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1.Summary
This report consists of two parts: an Examination of Custom Experience of Darktrace Company and a Critical Review on Customer Experience of three companies. The first concept is presented from Darktrace Company's perspective, with definitions and explanations of Touch Point, Corridor, an example of customers experience, conclusion, recommendation, and references. The Second Concept is presented from the perspectives of three companies: Softcat, Monzo, Revolut. Customer Experience from the firm's perspective, Customer experience from the co-creation perspectives, discussion, finding, and references are drawn.

2. Introduction. DARKTRACE COMPANY[image: ]
The concept of Customer Experience has been explored by several scholars. Berry et al., (2020) define customer experience as a multi dimension construct that capture the response and satisfaction of the customer. In a similar vein, Customer Experience is also according with Richardson, (2010) Harvard Business Review, “how to structure it, how to approach and improve it" during the time, in one Company, in a brand. Has been” defined sometimes as digital experiences, and interactions, on website, or smartphone, on retail or custom service or a speed are solved in a call centre", in Article Understanding Customer Service (Richardson, 2010).
  This report will build on these definitions to examine aspects of customer experience and through the lens of Darktrace Company PL. Within this report, definitions the main report it will be highlight the definition of main subjects: Touch Points and Corridor, Customer Experience Service and Customer Relationship Management. About Brand Experience and Customer Experience of Darktrace Brand, Discussion and Finding, Conclusion and Recommendation with References. The next section will examine the background of Darktrace.
3.Background
Darktrace (2023) Darktrace was established in 2013 by mathematicians and experts in cyber operations, machine learning specialists from the University of Cambridge and intelligence experts. It is one of the most innovative cyber security companies in the world, with headquarters in London and San Francisco, US, and European Central office in Hague Netherlands. It has 8,100+ customers, in 110 Countries, 2,200+ Employee, and its services are deployed by a wide range of high-profile companies around the world. It is a cyber security provider using artificial intelligence (AI) or more precisely automatic learning, which can detect the so-called "problem" or attack in a few seconds. The product of the company is to Prevent (harder Security inside and out), Detect (see attacks instantly), Respond (disarm within seconds) Heal (restore back to health). AI is defined as applying advanced analysis and logic-based techniques. Cambridge (2023).


4.The Customer Experience, of Darktrace.
Richardson (2010) Customer Experience mean total of thoughts about business, build foundation on empathy, feelings. Customer Experience is defined as digital experiences, interactions, loyalty, trust, empathies, feelings, and perceptions. Darktrace's clients are all over the world and some of the biggest and most recognized companies and they think that cyber security is important for maintaining the security of companies' databases. Customers are positive about the product, and private customers are thinking about the service/product/quality. Employees who were previously protected behind firewalls on office desktops were left more vulnerable to fraudulent or malicious websites. The World Cup in Qatar was protected by Darktrace in 2022 from cyber-attacks. Darktrace provides a holistic view of the digital business.
                                    
[image: ]
                                                          (Imagine from Darktrace blog. January 2023)
         

McCallion,92017) Darktrace is one of the most innovative companies in the world, using CRM (Customer Relationship Management) to unify information with marketing. Zamil (2011) defines CRM as the relation between the Company and Custom. As a Security Service, according with the Scope Markets' Head of IT Infrastructure, Darktrace is a unique product that can recognise inside of Microsoft 365, if something is wrong, in a few minutes, without precedent.


            [image: ]
                                                                                     Imagine from https://monday.com/crm
 

Explain imagine:
The Korean data Analysis, (2018) Between Customer Relationships and Customer Experience Management is a connection, is coexistence, performance between sectors The most important details in this text are that Customer Relationships and Customer Experience Management should work together to build the future of a Company, sign new touch points, inform customers, create a strategy to maintain customer, and monitor every touch point. Chaney et al. (2018) report that a lack of a unique perspective develops changes for the development of theory. In Journal of Islamic Marketing (2021), the way in which a Company resists on the Market and gain the trust of customer is through communication, monitoring every touch point, and asking data base.

5 Customer Experience and Management Relationship Experience.
[bookmark: _Int_x0JJd0z0]Becker & Jaakkola (2020) suggest that the fundamental premise of Customers Experience and Mangement Relationship Experiences, are completing, comparing, and creating prevailing meta-theoretical hypotheses in each field of activity, in order to establish a dual classification of the traditional investigation of the customer, how it responds to managerial stimuli or in the consumption process, haw to create considerable changes in Companys development Chaney et al. (2018).The lack of a unified vision creates considerable changes in the company's development concept and a challenge for it. Kranzbühler et al. (2018) argue that customer experience is based on an evolving evaluation of a series of touchpoints, and the connectivity of stimuli across touchpoints is an important driver for positive customer outcomes. Touch points are any encounter a brand has with a customer. Kuehnl et al. (2019) the” connectivity of stimuli across touchpoints is an important driver for positive customer outcomes. A touch point is any encounter a brand has with a customer.

6.Brand Experience (BX)
The brand experience called BX, meaning the total effect that a brand has on the consciousness of the individual/client who came into contact/interacted with that brand. Everyone can have a vast and distinct experience from another, for example at the simplest level BX can be positive for some people and negative for others. it depends on each person, on the specific way they see and know this brand, on the impression, on the way it is influenced by interactions, contact points, communications and flows of brand content and people  Shulzhenko (2018) ."BX does not apply only to the customers of a certain brand, but to all people who have an interaction/ "the numerous meeting" with a brand and if it is sufficient to make up their own mind and form an opinion according with International Conference on Sustainable Islamic Business and Finance (SIBF), (2022)
Esma & Nuryakin (2020) identified Brand Experiences (BX) as a key metric in successfully managing the evolution of brands. BX is used to optimize the brand experience in all contact points and communication channels to customers and is the key to success. Brands are not static in terms of public perception, which is both a threat and an opportunity for brands and brand owners. A brand is the device through which customers perceive and understand the products, services and organizations that create and deliver them.

7.Touch Points/Corridor
[bookmark: _Int_T4OB5Aeb]Kuehnl et al. (2019) argue that customer experience is based on an evolving evaluation of a series of touchpoints and that connectivity of stimuli across touchpoints is an important driver for positive customer outcomes. Maechler (2016) suggests that the connection between Customer Relationships and Customer Experience Management is a connection between sectors that should go together to build the future of Company, expand, sign new touch points, new point of contact, inform customers, and create a strategy to maintain customer loyalty. Kranzbühler and Kuehnl (2019) suggest that lack of a unified vision creates considerable changes in the company's development concept and a challenge for it.
The corridor meaning is multitouch points, multichannel, always-on, hypercompetitive consumer markets. According with Mechler, Neher, and Park (2016) - “The interaction with new potential customers on different communication channels, devices, applications, and all touch points, creates coherence in services.”
 The connection between Customer Relationships and Customer Experience Management is a connection between sectors that should go together to build the future of Company, expand, sign new touch points, new point of contact, inform customers, and an occur before, during or after a customer purchases a product or service from a company create a strategy to maintain customer loyalty. Chaney et al. (2018) Kranzbühler and Kuehnl (2019) argue that customer experience is based on an evolving evaluation of a series of touchpoints and that connectivity of stimuli across touchpoints is an important driver for positive customer outcomes. The lack of a unified vision creates considerable changes in the company's development concept and a challenge for it.

8.Discussion and finding 
Darktrace News (2023).Draktrace manages +7,400 loyal customers · 115 patent applications and has a positive review worldwide customer experience The key to success is the approach to the Client, the many touch points/points of contact and the real-time response of the people they deal with, the agreement and maximum attention to requests, suggestions, and complaints, building a relationship of trust and openness to everyone leading to an improvement of services, being one global entity, every day it gains more trust and more satisfied customers. As an IT specialist they have higher qualified staff, and from thousands review is not questions about the employers' skills and their customer service which are showing quick solving of any customer complain or issue in real time.

9.Conclusion 
The Customer Experience, multiple touchpoints, effective communication, high quality of services and high quality of the product, present the fundamental criteria in maintaining customers and gaining their trust and loyalty and increasing the rate of customers.

10.Recommendation
As a recommendation, for Darktrace Company, to keep up and continuing with the seriousness, the quality of the services, trust, loyalty, availability, will make increase the number of customers even more, because this makes the difference between this company and the other Security Companies.
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2.B. Haw firms prospective shape customer experience for information technology business?
12.INTRODUCTION 
The report explores the two concepts of Customer relationship experience perspective, firms' perspective and cocreation perspective, background of chosen companies Softcat Plc, Monzo, Revolut), how they are working, and how they can be improved through technology.
13.Customer Relationship Experience (CRE)is defined "what people really desire are not products but satisfying experiences” (Abbot 1955, p. 40). The concept of customer experience can be different from study to study, based on the experience of customers in a certain field and the limits of their thoughts, idee, experiences feelings, interaction between Company and customers through all touch points, these are important premises for research. Lemon et Verhoef (2016). CRE captures the immediate response of the customer to its inconter with Companie, to muster the three stages of attitude: costumer issue, opportunity, excellence of service. 
14.Background of choose Company
Softcat Plc (2022) (Official site) is an active company incorporated in 1987 and has been running for 35 years, with 6 active directors and 1 active secretary, with 1700+ employer. Its reseller and its infrastructure solutions provider to the corporate and public sector market, helping customers use technology to solve their business challenges by putting employees first. Softcat's policy is to supply Products and Services only to business customers, who must agree to not purchase them as private consumers. Terms (20018) 
Monzo Review (2023). Monzo is a digital bank founded in 2015 in the UK that aims to reduce the cost, making customer spending and saving money much easier. It works reliably, and recently they changed gears, referring to the launch of new functions. As any business has Pro and Cons. Pro: the main functions are: Current accounts are free; business account can be free or cost £15/6month. Future features include payment a day early, instant notification to client, salary sorter, bill pots, paying direct debits, using round up transaction for saving, and exchange rate of app with no fee. Monzo has over 5.8 million Customers. Cons: Only available to UK residents, cannot receive international payments (no IBAN number) and Cash deposit only on PayPoint's for £1, withdrawing money from the UK is free with no limit, but costs 3% after £200/month
[bookmark: _Int_C5KZmmA8]Revolut Review (2023) bank founded in 2015 by Nikolay Storonsky and Vlad Yatsenko. It offers accounts featuring currency exchange, debit cards, virtual cards, Apple Pay, interest-bearing "vaults", stock trading, crypto, commodities, Peer-to-peer payments, currency exchange and other services. In 2020, it expanded into Japan and the US and expanded its staff from 1,500 to 6,000+. They managed with success to globalise launching in several countries - Australia. USA, Singapore, Japan, reached 14,5 mil. Customers Controversies were noted in the operation of the system: automatic suspension of accounts, employment practices, non-reimbursement of fraud victims. But these are Company terms. Revolut offers different plans with personal and business accounts, monthly and annual, with two free months and up to 29% savings. The Company aims to change the way people interact with technology and shape the future of financial experiences based on culture, Diversity Code of conduct, Sustainability, and benefit. Revolut ltd (2022)

15.Cocreation perspective
[bookmark: _Int_8wEpe0IS] All the Company Chosen, have one interesting interaction with the Customer through their different touch points. Berry et all. (2002) suggest exploring the interrelationships between time and effort, a dynamic process sustained and initiated. In the literature review, Berry et al. (2002) suggests to explore the interrelationships between time and effort, a dynamic process sustained and initiated; the knowledge and information by having a database created (web), there is an easier accessibility to the transformation of the company's operations and functionality, this means encouraging customers to share their feedback and reviews. This leads to the implementation of interactive creation. Interaction takes place through agents; through the agency's commitments and through their structural organizations, interactions are allowed and constrained, thus allowing the introduction of any form of co-creation in the company's operation, the increase of social value, the creation of a new future brand, considering the experience of the clients, their requests, their ideas. in the end the company shapes all this and gives value of creation of new idee, of new brand in future
According with Chandler (2011)
[bookmark: _Int_ZWW1pPAN]Cite: “Co-creation is the process of developing a new product or service in collaboration with suppliers, customers, stakeholders, experts, and employees.” (“Co-creation - Meaning, Types, Examples, Benefits & Challenges”) Mass customization and open source are two terms that are closely related. Interaction takes place through agents and structural organizations, allowing for the introduction of co-creation in the company's operation, the increase of social value, and the creation of a new future brand. The company shapes all this and gives value of cocreation.

16.Prospective chosen firms
From the study, the firm's Softcat, Monzo, revolut) perspective is based on internal business, operation, activity. Papenberg, (2022), Companies must be structured to be efficient and meet the demand of individual customers, offering versatile, high quality and timely products. This structure can be flexible thanks to the collaboration with the human robot, which can carry out and any situation in real time. With the help of technologies, companies can create a vision of the future, which requires a database, knowledge of clients and their requirements. The conception, perceptions, and experience of the client are important for the visualization of future products, creating concerns of measurement and validity. The responsibility of customer s experience when is talking about business is come to be to the Organisation because is the one which build the Companies reputation and especially when the competition is on elevated level, carefully managing the information about individual al customer and carefully managing customer touch points, maximising customer loyalty Ellis (2011).
Becker & Jaakkola (2020) - From the point of view of the company, the conception, perceptions, and experience of the client are particularly important for the visualization of future products, creating concerns of measurement and validity.
[image: ]
Imagine, Tracht (2013)



17.Discussion and finding. 
Brakus et al (2020) Customer experience: fundamental premises and implications for research to create a new brand. Ellis (2011), To build a Companie s foundation, need interaction, loyalty, trust. empathies, customer confidence, with this point is considerate core of business strategy that cite: “aim to win and keep profitable customers.” A philosophy that involves everyone in an organization into continue effort to improve quality and achieve customer satisfaction.
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