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Customer experience and happiness is very important for each company who want to achieve success. Customer feelings and perception since they want to buy a services or goods, during this process and after refer to their experience as customer (Lemon and Verhoef, 2016). In this report, will be discussed about Revolut's customer experience as an organization in the IT industry. We will look at Revolut's customer touch points, customer experience, and brand experience, and discuss how they affect customer relationship management (CRM). Based on our findings, we will make recommendations to improve Revolut's customer experience.
Revolut is a financial services platform that provides digital banking and payments helping its customers with numerous financial solutions. Revolut, which was founded in 2015, by Nikolay Storonsky from Russia and Vlad Yatsenko from Ukraine has over 20 million customers in over 30 countries (Revolut, 2022).                      
[bookmark: _Toc118363723]                                           Customer Experience      
Customer experience is a multidimensional construct focusing on a customer’s cognitive, emotional, behavioural, sensorial, and social responses to a firm’s offerings during the customer’s entire purchase journey. Customer experience is one of most important research challenges in the coming years (The Marketing Science Institute, 2014). With other words, customer experience is the sum of all interactions which a customer has with a company, from the first time they hear about it to the after-sales service they receive. The customer's perceptions and feelings about a brand are based on their interactions with the brand.
These days, consumers are less tolerant of the traditional, unchanging ties that used to exist between them and the corporations that sold to them. Basically, they are looking for better experiences as a client, period (Jorun, 2022). By the year 2020, eighty percent of consumers, according to a sample poll conducted by Salesforce, would rank "the experience a business offers as crucial as its goods and services." The digital product and the experience are inextricably linked and jointly affect the purchase decision; therefore, organisations must ensure that all product data is correct and consistent across all touch points and channels. In addition, the product information must correspond to the kinds of encounters that consumers anticipate having with the brand in question (Jorun, 2022).
Customer satisfaction is very important for enhance organisational success. If customers are happy and their experience is positive, they become loyal to the organisation and also recommend the services to other people. For enhance customer experience, Revolut pay attention to customer value. According to Buttle and Maklan (2015), customer value represents a balance between benefit and sacrifices made for these benefits received from the company services.
A positive customer experience is critical for businesses in the IT industry because it can help them stand out from their competitors. Revolut believes that providing a positive customer experience is critical to building trust and loyalty among its customers. Customers are the most valuable resources of Revolut. Their experience must be unique. Revolut operate more on web than physical location. This is a point which customers appreciate because they can solve their financial problems directly from their home with no loosing time and money to arrive at location. Also, they can make transactions or use the up at what hour they need. These are value which Revolut bring to its customers for increase their experience. Also, for go only online in one application customers must trust on that company to give them all documents and personal dates, but Revolut increased their brand loyalty because they ensure all date are strictly confidential and customers are secure. That is what customers want. Revolut offer also bonuses such as £40 or £50 for each friend recommended to the company (Revolut, 2022). This is considerable amount which encourage customers to enjoy Revolut’ services, they receive money and company increase customers number and these is clear because just within three years after it was established, the company has surpassed more than 3 million users. In 2019 Revolut reported , 9 million users and now in 2022 they have more than 20 million. This is an indication of its high scalability in the business environment and a justification that its business strategies are unique and attracts more customers (Teece, 2018). 
I am a Revolut customer, and from my experience with them I can say I am a happy customer, satisfied about their services and offers. I had opened my account online, I found it easy to follow and I can say that I have had many benefits from this. I am sending money to my family in my original country with very good money exchange rate, hight then many other companies such as Barclays, Money Gram, or western Union. I have referred nearly 10 friends to Revolut and they compensate me with £500. I am happy as Revolut customer, and I will continue to refer people because there are many benefits.
However, there are also customer which are not happy with their services, and they have a negative experience with the Company. There are many negative customers reviews based on customer services. People tried to buy online and find hard to authorised payment but did not find right people from customer services to help them. One customer said that” I think the operatives are taken from a school playground. Tried to buy something online Couldn't find any means to authorise in the APP. Contacting customer services. Can't even begin to explain the level of stupidity. Kept lecturing me about ghost payments.” Another person says that had problem with connection and for 5 hours staid on phone with customer services which was not helpful (TrustPilot, 2022).
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Any point of contact between a customer and a business is considered a customer touch point (Homburg et al., 2015). Touch points can be both physical and digital. Physical touch points are stores or offices where customers are directly going in contact with the company. Digital touch points are company official website or mobile app created in order to connect with customers.
Revolut has a number of physical and digital customer touch points. Revolut's customer service offices in London, New York, Paris, and Warsaw are physical touch points (Revolut, 2022)
Revolut's website and mobile app are examples of digital touch points.
In terms of customer experience, it is critical for businesses to ensure that their touch points are consistent and aligned with their brand. This means providing a consistent experience across all touch points, whether physical or digital, for Revolut. Even if they have few physical touch points, Revolut increased considerable customer number due to their platform. Are not too many customers which are going in a Revolut branch. Customers are opening account online and are managing all their needs through this app.
[image: ]
Image one: Revolut website. (Revolut.com)
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Providing a positive brand experience is an important part of providing a good customer experience. This means building a brand that is perceived as innovative, convenient, and trustworthy.      
Revolut’ business model refers to different way how they offer services to customers (Geissdoerfer et al., 2016). Since Revolut maintain customers, they become loyal and also increase their number means that their business model is good. Revolut offer good services, and this is demonstrated by increased number of customers (Russon, 2019).
Revolut provides convenient and flexible services for its customers. They offer an online account accessible for everybody at any hour. They offer online assistance at phone or live chat (Revolut 2022). Revolut does not focus to have hight profit, they focus on customer satisfaction and ensure their services are effective. Revolut goal is to become the first global financial superapp (Revolut, 2022). Analysing their fast expanding and customers reviews it is clear that many customers pay attention and interest for Revolut services. They have a good plan and strategy on how to make profit. They offer free bank account, easily accessible for everybody, people need only access to the internet, and they can create an account for free. For who want a premium account, can get easily with a subscription which cost £6.99 for months (Revolut, 2022). Revolut offer services like all traditional banks, they provide valuable services at cheaper rate. They offer business account as well with different options.
Even if the company try to enhance their services, it is imposible to be evrithing perfect. They bring lot of benefits to their customers (Bradley, 2018). Some of these benefits are account flexibility, availability of virtual and prepaid cards, good rates of exchange money in many different countries and good price on money transfer. Easy to access, and also their services are safe and secure. Also, Revolut uses modern corporate payment cards (Enriques, 2018). 
Some of Revolut disadvantages are no dis position of cash allowed, and limited number of transactions allowed for the free accounts. Also a disadvantages is their poor customer services which some people are complaining. If they are not improving customer services, in future can loose customers for this.
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CRM is considered as a core customer-centric business strategy that aims to win and keep profitable customers (Ellis, 2011). CRM manage information’s about customers in order to improve the touch points for increase customer satisfaction. Satisfied customer become loyal and help the company to be stronger and more successful. With other words, CRM is the process of managing customer relationships, from initial contact to after-sales service. CRM software stores and tracks customer data, as well as automates and streamlines customer-related processes. 
Customer touch points, customer experience, and brand experience are all critical components of customer relationship management (CRM).
Customer touch points are important in CRM because they allow businesses to engage with customers and build relationships. Digital customer touch points, such as websites and mobile apps, are especially important because they allow businesses to reach a larger audience while also collecting data on customer behaviour.
Customer experience is important in CRM because it helps businesses understand their customers' needs and expectations, as well as identify areas for improvement. Brand experience is also important in CRM because it assists businesses in developing trust and loyalty among their customer bases.
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Based on these findings, it is suggested for Revolut to prioritize the following areas to improve the customer experience:       
· Increase the number of points of contact for customer service. Revolut can also increase points of contact with customer services, for example improve their live chat, offering many experienced people available to give answer to customers and help them to have a good experience. They can also increase number of customer services people to make waiting time for customer to be less, not how that customer said that lost 5 hours on phone.
·  Improve customer service quality. Since many customers are not happy with customer services, Revolut should ensure that people from customer services are enough prepared to give right answer to customers and help them to solve their issue for enhance a good customer experience.
· Improve pricing and fee transparency. Good pricing and transparency attract always more customers and make them happy. People are going there where is better price and good quality services.
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This literature review is based on two perspectives, the firm's perspective and the co-creation perspective. Will be analysed how these two perspectives help Revolut to increase customer experience.
The firm's perspective and the co-creation perspective are the two principal points from to evaluate the customer experience. When trying to comprehend the customer experience, it is vital to look at it from the perspective of both the company and the customers themselves as co-creators. The perspective of the company is essential because it enlightens businesses on the ways in which they can leverage the experiences of their customers to advance their organizational objectives. The co-creation approach is vital since it enlightens businesses regarding the ways in which strong brand identities may be developed via the utilization of positive client experiences (Pine and Gilmore, 1999).
The traditional marketing notion of customer happiness is where the company's perspective on providing excellent customer service originated (Kotler, 1973). According to this point of view, the level of customer satisfaction is dependent on the company's capability of either meeting or exceeding the standards set by the client. It is the responsibility of the corporation to provide a satisfying experience for the client by keeping the commitments it has made. This viewpoint has been criticized for being excessively inwardly centred (Gronroos, 1990), and it has also been criticized for not taking into account the role that customers play in the process of constructing their own experiences (Berry, 1995). Since Revolut have many customers complaining about customer services, means that Revolut do not have the capability to exceed the standard set by the client.
With other words, from the company perspective, the quality of the experience a consumer has with the brand depends on how well the company can fulfil the promises it makes about the brand. Since Revolut increased so much their footprint and their customer number, means that they fulfil their promises about the brand.
The foundation of the company's outlook is the conventional marketing idea of how customer happiness should be measured. According to this statement, the level of customer satisfaction is dependent on the company's capability of either meeting or exceeding the standards set by the client. It is the responsibility of the corporation to provide a satisfying experience for the client by keeping the commitments it has made.
The co-creation perspective considers the customer experience to be an outcome that was jointly produced by the organization and the customer (Pine and Gilmore, 1999). This perspective recognizes that consumers are active players in the process of constructing their own experiences (Bitner, 1990). This viewpoint originates from the service-dominant logic concept of marketing, which is where its roots may be found (Vargo and Lusch, 2004). 
The customer experience is viewed from the point of view of the co-creation perspective as an outcome that is jointly developed by the company and the customer. This perspective recognizes the role that customers play as active participants in the production of their own experiences. This viewpoint originates from the service-dominant logic concept of marketing, which is where its roots may be found. Revolut’ customers cannot create their own experience because when is about financial services, customers need always help and are unsure on how to proceed. However, if service is perfect customer can also create their own experience. I have created my own positive experience with them, but looking at customer review, there are many customers which have problem with customer services. 
According to Gummesson (2002), the consumers are the source of value in the transaction, and the companies need to work together with the customers to co-create value. This statement was criticized for being excessively customer-centric (Fisk, 2003), and it has also been criticized for not taking into account the role that the corporation plays in the process of producing customer experiences (Brown and Fisk, 1999). Revolut know that customers are their source of value, that is why they offer bonusses for each friend recommended. They increased customer number considerable in this way. 
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In conclusion Revolut is a new organisation which operate more online then physical. These topics are significant in terms of Revolut's customer relationship management (CRM) because they aid in identifying and understanding client needs. Revolut can ensure that its customers have a great experience with the business by identifying the customer touch points. Furthermore, by comprehending the customer and brand experiences, Revolut can continuously develop its offering to match the needs of its clients. Revolut 
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