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Introduction


The mobile phone industry is one of the biggest industries used in the world. 
According to (Smartphones Market Share, Size (2022 - 27) | Industry Analysis, 2022), “The smartphone industry has been steadily developing and growing, both in terms of market size and models.” 
This industry is also very competitive, because there are many companies that give good experiences to customers with their services. By this, it is obvious that those companies have good customer relationship management, and they know how to apply it. 
The main company chosen for this report will be Samsung. According to (Top 10 Mobile Brands in World, 2022), “Samsung is a big name in phone companies and has emerged as one of the top mobile brands in the world.”
The reason for choosing this company is, as mentioned in the in-text citation above, one of the best mobile phone companies in the world. 


The purpose of creating this report is contributing to the research asked to be done by the Principal Researcher at a retail organisation. 
For this to be done, the report will include two parts. In the first part there will be an examination of one mobile phone company chosen, based on customer touch points, customer experience, and brand experience, after those have been emerged.
 For the second part, the report will include a review on two quality models/theories that may assist the mobile industry and company chosen from it on having improved Customer Relationship Management. 
After finishing the second part, a short conclusion with key points from the first and second task will follow. 

  
              

Emerging themes and theories


As mentioned in the introduction, the first part of this report will contain an examination of the mobile phone chosen, Samsung, and the mobile phone industry. For this to be done, a definition followed by an explanation will follow for each of the themes and theories mentioned. After the definition of each theory and theme used, an examination of both the mobile phone industry and the company chosen within that industry will follow.

· Customer touch points
According to (Identifying Your Customer Touchpoints | SurveyMonkey, 2022), a customer touch point is “any time a potential or current customer comes in contact with your brand-before, during or after they purchase something from you.” 
A good example for this theme can be the moment when an individual is ordering a new mobile phone from the mobile phone company that he/she likes. 
This means that the customer touch point is one of the most important parts in Customer Relationship Management, because, taking this in consideration, the company can make the customers feel happy about their services and feel satisfied for choosing the right company from the moment they purchase services or products from them. By this, the company will assure that they maintain a good relationship with the customers from the moment that they decide to purchase products or services, to the moment when they finish the purchase, and even after.


· Customer experience
According to (Lemon and Verhoef, 2016), “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.”
An example when this might be happening is when a customer is ready to buy a new mobile phone, and he/she is exploring the offers and new releases that a mobile phone company have to offer in order to attract him/her.
Customer experience is again a very important because this will make the customers feel welcomed when purchasing something from a company. The way in which the company can make the customer experience be as good as possible, is by working on how to make the customer feel welcomed when purchasing items or services from it. 


· Brand experience
According to (What is Brand Experience? | Glossary, 2022), “Brand experience is the lasting impression that a company creates with their customer or the general public and how the brand affects their feelings and behaviour.”
A good example of this theme could be the moment in which the public is watching the new range of devices that a mobile phone will release soon or have already released. The public might or might not be interested in the products, depending on how they are presented, and what services or products they offer.
Brand experience is important because this is the main way in which the company can show the customers how they can offer services to the customers, and it helps the customers decide which company is the best for them.

All the theories and themes mentioned above are very important for any industry. This includes the industry on which this report is focusing on, this being the mobile phone industry.
The theories and themes mentioned earlier are very important for every industry, because those theories help companies from any industry in the world to maintain a good relationship with the customers from the moment they decide to make a purchase of a service, to the moment when they might encounter problem with any service provided by any company. This way, every company that has a good Customer Relationship Management will gain more happy customers, which is what any company should do.
Same fact applies to the chosen company as well, which is Samsung. The good customer relationship management will assure Samsung many happy customers that will keep using their services. By this, their reputation, profits, and new customers will keep increasing.

· Customer Relationship Management (CRM)
According to (What is CRM?, 2022), “CRM stands for Customer Relationship Management. It's a technology used to manage interactions with customers and potential customers. A CRM system helps organisations build customer relationships and streamline processes so they can increase sales, improve customer service, and increase profitability.”
Customer Relationship Management, or CRM is important for every company, because every company will know how to attract more customers by focusing on how to approach new customers and make their experience good while purchasing and using their services. This way, the companies will increase their profit, sales, reputation, and customer service.

This applies also to the mobile phone industry, and the company chosen by preference, Samsung, which has a very good knowledge of Customer Relationship Management, being given the fact that it’s one of the best-known mobile phone companies around the world.


· Customer touch points in CRM
The theories and themes defined and explained earlier can influence CRM in the mobile industry in a good way, or a bad way, depending on how they are applied.
The Customer Touch Points can affect in a bad way the Customer Relationship Management of a mobile phone company if the interactions in between a mobile phone company and their customers are not satisfying the customer.
The reason why Samsung is, as mentioned in the in-text citation from the introduction, one of the top companies in the industry, is because this company has a good understanding of how to approach new customers before, during, or after the customers purchase any of their services.
Same situation applies to other mobile phone brands around the world, that have a lower Customer Relationship Management, that are below in the top compared with the company chosen as the main one for this report.

· Customer experience and brand experience in CRM
The Customer experience, and the brand experience are also two important factors that could affect the Customer Relationship Management in a bad or a good way, depending on the impressions that are being left to the customers.
Again, the main company chosen for explaining this is Samsung. This mobile phone company has been well known as one of the best ones in the industry, because of the ways in which they always have presented their ideas and services to the new customers. This way, they are making sure that they remain at the top of the industry and have new customers coming all the time.
On the contrary, the mobile phone companies that are not focusing enough on the customer and the brand experience won’t have the same benefits as the ones that do. This will be happening because of the lack of interest that the mobile phone companies are involving towards attracting new customers with new ranges of devices, and competitive prices.
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As mentioned in the introduction, this part of the report will include a review on two quality models/theories that might assist the mobile industry, and the company chosen from the mobile industry to have better Customer Relationship Management. For this to be done, a definition of the quality, and what quality meaning in marketing will be included.  After the definition, an overview of the two models/theories chosen for the critical analysis will follow. At the end of the task, an examination on how both quality models/theories chosen can assist in improving the Customer Relationship Management in the mobile industry, and the company chosen for the report. 

· What is Quality?
According to (quality, 2022) quality is “a characteristic or feature of someone or something”.
Quality can also be used in marketing. The quality in marketing will help companies sell services and products to customers, because the customers are most likely to look for quality when deciding to purchase services or products from any company part of any industry.


· What is Quality in Marketing?
According to (Pryor, et al,1998, p. 2.3), “Quality refers to the extent to which processes, products, services, and relationships are free from defects, constraints, and items which do not add value for the customer.” 
Quality is very important for every company in any industry, including any company in the mobile phone industry, because without quality the customers will have a worse experience from the moment they decide to purchase a service, to the moment they might need assistance with any of the services provided by the company that they have chosen.
The two quality models/theories chosen for this report to be used in assisting the mobile industry and the company chosen from it to have a better Customer Relationship Management are the Deming Cycle, and Juran’s Quality Trilogy.





· Deeming Cycle Theory
According to (Deming Cycle, PDCA Definition, 2022), “The Deming Cycle, or PDCA, is one of the first formalized approaches to utilize an iterative approach to improving processes, and it still serves as a fundamental tool today for continuous improvement. “
The Deeming Cycle, or PDCA consists of four different steps that can make Customer Relationship Management be better for any company in the mobile phone industry. The four steps are the following:

· Plan – Planning the way in which a test or a change will occur in order to see an improvement in the Customer Relationship Management.
· Do – Performing the change or the test planned, preferably in a small scale, for the minimum consequences in case that something goes wrong.
· Check – Performing a check on the actions to see the effects that the test or the change have made.
· Act – Acting based on the results, and the things that have been learned from the test or the change performed. 
For this quality theory to be more effective, it can be repeated by coming back to the first step of the whole theory and applied with the new information collected from the previous time when used. After coming back to the first step, all the steps onwards can be repeated for better results. 


· Juran Trilogy / Quality Trilogy
According to (The Juran Trilogy: Quality Planning | Juran, 2022), “The Juran Trilogy, also called Quality Trilogy, was presented by Dr. Joseph M. Juran in 1986 as a means to manage for quality. The traditional approach to quality at that time was based on quality control, but today, the Trilogy has become the basis for most quality management best practices around the world.”
The Juran Trilogy, or the Quality Trilogy is based on three features that can improve quality in Customer Relationship Management for any industry in the world, and they are the following:
· Quality Planning – Planning the quality of how to provide services and goods to the new and existent customers. To make this, a company in the industry must know their customer needs and develop products or services that can satisfy the needs of their clients, in order to make them feel satisfied to purchase and to use the company’s products and services.
· Quality Control – At this stage, a company must compare the plans done in order to improve the quality of their services with the actual performances done by the company, and adjust them where needed, in order to improve the quality of the services.
· Quality improvement – If a company respects the first and the second step of the Trilogy, the third stage would be setting new performance goals in order to make the quality of their services be better.

By planning on how to deliver quality based on what the customers’ needs are from their products and services, instead of focusing on quality control, the company that takes the Juran Trilogy in consideration will be benefit of better sales and reputation.


The quality models/theories identified above can be very effective in improving the Customer Relationship Management of any industry around the world, including the mobile phone industry.
Every company towards the mobile phone industry can improve its Customer Relationship Management if the steps of each quality theory/model are being fully understanded and applied as they should be. The big factor that makes those theories/ models to be so useful in improving Customer Relationship Management is the improvement in quality that the services will adopt.

Both theories/models have different approach on how to improve quality, but the results will have the same impact on the Customer Relationship Management, through the quality of the services that are being delivered when the customers of mobile phones will approach their preferred companies. 

Samsung, the chosen mobile phone company of this report could adopt any of the two quality models/theories to improve their customer relationship management, because the quality of the ways in which they approach the customers to attract them use their services must always be kept at the best in order to have as much new and happy customers. This would help them keep their track in terms of facing the competition in the mobile phone industry.

From a different point of view, the companies that don’t think as much about taking in consideration quality in Customer Relationship Management, will not face with time growth in sales, productivity and reputation because of the lack of quality that their experience with the customers will present.



Conclusion

For the first part of the report, the examination and emerging of the theories and the themes in the Customer Relationship Management, and the explanation on why those themes and theories are important to the mobile phone industry, and to the chosen company from the industry, Samsung.

For the second part, two quality models/theories have been identified and defined, after which an analysis of how the two quality models/theories might help on improving the Customer Relationship Management in both the mobile phone industry, the company chosen for the report, and other companies from the same industry.

As a conclusion, it can be said that the main purpose of this body of work has been fulfilled. 
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