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1. [bookmark: _Toc99660046]Introduction  
Samsung is a mobile phone company, and the products of this company are high quality. People really like to use phones from this brand and here in this project, it is going to be discussed how customers are liking this company and the experience of the customers about this brand. The Samsung Company has headquarters in the UK, and they would expand their business outside the country. Already they have a lot of outlets outside the country. They should focus on the customers more and strategies on how to solve the issues of the customers in a faster way and here are some theories that they can follow to build a customer and company relationship for a long time. Here in this project, is also going to be discussed the quality of the product because these days customers want high-quality long-lasting products that can make their life easier. Here the customer's experience about the companies Samsung is also going to be discussed and the issues that the customers are facing while using Samsung mobile phones is also going to be discussed below. There are a lot of issues that this company is facing right now to solve the problems of the customers so the Managing Team should arrange surveys for the detailed information about the customers and try to solve their issues as soon as possible to get more profit and include new technologies to their mobile phones.
[bookmark: _Toc99660047]2. Investigate the current themes of a Mobile Phone (Smart Phone) Company and how it impacts on customer experience. 
(a.)     Discuss the following themes with reference to the organisational context:  
i. 	Customer Touch points 
Firstly, the company should know about the customer touchpoints for stop customer touchpoint means any direct or indirect contact that the customer has with the company. This can happen within and outside of a company's control and can happen before or after purchasing any product from the company. When customers play a vital role in touchpoints the company can improve the experience of the customer by understanding the customer touchpoint and for that, the company can take interviews or arrange surveys for the customers to know about their pre-purchase and post-purchase experiences. According to this company, this is a mobile company to every customer before purchasing they do their own research about which mobile phone is good and which mobile phone is not and after buying mobile phones from the company customers always tell their expectations with the product that they got. The employees of the company Samsung should track the Expectations of the customer and also the post-experience after buying their mobile phones from the customers so that next time they can improve their product and make customers' life easier (Boarim, and Cavalcanti,2020, pp.1-13). Any company or brand can be easily challenged by customer touchpoints for example after buying a product from the company the customer can tell his neighbor about their services and if they got was service from that store then they will share about the poor service experience with that neighbor and this negative feedback will decrease the amount of customer that the company can have. There are three reasons for the importance of consumer touchpoints and those are:
· Consumer touchpoints are the most important and deciding factors for the consumers to become a loyal customer of a particular company and if the company can gain the trust of the consumer, then the relationship between the consumer and the company become long-lasting and the company gets a profit out of it.
· Customer touchpoints sometimes are helpful for marketers and product developers because the company don't need to create just one path and miss out on consumers who may not interact with every touchpoint.
· Customer touchpoints also help the company to measure and track the progress that they are having and also apps to make several assets and create new touchpoints. It also health refine the strategy for greater success.
The company Samsung has created a huge customer group that only buys their products and trusts this company. This company has already built that community but now they need to work on their innovativeness, product shelf life, security, and service. They need to listen to the customers’ issues and try to solve them fast. Because their servicing is not that good and fast like other companies (Miremadi, and Ghanadiof, 2021, pp.111-117)


 ii. 	Customer Experience and Brand Experience 
 Brand experiences of worldwide thinking or perception of the world at large, whether they are the customers of the company or not, but they have about your company and its products. A successful and well profitable brand experience never comes to a head when the sale is concluded. A successful brand experiences a successful online and offline interaction with their clients and also the company considers the brand's position against all the competitors and the company always focuses on the big future oral impact that the brand can have on the world. An example of Google can be taken as a successful brand experience company. Brand experience always starts with the increased creation of awareness and acquisition of the customers, but the company always stay with their customers whenever they need the help of the company and the company always keep the data of the Purchase experience to the product and also the user experience and through these the company can get to know about the loyalty of the customers for the brand. The customer experience of this particular company is very good, but their servicing is not on point. So, after analysing the data and listening to the customers this company should work on it and then only their customers will become loyal customers of this company (Petrović,2020, pp.40-47)
(b.) Discuss CRM policies of a Mobile phone company and how it impacts customers 
CRM means customer relationship management. Customer relationship enhances with the help of the strategy and the company also gets more profit then previous. This strategy helps the company to reduce the production cost which helps to gain more revenues. This helps organizations to gain data in a simpler way so they can communicate with customers and solve their issues. Mobile customer relationship management helps to increase the cell and also help the customer service team to handle the information in real-time. This strategy is used to gather customers' interactions and try to improve the customer experiences and solve their problems and make them satisfied. This helps the company to increase customer retention and also helps to increase sales. It has many benefits and those are:
· Better customer service- the CRM software uses credit to improve the business-customer relationship. CRM helps to gather all the contacts and boarding customers' information such as purchase records and previous messages across all channels and makes it very easy for the people who need all the information at a time. This helps the company to know about the customer and their problems and also helps to provide a better customer experience which tends to increase customer satisfaction (Chou, 2019, pp.17-36)
· Improved customer retention- once the company converts lead it is very important for retaining them as a customer to promote their loyalty to the customers. Sometimes the increased rate of customer turnover can also have many negative effects on the company such as decreasing revenue and distracted cash flow.
· Detailed Analytics- this CRM software has already built analytical abilities to contextualize data.
· Higher productivity and efficiency- this software helps in marketing automation Technology and also helps the employees to save their time and they can get time for creating new ideas and satisfy the customers. It also makes sure that no tasks slip through the cracks that often happen to the employees.
· Centralized database of information - CRM also gives the opportunity to centralize the database with detailed information about customers and it is easily accessed by the employees of the company.
· Managed Communication- after analyzing the customer's statement and their problems through CRM the employees of the company will be able to take action faster and can satisfy the customer easily. This helps to manage the communication between customers and the company and thus the customers will start trusting the company and purchase their products again and again.
· Improve customer segmentation- Improving customer segmentation is another important part of CRM because the software can sort contacts by location, gender, age, buyer stage, and more.
· More accurate sales forecasting- this helps channel the past performance and helps the managers to make innovative Strategies for the future.
· Automated sales reports- this CRM software helps to make a list of sales reports, and this helps the employees to understand how much sales they have, and they can calculate the profit margin easily with the help of CRM (Rahimian, et al,2020, pp523-547).
With the help of CRM, this Samsung company can get to know about the Complaints that the customers are doing against the company products and the employees of this company will get to know where they are lacking to satisfy the customers. After analyzing all the Complaints and after discussing the problems of the customers the managers of this company can make proper strategies to handle these issues and the main focus of this company can become the satisfaction of the customers through this CRM. Thus, the problem of the customers can be solved easily, and customers can get proper solutions to their problems.      
[bookmark: _Toc99660048]3.     A ‘critical’ discussion of two quality models / theories that may assist in improving the customer relationship management (CRM) of an organisation. Discuss the concept of ‘quality’ and its link to measuring/improving CRM.
a. First discuss what quality is and its components.
 Quality is a very important thing in any business because this quality -management helps the organisation to be consistent about the product and its services. As stated by Boarim and Cavalcanti da Rocha (2020), it has 4 main components and those are quality control, quality improvement, quality planning, quality assurance. Not only the product or the quality of service but also so it is focused on the goals that should be achieved by the company. Quality depends on the customers because the quality management team is bound to pay the customer's demand to satisfy the customer.
1. Quality planning- now this quality planning includes:
a.   Stakeholder expectations- the company should pay attention to the cust
b. Expectations of the product quality and should survey the customers to know the priorities in terms of quality where the qualities affected.
c. Project Assurance techniques- this helps the company to explain the performance of the Assurance and who is responsible for it and also this defines the policies of quality reviews.
d. Quality control measure- this stage types to control the measures that will be used.
e. According to Chou (2019), Roles and responsibilities concerned with quality- the stage includes the testing of assurance and the role of the management.
f. Quality assurance- quality reviews are the main ingredient for Quality Assurance. There are four overall objectives for this review:
· Capture several lessons and learn from them
· Provide Assurance that the project days processing according to the plan
· Measure the effectiveness and result of the plan that is agreed or proceed with.
· Identify the areas that are noncompliance or opportunities that can be improved.
  This quality assurance helps the company to process the strategy planning and observe that it is adequately performed. It includes pre-planned, regular reviews and independent audits for consistency maintenance in accordance with the defined procedures and helps to satisfy the stakeholders. 
2. Quality control- this quality control includes inspection testing and quality measurement, examining whether the product is fit for purchase and meets stakeholders' expectations or not.
3. Quality improvement- this helps to have opportunities to improve the Management process continuously during any project and the company should continuously improve their product quality to meet the expectation of the customers and satisfy them using new technologies so that their sales can be increased, and they can have a greater profit.
b. Critically analyze two quality models/theories (from this module) that may assist in improving the customer relationship management (CRM) of an organization.
 The goal of any company, especially smartphone companies like Samsung, is to generate profit through satisfying the customers or giving proper service to their customers. CRM company focuses on significant customers by capitalizing on the most consistent and valuable customer segments for long-term profit and to beat the competitiveness. There are some different CRM models to understand this CRM briefly. Those are the IDIC model, QCI model, Buttle's CRM value chain model, and many more 
IDIC MODEL- this model helps to find out customers' needs and values.
· Identify individual customers- As highlighted by Joshi and Garg (2021), the company should develop a strategy to identify individual customers and understand what the product is struggling to meet the customer expectation and what is the value of the product of the company. The company should work into smaller segments then only they can be able to investigate all the parts of the product
· Differentiate customers- using information the company should sort the customers according to their problems and value to their business. 
· Interact with customers- the company should interact with the customers individually to know about their issues with the company products and then only the employees will be able to sort their problems after understanding the issues. 
· According to Zha et al (2020), Customize for customers- the company should customize products for their customers to satisfy them and to meet their expectations. The company Samsung should make a list and arrange surveys and collect pieces of information about what kind of product the customers want and sometimes they should customize the product according to the customers need like if a customer wants his mobile phone pink in color, then this company should have that flexibility to change the color of the phone to satisfy the customer.
With the help of this model, the company can get important insights into the essentials of customer happiness.
Buttle's CRM value chain model- 
With the help of this model, companies can develop a quality product, long term relationships with their most valuable and consistent customers.
· Customer Portfolio analysis- this analysis helps the company to identify the most valuable and consistent customers so that they can concentrate on them first.
· Customer intimacy- According to Prentice, Wang, and Loureiro (2019), after having the list of valuable significant customers the company can find out what is the need of these customers and determine how they can serve them according to their names and customer data will give the employees these insights.
· Value proposition development- the combination of network and the best product or service can satisfy valuable significant customers. Sometimes some discounts or one on one Consulting sessions also help to satisfy the customers and gain more profit out of it.
· Network development- this helps to satisfy the top customers with the help of a whole team and that teamwork on the marketing strategies and also support the customers and vendors outside of the company
· Managing the relationship- the company should strategize the customer relationship in a certain way so that it can be a long-term relationship between them. This CRM value chain helps to attend to the significant valuable customers but that doesn't mean that the company should ignore other customers. Every customer is equal, and the company should make an extra effort to serve truly invested customers
According to Dou et al. (2019), Samsung Company should follow the strategies and these theories to build good communication with the customers and make the customer relationship longer.  The Samsung Company should include new technologies into their mobile phones, and not only should mobile phones launch new other technical products that will make customers' life easier like Apple does. The shelf life of the mobile phone of the company Samsung is very less so they should work on this part of their product, and they should increase their warranty periods also for the segmented valuable customers so that customers can spread good opinions about this company all over the country and the company Samsung can get more profit and can attract more customers faster 
[bookmark: _Toc99660049]4.     Conclusions
Through the project, one can easily be able to understand the importance of customers and their experiences for a company to grow. There are many theories and analysis strategies to attract customers and make them loyal customers of the company. Samsung should apply all the strategies and analyze the theories to attract the customers more than to satisfy the customers so that they can have the benefits of the customer's touchpoints. The company Samsung fold launch their new high-tech products like their smartphones and other gadgets so that they can make people's life easier, and they should increase the shelf life of their products so that the customers can become loyal and the relationship between customers and the company become long-lasting. The company Samsung can increase the security system of their mobile phone like other companies which will help the customers also to feel secure while using the Samsung mobile phones.
[bookmark: _Toc99660050]5.     Recommendations
There are a lot of recommendations that the company can include or exclude from their strategies to become more successful and attract customers and become a trustworthy company. Those are: 
1. Samsung should recruit more employees who will attain all the calls of their service center to know the problems of the customers and those employees should be soft-spoken and patient enough to handle each and every customer properly without making them feel ignored. And they should make a data list where the customers are facing more problems and use CRM software to sort list the customers and convey their issues to a higher authority. 
2. According to Klink, Zhang, and Athaide, (2020) this company should use the IDIC model and supply chain model to satisfy their customers and make a long-term loyal relationship with the customers so that customers can spread their honest experience everywhere and through these customers’ touchpoints the company will get a lot more customers and can gain profits out of it. 
3. This company should work hard to make a brand value like Google and that will help them to gain a lot of customers all over the world. 
4. The company should observe the customer experience and interact with the customers frequently so that they can get to know their needs. They can also open new service centers and branches all over the world so that everybody can have the access to connect with the service centers physically and online also.
5. According to de Oliveira Santini, Ladeira, Sampaio, and Pinto, (2018), they can launch multi-purpose mobile phones and cancel those phones at a very affordable price so that people can get those and make their lives easier.
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