
STRATEGIC ASSIGNMENT
ON
SAMSUNG TELECOMMUNICATIONS




SUBMITTED BY – URVASHI KHATR I(1602162)
SUBMITTED TO - DR. STEVE SOMMERVILLE



CONTENTS
Introduction……………………………………………………………………3
Background analysis…………………………………………………………..4
Industry analysis………………………………………………………………5
Key success factors……………………………………………………………8
Internal analysis
         Financial analysis……………………………………………………….10
         Value chain analysis…………………………………………………….13
          Resources and competence analysis……………………………………15
External analysis………………………………………………………………18
Strategies to sustain……………………………………………………………21
Conclusion and recommendation……………………………………………..25
References…………………………………………………………………….26









INTRODUCTION
In today's time, electronic industry is versatile and competitive business and Samsung electronics is one of the major electronic multinational organizations in the world and Samsung is one of the most reputed brands in Smartphone industry. A smartphone industry brings to its customers the latest technologies possible that people are looking for and usually at an affordable price. Due to ever-changing demands of their customers, the Smartphone companies must keep themselves updated about the various technological features that are going on being updated every single day in the market according to the needs and technological advancements of people.  
When the company was established around 1969-87, its products were mainly electronics devices such as TV, calculator, refrigerator, air conditioner and washing machine. It was in 1988-95 when the company launched its first mobile phone; however, the company could not compete with Motorola which controlled 60% of the market share. It was in 1996 when company made a breakthrough in technology particularly in field of memory chip and in 2005 Samsung developed worlds first 8 Gb NAND memory and supplied to apple and became main supplier of apple company, in the same year it also surpassed its main rival of that time ‘Sony' and in 2007 it overtook Motorola and became one of the largest mobile phone producers. With its huge expansion in India and china company achieved its record earning in the third quarter of 2013, boosted by memory chip selling. 
At present, the human resource, marketing manufacture, technology, and design department are becoming more and more important competitive resources than ever before. Using all these resources effectively Samsung has proved itself as one of the leading global company. The company which was once known for its home appliances is now succeeding infotainment business company consisting of telecommunication, information, audio, and video. For customers convince Samsung has 3 business divisions customer electronics, device solutions, IT and mobile communications. By the end of 2016 Samsung Electronics Company has successfully maintained 220 worldwide operation hubs- which includes sub-subsidiaries, sales subsidiaries, design centers, R, and D centers with its running 15 regional head offices in Korea, North America, Europe, south-east Asia, Africa and other parts of the world.  


BACKGROUND OF THE COMPANY
Company's headquarters are in South Korea where it was originated in 1969, whereas now Samsung electronics has its network in 88 different countries with 370,000 employees all around the world. The company has been the major manufacturers of electronic devices such as hard drive, semiconductor and flash memory; most recently Samsung electronics has diversified in consumer electronics and has become one of the biggest mobile and smartphones producer around the globe with its recent most popular Samsung Galaxy, tablet computers and Samsung note. 
Samsung means ‘three stars’ or ‘tristar' in Korean, which hints us about the background of Samsung Group under two divisions namely Samsung Heavy Industries and Samsung Engineering and construction. It has impressed a trillion of customers through its different innovative technologies and features. Presently it stands as Asia's one of the most valuable electronics companies. They have given people many features like user-friendly and simple interface, Good Display size and internal memory, camera facilities, battery life etc.
Every company needs to update itself because today what is new, tomorrow it might be outdated, and people are in constant search of the most recent and best innovations. Samsung uses the money for this purpose (Lee and Hsu, 2015).
One of the chief factors that Samsung had to fight for like every smartphone company has brand loyalty. When a company launches its new product into the market, it takes a lot of time to get stable and earns peoples trust. Once it has been able to do so, it has no more problems (Caplan and Lawson, 2016). However, it must smartly deal with these times, through its various features and self-confidence. Samsung also had to pass through this stage. They were the first introduce the galaxy models with android systems in our market and before this person were completely new to this system. Unlike Apple, it sells the wide range of smartphones in different variations for almost all range of people to afford. This had made it more popular over others. 



INDUSTRY ANALYSIS
This report is going to focus on the U.S. smartphone industry; the smartphone industry consists of all the companies that manufacture and sales smartphone to the customers. The industry is the fast-paced industries with massive competitors and they are constantly updating their products to meet customers’ requirement (Caplan and Lawson, 2016). The smartphone industry is quickly characterized by the design, evolving technology, short product life cycle, rapid imitation and aggressive pricing.
[image: ]
From the analysis of above graph, it has been depicted clearly that almost 30% of total market share is captured by smartphone industry and rest 70% is captured by featured phone. 
[image: ]
This pie charge is depicting that Samsung has captured 29% of total smartphone industry in the USA and mostly, the market is captured by Apple. Rest of market is occupied by LG, Motorola, and HTC.
Apart from capturing a huge portion of the Total market share, Smartphone industry is facing continuous problems like Short product lifecycles, continuous advancement of technology, reduced numbers of users, the threat of substitutions, barriers to new entry due to lack of fund and limitation (Cecere and Battaglia, 2015). Competition is stiff and brand loyalty is high; customers in the US hardly believe in other smartphones rather than Apple.  To combat the rapid technological changes, companies like Samsung needs to focus on innovation and research and development. Samsung must conduct a survey in order to predict demand and want of the consumers. 
To retain the position of the organization in the smartphone industry, Samsung recently began to concentrate on the green technology and digital market for differentiating the products (Kwon and Miceli, 2016). Samsung launches a phone with unique features like creating own fitness tracker for constantly tracking health condition, calories burned off, activity duration and walking distance. This is beneficial for the customers, who are looking for best from Samsung. 
[image: ]
This statistic displays the market share of leading smartphone models in 2017. Apple accounted for 8.1% of smartphone sales and Samsung is just after that. However, as per Kantar Worldpanel, Samsung is the top smartphone sellers and with the help of Galaxy S8, Samsung retakes the market position of Apple but comScore states that Apple maintains its topmost position. Samsung again has larger market share than Apple and regains the top sell spot at the end of May 17. 








DEFINING THE KEY SUCCESS FACTORS
Samsung electronics maintained their position in 2016 by providing an enriched used experiment and smarter product capabilities thereby solidifying their market leadership.Along with high priced premium smartphone models, their mid/low priced products gave positive customer feedback broadening their market across the globe.  
Other than brand value, position, and image the next major step is customer perspective of Samsung. It produces products which are eco-friendly for example its blue earth phone is equipped with a solar panel which increased its market share from 4th to 2nd position. Not only in technology, Samsung satisfies its customers by producing latest models which are more reliable and of better design and can also be used as fashion accessories. 
With its custom satisfaction, the company has overcome its competitors like Nokia, Sony, and other Chinese companies. In this year Samsung came up with new brand slogan "turn on tomorrow" to chase a better future. This new slogan was shown to every customer to improve Samsungs electronics new brands strategy. The sustainability of Samsung electronics is also attributed to specific critical success factors (CSF) that leverages the market growth opportunities for the organization in the competitive industry market of business operations. The detailed analysis of the critical success factors have been analyzed in details as below;
1. Samsung has high research and development capabilities, which help in introduction and development of innovative and creative products and services categories. Considering the ability of high research and development, it is also possible for the organization of Samsung Electronics, to use the availability of the digital technologies for the development of products and services that can help the organization in catering to the changing customer needs in the digital age. This, in turn, can add to the highly competitive advantage of Samsung Electronics in the respective industry of their business operations and activities. The use of digital technology also helps the organization in highly detailed and in-depth product lines that have game-changing innovation and creativity. This helps the organization to effectively respond to the growing competition in the respective industry market and achieves a high business sustainability and growth (Barney, 2014).

1. The well differentiated and advanced marketing and promotional or branding campaigns also adds to the competitive advantage of Samsung Electronics in the respective industry market. The higher levels of innovations and creativity in marketing and promotions help the organization in the generation of high market recognition and reputation among the customer or buyers resulting in a highly competitive advantage for the respective organization. In this regards, the high brand image or recognition adds to the improved or enhanced the competitive advantage of the organization of Samsung Electronics in the respective industry market where it operates the business.
1. The critical success factors of Samsung Electronics is also attributed towards the availability of high and proper distribution networks and channels which helps the organization in making their services and products widely available across the markets. In addition, the use of technology also helps Samsung Electronics in improving the efficiency of their distribution networks resulting in better competitive advantage in the respective market (Peteraf,  2014)













INTERNAL ANALYSIS
FINANCIAL ANALYSIS

1. Liquidity ratios
Current ratio= Current assets/ current liabilities
Both the current assets and current liabilities have increased in 2016 as compared to 2015 but the current assets have risen more than the current liabilities thus Samsung has shown an improvement in the current ratio from the  last financial year
	Current Ratio = Current Assets / Current Liabilities

	 
	2016
	2015

	Current Assets (in $ million)
	121,939,593
	107,614,287

	Current Liabilities (in $ million)
	47,165,446
	43,543,216

	Current ratio 
	2.58
	2.47




2. Profitability ratios
Samsung has shown an improvement in the return on assets from the last financial year with a significant increase in both net income and total assets which is an indicator of strong financial position for the firm
	Return on assets= Net Income/ Total Assets

	 
	2016
	2015

	Net income (in $ million)
	1,95,94,260
	1,64,33,508

	Total assets (in $ million)
	22,60,44,667
	20,88,05,303

	Return on assets
	8.66%
	7.87%





3. Efficiency ratios
Average total assets= (opening assets+ closing assets)/2
For 2016 
Opening total assets=208,805,303
Closing total assets=226,044,667
Average total assets for 2016=217424985
For 2015
Opening total assets=20515114
Closing total assets=208,805,303
Average total assets for 2015=229320417
	Assets Turnover Ratio=Net Sales/Average Total Assets

	 
	2016
	2015

	Net sales(in $ million)
	17,40,47,940

	17,30,01,874


	Average total assets(in $ million)
	217424985

	229320417


	Assets turnover ratio
	0.80
	.75




Asset turnover ratio shows profitably a business firm utilizes its assets in order to generate profits. Higher ratio means there is over-trading and lower ratio means that funds are lying idly.
The assets turnover for Samsung is neither high nor low which is an indicator of a good position.

4. Gearing ratio

A company with gearing ratio of 50% and more is considered to be highly geared.
The gearing ratio of the company is nearly 66% as compared to 65% in the previous year. This means there has not been a substantial increase in the long term debts.


	Gearing ratio= long term loan/long term loan+ share capital * 100


	 
	2016
	2015

	Long term loan(in $ million)
	32507992
	28878113

	Share capital(in $ million)
	1,66,37,122
	1,54,38,397

	Share capital+long term loan(in $ million)
	4,91,45,114
	4,43,16,510

	Gearing ratio
	66.14%
	65.16%



5. Investor ratio
With the owner’ equity being same in the two years, the ROE has increased by 5% due to increase in net profits for the company. This would boost confidence of shareholders in the company.
	
Return on Equity = Profit after Tax / Owners Equity x 100%


	 
	2016
	2015

	Profit after Tax(in $ million)
	1,95,94,260
	1,64,33,508

	Owners Equity(in $ million)
	6,70,826
	6,70,826

	Return on Equity
	29.20%
	24.44%



VALUE CHAIN ANALYSIS
Value chain analysis of Samsung is the analytical framework that helps in identifying the business activities for creating competitive advantages and value for a global electronics company.
Inbound logistics: Globally Samsung has 597 suppliers and company’s supply chain includes over 2700 suppliers in various industries all over the world. Majority of suppliers of Samsung are based in Asia and this followed by Americas and Europe. In order to control Inbound Logistics of the firm effectively, Samsung has logistics firm as its subsidiaries. Inbound logistics of the company is basically for storing and receiving raw materials. Creating a strategic relationship with the suppliers is the source of creating value for the multinational electronics companies (Lee and Hsu, 2015). In order to maintain a strong relationship with the supplier, the company has brought changes in its payment cycle from twice to four times in a month. Besides, early payment around the traditional holiday season of Korea for maintains a good relationship.
Samsung operations:
Samsung Electronics is a global company, which operates in 38 production bases in 17 countries.90% products of the company is producing in-house and operation of Samsung is divided into three key divisions such as
1. Consumer Electronics
1. IT & Mobile Communications and
1. Device Solutions
Samsung Electronics has 199 operation hubs across the world including sales subsidiaries, research centers, manufacturing subsidiaries, design centers and regional offices. Major sources of value in Samsung Operations are the use of sophisticated operations systems and advanced technologies. In case of its business operation, the company relies on Six Sigma methodology.



Outbound logistics
Apple is predominantly acknowledged as introducing smartphones but Samsung, for providing healthy competition to Apple, exceptionally launches its own products.  Effective outbound logistic plays a pivotal role for Samsung for delivering updates regarding products to its customers timely (Jung, 2014). Samsung Electronic Logitech facilitates a comprehensive range of logistic operations on behalf of Samsung. For creating value for outbound logistic of Samsung Electronics, effective integration of information and communication technologies are necessary. 
Samsung Marketing and Sales:  Marketing and sales are primary activities with the aim of channeling the attention of customers to perceive competitive advantages. From the marketing budget of Samsung in 2016, it has been understood that total amount was USD 10.2 billion;  in which USD 3.9 billion is spent for advertisements expenses, which is 15% higher than 2015. An effective appeal to the customer on an emotional level is one of the major sources for creating value. Samsung’s commercial series states that “Do What You Cant’s” is for encouraging the members of target customers.
Samsung service: Samsung strives to deliver customers service to its highest standards by conducting customers’ satisfaction surveys. 
Support activities: Samsung focuses on correcting infrastructure for new employees gained through acquisitions. Additionally, the company focuses on building strong HRM system for existing and new employees. 
Value Chain Framework has its shortcomings because it is not able to portray value-adding activities that Samsung is currently performing. Even in the mobile market, Samsung creates value. The company has engraved its marketing position through human resources and branding.





RESOURCES AND COMPETENCE ANALYSIS
The emergence of digital technology has made some significant changes and alterations in global industrial markets. Now consider the example of the organization of Samsung Electronics, the use and implementation of the digital technologies is seen to be integrated highly within their business processes and activities to substantially higher levels. Technological changes have changed the perceptions in which the organization interacts with their customers, and has majorly leveraged the efficiency of the organizations in the context of marketing and promotions. With the introduction of the digital marketing channels organizations such as Samsung Electronics has achieved a greater opportunity in improving their branding and promotional activities that help in obtaining of a higher market reach and better branding facilities (McKelvey, 2016). In addition the digital technologies when integrated within the context of the business processes have also benefitted Samsung Electronics to a high level. Through digital technologies it is possible for the business to improve their operational processes, fostering of high products and services innovation and better management of the overall inventories and distributions. Thus digital technologies can be said to be offering higher business growth and development opportunities to the organization of Samsung Electronics. However, there are some specific challenges faced by the organization of Samsung Electronics in the integration of the digital technologies in their business. These specific challenges have been discussed briefly as follows:
One of the core challenges faced by the organization, during the integration of digital technologies is obtaining of the proper human resources. The successful implementation and integration of digital technologies require the organization of Samsung Electronics to acquire a strongly skilled and knowledgeable workforce having high proficiencies in using digital technology. Considering the saturation of the labor market the obtaining of a proper workforce is difficult and requires the implementation of proper strategies. In addition, there is also a requirement for Samsung Electronics in training and developing their workforce for adapting to the digital technologies which are time-consuming processes with additional financial investments. Explaining in further details the need for higher financial investments is also among the core challenges that can be faced by the organization of Samsung Electronics during implementation and integration of the digital technology in their business processes. There is a significant amount of costs and expenses associated with the integration of digital technology which makes it essential for the organization of Samsung Electronics in obtaining the required financial capabilities and resources for better technology implementation (Rogers, 2016). In addition to these, there is also an issue of security with the use of digital technologies. The integration of digital technologies can put the company information and data at high risks of getting defamed which in turn makes it necessary for the respective organization in the implementation of correct and proper security measures and approaches.
[bookmark: _Toc503484613]Core Competencies of Samsung Electronics in the Digital Age of Business
The distinct capabilities of an organization which makes a company differentiated from other companies are referred to as the ‘core competencies' of the organization. The core competencies of the company help in increasing the performance of the company and outperforming the competitors in an efficient manner. Some of the invariably efficient core competencies of Samsung Electronics which has helped the company to survive in the market for such a long period and acquire a good position in the electronics industry are as follows:
· Organizational structure: the company started off implementing hierarchical organizational structure. This meant that there was numerous level of management between the top level management and the lower level employees. The power to take decisions lied in the hands of the top level management and the employees were not even consulted before taking the decision. The decisions were made by the top level management like the chairman and the board of directors and directly imposed on the employees. The company realized that the number of demotivated employees increased along with huge turnover. Later on, the company replaced the hierarchical structure with the flat organizational structure to improve the conditions within the company. The levels of the top level management and the lower level employees are limited in flat structure. The employees are motivated by the managers and they are also encouraged to take part in the decision making process. This makes the employees feel that they are valued within the organization and they work with more and more effort s to achieve the aims and objectives of the organization efficiently. This helps in reducing employee turnover and hence helps in retaining the good, talented and experienced employees in the company for a long period of time.
· Organizational culture: Samsung offers a good working environment to the employees so that they appreciate the work culture and do not look for better opportunities to grow in their career ladder. The company also offers an appropriate salary to the employees along with other benefits to keep them highly satisfied. The managers share ideas and solutions with the employees so that they are able to accomplish the objectives efficiently.
· Leadership: The leaders of the organization adopt transformational leadership style in order to keep the employees highly motivated and satisfied within the organization. Transformational leadership style is the opposite of autocratic leadership style. Autocratic leaders command or direct the employees to achieve the goals or tasks given to them but do not help them to achieve the goals. The managers or leaders of Samsung ensure that they guide the employees rather than directing them to achieve the goals. This helps in increasing the level of confidence of the employees and respects the leaders. The motivated employees work with more and more efforts as guided by the leaders to achieve the desired results. The employees feel that they are respected and valued within the organization and hence start working with more efforts thereby increasing their overall performance. 
· Innovation: Samsung is one of the most creative and innovative companies operating within the technological industry. With the process of innovation and creativity, the company is able to deliver innovative products and services to the customers who help in fulfilling the needs and demands of the customers. In addition to this, the company focuses on improving the existing versions of their products so that the customers of the company remain highly satisfied and aligned towards the company for a long period of time. This helps the company to retain their existing customers as well as attract new customers towards the company thereby increasing the rate of sales of the products and services of the company. The company with the help of process of innovation helps in improving the business process thereby increasing the quality and speed of services of the organization.  
· Technology: Samsung implements a large number of latest and advanced technologies within the company to ease the work process of the employees as well as help in speeding up the services offered to the customers. The latest technologies help in increasing the quality of the production process thereby helping in increasing the quality of products and services offered to the customers. The implementation of new features and attributes in the electronic products of the company with the help of technologies ensures that the products are distinct and superior to that of the competitors of the company.  
EXTERNAL ANALYSIS
SWOT analysis
Strengths
Today Samsung is one of the top most brands because of a number of features like most advanced features in terms of design, marketing, payment etc. A company also a company is more widespread if it has its connections with overseas markets as well and not just confined to the domestic market (Caplan and Lawson, 2016). This is true in case of Samsung. It maintains its contacts with overseas branches of U.K etc. besides, manufacturing and marketing capability of Samsung is noticeable. These are the strengths of Samsung.
Weakness
Samsung has been somewhat incompetent to meet the present day market demands in which apple brand has taken over.
Moreover, it relies a lot on its overseas branches like UK etc. to arrange its capital for production. This has affected their marketing methods are not so advanced like apple and their growth has been retarded because of the Android operating system and as it is an open source operating system also.
Opportunities
Samsung should try to spread its products i.e. mobiles in countries of places that are developing in technology who have less access to technology like Africa or India. Here they will be appreciated more and used. Also, it should use new methods of technologies.
It should also concentrate on middle sections or middle classes of society so that they can buy their products at an affordable rate. Also, it should try to make its products known to people by publicising its products on online websites like Amazon Flipkart etc that have come up recently.


Threats
Apple has been one of the toughest competitors of Samsung in recent days because of its rich technology. This is because apple uses the most sophisticated means of operating system by using iOS instead of using Android operating system that don’t offer the most advanced technology systems. Next they have not being able to reach to all parts or all people and this is primarily the case of middle classes. Last and most importantly new Chinese markets have come up that offer phones having all technology at a very low rate to customers.
[bookmark: _Toc503546490][bookmark: _Toc503545597]Analyzing the competitive Position using Porter’s Five Force Analysis
This tool is the handy method for understanding impact of market drivers on the companies; the analysis is:

Industry Rivalry (High)
This element is quite necessary for Samsung because Samsung has several competitors like Apple, LG, and Nokia and not to mention, Apple is posing fierce competitive rivalry. It is impossible for Samsung to take over the market because of these companies and other domestic white goods. The margin is tight and competition is intense. Approaching market saturation, many products are categorized in consumer electronics industry. 
Threat of substitute products (High)
This element is high enough because the market is flooded with many white good products. Visual display business of Samsung is threatened by the substitution like increasing popularity among the people to spend active lifestyle at outdoor. Target customers mostly like to spend their time at outdoor rather than in front of tab or mobile. Increasing popularity of cloud storage is the viable alternative for printing and tendency to hamper Samsung’s printing solution market.
Bargaining power of suppliers (Medium)
Company for maintaining their production and distribution process depends on multiple suppliers and suppliers are also ready to negotiate with the Samsung as the ancillary sector is deep. However, it does not mean that company can impose force on the suppliers after establishing a supply chain. Samsung has 579 suppliers globally, in which more than 2700 suppliers belong to various industries. 
Bargaining power of customers (High)
There are several options in the market; therefore, customers can choose from any of the brands. If Samsung is unable to maintain its brand loyalty then customers will not think twice before switching brand. Customers have multiple options to choose from but simultaneously, they cannot dump products before complete use, as it is a high-value item (Caplan and Lawson, 2016). Customers have to maintain good communication with the company because they need spare parts from them. However, in case of the phone, the matter is somehow different because if customers face any challenges while operating the phone, then they will definitely not re-purchase from Samsung or recommend the brand.
Barriers to new entry (High)
Smartphone industry consists of high barrier to entry and low barrier to exit. It needs lots of money and step-by-step approach to sustain the market position. Otherwise, new companies have to face several legal consequences and their market becomes unprofitable.


STRATEGIES TO SUSTAIN
The sustainability of the organization of Samsung can be said to be well dependent upon the proper allocation and utilization of different resources that can effectively add to the overall business growth and sustainability of the organization in the current age of digital business. In this regards, there is a need for the organization to be proficient enough in obtaining and acquiring of the key resources that can add to the sustainability of the organization in such a competitive digital age of business. The analysis of the resources has been discussed in details as below;
One of the core resources that the organization needs to sustain in the digital age is human resources (HR). Obtaining proper human resources can help the respective organization in the development of a proper workforce that can effectively adapt to the emergence of different digital technologies in the market. In this context, the organization must focus on the hiring of the best industry talents through a stringent recruitment and selection procedures. This can help the organization in obtaining of a highly skilled and competent workforce that can easily adapt to the changes in digital technologies and keep the performance and productivity of the organization at the highest levels (Hill, 2014). In addition, there is also a need for the organization to train and develop their staffs and employees so that better competency and skills can be acquired which can help in successful integration of the emerging digital; technologies within the business operations and processes of Samsung. In addition to the human resources, the organization of Samsung also needs proper financial resources for successful integration of digital technologies in their business processes which can lead towards higher growth and sustainability of Samsung in the digital age of business activities and operations. The integration and implementation of the digital technologies and frameworks have high costs and expenses associated with them which make the obtaining of financial resources a necessity for the organization of Samsung Electronics. The obtaining of proper finances will thereby help the organization in making valid and significant investments towards the successful implementation of digital technologies within the business model of the organization. The successful implementation and integration of the emerging digital technologies are also dependent upon the obtaining or acquiring of the different physical resources for the respective organization. In this context, the manufacturing units, the warehouses, and the inventories must be technology upgraded for better and improved functioning that can benefit the business processes and activities to substantially high levels. Thus from the above analysis, it is evident that there is a need for Samsung Electronics to be proficient enough in proper acquiring as well as the allocation of the resources so that the emerging digital technologies can be integrated within the context of the business model for better growth and sustainability in the current age of digital business. 

The overall sustainability and growth of the organization of Samsung Electronics in the digital age of business are well dependent upon the management of the customer services and values. This can benefit Samsung Electronics in catering to the changing customer needs in the digital age which can result in higher customer satisfaction thereby fostering greater profitability and revenues for the respective organization. However, to improve the customer services and values there is a need for the organization to identify the gaps in the specific services and support offered to the customers. This can be achieved through implementing the service model or framework of GAP as discussed below;
[image: Image result for gap model of service quality]
[bookmark: _GoBack]                      Fig: GAP Model of Service Quality (source: mindtools.com)
The implementation of this specific model or framework enables the organization of Samsung Electronics to identify five specific gaps in terms of their services and value offered to the customers. This gap has been discussed in further details in the following report section;
Gap 1:
In terms of the business operations, Samsung Electronics can face a specific service gap, considering the overall differences of actual expectations of the customers or buyers and the management perception towards the customer or buyer expectations. Owing to these differences the overall services and value offered to customers or buyers can be incapable of catering to the actual expectations and wants of the customer or buyer segments in the respective industry market. To address or mitigate this specific gap Samsung Electronics can make the use of the digital technologies for initiation of in-depth and thorough market analysis. The analysis of the market can help in identification of actual customer expectations which can be later fulfilled through proficient alignment of the services and products as per the precise customer demands and needs or expectations (Bettis, 2016). 
Gap 2:
As identified from the GAP model, the gap in the customer services and values occurs due to the existing differences of the awareness or knowledge of the respective management with that of the actual experiences that the customers or buyers get from the products and services of the organization. Concerning this specific gap, it can be said that Samsung Electronics must employ proper strategies for reducing this identified gap. The strategies must be developed and aligned in such a manner that it ensures that the specific products, support and the services offered to the respective segments if customers in the market comply or abide by the specific brand specifications, standards or promises made by the organization of Samsung Electronics in the respective market of their operations. This can enable the organization in the delivery of proficient and high quality of value and services leading to better and improved satisfaction levels among the specific buyers or customers in the respective market. 
Gap 3:
As showcased in the figure gap, this specific gap relates to the differences among the specifications considering the customer or buyer experiences from the use of products and services and the actual buyer experiences from the respective brand of Samsung Electronics. To identify the above-mentioned gap, the organization of Samsung Electronics, must assess the current experiences of the customers from the respect8ve brand and the differences in the expected quality and efficiency of the specifications and services as desired by the customer segments. This, in turn, can lead to better and improved management of the services and facilities that can help Samsung Electronics in the offering of improved values and services to the concerned buyer or customer groups in the respective industry market (Rothaermel, 2015). 
Gap 4:
This specific gap in the services occurs due to the differences in the services and values promoted or communicated to the customers and the actual services offered to the respective customer groups in the market. This specific gap can be reduced through proper and well-developed strategies and approaches by Samsung Electronics. The organization needs to precisely communicate the services or support to the identified groups or segments of the customers in the market. In this context, the promotions and marketing of the services must be done in such a way that there is no exaggeration regarding the brand promise and false messages to the customer or buyer segments in the respective market. Therefore the organization must focus on delivering of services precisely as communicated or promoted among the customer or buyer groups in the market. This can not only improve the services and values to the customers but at the same time, will help in obtaining of improved satisfaction levels among the concerned customer groups in the respective market.
Gap 5: 
This gap arises due to the differences in perceptions of buyers and the actual experiences and expectations of the buyers from the services offered by Samsung Electronics. This can be identified by Samsung Electronics through the initiation of detailed research and survey analysis among the buyer groups once the products and the services have been effectively delivered. This can help in the analysis of the different gaps in services delivered which when improved can lead to improved satisfaction among the customers and buyers in the respective industry. 




RECOMMENDATION AND CONCLUSION
Thus, it can be concluded that the company is operating within the industry, it is the fast-paced industries with massive competitors, and they are constantly updating their products in order to meet customers’ requirement. The design, evolving technology, short product life cycle, rapid imitation, and aggressive pricing quickly characterize the smartphone industry. The organization of Samsung also enjoys the high opportunities of integrating the advanced digital technologies in their business models so that customers and buyers in the market can be offered with better and improved services that can lead to fostering of higher sales and profitability in the concerned market of their business activities and operations. Samsungs can benefit a lot in future with its research in artificial intelligence like voice and image recognition, autonomous driving and robots. Apart from this, it can be recommended that obtaining proper human resources can help the respective organization in the development of a proper workforce that can effectively adapt to the emergence of different digital technologies in the market. In this context, the organization must focus on the hiring of the best industry talents through a stringent recruitment and selection procedures. This can help the organization in obtaining a highly skilled and competent workforce that can easily adapt to the changes in digital technologies and keep the performance and productivity of the organization at the highest levels. 
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