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[bookmark: _Toc1941192199][bookmark: _Toc183981104][bookmark: _Toc184872167]Introduction
Product recall is an essential process for addressing quality failures and ensuring consumer safety. However, their implications often extend beyond immediate financial costs to include long-term damage to brand reputation and consumer trust.
This report examines Samsung’s 2016 Galaxy Note 7 recall, where faulty lithium-ion batteries led to overheating and explosions. Using this case and highlighting Samsung’s actions against each stage of the process, the report outlines a structured recall process, explores associated costs, and recommends strategies to restore consumer confidence. Broader issues such as sustainability, supply chain complexity, and ethical considerations are also addressed.
The first half of this report is dedicated to describing and developing a suitable and comprehensive recall process. The remainder of the report will critically assess the Samsung Galaxy Note 7 mobile phone recall that occurred in 2016. Comparisons will be made between Samsung’s actions and the recall process described earlier in the report. 

[bookmark: _Toc184872168]Developing a Suitable Process for Product Recalls
The product recall process is a series of actions taken by a company or manufacturer to remove a product from the market due to safety concerns, defects, or non-compliance with regulations. This process is essential to protect consumers, ensure regulatory compliance, and minimise brand damage. The key stages of a recall process are:
[bookmark: _Toc1671199667][bookmark: _Toc183981106][bookmark: _Toc184872169]Identification of the Problem
Customer Complaints or Reports: The process often starts when a customer reports an issue or a problem with a product. This could be a safety concern, defect or malfunction.
Internal Quality Control: Companies may also identify potential problems through internal inspections, quality control measures, or audits.
Regulatory Alerts: In some cases, regulators may alert the company to issues that require a recall.
[bookmark: _Toc1821286810][bookmark: _Toc183981107][bookmark: _Toc184872170]Assessment of the Risk
Risk Evaluation: The company assesses the severity of the problem. This includes understanding the risk to consumer safety, legal implications, and potential harm to the brand's reputation.
[bookmark: _Toc486370531]Technical Investigation: Engineering or technical teams investigate the cause of the defect and the scope of its impact, such as the batch or production run affected. 
[bookmark: _Toc1029148356]Legal and Compliance Considerations: Legal teams evaluate whether a recall is legally required and if there are regulatory compliance issues.
[bookmark: _Toc175625907][bookmark: _Toc183981108][bookmark: _Toc184872171]Notification and Decision
[bookmark: _Toc1376793618]Decision to Recall: Based on the risk assessment, the company decides whether a recall is necessary.
[bookmark: _Toc1279320762]Regulatory Notification: If required, the company must notify the relevant regulatory authorities about the recall, which may involve submitting detailed information about the defect and affected products.
[bookmark: _Toc151849582]Public Announcement: In cases where the product poses significant risk to consumers, a public recall announcement is made. This may involve:
· Press releases
· Notifications through websites, social media, and other platforms
· Direct notifications to customers or distributors
[bookmark: _Toc1346206059]Detailed Recall Instructions: The company provides clear instructions on how consumers can return, repair, or dispose of the defective products.
[bookmark: _Toc1538239658][bookmark: _Toc183981109][bookmark: _Toc184872172]Execution of the Recall
[bookmark: _Toc1550795242]Product Retrieval: The company arranges for the collection or return of affected products. This could involve:
· Setting up return programs
· Providing pre-paid postage labels for customers to return products
· Offering repair or replacement options
[bookmark: _Toc1197187033]Refunds or Replacements: Depending on the product and the recall circumstances, customers may receive refunds, replacements, or repairs.
[bookmark: _Toc1888511932]Track and Monitor: The company tracks the returned products and monitors progress to ensure the recall is effective. They may use serial numbers or batch numbers to identify the affected units.
[bookmark: _Toc1840707884][bookmark: _Toc183981110][bookmark: _Toc184872173]Corrective Actions
[bookmark: _Toc54038669]Corrective Measures: After the recall, the company may take corrective actions to fix the problem that led to the recall. This could include redesigning the product, changing manufacturing processes, or implementing more rigorous quality control systems.
[bookmark: _Toc1194772174]Communication: Ongoing communication with affected consumers and stakeholders is critical to rebuilding trust.
[bookmark: _Toc1904968183][bookmark: _Toc183981111][bookmark: _Toc184872174]Post-Recall Analysis
[bookmark: _Toc1025227729]Impact Assessment: The company conducts a post-recall analysis to assess the financial, legal, and reputational impact of the recall.
[bookmark: _Toc611445879]Documentation: Detailed records of the recall process, including how the problem was identified, handled, and resolved, are maintained for future reference and regulatory compliance.
[bookmark: _Toc354106971]Report to Regulators: If required, the company submits a final recall report to the regulatory authorities, detailing the actions taken.
[bookmark: _Toc46356457][bookmark: _Toc183981112][bookmark: _Toc184872175]Prevention and Continuous Improvement
[bookmark: _Toc12040096]Root Cause Analysis: Companies conduct an in-depth analysis to identify the root cause of the problem to prevent future occurrences.
[bookmark: _Toc221319945]Process Improvements: They may implement new procedures, improve product testing, or make supply chain improvements to mitigate similar risks in the future.
[bookmark: _Toc1964868970][bookmark: _Toc183981113][bookmark: _Toc184872176]Key Considerations During a Product Recall
· Consumer Safety: The primary focus is ensuring that consumers are not exposed to harmful products.
· Brand Reputation: The way a company handles a recall can significantly affect its reputation, so prompt and transparent action is crucial.
· Legal Compliance: Companies must comply with legal and regulatory requirements regarding recall processes.
· Cost Management: Recalls can be costly due to product returns, refunds, logistics, and legal fees, so companies need to act swiftly and efficiently to minimise financial impact.
A well-managed product recall can protect consumers, preserve a company's reputation, and ensure compliance with safety standards.
[bookmark: _Toc389480897][bookmark: _Toc183981114][bookmark: _Toc184872177]Costs associated with product recalls and controls
The financial impact of a product recall can be devastating for a company. Costs associated with recalls are not limited to the immediate expenses of retrieving, replacing, or repairing the product. The financial effects extend to long-term consequences such as lost revenue, reduced market share, and increased insurance premiums. So, what are the associated costs? These can be broadly divided into two categories:
[bookmark: _Toc427607255][bookmark: _Toc183981115][bookmark: _Toc184872178]Direct Costs
The direct costs of a recall include:
Logistics and Transportation: The process of retrieving the recalled product from consumers or retailers can be expensive. Companies must arrange for transportation, packaging, and disposal of the faulty product.
Replacement or Compensation: Consumers affected by the recall may be entitled to replacements, repairs, or refunds, all of which incur costs.
Regulatory Fines: Regulatory bodies may impose fines on companies that fail to follow proper recall procedures or do not meet safety standards.
[bookmark: _Toc1315804647][bookmark: _Toc183981116][bookmark: _Toc184872179]Indirect Costs
The indirect costs of a recall can be even more significant, as they often affect the long-term financial health of the company:
Loss of Revenue: The removal of a product from the market results in lost sales, and the company may experience a decline in consumer confidence, leading to further reductions in revenue.
Legal Costs: Product recalls can lead to legal action, either from affected consumers or regulatory agencies. Legal expenses can quickly escalate, especially in cases involving injuries or health hazards.
Brand Damage: A recall often damages a company's reputation, which can have long-lasting effects on consumer loyalty. Rebuilding a damaged reputation takes time and significant investment in marketing and customer relations.


[bookmark: _Toc2124226474][bookmark: _Toc183981121][bookmark: _Toc184872180]Restoring customer confidence
Consumer trust is a cornerstone of brand sustainability, and a recall can significantly impact this trust. Effective strategies are essential to maintain and rebuild confidence. A well-managed and coordinated product recall will greatly enhance the company’s chances of restoring its reputation. So, what activities should be carried out? Here are the recommended activities:
[bookmark: _Toc184872181]During the Recall
Transparent Communication: 
· Providing regular updates to customers and stakeholders regarding the recall progress.
· Public apologies acknowledging the issue and outlining corrective actions.
Efficient Customer Support:
· Setting up hotlines and online portals to address queries and concerns promptly.
· Offering incentives, such as free services or discounts, to affected customers.
[bookmark: _Toc184872182]After the Recall
Public Relations Campaigns:
· Highlighting corrective actions and quality improvements to reassure customers.
· Engaging with the media to promote a positive narrative about the company’s commitment to safety.
Product Innovations:
· Introducing new features or upgrades that emphasise safety and quality.
Stakeholder Collaboration:
· Partnering with regulatory bodies to demonstrate compliance.
· Working with independent auditors to validate improvements in quality processes.




[bookmark: _Toc184872183]The Samsung Galaxy Note 7 recall (2016)
[bookmark: _Toc184872184]Background
Shortly after the release of the Samsung Galaxy Note 7 mobile phone in 2016, widespread reports started to emerge of the handset batteries overheating and potentially catching fire. In the US alone there were early reports of 92 batteries overheating, 26 people being burned and 55 cases of property damage leading to the US Consumer Product Safety Commission issuing a recall  (3 replacement Galaxy Note 7 phones caught fire in the past week 2024)
The battery issue led to Samsung conducting a total product recall of the Galaxy Note 7 mobile phone, Samsung stopped selling the device within 2 months of launch!
As a result, Samsung’s credibility as a leader in innovation and quality was significantly tarnished. This allowed competitors, such as Apple, to gain traction during the crisis. This in turn caused investor confidence to waver as Samsung faced continued scrutiny over its quality assurance practices.

[bookmark: _Toc184872185]Samsung’s Recall Process
[bookmark: _Toc184872186]Identification of the problem  
In Samsung’s case overheating incidents in the Galaxy Note 7 devices were identified shortly after launch. Samsung internal investigations later revealed design flaws in the battery cells and manufacturing defects in supplier facilities, emphasising the need for comprehensive quality checks. 
As reported “The official investigation by Samsung highlighted several key areas to which the phone fires were attributed. The errors reported were both in the design and manufacturing of the batteries and were reported to include:
I. Insufficient insulation material within the batteries;
II. Not enough room to safely accommodate the battery;
III. Welding burrs on the positive electrode resulting in penetration of the insulating tape (on the tabs) and separator.”
(Loveridge et al. 2018).



[bookmark: _Toc184872187]Assessment of the risk 
Samsung's risk assessment during the Galaxy Note 7 recall involved evaluating and addressing multiple levels of risk:
· Consumer safety was the top priority. The immediate action to recall the phones was driven by the potential danger posed by overheating batteries.
· Brand and reputation risks were managed through transparency, compensation, and a commitment to improving quality control, although the recall still caused significant damage to Samsung's image.
· Financial risks were considerable, with billions of dollars in recall-related costs, lost sales, and legal liabilities.
· Legal and regulatory risks were handled with close coordination with government agencies, airlines, and consumer protection authorities to ensure compliance.
· Operational disruptions were mitigated by shifting resources and adjusting supply chains.
Ultimately, Samsung made the right decision to prioritise consumer safety, although the financial and reputational costs were high. The company’s quick and transparent response, as well as its commitment to safety reforms, allowed it to recover over time. 
[bookmark: _Toc184872188]Notification and Decision 
Decision to Recall:
· Immediate Action: Samsung's decision was driven by safety concerns, as it was clear that the defect was not an isolated incident but a widespread problem. To minimise risks, Samsung decided to recall the devices, suspend sales, and initiate an exchange program for those who had already purchased the phone.
Steps in the First Recall:
· Notification to Consumers: Customers were notified through a public statement and press releases, warning them of the potential risks and advising them to turn off their devices immediately.
Retail and Carrier Cooperation: 
· Samsung worked with carriers and retailers to facilitate the recall, with an emphasis on customer safety. The company offered either a full refund or the option to exchange the device for another Samsung product (or a replacement Note 7).
Retail Recall Program: 
· Stores were instructed to stop selling Galaxy Note 7s, and any remaining stock was removed from shelves.
Logistics of Returns and Exchanges: 
· Samsung created a process for affected customers to either exchange their phones for a new unit or receive a refund. Initially, some customers chose to wait for the replacement model rather than returning the device.
Samsung also fully collaborated with global regulators to announce the recall. 

[bookmark: _Toc184872189]Execution of the Recall 
The 2016 Galaxy Note 7 recall was widely publicised through press releases, social media, and direct customer notifications. Samsung recalled over 2.5 million devices globally. The company offered replacements, refunds, and incentives to ensure compliance with the recall. They also partnered with retailers to collect defective units and facilitate replacements efficiently.
[bookmark: _Toc184872190]Corrective Actions 
Initial Recall and Investigation:  In early September 2016, Samsung initiated the first recall of about 2.5 million Galaxy Note 7 devices that had been sold. This was in response to several incidents where the phones were reported to have caught fire or exploded.
Battery issue: Samsung initially identified that the issue was related to faulty batteries provided by its supplier. Some batteries had manufacturing defects, leading to short circuits, which caused the overheating and fire incidents.
Replacement Program: Samsung offered customers the option to exchange their original Galaxy Note 7 for a replacement device, which was also a Galaxy Note 7, but with batteries sourced from a different supplier. The new batteries were supposed to resolve the overheating issues.
Return and exchange: Customers who had already purchased the device were encouraged to return their original phones and either receive a replacement Note 7 or a full refund.
Second Recall and Complete Shutdown: After the replacement units were issued, new reports of Galaxy Note 7 devices catching fire emerged. This led to a second, more severe recall in October 2016, and Samsung decided to discontinue the Galaxy Note 7 entirely.
Global cessation of sales: Samsung halted the production, sale, and distribution of the Galaxy Note 7 worldwide. Airlines also prohibited passengers from using or charging the devices on flights due to safety concerns (ProQuestDocuments-2024-12-11 (12). [no date]).
Battery redesign: Samsung later confirmed that the cause of the fires was two issues with the batteries. For the original batteries, there was a problem with the positive and negative electrodes being misaligned, which led to short-circuiting. For the replacement batteries, a defect in the design of the battery caused a problem with the welds, which also led to short-circuiting.
Revised quality control: Samsung implemented a new quality assurance process that included more rigorous testing of batteries, including X-ray inspection of the battery's internal structure to prevent the occurrence of similar issues in future products.
Full refunds: Samsung offered full refunds to customers who chose not to exchange their devices for a replacement.
Incentives: For those who exchanged the Galaxy Note 7 for another Samsung device, the company often offered incentives, such as discounts on future purchases or trade-in bonuses, as part of their compensation for the inconvenience.
CEO apology: Samsung's CEO publicly apologised for the incidents and assured customers that they would take extensive measures to ensure the safety and quality of their products in the future.
Transparency: Samsung also conducted an extensive investigation into the cause of the fires, which was shared with the public through a detailed report.
In summary, Samsung’s corrective actions included recalls, redesigns, compensation for affected customers, changes to internal processes, and a renewed commitment to device safety. These steps were aimed at regaining customer trust and ensuring that future products would not face similar safety issues.
[bookmark: _Toc184872191]Post-Recall Analysis
The post-recall analysis highlighted two critical issues: battery design and manufacturing defects. Samsung’s response included not only fixing the immediate problems but also overhauling its internal processes, improving quality control, and creating a more robust product safety program. This approach ultimately allowed the company to regain consumer trust and emerge stronger in the years that followed.
[bookmark: _Toc184872192]Prevention and Continuous Improvement
Samsung implemented a broad range of internal quality and safety processes to further enhance product safety including:
· An enhanced 8-Point Battery Safety Check that addressed safety from the component level to the assembly and shipment of devices. Included in the check are enhanced tests (Durability Test, Visual Inspection, X-Ray Test, Disassembling Test and △OCT Test), as well as newly applied measures (Charge and Discharge Test, TVOC Test and Accelerated Usage Test).
· An enhanced multi-layer safety measures protocol which will implement strict safety standards on every element of the company’s devices including the overall design and materials used, device hardware strength and capabilities, and improved software algorithms for safer battery charging temperature, current and duration.
· Samsung formed a battery advisory group of external advisers made up of academic and research experts to ensure the company maintained a clear and objective perspective on battery safety and innovation.
Enhanced quality control measures and supplier audits were also introduced to ensure compliance with safety standards.
[bookmark: _Toc184872193]Costs Incurred
The recall cost Samsung an estimated $5 billion (Loveridge et al. 2018), including refunds, replacements, and production halts. Samsung also faced class-action lawsuits from consumers and airlines, further escalating costs. 
The discontinuation of the Note 7 line disrupted manufacturing schedules and impacted the supply chain.
[bookmark: _Toc184872194]Samsung’s Approach to Restoring Customer Confidence
Transparency and Accountability:
· Honest Admissions: Samsung issued public apologies and took full responsibility for the Note 7 defects.
· Regular Updates: Continuous communication about the investigation findings and corrective measures reassured stakeholders.


Leveraging Sustainability and Innovation:
· Sustainable Practices: Samsung recycled components from returned devices, signaling environmental responsibility.
Innovative Products:
· The launch of the Galaxy S8 featured improved safety measures and innovative design, emphasising the company’s commitment to quality.
Ethical Practices and Brand Rehabilitation:
· Ethical Supply Chain Management: Samsung strengthened its oversight of suppliers, emphasising adherence to quality and safety standards.
Consumer Engagement: 
· Initiatives such as extended warranties and trade-in programs demonstrated customer-centricity.

[bookmark: _Toc1043391945][bookmark: _Toc183981122][bookmark: _Toc184872195]Conclusion
Product recalls are inevitable risks that businesses face, particularly in operational environments where quality is paramount. The impact of recalls on businesses and projects can be far-reaching, affecting financial performance, brand reputation, and the success of ongoing projects. 
In Samsung’s case, the Galaxy Note 7 recall offered valuable lessons on the importance of quality management, effective crisis response, and restoring trust. 
Despite the significant damage to its reputation, Samsung’s quick action, transparency, and focus on customer safety helped it recover. The success of subsequent flagship phones like the Galaxy S8 and Galaxy Note 8 showed that the company had regained consumer confidence.
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