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[bookmark: _Toc100654805]Introduction
Customer experience plays a vital role in the field of business and communication. It helps to plan and determine an optimised solution to the given problem. The proposed research aims to analyse the customer experience in the field of the mobile phone industry. It is found that the mobile phone has changed the business process and communication services all across the world. According to recent research, 67% of the adult population are using smartphone devices and spend their 5.9 hours on online activities such as watching a movie, news channels, and tv shows (Soler et al., 2021). Consumers are using mobile phones for performing their business work such as online shopping systems, digital marketing, etc. It is studied that almost 15% of UK workers are using mobile application services for performing their work from home (Davison et al., 2021). The mobile platform is more engaging and flexible for growing any kind of smaller or larger business.

[bookmark: _Toc100654806]Discussion
The purpose of the given research is to target the customer experience of the mobile industry.  It is studied that the customer experiences are facilitating the role of channel integration in any industry (Gao et al., 2021). The given research is focusing on the Samsung mobile industry which is one of the most famous multinational companies in the world. We are going to target the customer experience of the Samsung mobile industry which provides the awareness of the mobile phone devices to the customers. Samsung is improving its customer experiences and connecting through online digital channels to maintain their reviews.
Customer experience is a process of understanding the interactions of the customers for the given product. Samsung is one of the top-rated companies in the world, they are manufacturing a large number of mobile phones along with their enhanced features and operations. They are focusing on customer experience services to manage their business growth. The customer experience is the only reason for the success of any company. Samsung is observing the behaviours, satisfaction, and attitude of their customers to manage the quality relationships of their customers with their brand. It is observed that the Samsung care services are available in the UK and USA. It is studied that Samsung has used the gadget system for investigating their customer experience (Ahn et al., 2021). 
They are also providing repair services for mobile phone devices such as front and back screen replacements, battery changes, port and camera repairing, and other kinds of warranty issues. The Samsung mobile industry is also working on the phenomenon of customer care touchpoints in the USA and UK. The company is offering care services for mobile phones to their customers in the UK and USA. In this type of care service, customers can make their appointments on Samsung care authorised break services. It is noticed that the company is solving their customer issues by repairing their mobile devices.



[bookmark: _Toc100654807]Customer Touchpoints
            The Samsung company aims to update their clients about the latest services of their company such as bright displays, giant screens, and higher memory capacity. The customer support side of Samsung is solving their client query with a single click. The company is communicating with its clients to deliver additional features and their operations on Samsung smartphone devices. It is studied that Samsung is using IoT devices and their enhanced features for managing their consumer engagement and customer experience (Uslay et al., 2018). They are also taking advantage of the online surveys and interviews for managing their customer’s experience regarding their mobile phone devices.
          The 24/7 online customer service is providing support to the customers to update their mobile phone devices. It is found that the company is providing an additional 1-year warranty to their customers in case of accidental damage to the mobile phone. Samsung is engaging its customers through brand-building strategies which aim to value their product.

[bookmark: _Toc100654808]Customer experience and brand experience
            The targeted audience of Samsung is people aged between 15 to 45 who are using mobile phone devices for different purposes. People are enjoying the advanced models of the Samsung mobile phone such as the Galaxy S21, galaxy A72, galaxy S22 plus, etc. These models are promoting high-quality smart features, heartbeat sensors, finger bit scanners, and dynamic cameras. 
               Customers are buying the latest version of the Samsung mobile phone and using online channels and digital platforms for connecting with their friends and family members. It is found that 130,000 people are using smartphone devices and downloading multiple social media applications and additional software. It is studied that customer satisfaction influences the loyalty of the brand (Han et al., 2021). Customers believe that Samsung has adopted a new chat platform that provides a large number of chatbots and customer services in which the company sends their technicians to solve their queries.
[bookmark: _heading=h.2et92p0]                        To understand the brand experience of Samsung, it is found that Samsung has provided easy and advanced features of their mobile phone devices to their customers. They understand their customer requirement and provide easy and comfortable mobile phone devices to their customers for the last few years. It is found that the company is hosting one–to–one sessions with their customers which help them to understand the services of the company. 
                     Samsung had made multiple changes to their smartphone devices, they had to change the direction of the app's items and edited a google search bar to manage Android’s default home screen.  It is studied that Samsung is using official digital social media platforms such as Instagram, Facebook, Twitter, and email chats for responding to their customers (Bychkov et al., 2018). As the customers are more interested in games; therefore, Samsung has introduced their game launcher which consists of several game tools along with their description. These game tools allow customers to play their favourite games online and offline.

[bookmark: _Toc100654809]Impact of mobile phones on customer relationship management (CRM)
Customer service relationship (CRM) helps the industry to achieve positive outcomes for their product. In this context, the client can share their queries with the company and get a positive response. It is observed that CRM helps to build business-to-business sales context and build the image vice of the company. The mobile phone has become the basic need for every human being, it helps to perform different tasks efficiently. 
It is found that the customer relationship management of the mobile phone provides the personal experience of the phones, tablets, and other kinds of internet-based devices.  It is studied that CRM is one of the best platforms for managing customer behaviour, experience, and business operations (Chatterjee et al., 2021). It also engages the sales, marketing, and customer service teams on a single platform to access and manage the information of the devices.

Samsung has also implemented a customer relationship management (CRM) solution for managing its marketing campaigns and services all over the world. The company is using mobile sales, campaign management, and interaction centre capabilities to improve customer dialogues and their targeted audiences. It is studied that Samsung is using technology solutions and techniques for managing their customer services (Guerola-Navarro et al., 2021). Mobile sales and campaign marketing of Samsung are providing huge benefits to the companies, customers are enjoying smartphone devices with advanced features and operations. It is found that Samsung has introduced their mobile sales and campaign in France, and USA. 
These campaigns management provides the internal marketing process and execution of the mobile phone devices to the customers. The interaction centre of Samsung is serving in the UK in which 35 agents are providing their services for the 300,000 calls which help to improve the customer touchpoint and efficiency (Sumuer et al., 2021). Customers are in favour of Samsung devices and buying advanced latest models of mobile phone devices for their personal use and business purpose.

















[bookmark: _Toc100654810]Recommendations
The above research suggests that mobile phone devices are changing the communication perspectives all over the world. It is found that the positive experience of the customer helps to manage multiple business activities. For this purpose, companies are required to use advanced features and techniques for designing mobile phone applications. Samsung understands the basic needs and requirements of their customers therefore, they are using various kinds of operating systems and hiring experts who are highly skilled and understand the application development process. It is better to maximise customer experience through designing various tools and software systems such as customer experience suggestion box, salesforce service cloud, Zendesk, etc.

[bookmark: _Toc100654811]Literature review
                  The mobile industry is growing day by day and providing a platform for business leaders to share their business ideas and knowledge with their employees and stakeholders. The brand image plays an important role in customer satisfaction (Manuba et al., 2021). The academic quality models are very helpful to understand the concept of quality and customer relationship management. It is studied that customer satisfaction affects purchasing decisions (Shokouhyar et al., 2021). Following are the two major theories of the mobile industry;

[bookmark: _Toc100654812]New Product development and its application
                   It is one of the simplest kinds of theories that define the process of product development through different steps. The new product is a way to provide a creative effective time product to the customers. It is found that the companies can easily implement strategies of new marketing development and manufacturing of their products. New product development provides an advantage to the survival companies (Mousavi et al., 2022). 
There are various kinds of applications that help to manage the development of the product, the mobile app developer is adopting a theory of new product development and implements different programming techniques and methods. It is studied that product life cycles are increasing and decreasing the creativity process of the business organisation (Ye et al., 2018). The CEO of the company is required to adopt the theoretical approach to design and develop mobile apps. Large mobile industries such as Samsung have opened their service centres in the UK for managing their client concerns and issues regarding smartphone devices (Dey et al., 2019). The developers are implementing programming skills and theoretical models for the development process of the android mobile phone systems (Munir et al., 2019).
	


The technological software is very helpful for managing the designing scenarios of the Mobile phone devices. Software packages determine the automation, forecasting, and performance of the different networks in business organisations (Usachev et al., 2019). It is found that Samsung has also adopted the given theory and targeted their old customers for delivering their new products. Samsung is also known as a global marketing leader with a 2% market share (Diniso et al., 2021). The new smartphone devices of Samsung are increasing their customers in the market and providing a huge benefit to the company. It is observed that Samsung is advertising its mobile phone devices on TV, in the newspaper, on billboards, and social media websites(Omer et al., 2019). 
Recently, Samsung has launched its Galaxy S5 mobile phone which is composed of advanced features and satisfies customers for the mobile application devices. The theory of the new product development and application is divided into six different groups. These groups included technological breakthroughs, significant improvement plans, modified products, products new to the business, cost controlling, and repositioning. These stages illustrate the marketing strategy and idea evaluation process of the new product development.

[bookmark: _Toc100654813]Innovation strategic theory
The second theory is based on the innovation theory which reflects the use of the tools and IoT devices for marketing and development. It is studied that the innovation helps to determine the factors of the mobile application and also determine the potential networks of suppliers, clients, and competitors (Lee et al., 2022). Companies are using advanced software tools and implementing their programming techniques for the development process of a single application. The innovative ideas are very helpful for increasing the demand for the product in the market (Jones et al., 2021). 
The research is targeting the Samsung mobile industry which is using digital media and communication units to develop 3G phone and android smartphone devices. The economic factors have forced the global IT industry to manage its business activities (Arici et al., 2019). It is observed that Samsung aims to inspire their customers through their innovation strategy; therefore, they are producing hardware components, handsets, and other kinds of components in the UK and USA. The developers are more focusing on quality rather than visible features (Hacklin et al., 2018). 
It is known that the smartphone is a kind of advanced mobile operating system which combines the different features of the personal computer with the help of telephone capacity. The Samsung developers are highly skilled and experienced in developing their interactive application systems (Shahid et al., 2022). The methodologies of the mobile phone devices are configured through computer vision design and data conversion method (Dempster et al., 2019). The manufacturers of the mobile phone devices are using vertical and horizontal types of innovation strategies and implementing them into the android mobile phone systems. Horizontal innovation demonstrates the screen size, the number of ringtones, and the storage capacity; whereas, vertical innovation demonstrates the network and data connectivity of the mobile phone devices with the help of its processing power (Mbama et al., 2018).
The service providers are using enhanced features of online services such as mobile payments, crowdfunding, peer-to-peer (P2P) lending, and insurance (Zhao et al., 2019). Customers are satisfied with the high-tech innovative environment, they are using mobile application services for performing their business activities (Müller et al., 2021). The theoretical approaches suggest that the innovative frameworks development procedures are the two major constraints of the mobile industry. The marketing strategies are very helpful for building innovative technologies; therefore, companies are adopting new technologies for making their marketing strategies reliable for their customers (Alzoubi et al., 2022). 

[bookmark: _Toc100654814]Conclusion
It is concluded that technology has changed communication and business processes all across the world. The mobile industry is growing day by day and providing the latest models of smartphone devices to its customers. The customers are enjoying the Samsung Galaxy models with advanced features, they are using game apps, online social media websites, and channels to enjoy their quality time and perform any kind of business activity. It is the responsibility of the customers to share their positive reviews with the company; whereas, the company is also required to solve multiple issues of their customers through their service centres and online portal systems. The theoretical concepts are also very helpful for the industries to manage their services. It is found that the new product development can be managed with the help of decision making and strategies; whereas, advanced technological frameworks are also helpful to understand the requirements of the customer.
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