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Edelman Background 
Edelman - Communications Marketing Firm 

Edelman is a leading global communications marketing firm that partners with many of 

the world’s largest and emerging businesses and organizations, helping them evolve, promote 

and protect their brands and reputations. Edelman owns specialty firms such as Edelman 

Intelligence (research) and United Entertainment Group (entertainment, sports, experiential), a 

joint venture with United Talent Agency. 

 

Edelman’s Mission 

To provide public relations counsel and strategic communications services which enable 

our clients to build strong relationships, and to influence attitudes and behaviors in a complex 

world. 

 

Edelman’s Values 

Excellence, curiosity and courage are very much at the heart of who we are and drive our 

continued evolution as a firm.  They describe us at our very best and ensure we remain 

distinctive to our clients and to the industry. 

 

Samsung Group 

Samsung Background 

Established in 1969 as Samsung Electronics Industry Co Ltd., the small Korean company 

first made a name for itself shortly after by beginning production of black-and-white TVs. 

Nearly a decade later they established their first overseas office in the United States. Since then 

the company has renamed itself multiple times and continued to innovate and produce 

technology as the modern era it was created in progressed. By the late 20th century, a shortened 

version of the company’s name, Samsung, had created one of the first smartphones and released 

the world’s first mobile phone with a built in MP3 player. Fast forward to the present of today 

2 



and Samsung has created a name and reputation for itself worldwide as one of the biggest mass 

producers and developers of modern technology. Samsung gained so much recognition, funding, 

and credit from reviewers, customers, and consumers that it began sponsoring other companies 

and events. Within the past decade they have received numerous awards in regards to their 

creation of technology as well as their sales. By releasing new versions of cell phones, which are 

high in demand globally, Samsung has created suspense and anticipation from their fans each 

time an announcement is made. Improving their smartphones each year only builds their 

character of remaining ahead of their competition as well as providing useful, beneficial products 

that nearly everyone uses nowadays. 

 

Samsung and Edelman 

Edelman Public Relations has been communicating and working closely with Samsung 

Electronics since 2013 and frequently releases reports and press releases of updates as to what 

Samsung is involved in worldwide and their continuous innovation of ever expanding collection 

of electronic products and programs. 

 

Overview of Case 
Exploding Battery Crisis 

Since 2012, when Samsung first released the Galaxy S III, they have built up a 

nationwide reputation for themselves when it comes to smartphones. With Galaxy S III’s 

becoming as commonly seen as iPhones, they became in high demand for Android users or those 

who just don’t care for Apple products. After their popularity skyrocketed, Samsung began 

releasing new versions of the Galaxy every year. In August of 2016 consumers were able to 

preorder Samsung’s latest Galaxy, the Note 7. Things quickly took a turn for the worst though, 

starting in September. A recall was initiated for the first version that came out due to phone 

batteries overheating and exploding. This recall didn’t do much in reversing or fixing the 

problem at hand because by October, over 2 million products had to be recalled and Samsung 

was forced to discontinue them (Lopez). 

3 



  

Situational Analysis 
Samsung was determined to do their best to recall all of their products that were sold 

globally and had succeeded with a 96 percent return rate by less than three months after the 

initial crisis. The word about the recall was sent out through texts and emails of Galaxy Note 7 

owners. Samsung also received help from phone service providers, updating the phones so that it 

made them impossible to charge. The phone service providers agreed to working with Samsung 

in this situation because it was a safety hazard if phones were charging, seeing as that’s how they 

were overheating and catching on fire. Shortly after the announcement and action of the recall, 

Samsung took to airplanes as well, in an effort to recall as many of the faulty products as they 

could. The potential outcome of a phone exploding on an airplane was much more severe, risky, 

and difficult to get under control than in any other setting. Employees of Samsung were sent out 

to airports and airplanes with the purpose of helping customers and collecting phones. In the last 

four months since the initial recall, Samsung has built a test lab dedicated entirely to finding the 

root and source of how phones were catching on fire and why they were exploding. After 

figuring out the cause of the problem, a battery advisory group was created, made up mostly of 

professors, to create a better and safer battery all around. In order to ensure this dilema never 

happens again, a new 8-point battery safety system was generated that had to pass 8 different 

kinds of tests, making sure this problem or any similar would not arise again (Lopez). 

 

SWOT Analysis 
Strengths 

Samsung’s strengths lie in their ability to always stay ahead of the competition with their 

new and innovative technologies, as well as in their advertising and social media skills. As a 

company that is primarily recognized as a technology and electronics provider, it is imperative 

for them to stay ahead of the game when it comes to innovations and that is exactly what 

Samsung does well.  Samsung phones introduced wireless charging, higher quality displays, 

NFC pay systems, waterproof technology, and split-screen application use years before their 
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Apple counterparts did.  This really plays into Samsung’s strengths as it pulls smartphone users 

toward their new technology and away from Apple because they hadn’t released phones with 

these features until after Samsung did. Samsung also has a strong presence in their advertising. 

Their television commercials are well thought-out and display their products nicely and 

successfully use all three rhetorical concepts of ethos, logos, and pathos.  Their advertisements 

play to their strengths of innovation and keep them at the forefront of the electronics market. 

They also saturate the internet, appearing on Youtube, Google, as sponsored content on 

platforms like Twitter, Instagram, and Facebook, and as side-bar advertisements on social media 

sites.  Not only is their advertising a strength, but Samsung’s use of social media is also 

something they can rely on.  They understand the purpose of each social media platform and 

cater to the needs of each.  Samsung largely uses Facebook for releasing information and for 

product launches, while using Instagram and Twitter for consumer interaction and engaging in 

lifestyle communication practices.  

 

Weaknesses 

Some of Samsung’s weaknesses include having a reputation as the company whose 

phones explode as well as having the price of their phones be rather expensive, making them a 

luxury item for some people.  After the exploding phone battery crisis with the Galaxy Note S7, 

Samsung’s reputation tarnished slightly, which is not a great identifier for a company that 

produces and sells smartphones.  The internet is filled with memes, tweets, posts, and images 

about Samsung and their exploding phones.  These types of jokes saturate consumers’ social 

media feeds and negatively influence how they see Samsung as a company and impact whether 

or not they would want to purchase a phone made by Samsung in the future.  This is definitely a 

weakness of Samsung, but can be improved upon, since reputations can be repaired.  Another 

weakness, however, is the price of Samsung smartphones.  While still less expensive than their 

Apple counterparts, Samsung phones still hover in the $600-700 range, which is a lot of money 

for a consumer to shell out for a phone.  The budget-savvy consumer would shudder at the 

thought of spending this amount of money, even if it is the cheaper option between the two top 

smartphone competitors.  The high price point of Samsung phones puts them in a luxury 
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category for many consumers who would rather opt for a less expensive option even if that 

means they sacrifice the name recognition of Samsung or a few extra features. Samsung needs to 

focus on their strengths and finding new opportunities to make up for the consumers driven away 

due to the high cost of their phones.  Driving away customers for whatever reason is a definite 

weakness, but it too can be overcome by shining a light on and focusing in on what makes the 

company valuable in other aspects. 

 

Opportunities 

In this situation and the current market, Samsung could move in on a few opportunities. 

They have a chance to recommit to their brand’s mission and to reevaluate how their devices are 

tested and any other processes they regularly run.  With this, they can become more open with 

consumers about their policies and systems.  Consumers today are becoming increasingly 

concerned with knowing what companies are doing and making sure organizations don’t do 

anything shady behind their backs.  They want to know how everything works and to ensure that 

the operating procedures are up to their standards.  Because of this, Samsung has the perfect 

opportunity to open up with their consumers about a few things.  For starters they have the 

chance to come out to consumers and restate their brand mission so that their public knows they 

are dedicated to making products that will support their clientele’s lifestyle.  This would assure 

consumers that Samsung is moving forward and looking critically at how their company 

functions as well as the products they are selling, putting them in a positive light, especially after 

a disaster like the combusting batteries.  Samsung also has the opportunity to reevaluate how 

they test their products so that something like this doesn’t happen again.  When they do this 

reevaluation they can share the information they find and changes they make with the public in 

order to remain as transparent as possible, which the consumers would appreciate.  It shows they 

are taking initiative to correct the actions they did in the past and encourages consumers to stick 

with the company.  Also, being as transparent with their processes as possible could put them 

ahead of Apple in the public’s eyes because of the recent situation Apple Inc. had with Fox Con 

and their employees committing suicide due to working conditions.  Consumers didn’t know 
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what was going on behind closed doors in this situation, so by Samsung sharing how they 

function with the public they do what Apple didn’t. 

 

Threats 

There are a few threats to Samsung in the current market which include their main 

competitor, Apple Inc., having such a recognizable name/brand and their fan base remaining 

steadfastly loyal, and the constantly changing nature of the technological landscape.  Samsung 

has constantly competed with Apple for customers since they both started releasing smartphones 

around 2007.  There are countless memes and jokes and arguments between Samsung and Apple 

users about which phones are better and why.  Apple has such an iconic brand identity with the 

white apple logo and the clean, crisp aesthetic of all of their products and advertising that it is 

hard for Samsung to measure up because their brand identity isn’t as easily recognized.  Apple’s 

fans are also fiercely supportive of every product they release and their following has been 

compared as cult-like.  While Samsung has supporters that are loyal to Samsung and Samsung 

only, they don’t have as large or as obsessive of a following as Apple does, which poses a threat 

to the company any time Apple releases something new, especially if it is around the same time 

as a Samsung product launch.  The constantly changing nature of the technological market also 

poses a threat to Samsung because they have to make sure they are staying ahead of the curve 

and are introducing new trends rather than following them.  If they do not keep changing as the 

market changes, people will lose interest in their products and consequently in Samsung as a 

whole.  Fortunately, innovation is one of Samsung’s strengths so it shouldn’t be a problem for 

the company, but it is crucial for them to be aware of the threat the nature of the market poses if 

they don’t keep doing what they’re doing.  Samsung could fall behind and eventually become 

irrelevant if they don’t stay up to date with the trajectory and trends of the technology and 

smartphone market. 

 

Strategic Analysis 

Issues 
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Before the release of the Galaxy Note S7, multiple sources wrote feature reviews praising 

the phones updated features comparing it to its successor. Shortly after the actual release in 

August of 2016, Samsung began to receive complaints from customers who were having issues 

with the phone. The complaints included 92 reports of the phone overheating, 26 incidents where 

the phone caused burns, and 55 reports of property damage and/or the phone catching on fire. 

Examples correlated with the cause of the fire leading to the batteries of the devices. An example 

among the many, Samsung was receiving was published in an article by the New York Times by 

Kate Samuelson (2016) stated that a man from Florida described his vehicle catching on fire 

after plugging his phone into the car charger that burst into flames.  

After many damage reports and incidents were connected back to the smartphone, 

Samsung delayed shipments for further “quality control testing,” (as cited in Popular Science). 

The results showed the source of the cause was connected to the battery design and 

manufacturing. It was stated that the design for the lithium-ion batteries within the devices were 

an improper size so they didn’t fit into the phone they way they were supposed to. News about 

the issue spread quickly through traditional and non-traditional media and the reviews for the 

new phone took a turn for the worse. Samsung recalled the phones that were already shipped and 

replaced them with new ones. However, they received reports of the same issues that led 

Samsung to recalling all Galaxy Note S7’s for the second time and discontinuing the phone for 

further purchase nearly 2 months after its release. An article written in Forbes further discusses 

Samsung’s loss, overall they ended up recalling over 2 million devices and the estimated cost for 

both recalls was $5.3 billion (Maribel Lopez, 2017).  

The crisis as a whole led to Samsung obtaining a bad reputation with the loss of trust 

from their external stakeholders. The lack of trust was not only connected with disappointment 

for the anticipation of the phone, but the potential risks consumers were facing by owning one of 

Samsung’s products. The loss in reputation of their brand got worse by airline services who 

would not allow their passengers to bring Galaxy 7’s (if owned) on their flights for safety 

purposes that was enforced by the department of transportation.  

 

Tactics 
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In order to sooth the crisis Samsung took action shortly after the reports began to pour in 

about the issues caused by the phone. Practitioners released a statement shortly after the issues 

became aware to them on their website: 

 

“Samsung stands behind the quality and safety of the Galaxy S7 family. There 

have been no confirmed cases of internal battery failures with these devices among the 

more than 10 million devices being used by consumers in the United States; however, we 

have confirmed a number of instances caused by severe external damage. Until Samsung 

is able to obtain and examine any device, it is impossible to determine the true cause of 

any incident,” (Samsung Newsroom US, 2016). 

 

Samsung’s practitioners took charge in heightening their importance of consumer safety 

by enforcing a recall to replace the phone and eventually making the decision to stop production 

after the second batch was no good as well. To reach the many consumers that owned the 

smartphone they communicated the recall through texts, emails, and worked with telecom 

carriers that issued a software update that disabled the ability for consumers to charge their 

phone (Lopez, 2017). The South Korean firm wrote in filing to the issue to the stock exchange, 

“We have decided to halt production and sales of the Galaxy Note 7 in order to consider our 

consumers’ safety first and foremost,” (Reuters, 20). 

(http://time.com/4526350/samsung-galaxy-note-7-recall-problems-overheating-fire/)  

Samsung’s PR crisis communication plan was put in full effect to gain back consumer 

loyalty, starting with providing consumers with different phone models of their choosing or 

compensation for the default. With consumers safety in mind Samsung sent out fireproof boxes 

and gloves to send back during the recall. Samsung employees also assisted flight employees to 

dispose of the phones for those consumers who have yet to returned them in. During the first 

recall Samsung employed many people to uphold their test lab facility to further discover the 

root of the cause. Once tests were accessible for the root of the cause Samsung responded by 

holding a press conference in Korea with Tim Baxter, CEO and president of Samsung 

Electronics America, Inc., as the spokesperson. The point of the press conference was to discuss 
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the overall issue and things they are going to do to improve their products in the future. To 

prevent similar issues like the following in the future Samsung created a battery advisory group 

and designed an 8 point battery safety system for testing (Lopez, 2017).  

  

Analysis 

With Samsung’s reputation being at stake according to the TIMES, market value for the 

Samsung brand decreased greatly and the banding of the Galaxy Note S7 on major airlines hurt 

Samsung as a brand for their future products, (Samuelson, 2016).  The loss in reputation is 

extremely harmful for the company especially with Samsung being in the industry of innovation 

of technology with one of its major competitors being Apple. Apple continuously has updates of 

their latest versions and because the Galaxy Note S7 was unsuccessful, the competitor could 

cease the opportunity to increase sales and transfer brand loyalty. With the continual competition 

with Apple analysts for the crisis states, “the recall could have a lasting impact on the $211 

billion company’s brand image, which could derail a recovery in its smartphone market share 

against rivals like Apple Inc.,” (Samuelson, 2016). Other losses included the amount of money 

Samsung had to spend for the damages. With just the recall alone the article written in Forbes 

described the estimated amount of devices replaced or taken back were over 2 million and the 

estimated cost for both recalls was $5.3 billion (Lopez, 2017).  

With Samsung still in the process of analyzing their overall losses and benefits there is 

still more to come.  

 

Lessons 

Although Samsung still has to further find ways to gain back customer loyalty they took 

good precautions regarding to their crisis communication plan. Holding a press conference was a 

way to be transparent and it was a good PR decision for Samsung to respond by taking full 

responsibility for the Galaxy Note S7’S defects.  

Samsung used this crisis as a learning experience to better their products and even give 

back to the industry by offering what they learned about the lithium ion batteries to others. They 

did this by creating a battery advisory group and designing an 8-point battery advisory system. 
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As stated in Forbes, Samsung contributed its learnings and processes for testing Lithium Ion 

batteries to various global standardization bodies, (Lopez, 2016). It was a good consumer 

relation strategy to share their findings to other smartphone vendors so they can take corrective 

actions as well.  

By helping the competition with the consumers safety in mind shows that Samsung not 

only care about the protection of their loyal consumers, but their competitors as well. It also 

provides them with a way to be transparent with the crisis and issue about the problem in hopes 

to gain back their customers loyalty and trust.  

 

Summary 
Recommendations 

The Edelman firm has analyzed Samsung’s situation and would like to make a few 

recommendations for the company moving forward so they can fix their reputation and maintain 

a positive image in the years to come. 

The first recommendation we would like to suggest is to remain on the track they are on 

concerning customer relations and crisis management, as they successfully recalled 97% of the 

defective Galaxy Note S7 phones.  They also ensured consumer safety by announcing this recall 

even with the knowledge of the financial deficit they would face by pulling the product, 

especially so soon after its launch.  By staying on this track as they have been Samsung will 

maintain positive relationships with their consumers and have strong crisis management plans in 

place. 

Another recommendation we have for Samsung is to look even further into their testing 

policies for all aspects of their phones and other devices, not just how the batteries are tested.  It 

was a good first step to look specifically at the testing lab to see what went wrong and then to 

make new testing groups to ensure the safety of the batteries but they can do more investigating. 

It would be beneficial for Samsung and their customers to delve deeper into every single testing 

procedure and facility to make sure nothing like this can go wrong again or to end up even 

worse. One thing they could consider testing further would be the materials that the rest of the 

phone is made out of as well as testing the size of other components of their devices so that they 
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don’t run into the same exact problem.  By reevaluating every testing procedure, Samsung 

ensures that this problem won’t happen again in a few years and that they might find other flaws 

in their systems and prevent another crisis that could potentially be even bigger. 

In addition to this, Samsung should make sure they have open and honest channels of 

communication with their consumers. Consumers want to hear more and more about what 

happens behind the closed doors of the organizations they purchase goods from and Samsung 

should take advantage of this opportunity.  After analyzing all of their testing procedures, they 

should announce all of their findings to the public in a press release and perhaps a video released 

on their website and all of their social media platforms.  By doing this, Samsung would earn the 

trust of their consumers and many of them would also turn around and realize they are trying to 

come back from their past mistakes and make sure that their consumers don’t have to go through 

something like that ever again.  Sharing information of that kind shows consumers that Samsung 

is an honest company and that will benefit Samsung for years to come because positive 

reputations spread to other people. 

The last thing that Samsung should do for their company in the current situation relates 

very much to being open and honest with their consumers and that is to take a look at their 

company’s mission and revise it for the current state of the company.  An event like the Galaxy 

Note S7 disaster is going to change how a company functions in some way, shape, or form, so 

that should be reflected in the company’s mission.  Looking at their mission to reevaluate it 

almost would serve as a rebranding initiative, but on a much smaller scale.  By doing this and 

announcing it broadly, the consumers would see Samsung in a new light and understand the 

dedication they are putting in towards their values and their consumers values.  

 

Conclusion 

In conclusion, Samsung has built up such high expectations and standards for itself throughout 

the years that it would be much more difficult for the company to do a complete 180 and go belly 

up from one issue or scandal. They’ve worked hard to maintain how consumers and reviewers 

think of them and the products that they produce and continue to progress with that same goal of 

building trust with stakeholders and to never slow down or stop innovating their electronics, 
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constantly coming up with new ways of benefiting everyone. This incident was such an 

enormous crisis due to the fact that it personally affected millions of people nationwide and was 

a safety issue that had the potential to result in terrible outcome.  

By staying on top of how they were being portrayed in the media and what their 

customers had to say about the matter, Samsung was able to combat problems that hadn’t even 

personally come to their hands yet. Being so aware of what was happening due to their actions 

opened opportunity doors to learn from this hazardous situation. Samsung had the capability of 

immediately working on a solution to whatever problem was seemingly the most important from 

their consumers. Not only did they retain trust with their customers by proving how much they 

care, they also demonstrated that they work hard to ensure large issues are taken care of the 

quickest and most effectively. This learning lesson teaches Samsung just how strong of a 

company they’ve built and that making comments immediately, and with intense assurance of 

results, satisfies all of their stakeholders with their own questions and concerns.  

It would be a good idea for Samsung to continuously keep up to date with modern 

technology, modern forms of communication, and favorable solutions in order to guarantee trust 

with their external stakeholders, such as customers and consumers, since they make up the 

majority of the population Samsung works toward pleasing. 

Going forward, Samsung should be proving to it’s concerned patrons just how seriously a 

matter as potentially dangerous as this one is taken and not forgotten about. Taking the 

opportunity to learn from this and raising testing standards and qualifications for products to go 

out on the market is an unfortunate crisis with multiple openings as to how this could be 

prevented and handled if it comes down to it again. 

Overall Samsung dealt with their crisis extremely well, securing their reputation and 

trust, and can only move forward in their constant mission to better their company in electronics, 

technology, and innovative items produced by them. 
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