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[bookmark: _Toc98890733]Introduction 
As a company, you may think of customer relations as the connection you have had with your customers. However, it goes well beyond that! The efforts you make to improve the client experience are referred to as "customer relations." The following are included within; It is important to know how consumers feel about your company as well as when a consumer has a problem, what measures do you take to resolve it in addition how do you handle consumer interactions. If you want a long-term connection with your clients, you need to maintain good customer relations. Because of this, customer relations need constant improvement in your client service. This constant reinvention is essential if you want to keep up with the shifting demands of your clients. Developing a long-term, mutually beneficial relationship is easier when you approach it from all angles. Furthermore, it is important to realize that client interactions are not just the responsibility of one person, rather the responsibility of all workers. As a result, in order to build solid client relationships, a company needs each employee to do their part in providing customer service (Khan, 2021).
According to a study by (PwC, 2021), 1 in 3 consumers would give up on an excellent firm with one unpleasant encounter, while 92 percent will fully quit it after two bad ones. As an added bonus, it is important to understand the subtle differences between customer service and customer interactions. Inquiring minds want to know how to provide excellent customer service; you must understand how to customize your goods and services to meet the specific needs of your clients and potential customers. Customer relations, on the other hand, is concerned with things like feedback from customers and their level of happiness. In addition, it has a significant impact on customer assistance. Loyalty is yet another important aspect of consumer interactions (that is, how frequently your customers allow you to serve them) (PwC, 2021).
[bookmark: _Toc98890734]Emerging Themes and Theories 
For more than a century, Samsung has worked tirelessly to improve the world via a wide range of enterprises, including semiconductors, skyscrapers and plants, petrochemicals and apparel as well as the pharmaceutical, medical, financial and hotel industries. Our flagship company, Samsung Electronics, is indeed a global market leader in high-tech electronics manufacturing and digital media. In order to better serve current customers and guide product development, Samsung has integrated product registrations into its manufacturer websites for the first time. Samsung's greatest assets are its innovative goods and services, its reliable staff, and its commitment to corporate responsibility and global citizenship, as well as its ability to work together with both our business partners and our customers. Innovative products and services from Samsung are changing the world. For Samsung, maintaining Customer Relationship Management (CRM) is all about building and maintaining strong business partnerships (Khan, 2021).
[bookmark: _Toc98890735]Samsung has trouble in the CRM field:
· Customer profiling is lacking.
· Fewer opportunities to interact with the end-user
· Absence of involvement in the site's activities.
· Non-targeting of any demographics
In terms of customer relationship management, Samsung has the following goals; Improve their understanding of their clients by developing personal connections and collecting profile data. People should be able to sign up for an account in a matter of seconds. Increase the number of people using the website (Khan, 2021).
[bookmark: _Toc98890736]Samsung's approach to customer relationship management (CRM)
The first step in attaining these goals was to make it simpler for consumers to create or access an account. It was decided to employ social login, which permits users to register or log in using an existing identity, for instance Google, Yahoo, Facebook etc. Visitors to the Samsung website confirmed very quickly that they prefer social login in order to avoid having to remember yet another username/password combination. Using a social identity gives Samsung vital information on the people who use it. It is common for social profile data to be the most comprehensive, accurate, as well as the most full and dependable data accessible. Using social profile data and other relevant data and analytics, a 360-degree perspective of consumers may be constructed to better understand their motivations and success. When it came to creating or logging into their accounts, clients that opted for social login were more valuable: Email opens, links clicked, and product reviews are more frequent among those who have logged in through social media than among those who have not. Samsung has accomplished the following: Make the process of creating an account go faster. Improve consumer insight by gaining access to and making use of data from social media profiles (Seung Joo Lee, 2004).
Customers that prefer using social login to sign in to your website and email should be targeted. As the cornerstone for new integrated marketing efforts throughout the world aimed at enhancing customer service and raising brand recognition, Samsung Electronics has deployed a CRM system from SAP. SAMSUNG is integrating mySAP CRM capabilities with SAP business systems in order to better customer conversation and more precisely identify its target demographic for marketing campaigns. Samsung's CRM system has demonstrated the importance of removing duplicate data, the quick evolution of sales monitoring and marketing, the ease with which reports can be generated and other capabilities such as segmentation analysis (Seung Joo Lee, 2004).
[bookmark: _Toc98890737]Highlighting Smartphone Industry
The Global Smartphone Market is estimated to expand by 4 percent over the forecast period (2022-2027). Factors such as increased disposable income, improvement of telecom infrastructure, the appearance of budget-centric smartphones, and an increasing number of product releases are contributing to the growth of the smartphone industry in Asian nations. The smartphone business has been continually increasing and rising, both in terms of market size and models. Globally, by 2021, 40 percent of the world's population is anticipated to possess a smartphone. As per Ericsson, the number of smartphone subscribers globally tops six billion and is likely to expand by many hundred million in the next few years more. China, India, as well as United States are the nations with the biggest number of smartphone users (Constantinescu, 2013).
The Covid-19 epidemic has significantly disturbed the equilibrium between supply and demand in the mobile market. Since China is the global production hub for most of these gadgets and components, and with statewide lockout, the smartphone manufacturing industry has been severely effected by delayed shipments and impaired development of next-generation goods. Also, the nation has observed being shut off from suppliers, labor, and logistical networks. Moreover, consumer demand for cellphones, particularly in the premium category, has suffered a fall due to the propensity of consumers to cut down on luxury spending & concentrate on fundamentals due to the epidemic (Constantinescu, 2013).
According to the Consumer Technology Sales and Forecast research, which was done by the Consumer Technology Association (CTA), the income produced by smartphones was estimated at USD 77.5 billion in 2019, correspondingly. Due to the pandemic, CTA predicted sales to reach USD 71 billion, a drop of 6 percent year-over-year. However, CTA forecasts the smartphone sector to bounce back in 2021, producing approximately USD 78 billion in sales. Xiaomi, which overcame Samsung to assume a commanding perch in Indian smartphone sales in the recent past, claims to currently have seven production sites in the nation. Xiaomi India says that 99 percent of the phones that it sells in the nation are locally produced. Limited amounts of gadgets have also been sent to Bangladesh and Nepal. Sales of smartphones increased in 2021 due to a combination of factors, including a more positive consumer attitude, more learning opportunities, and the ability to work from home. Customers decided to spend on non-essential items as the pandemic situation improved in many parts of the world and markets reopened. Since demand and supply cannot be balanced, a rise in the worldwide average price of smartphones may result from the current global semiconductor shortage (Constantinescu, 2013).
[bookmark: _Toc98890738]Customer Experience
During the course of a business-to-customer relationship, the term "customer experience" refers to the interactions that take place between the two parties. Interactions with customers might involve raising their awareness, advocating, attracting, cultivating, and purchasing products and services. These interactions. Individuals' perceptions of touch points may also be used to gauge this. The primary emphasis of this research is on Samsung's mobile devices. Samsung's approach to customer service will be scrutinized. In reality, Samsung is a major player in the global smartphone market. There has been a broad array of phone models and designs since the debut of the first mobile phones in 1983. In order to rise above their rivals in the mobile phone industry, all manufacturers, including Samsung, must adopt strategies. The importance of a positive client experience cannot be overstated when starting a business. This research, on the other hand, focuses on Samsung mobile's CX strategy and the company's stated goals for providing useful experiences to its UK customers (mordorintelligence, 2021).
[bookmark: _Toc98890739]Understanding the significance of the "Customer Experience"
Personal experiences of consumers have arisen as a crucial marketing aspect, with the goal being to create memorable experiences for customers that they will talk about for a long time. CX is a novel idea that has piqued the interest of a wide range of businesses, both large and small. Many businesses use this method to produce exceptional consumer value, while simultaneously gaining distinctiveness and a long-term edge over their rivals.
It is a novel notion in both practise and theory, which has attracted a lot of attention in the last few months. Brands use it as a strategic approach to develop comprehensive customer value, differentiate themselves, and gain a long-term edge in the market. So many definitions of customer experience (CX) exist, among them: Interactions between consumers who are delighting in the experience are at the heart of CX, which may be considered holistic, social, and sensory. Since customer satisfaction is indeed one of the key objectives, many marketing concepts and tactics are examined in detail. In order to get real value from client experiences, companies must look at them from a long-term perspective. In this manner, digital, physical, as well as social factors will be integrated. The merger of business-to-customer and business-to-business marketplaces might be problematic if it does not occur.
[bookmark: _Toc98890740]In the case of Samsung mobile phones: the significance of CX:
Customer experience (CX) is crucial for Samsung mobile phones since it might be the decisive factor in their success in the UK. As a result, it examines their customers' behavior and pleasure, along with their brand's relationship with them. Samsung is proud to say that customer experience (CX) is the cornerstone to its achievement in the UK telecom market. Maintaining a strong brand image, as well as excellent customer connections, has been the key to their long-term success. By listening to their consumers, Samsung mobile has just been able to improve each new model in order to meet the needs of its customers. (Khan, 2021)
[bookmark: _Toc98890741]The process of creating a consumer persona
You may utilize the information gathered through user research and web analytics to create an accurate representation of your target market's persona, which is also known as the "buyer's persona". Consumer personas play an important part in creating a successful customer experience strategy. In order to better understand the behavior of consumers in different acquisition phases including user stages inside functional behavior, CX strategy has been greatly aided by the use of consumer personas. Helping consumers on their journey (CX) has become an increasingly important aspect of the modern customer experience. The employment of personas is a fantastic way to better explain and grasp many stages of sustainable consumer behavior, including the product purchase or service, usage, as well as discarding. An effective customer persona assists a brand customers to better interact with this brand throughout the course of a customer's whole lifecycle with the business. To better understand the many paths that consumers take, a persona should be created for each of them (Martin Kenney, 2011).
[bookmark: _Toc98890742]Part B 
[bookmark: _Toc98890743]Literature Review
Users and customers have never been attached to a particular brand of technology; they always want the finest. Technology companies have had to manufacture new products swiftly to fulfil client demand in this circumstance, and Samsung has done so consistently for many years. Customers now associate Samsung with quality and dependability because of its high-end smartphones. In order to get an advantage over its rivals, Samsung likewise employs price-skimmers. One of the most effective strategies ever devised was Samsung's marketing strategy, which allowed a budget-driven company to transform into one that produces energy (mordorintelligence, 2021).
In order to keep their prices competitive with other manufacturers, this corporation constantly maintains a price lower than Apple's. As a result of the way Samsung's products have performed over the previous several years, consumers have a high degree of confidence in Samsung products. There were no issues with Samsung's brand. There are several ways in which the firm may be found on the market. It relies on the concept of channel marketing, which is divided into three parts. The most exciting aspect about Samsung is its distribution system. When it comes to distribution, Samsung relies on a single distributor in many cities. Samsung is a firm that focuses on recruiting customers via advertising, but it also employs aggressive tactics to get products through the sales pipeline and into the hands of customers. These are Samsung's current marketing techniques for enhancing its market edge and luring new clients (Teece, 1997).
Combination of marketing and communication strategies; Advertising and sales promotion are under the umbrella of direct marketing, events, personal selling, and other types of events and activities that make up the marketing communication mix. This section of the assignment focuses on the marketing communication mix. Advertising for media and print, behavior and experiences, sales promotions and public affiliations are all part of Samsung's marketing communication mix. Viral marketing is also heavily used by the organization as an effective advertising strategy. As a marketing strategy, the company employs more sales promotions than most of its competitors. In order to participate in the Samsung Rewards programme, customers must make purchases that are eligible for a particular number of points (Cusumano, 2010).
Using the points, you may choose from a wide variety of prizes, including gift cards and Samsung products. Samsung Retail Stores aim to attract customers and effectively exhibit merchandise using eye-catching display displays. Samsung gives out free gadgets on certain occasions and when you make a purchase. As a result, it has perfected the skill of attracting new customers via the proper use of marketing communication tactics, such as creative advertising campaigns and creative advertising concepts. An relationship with another well-known and well-known organization is a means to boost the company's brand name and value, as well as to convey the company's most cutting-edge technology. The company's marketing mix initiatives are now lagging behind in providing a decent client experience. Consumers are limited in their options when it comes to learning about items that are not manufactured by Samsung. While the company has not set up specific retail locations for its products, it does rely on resellers to offer a higher level of customer support and encourages people to give them a try (Cusumano, 2010).
Assessment of customer behavior in relation to the present marketing strategy of the company: Firms aiming to take the lead in the market are focused on building successful brands. For a company's branding to improve, it is essential to have a strong brand. When consumers interact with a firm, they have a direct and indirect impact on its value. In 2009, Samsung was rated 19th in the world's best-known brands by Forbes.com. Samsung's brand value increased by 11% over the previous year, as shown by this year's worldwide branding cross-brand annual report. Because to Samsung's approach of creating marketing strategies for specific regions and boosting brand awareness, supported by Samsung at Olympic Games and other events, this feat has been achieved (Cusumano, 2010).
According to the results of the previous evaluation, the feasibility of purchasing a smart phone was favorable. In addition, it can be concluded that Samsung's present marketing approaches are well-aligned with this customer's behavior. Customer loyalty increases as a result of a company's ability to deliver value to its consumers. Samsung has always taken this stance, and as a result, it has a significant impact on client preferences. Online ticket purchasing through a mobile application has never been easier, thanks to the company's thoughtful development of the software. Since of this, people are drawn to Samsung's smart phone because the business has created a wide range of applications (Teece, 1997).
For the most part, Samsung has focused on and created new features for its line of mobile phones. The firm strives to supply its consumers with the most up-to-date items possible. This is because past studies show that more than half of buyers purchase a smartphone after learning about the device's specifications have been disclosed to them. Because of this, people who look at features before purchasing a smart phone will be drawn to and influenced by Samsung's goods. Furthermore, Samsung's marketing staff receives product input from consumers and tries to improve its product features as a result. Samsung, like Apple, is recognized for producing long-lasting smartphones. In addition, the firm is well-known for its line of water-resistant mobile phones (Martin Kenney, 2011).
Customers are always more likely to purchase Samsung items when they have these qualities. When it comes to making its mobile phones, Samsung employs cutting-edge materials like Gorilla glass 6, which is well-known for its strength and long-term use (Shankar et al., 2016). Most consumers are drawn to Samsung's phone because of these factors. More than 70% of clients, according to a recent poll, purchased a phone specifically for internet access. Thus, in this scenario, Samsung supplies all of the internet-related services that customers need, and thus, the alignment of their behavior is evident. Potential clients are naturally drawn to the firm because of its strong brand image. As a result of Samsung's constant usage of social media, social media has a bigger impact on the company's marketing. The firm has also gained a large number of new clients as a result of this social media platform (Constantinescu, 2013).
A successful and productive marketing strategy is vital for a company's profitability and sales consistency in order to increase organizational profitability tremendously. It has thus been shown that Samsung may increase its marketing efficiency and sales consistency by using the following three complete tactics in the following section. Here are a few possible approaches: In order to promote certain mobile devices and increase marketing efficiency, efficient promotional strategies must be used. Mobile-targeting campaigns may be launched using Google Adword. Companies may utilize this platform for advertising on certain mobile platforms and applications. Additionally, CPC for mobile clients is rising in comparison to desktop customers. Consider the following characteristics of effective advertising and take action as necessary for the firm. In this regard, the following are some practical ways that will greatly enhance the company's marketing and promotional efforts (Khan, 2021).
The organization should do market research to learn about the wants and needs of its customers. Investigate the source of consumer traffic in order to learn more about it. For example, if the majority of customer traffic comes from Android users, then the objective should be to target the Android user. Make your mobile website more user-friendly by using lightweight videos, audios, text, and images. To fix the mobile version of websites, make sure that navigation is optimized to increase the efficiency of advertising. Provide items that meet the needs of the consumer and continually enhance their quality. To promote a product or service via social media platforms like YouTube, Facebook, and others (Khan, 2021).
According to consumer input, the corporation should analyze and enhance the quality of the products it is delivering to customers. In order to take advantage of differentiation possibilities, a corporation must evaluate the perceptions of quality, significance, features and functions of its goods. There is less emphasis on product strategy and more on service and pricing competition in the majority of businesses today. Because of this, Samsung has the opportunity to take advantage and significantly enhance its products' durability and efficiency as well as its client loyalty. The product strategy may be fine-tuned to meet the perceived needs of a certain market segment, and quality, price, features, and functionalities can all be combined (Seung Joo Lee, 2004).
As a result, the firm will be able to serve its clients with a wide variety of high-quality goods and services. Customer loyalty and support will skyrocket as a result of this approach to marketing. When an effective product strategy is put in place, it may help the company quickly expand its client base and improve its sales performance in the face of rising product demand (Cusumano, 2010).
[bookmark: _Toc98890744]Conclusion
Consider the Changes That Are Happening Now; the corporation must keep an eye out for changes in the business and the industry and try to identify trends that might lead to new marketing opportunities before the competition does. First, the market leader in a sector frequently has a firm that is first to recognize and respond to a new trend. When it comes to this, Samsung has to keep an eye on the shifting market trends in order to keep up with its competitors. The Internet may be used to the advantage of the company. In addition, utilize it to lure new customers that the firm could not reach off-line, as well as catch competitors who hadn't yet realized the website's financial potential. However, to take advantage of a new and emerging trend, the corporation should avoid making major changes in the way it runs its business at once. Instead, something new must be introduced to meet the needs of the business. Customers who are unwilling or unable to change with the times will find it insignificant. You may rely on our online marketing assignment help professionals from the leading colleges in the world to assist you with your Samsung marketing strategy assignments.


[bookmark: _Toc98890745]Part 2
[bookmark: _Toc98890746]Speech
[bookmark: _Toc98890747]CX Offers Improvement
Personal experiences of consumers have arisen as a crucial marketing aspect, with the goal being to create memorable experiences for customers that they will talk about for a long time. CX is a novel idea that has piqued the interest of a wide range of businesses, both large and small. Many businesses use this method to produce exceptional consumer value, while simultaneously gaining distinctiveness and a long-term edge over their rivals.
[bookmark: _Toc98890748]Samsung makes customer value
It is a novel notion in both practice and theory, which has attracted a lot of attention in the last few months. Brands use it as a strategic approach to develop comprehensive customer value, differentiate themselves, and gain a long-term edge in the market. So many definitions of customer experience (CX) exist, among them: Interactions between consumers who are delighting in the experience are at the heart of CX, which may be considered holistic, social, and sensory. Since customer satisfaction is indeed one of the key objectives, many marketing concepts and tactics are examined in detail. In order to get real value from client experiences, companies must look at them from a long-term perspective. In this manner, digital, physical, as well as social factors will be integrated. The merger of business-to-customer and business-to-business marketplaces might be problematic if it does not occur.
[bookmark: _Toc98890749]Combination of marketing & communication strategies
Advertising and sales promotion are under the umbrella of direct marketing, events, personal selling, and other types of events and activities that make up the marketing communication mix. This section of the assignment focuses on the marketing communication mix. Advertising for media and print, behavior and experiences, sales promotions and public affiliations are all part of Samsung's marketing communication mix. Viral marketing is also heavily used by the organization as an effective advertising strategy. As a marketing strategy, the company employs more sales promotions than most of its competitors. In order to participate in the Samsung Rewards programme, customers must make purchases that are eligible for a particular number of points.
[bookmark: _Toc98890750]It Gives New Features
For the most part, Samsung has focused on and created new features for its line of mobile phones. The firm strives to supply its consumers with the most up-to-date items possible. This is because past studies show that more than half of buyers purchase a smartphone after learning about the device's specifications have been disclosed to them. Because of this, people who look at features before purchasing a smart phone will be drawn to and influenced by Samsung's goods. Furthermore, Samsung's marketing staff receives product input from consumers and tries to improve its product features as a result. Samsung, like Apple, is recognized for producing long-lasting smartphones. In addition, the firm is well-known for its line of water-resistant mobile phones.
[bookmark: _Toc98890751]Samsung Items Lover
Customers are always more likely to purchase Samsung items when they have these qualities. When it comes to making its mobile phones, Samsung employs cutting-edge materials like Gorilla glass 6, which is well-known for its strength and long-term use (Shankar et al., 2016). Most consumers are drawn to Samsung's phone because of these factors. More than 70% of clients, according to a recent poll, purchased a phone specifically for internet access. Thus, in this scenario, Samsung supplies all of the internet-related services that customers need, and thus, the alignment of their behavior is evident. Potential clients are naturally drawn to the firm because of its strong brand image. As a result of Samsung's constant usage of social media, social media has a bigger impact on the company's marketing. The firm has also gained a large number of new clients as a result of this social media platform.
[bookmark: _Toc98890752]Consistency
A successful and productive marketing strategy is vital for a company's profitability and sales consistency in order to increase organizational profitability tremendously. It has thus been shown that Samsung may increase its marketing efficiency and sales consistency by using the following three complete tactics in the following section. 

[bookmark: _Toc98890753]Approaches
Here are a few possible approaches: In order to promote certain mobile devices and increase marketing efficiency, efficient promotional strategies must be used. Mobile-targeting campaigns may be launched using Google Adword. Companies may utilize this platform for advertising on certain mobile platforms and applications. Additionally, CPC for mobile clients is rising in comparison to desktop customers. Consider the following characteristics of effective advertising and take action as necessary for the firm. In this regard, the following are some practical ways that will greatly enhance the company's marketing and promotional efforts.
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