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The purpose of this report is to present a successful organization within the technology industry. This report will focus on the importance of customer’s relationship with the company and what impact it can have on developing a successful business. Similarly, another topic will be discussed such as Customer experience and Brand experience. 
This report will be divided in 2 parts. First part will focus on:
· Customer touch points
· Customer experience and brand experience 
And second part will present a critical review on customer experience.


[bookmark: _Toc119103749]Introduction

Nowadays customer experience it is the core of an effective business as customer’s voice weights a lot more than in the past. There are a lot of social media platforms that people are using in order to express their opinion regarding different services that companies are offering. Therefore, positive feedback is crucial for a company to succeed. 
The company that will be presented in this report is Revolut. According to (Fisher, 2020),  Revolut was founded in 2015 in the United Kingdom, London by Nikolay Storonsky and Vlad Yatsenko. Nikolay Storonsky came up with this idea of a new way of banking while he was traveling a lot and was spending lots of money on foreign transactions fees and exchange rate commissions. This marked the beginning of a ground-breaking technology among the finance industry as Revolut would offer a wide range of services for people across the globe. This new card would not benefit only the wealthy society, but also the poor and middle-class society. Also, this card would become the nr1 card for tourists or people that are traveling often. Revolut’s most revolutionary features are instant currencies exchange and real exchange rates, multiple wallets available within the Revolut app, instant transfers around the world with almost 0 fees, etc. Revolut has saved customers over £560 million in fees thanks to real exchange rates. Additionally, Revolut gives customers the opportunity to buy, hold or exchange cryptocurrencies, also buy gold or stocks for different companies. According to ( Mary-Ann Russon, 2019) they have over 20 million personal users, 100k business users across 200 countries and regions with the capability of exchanging money in 30 currencies. (Timmins, 2021) Revolut worth is £24 billion, this company worth had raised 6 times in one year. Revolut is not a traditional bank at such, it operates online only therefore Revolut does not have a physical branch. Their customer helpline is open 24/7 so customers that come across any issues have the benefit of getting in contact with Revolut advisers.


[bookmark: _Toc119103750]Touch points

Customer touch points is the interaction of the company with the customers throughout the whole journey. According to ( Schmitt, 2012) consumer psychology plays an important role regarding what touch points company should use with their clients. Communication with customers is the core of a successful developing business as you are aware of what is in demand and what type of customers the company has. Also establishing a proper communication with the customers will give a better understanding of what the consumers want or are not happy about. (Schmitt, 2010) Said “The company’s most valued asset are the customers”, as a company you are effective when customers are retained, and others are recruited. Touch points are important because it helps businesses to get their message across their customers, these are used in marketing, promoting their services. Depending on each customer journey, different touch points can be used. According to Hamburg 2015 “research generally recommends designing journeys in which touchpoints are united by a common theme, provide consistent stimuli, and adapt to customer’s goals and context. The processes and methods directed at building supportive structures and fostering a customer-centric culture represent the firm’s capabilities to renew customer experiences continuously.”
There are numerous types of touch points such as physical touch points (in-store promotions and communication), digital touch points (digital advertisements; company website), print touch points (thank you letters; articles in newspapers and magazines), human touch points (customer service agents or representatives), etc.
According to (Baxendale, Macdonald and Wilson, 2015) the best touch point approach is interaction face-to-face. These interactions have an immediate impact on the customer’s decision making based on your body language and behaviour. However nowadays customer service over the phone is more common as many businesses conduct their services online, Revolut is one of those businesses that relies heavily on interaction over the phone or messaging in real time across their app. The average age of Revolut’s customers is 34, young generations are now used to bank online and are comfortable to discuss their financial affairs via phone call or even chat. Revolut has over 5000 customer support advisers and has an average of waiting time of 14 minutes, also the company is hiring new people all the time and are looking to bring new processes on board in order to bring the waiting time even lower. These days people are busy, or their work schedule does not allow them to go to the bank and sort out their financial problems so having a 24/7 customer support line is a massive attribute to the company. Similarly, customers have the option of not waiting on a phone que and request a call back at their convenient time. The company uses one of the most complex systems that are on market at this moment, Cloud Talk, in order to keep their customer’s data secure and to be in line with EU regulations of data protection. Additionally, this software helped Revolut to strengthen their security being able to monitor potential security threat 24/7 and promptly proposes appropriate security actions.















[bookmark: _Toc119103751]Customer Relationship Management
 
Successful companies use a system that is called Customer Relationship Management (CRM). This system allows companies to carefully manage customer touch points to maximise their loyalty. CRM captures all customers data such as their preferences, returns, complaints etc. According to (Roberts-Lombard, 2011) the purpose of CRM is to create a long-term relationship with their customers, better conflict-handling, two-way communication etc. The goal of CRM is to convince their customers to re-purchase their services due to an improvement in the communication between company and customer. The two most important components of CRM is to produce a maintainable growth plan between company-client relationship which will help detain them for longer time and understand customer’s needs clearer and delivering superior service. It is important that organizations stick to their promises such as quick service, transparent policies, high quality products etc in order to gain people’s trust and loyalty. This will not only lead to customer satisfaction but also the possibility that an existent customer will bring new clients due to their positive feedback expressed on social media, surveys, reviews, etc.
(Iriana and Buttle, 2007) There are different CRM’s that focuses on different goals that companies implement such as companies that are customer focused, some that are focused on data collection, etc.
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Customer experience reflects how a business engages in interactions with their customers on every point of their journey, from marketing to sales to customer service and everywhere in between. Customer experience is not just a set of actions, it also focuses on feelings, what your customers think about your brand, how much they trust your company services, if they feel included. Nowadays companies aim to create their services in such a way that everyone feels included and is not set for just one type of customers. Customer experience can be viewed from three major perspectives, the firm’s perspective and the customer perspective/ the co-creation perspective. 
· Customer experience from firm’s perspective means that the company effectively engages in promoting their services and designing an experience for the customer to receive
· Customer experience from customer’s perspective/ the co-creation perspective according to (Schmitt, 2010) is where a service/product is produces based on customers demands, users and customers are actively involved in the creation of a new service. (Verleye, 2015) the co-creation process is conducted via surveys or test by proposing a new service or a new approach of customer service, for a meaningful result, the co-creation process is required to be thoroughly followed by both parties. 
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According to (Brakus, Schmitt and Zarantonello, 2009) brand experience is shaped by multiple factors such as feelings, sensations, perceptions and behavioural responses to brand’s packaging, design, communications and environments. Brand experience affect customers direct and indirect through brand personality associations. Nowadays there are plenty of blooming companies that only just appeared on the market however social media is a massive factor that plays the most important role as marketing now is not just promos on the internet or magazines, companies now rather associate themselves with a famous person or a celebrity that has a large reach to people. (Clifton, 2009) For many years it has been said that in order to have a successful brand, the 4p’s of marketing needs to apply and these are: product, price, promotions, place. Following a research company finding it has been discovered that the 5th “P” people is by far the most important driver of a brand devotion. Brands are created based on customer contact and experience that clients have with different companies. The difference between regular banks and Revolut is that bank’s first direct interactions are about money, when in fact first direct should be simple, Revolut approach to customers was opposite to the other non-physical banks, their culture and benefits were more customer friendly, they offered clients low fees in exchange transactions whether the other banks were focused in raising capital.


[bookmark: _Toc119103754]Critical review on the customer experience

In this part of the report will be presented more in depth the two major customer experience perspective: the firm’s perspective and the co-creation perspective. Furthermore, I will make a comparison between two major e-money institutions regarding each customer experience approach. The companies are Revolut and Monzo. 

[bookmark: _Toc119103755]Customer experience firm’s perspective

As I mentioned above customer experience firm’s perspective enhances the direct involvement of the company in the customer experience process. Companies needs to understand the customer’s journey in time as it is critical for the firm to succeed. Monzo banks are more focused on raising capital, their rate of retaining customers for long-term is significantly lower then Revolut and that is due to the fact that their credibility among customers is shaken following a large number of people having their account closed suddenly with no explanation. According to (Dilworth, 2019) this happened in 2019  when a considerably large number of people had woken up with their bank accounts closed leaving them without money for day-to day necessary things, not able to pay their rent etc. This event left a lot of customers disappointed. Their customer service rate is also low, Monzo is not driven by customer need or satisfaction as it clearly can be seen following complaints regarding their time wait to get in contact with an adviser. Customers complaint about adviser’s knowledge and attitude too, this brought even more down Monzo’s reputation. 


[bookmark: _Toc119103756]Customer experience the co-creation perspective

This is when a company is listening to their clients and dedicate their time and resources towards achieving customer satisfaction. Customers are directly or indirectly involved in this process by taking part at diverse surveys or willing to try and new product that is not yet on the market. 
(Wu and Gao, 2019) There are three main co-creation behaviours: reinforcing intention, active and resourceful behaviours. The process is enabling positive customers feelings. When customers start to become attached to a brand then the company’s goal is achieved. Revolut was created by a middle-class person, this means he understood that the majority of people does not live a high life and built a card that benefits everyone despite their place on the social hierarchy. This company is more “in touch” with their company then Monzo hence the massive difference on the number of their clients ( Monzo 4milion and Revolut 12 milion).
Customer value (Graf and Maas, 2008) is an essential precondition for the long-term survival and success of a company. Customer value helps businesses to recognise worth of customers and managing client’s behaviour. The goal of customer value research is to analyse the value that companies create for their clients and link this insights for further marketing strategies. 

[bookmark: _Toc119103757]Conclusion

Following this report, I have gained significant knowledge regarding the importance of customer service/experience in order for a company to be successful. I believe nowadays every brand that is considerably successful, is customer focused rather than their own gain.
In my opinion, the involvement of customers views and their feedback will become the most powerful tool for marketing strategies as people’s voices are taken in consideration more and more rather than a good marketing campaign. Customers needs to feel they can relate to your brand or culture in order to be paying attention to them.
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