a platform that connects customers with a network of restaurants and independent food outlets, enabling customers to order food for delivery or pickup (Larivière & Lemoine, 2019). Deliveroo operates on a gig economy model, with riders working as independent contractors to deliver food to customers (Foster et al., 2019). The company has grown rapidly since its launch and has attracted significant investment from venture capital firms (Larivière & Lemoine, 2019).
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Monzo is a UK-based digital bank founded in 2015. It offers a range of banking services including current accounts, savings accounts, and loans, with a focus on providing a seamless and user-friendly mobile banking experience (Gan, 2020). Monzo has grown rapidly since its launch, with over 5 million customers as of 2021 (Monzo, 2021). The company has received significant investment from venture capital firms and has been recognized for its innovative approach to banking (Gan, 2020).
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Customer experience is a critical aspect of any business and has gained significant attention in academic and business literature. Customer experience can be defined as the overall perception and emotions of a customer towards a product or service during their interaction with a firm (Verhoef et al., 2009). Customer experience has been a crucial driver of competitive advantage, customer retention, and revenue growth for many firms. This paper will critically review the two major customer experience perspectives: the firm's perspective and the co-creation perspective, and how understanding these two concepts can shape customer experience for Information Technology (IT) firms. To provide a practical context, this paper will use Monzo and Deliveroo as examples.
[bookmark: _Toc129903623]The Firm’s perspective
The firm's perspective of customer experience focuses on the company's efforts to create and deliver superior customer experience through various touchpoints such as product design, customer service, and marketing communications. The firm's perspective assumes that firms have the expertise, resources, and technology to design and deliver a customer experience that meets customer expectations (Prahalad and Ramaswamy, 2004). In contrast, the co-creation perspective of the customer experience focuses on the collaborative process between the firm and the customer to co-create customer experience. This perspective assumes that customers have expertise, knowledge, and preferences that can help shape the customer experience (Vargo and Lusch, 2004).

IT firms, such as Monzo and Deliveroo, are at the forefront of providing innovative customer experience through technology. These firms rely heavily on the firm's perspective of customer experience to create and deliver superior customer experience. Monzo, a digital bank, has revolutionized the banking industry by providing a seamless mobile banking experience that meets the needs and preferences of its customers. Monzo's customer experience is designed to be user-friendly, transparent, and accessible, allowing customers to manage their finances with ease. Monzo's customer experience is heavily reliant on its product design, user interface, and customer service to create a superior customer experience. Deliveroo, a food delivery platform, has also relied heavily on the firm's perspective of customer experience to provide a convenient and reliable food delivery service. Deliveroo's customer experience is designed to be user-friendly, accessible, and personalized, allowing customers to order their favourite meals from their favourite restaurants with ease. Deliveroo's customer experience is heavily reliant on its website, mobile app, delivery riders, and customer service to create a superior customer experience.

While the firm's perspective of customer experience has been effective in providing innovative customer experience for IT firms, it has limitations. The firm's perspective assumes that firms have all the knowledge, resources, and technology to design and deliver customer experience that meets customer expectations. However, firms may not fully understand the needs and preferences of their customers, leading to a mismatch between the customer experience and customer expectations (Prahalad and Ramaswamy, 2004). Additionally, the firm's perspective does not consider the emotional and social aspects of customer experience, which are critical in shaping customer loyalty and advocacy (Verhoef et al., 2009).
[bookmark: _Toc129903624]The Co-creation perspective
The co-creation perspective of customer experience offers a collaborative approach to designing and delivering customer experience that addresses the limitations of the firm's perspective. The co-creation perspective assumes that customers have their expertise, knowledge, and preferences that can help shape the customer experience. IT firms can leverage customer insights and feedback to co-create customer experience that meets customer expectations and preferences. For example, Monzo has a community forum where customers can provide feedback and suggestions on product features and design. Monzo uses customer feedback to improve its product design and features, creating a more personalized and customized customer experience. Deliveroo also uses customer feedback to improve its customer experience, such as introducing a loyalty program that rewards customers for their loyalty.
[bookmark: _Toc129903625]Conclusion
In conclusion, understanding the two major customer experience perspectives, the firm's perspective and the co-creation perspective, can help IT firms such as Monzo and Deliveroo shape their customer experience. 



[bookmark: _Toc129903626]References
Gan, J. (2020). Disrupting traditional banking: The rise of challenger banks. Journal of Innovation Management, 8(4), 118-138.
Monzo. (2021). About Monzo. Retrieved from https://monzo.com/about/
Foster, C., Defee, C., & Farris, J. A. (2019). The role of customer service in the gig economy: An exploratory study. Journal of Business Research, 98, 360-371.
Larivière, B., & Lemoine, J. F. (2019). Managing customer experiences in the digital age: Challenges and opportunities. Journal of Business Research, 100, 366-372.

image1.png
Figure 1.10 Six categories of digital communications tools or media channels

1 Search engine marketing
* Search engine
optimisation (SEO)
« Paid search
Pay-per-click (PPC)

2 Online PR
Publisher outreach
Community participation
Media alerting
Brand protection

3 Online partnerships
« Affiate marketing
* Sponsorship
« Co-branding
« Link-building

Offline communications

* Site-specific media buys
« Ad networks

« Contra-deals

« Sponsorship
 Behavioural targeting

5 Opt-in email
House st emais
Coid rented list)
Co-branded

‘Ads in third party
enewsletters

= oni .
2> Onine communications |:> Offine communications

‘Source: Crafey and Smih 2017)

6 Social media marketing

Audience participation
Managing social presence
Viral campaigns
Gustomer foedback





