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In this report, Samsung is the selected mobile phone brand. Customer relationship management is very important for any company or brand. Customer relationship management is a technique that is used to manage the association of the corporation with clients. This is the system that helps the mobile brand stay connected with the customers. The customers are a vital aspect of  Samsung. The productivity, performance and many more aspects of the brand is depending on the customers. The impact of customer relationship management on the mobile phone brand will be involved in the report. The review will also be included in the report with the two theories of customer relationship management. There are also some recommendations for mobile brand research. 



[bookmark: _Toc111307568]Impact on customer relationship management (CRM)
Customer relationship management is a significant technology that is used to manage all Samsung’s relationships with the customers and also help in the proper interaction of the company with possible customers. The major aim of customer relationship management is to enhance and get better the relationship of business with all the customers. Customers are the key aspects of any company and their management plays an important role for the company. The management of customer relationships helps Samsung to streamline procedures, and connections with the customer and also enhance the profitability of the company. The relationship with the customers cannot be overlooked (Obinna and Thecla, 2020).There are some aspects that impact the company such as determining and managing leads, anticipating the need of customers, enhancing the services and products, helping in making new strategies and schemes, enhancing the segmentation of customers, automating reports of sales, enable internal communication and many more. These are very important matters that influence the company, as customer relationship management is so important, and the training for all the employees of the company  is important. All the staff needs to work on customer relationship management so the knowledge to handle the platform and all the customers are significant (Makinde, et.al., 2020). The company uses customer relationship management as these are all the important and basic impacts that customer relationship management shows on the company. Samsung has realized or determined the various impacts of customer relationship management on the company and all these impacts are described below. 
Some of the major impacts of customer relationship management are: 
Customer relationship management enables data-driven decision making: Customer relationship management is important and it allows accessing the data in such a structure that is easy to understand and the interpretation is also easy. 
Determine and manage leads: The management of customer relationships also impacts the sales process of the company. It allows the sales team to develop new leads in sales strength and activate customized follow-up activities based on the person's sales lead data. With the help of this, the group of sales can cut down on the time of response and effectively manage the relationship with the leads (Dewnarain, et.al., 2019). 
Anticipate the need of customers: With the help of customer relationship management Samsung can gain random access to the data of the customers such as their orders history, contact information of the customer and many more information regarding the customers. All the customer information is very important as it is used to anticipate the requirements of the customers of Samsung Company and make all the customers happy. 
Enhance the services and products: Collecting the feedback or review of the customers of the Samsung and integrating it into the customer relationship management provides a good understanding of the exceptions of the customers concerning services and products of Samsung. 
Help in making new schemes: Through good communication with the customers with the help of customer relationship management the company can understand the improving needs of Samsung. Their view of the data also allows the company to make new strategies and schemes to enhance the productivity and profitability of the company. 
Enhance the satisfaction of customers: Customer relationship management helps to enhance the satisfaction of the customers. The Samsung’s customers get satisfaction by interacting with the company itself. 
Detailed analytics: The contextualized data is broken into actionable items and the company can understand the metrics with the help of built-in analytics capabilities of customer relationship management. 
Enhance the segmentation of customers: Customer relationship management sections the customers based on specific criteria, so Samsung can access the customers they want to contact. It also helps in better understanding of the customers.
Automated reports of sales: Samsung’s team can easily gather and organize the data of the customers and this is done with the help of a customer management system. The team can also evaluate their performance with their specified goals and aims of  Samsung’s projects. 
Enable internal communication: Customer relationship management also helps the employees of the company to communicate with each other (Soltani, et.al., 2018).The employees can send the notes and alter them for any of the projects and also send emails and messages within one of the systems of the company. 
Centralized database of information: Customer relationship management is also helpful to provide a database that is centralized with the complete information of the customers. All the information is also helpful for anyone in the company. This also makes information accessible to all the staff of the company who wants to access it. 
[bookmark: _Toc111307569]Literature review
According to (Ben, et.al., 2019) customer relationship management has one of the most active topics of technology. Customer relationship management is very effective and it helps Samsung to enhance its communication with its customers. It is also used to enhance the sales group’s effectiveness and efficiency. The system is very helpful and it benefits and executes the model by the business strategies. Customer relationship management is divided into two parts one is strategic and another one is operational. The operational division of the customer relationship management is used to analyse the process that is technical and the relationship between the customer and the business of the company. The planned type analyses customer relationship management execution as a complete tactic process to obtain, hold, and partner with clients to make a greater product value chain. There is some theoretical framework that is concerned in the customer relationship management of the companies in the mobile phone industry. The Need model and the stakeholder's theory are related to the customer relationship management system of the corporation Samsung. The basic application of the need theory in customer relationship management is that its impacts positively on the development of the business of the mobile phone industry. The stakeholder theory concerning customer relationship management, states that clients are the turn of each association. Reduced customer connection decreases the aggressive advantage and economic and non-financial presentation of the company. Mismanagement of only one customer harmfully affects other customers’ value. The implementation of the customer relationship management is also presented and shows benefits  to involve the satisfaction of customers and loyalty. The major characteristics of the customer relationship management for the Samsung Company are an updated, accessible database of the customer by all the employees, potential client’s identification and many more. Some of the benefits of customer relationship management are also there in which enhanced campaign targeting, improves quality customer service, a Border customer database system and many more. There are some of the measures of the performance that help the company to measure the basic performance. There are various impacts of customer relationship management and it helps the company to measure the performance or to enhance the performance of the company. The complete supply chain of the company is enhanced or affected by customer relationship management. The complete chart of the flow of customer relationship management model performance and implementation is shown below. 
[image: ]
Figure 1: CRM implementation and performance

This customer relationship management chart includes the customer relationship management traditional channels and the complete structure of the customer relationship management. Here, some of the performance of the customer relationship management is also involved such as organization HR alignment, customer Loyalty and the reduction of cost is also involved in the performance (Witell, et.al., 2020). Customer relationship management is used by Samsung to make a good relationship with all the customers. The customers are the major aspect of the company. This is one of the mobile phone industries in which customer feedback plays an important role. The feedback can guide the company to make the changes in their mobile phones and in many other services that are related to the mobile phone products. The effective communication of the company builds trust in the brand and also attracts customers to Samsung mobile phones. 
The customer relationship management of the Samsung company is a unique solution for the need of the customers. According to (Kumar and Reinartz, 2018) Samsung will enhance the market programs that are based on customer relationship management. Samsung will create a network that is digital by enhancing the compatibility between the Samsung product with the best solution for the customers. Samsung has carried out various strategies of marketing that are used to enhance sales volume. Samsung creates various strategies for different customers. Samsung has a wide range of coverage and with the help of this, the company can get major profit from the customers. Management of Customer relationship is important for the company to make an effective relationship with all the customers. Communication plays an important role for the customers. The basic objective of Samsung is to build a direct relationship with the clients by collecting the data and insights of the profile to enhance customer intelligence (Perez-Vega, et.al., 2022). Samsung executes a customer relationship management solution from SAP as the base of new combined campaigns of marketing around the globe aimed at enhancing the services of customers and also enhancing the brand awareness of the company. Customer relationship management improves the sales of mobile phones and the profitability of the company is also increased. It is also used to enable internal communication. Internal communication is also done by the use of customer relationship management. A detailed analysis is also done for all the customers’ information and then according to this the segmentation of the customers is also done. The segmentation also helps to connect to particular customers when required. The different Samsung’s customers are interested in the different products and mobile phones. The complete use of customer relationship management enhances the relationship of the customer with the company and with the help of this the company gets various types of benefits and the value of the company is also enhanced in the market. Samsung is the brand company that makes the relationship with the customer effective. Management of Customer relationship enhances the effectiveness and performance of the company (Kampani and Jhamb, 2020). The complete customer relationship management system is very important and it has various benefits for the Samsung Company and its customers. It enhanced the coordination and collaboration in the complete organization and with the customers also. The data analysis and the impact are also improved with the help of customer relationship management. The system itself has built-in management to analyse the data of all the customers and then take the insights from them. With the help of this, decisions can also be made (Emaluta, et.al., 2019). The customers have different behaviours and the system of customer relationship management stores the data about the customers and their behaviour. This is also used to divide the customers based on behaviour. The customer relationship system is very helpful for the company. 
Deming model (14 points)
It is a model that is used to make the process of the organization enhancement. The process is improved with the help of this model implementation. In this model the fourteen points are included which helps the company a lot. 
· Develop purpose for enhancement 
· Follow new philosophy
· The case reliance on examination to attain quality
· Work with a only supplier to minimize cost
· Permanent upgrading 
· On-job training 
· Force out fear 
· Break silos 
· No slogans 
· No numeric goals 
· Eliminate annual mark 
· Self-improvement program 
· Include all staff in alteration 





[bookmark: _Toc111307570]Recommendations
Customer relationship management is important for Samsung. Customer relationship management is important to create a good connection with the customers. Some of the impacts are products, help in making new strategies and schemes, enhance the segmentation of customers, automating reports of sales, enable internal communication and many more. For the entire enhancement of the company and for improving customer relationship management various functions are required to perform. Various steps want to be completed by the company to enhance customer relationship management. The company wants to first specify or recognize the target audience. Secondly, synchronize the details and then personalize the services for customers as much as possible. The connection to the customers is also important and then integrates the system of customer relationship management. The recommendation for the Samsung Company is to train all the employees to effectively use customer relationship management. The employees should be trained so that they can effectively interact with the potential customers of the company and ask for regular feedback from all the customers. The feedbacks of the customers help improve performance within the company. The feedback helps the company making new strategies and schemes to enhance its productivity and it also improves its profitability. Building a good  customer relationship helps the company to stay connected with the customers for the long term and so, the customers are satisfied. Maintaining customer relationship management is important and it enhances the productivity of the company to a great extent. These are some of the important recommendations for the Samsung company to enhance the company’s productivity and profitability. All these should be used by the company to enhance customer relationship management. 
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The customers impacts the company and for this, the company uses a management system of customer relationship. The customer relationship management system is used to manage the relationship or communication with potential customers. The effect of customer relationship management on the company is concluded in this report. This is one of the major analyses for the company so, the company can enhance the system. The major findings from the research of impact and some of the major recommendations are also involved in the report. The review is done to analyse the crash of the customer relationship management system and how Samsung can enhance the customer relationship management system for the advantage of the company. This report concludes all about the customer relationship management system of the corporation Samsung and also the impact of the system on the company.
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