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Executive Summary

In this report I will explain what CRM (Customer Relationship Management) is, will give few examples of model that I learned in the class and using research from articles or journal will explain how Samsung Company introduce this model of CRM, and use it to produce more satisfactions to the people. Will apply one of them ad give my recommendations in how can be improve using always research to confirm my work. To Arrive to apply and different models, will also analyse and I will make a SWOT and a PESTLE analysis of the company and see all the side of Samsung and how it grows from the company started till the recent years.

Introduction

I will write this report and talk about the importance of Customer Relationship Management, and I will explain different typology of CRM models, that can be use inside an organization.
To be specific this report will be concentrated in one specific company: Samsung.
I will give a background check of the company and how started the journey to became one of the biggest companies worldwide. I will use some models to help me inside my report to analyse the company. To understand CRM, I will go through some analysis and I will use SWOT analysis and PESTLE analysis to define the characteristic of the company and find the opportunity to improve the company and bring more values to keep stay on the top of the marketing for the best quality price they offer to the consumer and also the service they provide to them that put the consumer to be loyal to them and make them to be trust in the world.
After all the theory and models apply, I’m going to give some recommendations that Samsung could use in the future to attract more consumer to covert on Samsung instead of different high and powerful competitor inside the market. Also, in the end of my report I will write a conclusion of all I learned during this research and how can be used for future myself and succeed. The last page you will find all the references where I took the from the research a made about Samsung organization.


Importance of Quality Process and Customer Relationship Management

For any organisation to survive in today's cutthroat industry, quality processes and customer relationship management (CRM) are essential components. These two activities are closely related since quality procedures have a direct impact on customer loyalty and happiness. 

The actions that company take to make sure that their services meet or surpass customer expectations are referred to as quality processes. From product design to manufacturing to customer service. Businesses may decrease faults, increase productivity, and improve the entire customer experience by employing quality processes. The process of managing interactions with customers to create and preserve good connections is known as customer relationship management. This covers everything, from customer service to reward programmes to lead generating. (Kulpa, 2017)
Businesses can enhance customer retention by using a (CRM) system that helps them better understand the requirements and preferences of their consumers. 
(CRM) and quality processes work well together to help firms accomplish the following objectives: 

Boost customer satisfaction: Companies can raise the quality of their goods and services and give customers a more individualised and responsive experience by employing quality processes and (CRM). 

Improve customer loyalty: Happy customers are more likely to stick with a company over time, increasing sales and profitability. 

Enhance operational effectiveness: Businesses can cut expenses, streamline operations, and decrease waste by using quality practises. Businesses can increase efficiency and productivity by using (CRM) to better their sales and marketing activities and customer service.

Company Context (Background and Internal and External environmental analysis)

2.1 Background Samsung

Samsung is a worldwide corporation with its main office in Seoul. Lee Byung-chul established the business as a trade firm in 1938. Samsung originally began as a modest exporter of dried fruits, vegetables, and fish. Samsung has diversified its operations throughout the years, entering several markets, including electronics, building, shipbuilding, clothing, healthcare, and finance. Samsung is one of the biggest and best-known brands in the world right now, with a presence in more than 80 nations. (Burris, 2020)
Samsung is well renowned for its selection of consumer electronics goods, which includes wearable tech as well as smartphones, tablets, TVs, and home appliances. The business also makes memory chips, semiconductors, and other electronic parts that are utilised in a wide range of goods made by other businesses. (Burris, 2020)
In recent years, Samsung has emerged as a pioneer in the creation of cutting-edge technologies like 5G, AI, and the internet of things (IoT). To keep ahead of the competition and introduce cutting-edge goods and services to the market, the company makes significant investments in research and development. Over the years, Samsung has encountered its fair share of difficulties, including problems with product quality, labour methods, and legal and regulatory obstacles. Yet, the business has been able to overcome these obstacles and keep its status as a market leader worldwide. (Burris, 2020)
	
2.2 SWOT Analysis

Strengths

One of Samsung's main advantages is the well-known and respected brand it has around the world. It can continue to hold a leading position in the market because to its diverse product offering and strong supply chain management abilities. The business now has a competitive advantage because to technical innovation brought about by its significant investments in research and development. Samsung's R&D strengths are demonstrated by its ability to launch new products and features faster than rivals. The company's financial stability has also allowed it to make investments in strategic alliances and acquisitions to advance its position in the industry. Another asset for Samsung is its distribution network, which enables it to reach customers in numerous areas and regions. (Contributor, 2015)

Weaknesses
Samsung's internal issues limit its ability to take advantage of the opportunities identified in this SWOT analysis. The company's semiconductors and consumer electronics businesses are constrained by these flaws in the long run. The following are Samsung's shortcomings:
· Reliance on the Android OS
·  Absence of a competitive
Samsung's reliance on Android OS is a flaw that restricts its ability to conduct business. For instance, due to Google's licencing of Android, the company's smartphone operating-system features and associated licences are constrained. Additionally, Samsung's ability to compete is hampered by Google's influence on Android development because both businesses directly compete in the market for smartphones and other mobile computing devices. (Martin, 2023)

Opportunities
In this section of the SWOT analysis of Samsung, opportunities are external factors that enable further business growth. These chances are related to market expansion, technological advancements, and business alliances with various groups. The following list of strategic possibilities for Samsung on the global market:
· Joint software developers
· Strategic collaborations with online service providers
· Product development drives business growth
·  The expansion of business through diversification
The potential for exclusive contracts between Samsung and other companies is covered by this external strategic factor. Samsung and Spotify already have a non-exclusive agreement that makes the music streaming service a standard feature of Samsung mobile devices. The development of new or improved semiconductor and electronics products is one way to expand the company, which is a significant opportunity in this SWOT analysis. This outside factor presents a chance to strengthen the technology conglomerate's competitive advantage through the characteristics of its products.

Threats
In this SWOT analysis of Samsung, threats are defined as outside forces that hinder or destabilise the company's ability to operate profitably, grow, and develop in the global semiconductor, consumer electronics, and related technologies markets. Despite the company's extensive and diverse global footprint, some aspects of its industries pose threats. The primary dangers to Samsung are as follows:
· Competition, particularly in the market for consumer electronics
· Counterfeit goods for consumer electronics
· Legal limitations and court cases
Competition from other technology companies, especially Chinese firms like Huawei and Xiaomi, is a serious threat to Samsung. Because these businesses sell comparable goods for less money, Samsung might find it difficult to hold onto its market share and profitability.
The speed at which technology is developing poses another risk to Samsung because it has the potential to quickly render products and technologies obsolete. To stay ahead of the competition as new technologies are developed, Samsung must constantly innovate and invest in R&D. (Martin, 2023)
Geopolitical risks and economic uncertainty are additional potential threats to Samsung. Samsung's ability to operate in various markets and its supply chain may be impacted by trade disputes, political unrest, and changes in regulations, which could increase costs and lower profitability. Samsung is additionally exposed to cybersecurity and data privacy risks. Samsung must defend its customers' data from hacker attacks and unauthorised access as a technology company. Any cybersecurity or data privacy breach may result in harm to one's reputation as well as monetary losses. (Martin, 2023)

2.3 PESTEL Analysis

Political
First off, because Samsung has activities in so many nations, the political stability of those nations is essential to those operations. Any political turmoil or regime change can affect Samsung's supply chain, manufacturing operations, and sales, which could lead to losses in revenue. Second, government regulations like taxes, tariffs, and trade restrictions may influence Samsung's business operations. The price of components and raw materials, import and export laws, and the overall demand for Samsung's goods can all be impacted by changes to these policies. Thirdly, Samsung is governed by several laws that cover labour laws, environmental protection, and product safety. Infractions of these rules may result in fines, harm to one's reputation, and financial losses. Thirdly, geopolitical concerns that could affect Samsung's business include hostilities between nations. For instance, rising taxes or a decline in demand for Samsung products could result from trade tensions between the US and China. (Frue, 2019)

Economical
The state of the global economy, including economic growth, consumer spending, and company investment, has a significant impact on Samsung's income. Samsung's revenue and profitability could diminish because of a decline in global demand for its products. 
Changes in exchange rates may have an impact on Samsung's profitability. Changes in exchange rates may influence the company's cost structure and profit margins because it has operations in numerous nations. For instance, a stronger Korean Won could raise the price of Samsung's goods abroad, reducing its ability to compete. The price of components and raw materials may affect Samsung's business operations. Samsung's cost structure and profit margins may be impacted by changes in the price of certain materials. As an illustration, a rise in the cost of rare earth metals, which are a component of Samsung's goods, may raise the company's production expenses. The activities of Samsung involve a sizable investment in both production and research and development (R&D). Samsung's operations and profitability may be impacted by changes in the cost of capital or the availability of financing. (Parker, 2023)

Technological
Technology has a big influence on how Samsung operates and how competitive it is. The business is renowned for emphasising innovation and for making significant investments in R&D to create new goods and technology. Samsung has potential to increase its product offerings and market presence due to the rapid technological change, but the corporation must also keep up with these changes to stay competitive. 
Furthermore, Samsung's competitive edge depends on safeguarding its intellectual property. The business confronts intense competition from other tech behemoths, and any unauthorised use of its patents or trademarks might lead to lost sales and reputational harm.

Ecological
Samsung is bound by several environmental laws that cover product development, production, and disposal. Infractions of these rules may result in fines, harm to one's reputation, and financial losses. Samsung must make sure that its operations are ecologically conscious and sustainable because they consume a lot of energy. The business has worked to make products and manufacturing procedures more energy-efficient and to lessen its carbon footprint. Water, metals, and minerals are just a few of the natural resources that are used in Samsung's activities. The business must make sure that its operations are environmentally friendly and have as little negative impact as possible. Samsung must consider how its goods will affect the environment at every stage of their lifecycle, from conception to disposal. To encourage responsible consumption and reduce waste, the company has launched a few measures, including eco-labelling and product take-back programmes. (Parker, 2023)

Legal
Regarding consumer protection, intellectual property rights, and product safety, Samsung is subject to a few laws and regulations. These laws can be broken, which can lead to financial loss, legal consequences, and reputational harm. In the nations where it conducts business, Samsung is required to maintain compliance with a few labour laws and regulations. This include assuring lawful employment practises, workplace security, and compliance with safety regulations. 
To prevent anti-competitive activity and advance fair competition in the market, Samsung must abide by a few antitrust laws and regulations. As many of Samsung's goods and services include the gathering, storing, and processing of personal data, it must maintain compliance with data privacy laws and regulations. Samsung needs to think about how new legislative frameworks, such those concerning data security and artificial intelligence, would affect its operations and commercial strategy.

Model Review

3.1 IDIC Model

The Peppers and Rogers Group created the IDIC model as a customer relationship management (CRM) paradigm. IDIC stands for Identify, Differentiate, Interact, and Customize and is a cyclical process that businesses may utilise to forge closer connections with their clients. 

The IDIC model's steps are described below in detail:
· Identify: The IDIC model's first stage entails locating customers and learning as much as possible about them. Data about demographics, past purchases, and preferences of the customer are all collected in this process. The objective is to get a thorough understanding of each consumer so that the business may better grasp their needs and preferences.  (Thakur & Chatty, 2019)
· Differentiate: After the business has determined who its clients are, the next stage is to set them apart. Customers must be divided into categories according to their needs and actions. By doing this, the company may customise each group's marketing and communication strategy, offering a more specialised experience.
· Interact: The third phase in the IDIC strategy is to engage in meaningful and pertinent conversation with customers. This entails developing targeted marketing messages and customised interactions utilising the data obtained in the preceding two processes. The objective is to establish a long-lasting relationship with the client through earning their trust. 
· The fourth and last stage of the IDIC model is to tailor the client experience to suit their preferences and requirements. This entails customising the goods and services provided to each client as well as how they are delivered. The objective is to develop a distinctive and personalised experience that caters to the needs of the customer.
One of the benefits is that organisations may offer more individualised experiences that boost customer happiness and loyalty by identifying and differentiating customers based on their unique traits, interests, and behaviour. This can result in greater sales and profitability as well as a competitive edge over other companies that do not place the same priority on customers' demands. (Thakur & Chatty, 2019)
The IDIC CRM model's potential unsuitability for all enterprises or industries is one of its weaknesses. Businesses that offer low-priced, mass-produced goods, for instance, might not benefit from the IDIC model's implementation in the same way as companies that market high-end or luxury goods. Furthermore, it could be challenging for firms to successfully use the IDIC model if they work in highly regulated sectors or have restricted access to client data. (Thakur & Chatty, 2019)

3.2 QCI Model

[image: Quality Competitive Index (QCi) Model - CIO Wiki]

The QCI CRM model is a customer relationship management strategy that prioritises four crucial elements: customer value, customer retention, customer acquisition, and customer satisfaction. By examining the customer's behaviour, requirements, and preferences, it seeks to give them a complete picture of who they are and leverages this knowledge to enhance their relationships with businesses. (Thakur & Chatty, 2019)
· Customer value: is all the value of a customer to a firm over time. This considers elements including the regularity of purchases, the cost of each transaction, and the likelihood of more purchases.
· Customer retention: Keeping current clients content and devoted to the company is the emphasis of customer retention. To do this, you must comprehend their requirements and preferences, deliver top customer support, and provide incentives to encourage repeat business.
· Customer acquisition: describes the process of luring new clients to the company. This entails locating prospective clients, creating focused marketing initiatives, and offering a smooth onboarding procedure.
· Customer satisfaction: is the general state of joy and fulfilment that customers experience with a company. This can be accomplished by giving individualised experiences, providing high-quality goods and services, and responding to client complaints and concerns. (Thakur & Chatty, 2019)
The QCI CRM model highlights the significance of a customer approach, where businesses prioritise creating lasting connections with their clients by providing them with individualised and useful experiences. Businesses can engage customer interactions and experiences, resulting in higher customer retention, revenue, and loyalty, by concentrating on these four essential elements.

Analytical CRM Model to Samsung Company

To analyse customer data, Samsung, may implement a model for analytical Customer Relationship Management (CRM). To increase customer retention and loyalty, Samsung could develop targeted marketing campaigns and customised offers by collecting and analysing customer data, such as purchase history and demographics. Samsung would be able to predict customer needs and offer a more satisfying experience by using data mining techniques and predictive analytics to identify patterns and trends in customer behaviour. With this strategy, Samsung could raise customer satisfaction levels, boost sales, and gain a competitive edge in the electronics industry. (Walid, 2022)
The advantages of implementing an analytical CRM model at Samsung are numerous. With better customer understanding, targeted marketing initiatives, and more individualised offers, Samsung will be able to increase client satisfaction and loyalty. Predictive analytics can also assist Samsung in anticipating the wants and needs of its customers, which will increase sales and revenue. This strategy can also help Samsung stay ahead of market trends and automate some customer service procedures, giving them a competitive edge.
Although implementing an analytical CRM model can have advantages, there may also be negative effects. Data collection and analysis for customers can be expensive and time-consuming. There is also a chance of data breaches, legal problems, and a decline in customer confidence. The loss of the human touch in customer interactions that can result from relying too heavily on data analysis could have a negative effect on the customer experience. (Walid, 2022)

Apply QCI Model to Samsung Company

Samsung's CRM issue can be solved using the QCI model (Quality, Cost, and Interaction), which is another framework. To solve Samsung's CRM issue, the model can be used as follows:

Quality: At this point, Samsung should concentrate on giving its customers high-quality goods and services that satisfy their needs. This calls for Samsung to pay attention to the opinions and preferences of its clients and to take those into account when creating new products. Samsung may assess customer happiness and loyalty using quality measures like Net Promoter Score (NPS), and then utilise that information to improve its goods and services over time.

Cost: Under the QCI paradigm, the second stage is the cost. Samsung must now make sure that its goods and services are reasonably priced and provide customers with good value. Samsung may accomplish this by researching the pricing tactics of its rivals and modifying its own pricing accordingly. Samsung can analyse the profitability of its marketing and customer service initiatives and maximise those investments by using cost indicators like Customer Acquisition Cost (CAC) and Customer Lifetime Value (CLV).

Interaction: Samsung needs to concentrate on developing positive experiences with its customers across all touchpoints and channels at this moment. The best customer service and support, individualised advertising and promotions, and interaction with clients via social media and other channels are all ways that Samsung may do this. Samsung can analyse how simple interactions are for its consumers and enhance their overall experience by using interaction metrics like Customer Effort Score (CES).

Samsung can concentrate on offering premium goods and services at affordable prices while fostering positive experiences with its consumers across all touchpoints and channels by incorporating the QCI model into its CRM strategy. This can help Samsung stand out from its rivals, increase client satisfaction and loyalty, and eventually spur growth and financial success.

Recommendations

In the technology sector, Samsung is a leader on a global scale, and customer relationship management (CRM) is a key component of its business strategy. Samsung could concentrate on several important areas to enhance its CRM.
Samsung might make an investment in creating a strong customer database that gathers and evaluates data on customers from various touchpoints. With the help of this information, customised marketing campaigns, product recommendations, and customer service flaws could all be found.
 Samsung could improve its customer service procedures by adopting a more streamlined and integrated method for responding to queries and grievances from customers. Adopting cutting-edge tools like chatbots, virtual assistants, and AI-powered customer service platforms that can quickly address customer concerns and improve the overall customer experience could be one way to do this. By producing more interactive and interesting content that keeps viewers updated on new goods, features, and offers, Samsung could strengthen its channels of communication with its audience. Facebook, Instagram, and Twitter are a few examples of social media platforms that could be used to strengthen customer relationships and promote brand loyalty. (Martin, 2023)
Samsung could create a specific system for receiving customer feedback that would enable users to share their opinions about Samsung's goods and services. This feedback could be used to find areas that need improvement, learn more about what the customers want, and create products and services that are more focused on them.
Samsung could enhance its CRM by making investments in customer data analysis, applying cutting-edge customer service technologies, producing interesting content, and setting up a specific system for collecting customer feedback. These steps could strengthen Samsung's ties to its clients and raise its competitiveness in the world's technology market. (Martin, 2023)
Conclusion

During the module at the University of Wales (TSD), give to my life a huge positive impact, because I start to realize that a company that as huge success globally, it’s because they investigate all the solution to evolve with technology to keep update their software and increase potentially the business. Consumer will always try to stay update in the world with new software or anything that can keep him in the present and never stay behind the evolution of the planet.
Also, when I realize that, all this knowledge about this models can help me to trying differently for my own company, to be focused and analyse all the possibility and understand, using SWOT and PESTLE analysis what are the positive think I have in the company, but also helps to understand where I should improve to reduce a minimum the risk to fail or to be not capable top stay on top with big competitors.
In the end I’m very grateful to have the opportunity to learn this module and get the skills and knowledge to approach in the future the problem I will face during my journey to achieve my goals, and to stay always focused and keep in mind before to take any action, to analyse all the opportunity in different aspect, and summarize everything and decide with logical and accuracy the best solution to achieve my task that will bring me to success in the future.
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