Digital opportunities for customer Engagement at Brightwave cafe
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Section 1: Professional Report
BrightWave Café can use a combination of simple digital tools to strengthen customer communication, encourage repeat visits and reduce time spent on routine tasks. Digitalisation can be particularly useful for small businesses because marketing and general administration are often among the first activities to be digitalised (OECD, 2021). The café should therefore focus on affordable tools that improve the customer experience without removing the personal service that makes a café attractive.

Email newsletters
A regular email newsletter could keep existing customers informed about new drinks, seasonal products, events and special offers. Customers who choose to receive messages could be grouped according to relevant interests, allowing BrightWave to make communication more targeted. For example, a monthly newsletter could include a new seasonal drink, a loyalty incentive and a link to the café's menu. Email is useful because it gives the business a direct communication channel rather than relying entirely on customers seeing social-media posts.





















Social media communication
BrightWave should also use social media to show products, promote events and communicate the café's personality. Short posts featuring new products, behind-the-scenes preparation or customer-focused promotions could encourage interaction and increase awareness. Research into SMEs indicates that social media can support customer relationships, marketing and information accessibility (OECD, 2021). Content should be planned in advance so that posting is consistent, while comments and direct messages should receive timely human responses.






















Automated responses and digital menus
Simple automated responses could handle frequently asked questions about opening times, menu availability, location and ordering. This would save staff time while allowing employees to concentrate on customers in the café. However, automation should have clear limits and provide a route to a member of staff when a question is unusual or involves a complaint. Digital menus, including QR-code access, could make it easier to update prices and seasonal products without reprinting large numbers of menus. Digital experiences are increasingly part of customers' expectations in hospitality, although poor technology can damage the customer experience (Square, 2025). BrightWave should therefore test its menu on different mobile devices and keep a simple alternative available if customers cannot access it.





















Using AI to improve efficiency
AI could support BrightWave with routine content tasks, such as producing initial ideas for social-media captions, newsletter structures and responses to common questions. Effective prompting should provide a clear role, audience, purpose, tone and relevant business information. The café should then edit the output rather than publishing it automatically. UK government research found that businesses commonly identify efficiency and productivity as reasons for adopting AI, while accuracy and data security remain important concerns (Department for Science, Innovation and Technology, 2026). BrightWave should therefore avoid entering confidential customer information into general AI tools and should check every customer-facing output.




















Conclusion
BrightWave Café should begin with practical, low-cost digital tools: a customer email newsletter, a planned social-media presence, carefully limited automated responses and an accessible digital menu. AI can support these activities by reducing the time needed for routine content creation, but it should remain an assistant rather than a replacement for staff judgement. A phased approach would allow the owner to monitor customer engagement, staff workload and any problems before introducing more automation.






















AI use statement: I used AI to generate an initial structure and draft ideas, then reviewed and edited the content for accuracy, relevance, professional tone and suitability for BrightWave Café.
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Section 2: Ethical/Professional Reflection
When using AI for this report, I treated its output as a starting point rather than as a source that could be accepted without checking. I checked factual claims against credible sources and removed or changed statements that were too general or unsupported. I also considered whether an AI-generated recommendation would make sense for a small café rather than assuming that every digital solution would be useful.
One limitation is that AI can produce confident-sounding information that is inaccurate or missing important context. It can also reproduce bias from the information used to develop its models. UK guidance recommends human oversight and verification of AI outputs, including checks for incorrect information and potential bias (Department for Science, Innovation and Technology, 2025). Responsible use at BrightWave would therefore mean keeping staff accountable, protecting customer information, checking automated messages and ensuring customers can reach a person when needed. Human judgement remains important because staff understand the café's customers, values and circumstances better than a general-purpose AI system. AI should improve efficiency while the final responsibility for communication remains with the business.

