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The purpose of this report is to focus on the aspect of Samsung’s customer experience (CX) and 
to also discuss the CX strategy used by Samsung to sell their mobile phone. The report will also 
aim at meeting the general motive of the company using practical insights. In the course of this 
report, various areas of customer experience will be focused on, which includes the importance 
of CX, omnichannel marketing, etc. and they will be linked to Samsung mobil
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Summary

The purpose of this report is to Focus on the customer experience aspect of Samsung Mobile and discuss the strategy (TQM/SERVQUAL) and CRM used by Samsung Organisation to sell their mobile phone. The report will also aim to meet the organisation overall rational using practical insights. Throughout this report, they will focus on various are of customer experience, which include te importance of customer experience omnichannel marketing and will be connected to Samsung mobile.

Introduction
Samsung Organisation is one of the world largest international conglomerate companies in the world founded by Lee Byung-chul in 1938 in South Korea>The company started its development in the electronics industry in the late 1960s.According to Forbes Media, the Samsung Organization is the 18th largest company in the world and 2and largest technology company in the world. The Organisation main subsidiary is Samsung Electronics, which is the world largest information technology company as measured by revenues. With more than 326.00 employs in 84 countries worldwide and an income of 167.42 billion euros, it became the world largest TV and smartphones manufacturer. This is more than interesting to assess the company performance and how it has evolved an innovative and high-quality brand which is widely recognized especially by the target group private customers and business. Though Samsung Company has some great competitors in the filed the business market makes tremendous use of their strong business models and strategi. Samsung specializes in manufacturing a wide range of consumer and industrial electronic products, including appliances, digital media devices, semiconductors, memory chips, and integrated systems. It has become one of the most recognized names in technology and produces about one-fifth of South Korea's total exports.



Samsung's Total Quality Management
The Samsung TQM was continuously evolving to meet diverse needs. Samsung also fulfils their customer's requirements and international standards. Customers for Samsung company are served as the foundation for Samsung TQM. Samsung's TQM implements the Plan-Do-Check-Action (PDCA) cycle in the system to provide sufficient resources for process and continuous improvement of overall performance. Samsung strives to provide the best quality products and services, giving customer satisfaction top priority. For this, they have established a quality management system and we apply it to all the projects that we execute. The Quality Management Team constantly measures and improves their level of quality through preventive product quality management activities and campaigns to meet customer requirements.
Preventive quality management of Samsung Organisation
They established a process to measure recurring major quality issues, provide feedback to the teams causing them, establish and implement preventative measures, and check for recurrences. To prevent the recurrence of the same type of quality problems, they created a system called "Practice" based on "Lessons Learned" that were accumulated during the execution of the project and link it to preventive quality management activities.

Customer satisfaction of Samsung Company
Samsung Company for customer satisfaction considers interactions with their customers to be the highest priority and carries out a variety of technical and proactive quality collaborations such as Qualification Support and Quality Improvement and Problem and Requirements Management. With the latest long term master plan for “Quality Design “, Samsung company create a symbiotic business environment to ensure the highest quality of customer service.
 Image 2 Source: Samsung Customer Satisfaction
[image: Infographic on VOC management]Samsung actively listens to its customers through various channels and after analyses the data obtained to provide customers with highest quality products and services leading a sustainable quality innovation movement. Types of customers VOC management include surveys or interviews for specific Ranking and Rating and periodic quality review meeting. 

Samsung Customer Support
Samsung has a comprehensive set of customer support system that includes technical assistance, solving quality problems, managing returns, and cooperating on quality matters. Customer support system includes understanding of customer requirements for product quality and reliability. Provide support to customers by resolving customer quality issues. The periodic performance of the internal quality diagnosis to satisfy the quality needs of the client. Measurement and improvement of customer satisfaction.



Customer Relationship Management of Samsung Organisation
CRM is very important for Samsung mobile phones as CRM can be a determining factor in their success in the UK. It interprets the behaviour, satisfaction and attitude of their customers and the quality relationship their brand has with its customers. When it comes to Samsung's competitive advantage in the UK telecom market, Samsung can proudly say that its success relationship between its clients.

Samsung organization positive and negative review
Positive Review 
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Negative Review
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Response to positive review 
For the positive reviews, as a manager with experience with clients, I can thank the client for trusting in our company. For the mistake that happened with the product, let us apologize for the unpleasant incident and solve the problem as urgently as possible so that the client is satisfied with our services. Let's replace the product with a new one. And in the future, give the staff good training to know how to deliver our products safely. So that they know how to follow the procedures to stop destroying the products before reaching the customer. Experienced manager, we always need to come up with different deals for our clients. And to offer them the best opportunities in which to make their own customized plan so that it is easier for them to buy the best products from us. quality.

Response to negative reviews
The negative reviews should be taken very seriously because they help us to improve the quality of our products. But it also helps us with the development of customer services to see what their experience is with the staff. And for this we must find solutions how to We are developing the services provided by the staff for clients. Let's give the staff more motivation and more training. Let's try to make our products better than the other products on the market. And let's try to be more careful with the new products when we launch them on the market, let's do a more careful expertise on the products. So that customers are no longer dissatisfied in the future.

Samsung SWOT analysis Company
Samsung is a technology conglomerate popularly known for its consumer electronics products, which in this SWOT analysis refers to the competitive strengths of the business that keep the enterprise a major player in the international market. A corporate SWOT analysis indicates the most relevant strengths, weaknesses, opportunities and threats in the field of technology and its operating environment.

Samsung strengths Internal Strategic factors

Business strengths are internal strategic factors that, in this SWOT analysis, refer to skills, resources and capabilities that support the company value chain and the growth and profitability of its semiconductor, consumer electronics and technology solutions businesses. Samsung Company leverages these strengths to realize the mission statement and Samsung vision. These factors internal to Samsung Company relate to market demand and related supply chains, especially those related to consumer electronics, which are the company main sources pf revenue.
 The strengths of Samsung are as follows:
· Global brand strongly linked to consumer electronics
· Expertise in semiconductor and electronics manufacturing
· Synergic support between division or branches

The Samsung brand is one of the most competitive in the global market, particularly for consumer electronics. The brand rivals some of the biggest names in the industry like Apple, Google, and Sony. This strength is an internal factor supporting Samsung's ability to grow and expand against competitors. This SWOT analysis also identifies the company's expertise in design and production for the semiconductor and electronics markets. This power is notable considering that major technology companies use Samsung electronics in their respective finished products. Another strength, in this case, is the synergistic support involving the company's technology divisions and subsidiaries. For instance, Samsung Electronics benefits from the conglomerate's semiconductor business. This synergistic support is based on the divisions and subsidiaries in the Samsung organizational structure. The internal factors in this aspect of SWOT analysis are used in business strategies to grow and compete in the saturated global consumer electronics market.

Weaknesses Samsung of Internal strategic factors
Samsung Company weaknesses are internal factors that reduce business capabilities in capturing the opportunities presented in this SWOT analysis. These weaknesses impose limits on the long-term success pf Samsung Company semiconductor and consumer electronics businesses.
Following are Samsung Company Weaknesses
· Dependence on the android OS
· Lack pf a competitive and comprehensive platform for hardware software and services.


Samsung Company reliance on the Android OS is a weakness that limits business capabilities. For example, the company smartphone operating systems features, and related licenses are restricted due to Google license for Android. Google influence on Android development also weakness of Samsung Company competitive position, as both companies compete directly in the market for smartphone and other mobile computing devices. Relatedly, this SWOT analysis indicates lack of a competitive platform to rival Apple Company ecosystem of hardware, software, and services. This internal strategic factor makes Samsung Company relatively weak in creasing its electronics from competition. 

Opportunities for Samsung External Strategic Factors
Opportunities are external factors that enable further growth of the business as presented in this aspect of Samsung's SWOT analysis. These opportunities are linked to technological development, market development and alliances with various business organizations.
Samsung’s strategic opportunities in the international market are as follows
· Strategic partnerships with software developers
· Strategic partnerships with online service firms
· Business growth through product development
· Business growth through diversification
This SWOT analysis considers strategic partnerships with software developers as an opportunity to grow Samsung’s revenues, considering the company’s design, development, and manufacturing capabilities. For instance, exclusive partnerships with software developers can provide additional functionality to make the company's consumer electronics more competitive. Similarly, strategic partnerships with online service firms are an opportunity for a stronger competitive advantage. This external strategic factor refers to possible exclusive agreements between Samsung and other companies. Spotify already has a non-exclusive agreement with the mobile device manufacturer to make the music streaming service an integrated part of Samsung mobile devices. Another opportunity significant in this SWOT analysis is to grow the business through product development, such as in the form of new or improved variants of semiconductors and electronics products. This external factor is an opportunity to boost the technological conglomerate’s competitive advantage through its products’ features.

Threats Samsung Faces External Strategic Factors
Threats are external factors that in this Samsung SWOT analysis reduce or destabilize business performance, growth, and development in the global market for semiconductors, consumer electronics and related technologies. Even though the company has a large and diverse multinational footprint, some factors in its industries present threats.
The following are the main threats that affect Samsung:
· Competition, particularly in the consumer electronics industry
· Imitation of consumer electronic products
· Legal Restrictions and Lawsuits
Competition is the most significant threat relevant in this SWOT analysis of Samsung. This external strategic factor refers to competitive pressures from firms like Apple, Google, Sony, Lenovo, and LG. These competitors can reduce Samsung's market share and the corresponding sales revenues. In relation, imitation is an external factor that threatens the company, especially in market segments which are price sensitive. For example, cheaper phones that partially mimic the company's smartphone designs are attractive among price-sensitive customers. Considering this SWOT analysis, the combined threats of competition and imitation are further understood through a Five Forces analysis of Samsung and its competition environment. Legal restrictions and lawsuits are also external factors that threaten the company in terms of possible limitation of business performance, especially in major mobile technology markets such as the United States and the European Union, where Apple and other competitors are actively pursuing legal avenues. The threats identified in this SWOT analysis persist against Samsung and, therefore, require strategies to mitigate their effects on the business and to maintain the company's competitive advantage.

PESTLE Analysis of Samsung
There are many ways to analyse the operation of the company for the purpose of tracking growth. To track the growth of a company, you can easily choose from external factors, internal factors, competitors, markets and more. All these factors are chosen to chart the growth and success of the company.
Political factors of Samsung
The economic crisis is one of the factors that can adversely affect the disposable income of the consumer. Economic factors are driving Samsung to expand profitable businesses in emerging markets. Some of the serious implications for Samsung's financial health are due to high volatility and constant exchange rate fluctuations. Despite this fact, Samsung has managed to survive the crisis of the Korean economy. Samsung earned about 200.7 trillion KRW, even as Korea faced higher household debt. Therefore, these companies are affected by the economic conditions which also have a significant impact on the economy as they employ thousands of employees.
Economic factors of the Samsung Company
The economic crisis is one of the factors that can negatively affect the consumer's disposable income. Economic factors drive Samsung to expand profitable ventures in emerging markets. Some of the serious implications for Samsung's financial health are due to the high volatility and constant fluctuations in exchange rates. Despite this, Samsung was able to survive the Korean economy's crisis. 200.7 trillion KRW, even when Korea was facing higher household debts. Therefore, these companies are affected by the economic conditions that also have an important impact on the economy as they employ thousands of employees.

Social factors of the Samsung Company
The social factor contributes to the variation of customs, traditions and practices that exists among various groups. One of the major differences in socio-economic standing influences product demand and people's willingness to work. It is a global electronic corporation that has successfully implemented its global thinking and local action philosophy. It accepts the fact that corruption can have bad consequences for the company's brand image.

Technology factors of Samsung company
In today’s technical world, branding is one of the best ways in which you can communicate with your audience. Thus, branding plays a vital role. Consequently, Samsung, being a technology organization, has been able to drive innovation as an advantage. It is a company that launches innovative products into the market. It also makes use of a variety of digital technologies for the marketing of products as well as establishing great customer relationships.
Legal factors of the Samsung Company
Previously, Samsung has had to face a lot of heavy penalties for its alleged imitation of Apple’s iPad and iPhone. This issue led Samsung to take a beating as far as public perceptions and consumer approval of its strategies are concerned.
The environmental factor of the Samsung Company
Samsung is aware of the needs of its products and is making its products to satiate the ethical consumer. They face the rise of the ethical consumer who wants brands to source and make their products in a socially and environmentally responsible manner.


Samsung the problem with the customer experience
In 2016, the Samsung mobile company made a new smart phone Galaxy 7. After selling millions of units all over the world, some problems stared with the phone battery which caused many accidents. From which customers started to make a lot of complaints because of the experience they had with the new smart phone. Just weeks later, horrified customers rushed to their social media channels with stories and images of the phone catching fire and, in some cases, even exploding, the incident has gone viral worldwide.
Samsung Galaxy 7 smartphone destroyed and removed from the market by the Samsung mobile. Although the company rushed to send replacements, its stock lost $26billion in value in the wake of the incident. Then it got worse when the replacement phones suffered the same fate. Samsung has had a problem. Not only were his customers unhappy with the product, but they were also worried about their safety.

Acting to alleviate a global crisis for Samsung mobile

How did Samsung react to the crisis and why was it the right move? 
Open communication with customers across multiple channels has helped Samsung close the loop on the most pertinent drivers of dissatisfaction - Galaxy Note 7. If you're unfamiliar with the concept, drivers represent single touchpoints of the customer journey and are used in unison with NPS question to identify root cause Companies identify their root causes in the second question of their NPS survey. The first question asks customers to rate their willingness to recommend the company to a friend or colleague on a scale of 0 to 10. This is the question that forms a company Net Promoter Score. Samsung Galaxy 7 smartphone destroyed and removed from the market by Samsung mobile. Although the company rushed to send replacements, its stock lost $26 billion in value following the incident. Then it got worse when replacement phones suffered the same fate. Samsung only had a problem as not only were their customers unhappy with the product, but they were also worried about their safety.
The second question asks the client to choose their reason for scoring. This way, regardless of whether a customer falls into the group of NPS detractors, passives, or promoters, it is possible to understand precisely and scalable what the company needs to improve and what has worked well. If you want to learn more about drivers, this Customer Gauge blog post is an excellent overview. Customer survey is part of the Measure stage of the NPS program. When Samsung had enough information to understand their problem, it was time to move to the second stage Acting on NPS information involves closing the loop or pooling resources to solve problems, implement new best practices, and return to customers to communicate the implemented changes.

Closing the loop at every level of the Samsung organization

· Non-stop product development: The company has sequestered its employees to fix the smartphone malfunction. Engineers and product developers have been mobilized to address the overheating problem.
· Communication with customers: Samsung stopped short of claiming that "battery issues" were responsible for the extended product recall. The company has since acknowledged responsibility for the failure and has proceeded to communicate with full transparency.
As a result, Samsung's internal communication has reached an all-time high of 120 days. Managers and frontline employees spoke directly to customers who had purchased the Galaxy 7. They alleviated customer frustration and engaged in open and honest dialogue. The company's mid-level managers promoted new and best practices throughout the organization while maintaining an open line of communication between departments. They also oversaw the colossal product investigation in which 700 engineers tested over 200,000 devices and 30,000 batteries. Finally, Samsung's senior executives have been working around the clock to oversee both external and internal support to drive the company forward.
Galaxy 7 users are getting call back messages
To protect the remaining users of the Galaxy 7, Samsung developed software that rendered the smartphone useless to encourage returns. Recognizing that the smartphone was banned from most airlines, Samsung set up exchange locations in airports to help customers get a new phone before leaving the ground. In total, recalls, product testing and damage control have cost Samsung $5.3 billion. The company's Net Promoter Score also received a significant impact. Before the Galaxy 7 debacle, Samsung had an impressive score of 67 in 2015. By 2017, that score had dropped 23 points to 44. While the damage was significant, it wasn't irreversible thanks to the swift response at every level company. Just over a year later, Samsung successfully launched the Galaxy 8 and Galaxy 9. The new and improved smartphones passed all safety regulations and were considered major competitors in the mobile phone market. Today, Samsung's Net Promoter Score stands at 47. That's three points higher and slightly below the consumer electronics industry average of 55.

The Samsung Net Promoter Score
With a steady upward trajectory, Samsung is determined to increase its customer retention even further in the next few years. According to a survey conducted by the company at the end of 2016, customer loyalty to Samsung is stronger than ever, as almost 9 out of 10 would consider the brand for their next purchase.
NPS Best Practices from Samsung
There are many other examples that indicate Samsung is heavily invested in customer experience.
· Beyond the services of the Samsung mobile company
Samsung has a “done plus one” motto and outlook on customer service. This involves training and empowering frontline staff to go above and beyond with clients. Frontline employees close the loop by touching base with the customer to assess their performance and ensure that the issue has been resolved. This way, they have a significant potential of converting their passive customer group into promoters. Part of this process includes implementing automatic chatbots for customers to talk to. The bots quickly discern the problem and refer the customer to a front-line employee that is trained to address that specific issue. The representative can use this dialogue to identify any extra favours or services he can provide. At the end of the interaction, the problem is dealt with, and the extra effort is paid off is done plus one. With a significant return on investment, this practice obviously works. In the first quarter of 2018, Samsung Electronics declared a consolidated income of KRW 60.56 trillion, a 20% increase in income for the company overall.
· Selling assisted by Samsung mobile
Samsung practices assisted selling as a way of engaging customers. While digital sales are very popular, Samsung noted that 75% of their customer base prefers to shop in a physical store, correlating with the fact that 85% of their sales were still through in-store purchases.
· The Samsung Retail Store
Understanding the effectiveness of maintaining an online store, Samsung focused on perfecting the research stage in the customer journey (you can learn more about creating an omni-channel experience here). Making their product pages informative, comparable, and easy to use, Samsung drew in many customers to its website and encouraged both browsing and purchasing. Afterwards, Samsung armed its in-store sales team with tablets carrying the same information and product metrics available on their site. Having instant access to information about the products improved the customer experience even further and encouraged their employees to become subject-matter experts. The company does so well that it sells their assistive selling technologies to other retail chains and is regarded as a thought leader on the matter.
· Social listening for the Samsung mobile company

Samsung is an active participant of social listening. This is when companies tune in to social media platforms, following trends and searching for mentions of their name. Social media is a place where customers share their thoughts and feelings about a product or service and tend to be brutally honest in the process. This is a less direct method of identifying drivers. Samsung carefully tracks what customers are saying about its brand and uses this data, in correlation with other NPS metrics, to guide its strategies and priorities. Social listening also helps Samsung assess its social media performance and control the narrative.
· NPS and Revenue: Correlating Data Values for Samsungs Customers

As mentioned earlier, Samsung's consolidated revenue increased by 20% in the first quarter of 2018. Behind this impressive growth are successful customer engagement strategies derived from NPS best practices. Samsung appreciates the values. The company frequently sends out both relational and transactional surveys and identifies drivers at each step of their customer journey. The company prioritizes feedback and uses the collected information to close the loop with their customers. At the same time, Samsung correlates its NPS with revenue to understand the return on investment for improving each driver. This helps the company understand what factors will impact future growth and improves Samsung's bottom line.

Final thoughts from the Samsung mobile company
When you measure customer feedback and loyalty, you're taking the first step towards improving the customer experience. As a result, more customers become promoters and are likely to come back, spend more on other products and recommend the business.
Through a combination of loyalty and effective customer engagement, Samsung not only recovered from 2016, but was able to increase both its revenue and reputation. After the Galaxy Note 7 debacle, 63% of Samsung smartphone owners still thought the upcoming Samsung Galaxy S8 would be of better quality. At the same time, more than half of the respondents (56%) were still interested in buying Samsung's future smartphones. Talk about customer loyalty power.

Conclusion
Samsung continued to trust its products, and Samsung learned the value of customer loyalty and retention. Tackling the problem head-on cost the company billions, but it ultimately ensured Samsung's survival in the highly competitive global smartphone market. And it offered customers new products, bare phones, and smart phones. Samsung has created many other household appliances that can be used at home.

Recommendation
Samsung should continue to develop and promote Customer Experience best practices and rely on a wide variety of collected data to influence its NPS strategy. Invest time and effort to implement companywide NPS best practices. Samsung will have to learn from its experience for a long future on the market. But also, to give the workers as much motivation and training as possible.
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31 Dec 2022
Good review from me

1 bought a 65 inch Qled TV and it arrived damaged. | immediately returned it and had
to wait for it to be looked at before Samsung would authorise a replacement. Fair
enough. But I must admit when | saw the reviews on here | thought | would have a
fight on my hands . Not so. Samsung received the damaged TV back on 23rd Dec
and my replacement was delivered on 30th. Amazing fast service considering Xmas
hols and no problems with customer service.

Date of experience: 30 December 2022
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Great cashback deal on a new phone

Great cashback deal on a new phone. Arrived quickly. Thanks.
Date of experience: 16 November 2022
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15 hours ago

Never buy anything from Samsung

Never buy anything from Samsung. It's not a professional brand like apple. They
huniliate us with our money. I have a problem with the buds pro earphones that they
removed from sale because it has a very lousy quality and the product has only been
with me for 5 months! Not used! It keeps falling out of my ear! Our ears hurt all the
time. they removed the product from sale because everyone was already complaining.
Customer service is crap! No one is trying to help. They just make excuses and say
we can't help! Although | stated my complaints, they neither exchanged nor offered
me any discount coupons. They make people look like stupid, made them wait on the
phone for 2 hours and at least 10 different people were connected. Never buy or buy.
Samsung is the last brand to buy in America! They officially gave me their products
with design faults. They never care even though my product has a 12 month warranty!
Also, they sent me an openbox product at the beginning because it was new! Gan you
believe it.

Date of experience: 20 December 2022

phUseful < Share E

Denas Rakauskas
1review © NO
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Ignoring support tickets

I've had great experiences buying Samsung products for years, but this may stop me
from doing s in the future. | wanted to buy a new pair of wireless earbuds, | had
bought the Galaxy Buds Pro on launch and recently lost them.

After seeing online that these were not available anymore, and the most recent
release of Buds2 Pro had gotten bad reviews compared to the first, | wanted to
contact support and ask them why. As | had created a ticket on the Samsung page
and was waiting for someone to respond, they closed my ticket after about 15
minutes. No response. Then | created another ticket, but once again the conversation
got deleted after about 15 minutes. Awful experience.

1 would say don't buy any Samsung products until they get this sorted.

Date of experience: 19 December 2022




image1.png
SAMSUNG




