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	Nifer, Oed a Ffynhonnell y Cyfranogwyr 
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	Participant / Audience Number and Age
Provide details of the demographics of the participants / audience.
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	SECTION 5 – RISKS IN PROJECT



	Bydd y diffyg ateb cadarnhaol i bob un o'r cwestiynau hyn yn arwain at y gofyniad  eglurhad a gallai arwain at oedi yn eich ymchwil. Dim neu Dim NID yn dderbyniol.
	A lack of a positive answer to all of these questions may result in the requirement of further explanation and a delay in your research. None or Nil is not acceptable.


	Risg Posibl:
(corfforol, seicolegol, cyfreithiol, cymdeithasol neu economaidd)

	Potential Risk: 

(physical, psychological, legal, social or economic)


	An oes unrhyw risg bosibl i:  
	Is there any potential risk to:
	Ydw / Yes
	Na / No

	A


	Cyfranogwyr?


	Participants?
	Yes 
	

	B


	Ymchwilydd?
	Researcher?
	
	No

	C


	BrifYsgol/Cyfadran?
	University?
	
	No

	

	2
	Rheoli Risg: 
Os oes, beth yw'r risg a sut y bydd yn cael ei reoli?
	Management of Risk:
If yes, what is the risk and how will it be managed?



	Risk for participant: There are probable chances that risk confidential data of participants might be used by someone for purpose. This could create problem for them in future.

Risk for researcher: 



	3

Os ydych yn delio â phlant ac oedolion sy'n agored i niwed a ydych wedi gwneud cais am dystysgrif DRS?
If you are dealing with children and vulnerable adults have you applied for a DRS certificate?
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	SECTION 6 - MONITORING, FEEDBACK AND CONFIDENTIALITY



	1.
	Monitro: 

Os ydych yn sylwi ar unrhyw ymddygiad sy'n groes Cod y BrifYsgol/Cyfadran Ymarfer, unrhyw ganllawiau a gyhoeddir gan y gymdeithas broffesiynol priodol neu weithred anghyfreithlon. Amlinellwch eich strategaeth adrodd.

	Monitoring:

Should you observe any behaviour that contravenes the University’s Code of Practice, any guidelines published by the appropriate professional association or is illegal outline the strategy of your reporting action.



	No



	
	
	Ydw / Yes
	Na / No
	

	A wnewch chi roi gwybod am unrhyw ymddygiad sydd yn erbyn Cod Ymarfer y BrifYsgol/Cyfadran neu sy'n anghyfreithlon?
	Will you report any behaviour that is against the University’s Code of Practice or is illegal?


	Yes
	
	

	A ydych yn darparu adborth i'r cyfranogwyr?
	Will feedback be provided to participants?


	Yes
	
	

	A fyddwch yn dogfennu'r 'caniatâd i gymryd rhan yn y prosiect'
	Will you be documenting the ‘consent to participate in the project’
	Yes
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[image: image11.emf]23

7

a) Yes 

b) No


	SECTION 7 - DATA ACCESS, STORAGE AND SECURITY

	
	

	
	Ydw / Yes
	Na / No

	1.
	Ydych chi'n gyfrifol am storio a diogelwch y data eu casglu?
	Are you responsible for the storage and security of the data collected?
	Yes
	

	2.
	Sut y bydd y data yn cael ei storio?
	How will the data be stored?

 The gathered data will be stored in my personal laptop.


	

	

	3.
	Mynediad i Ddata: 

Pwy fydd yn cael mynediad at y data? A oes unrhyw amodau i gael mynediad?


	Data Access: 

Who will have access to the data? Are there are any conditions to access?
Researcher and team members will be able to access data. Yes, they have to represent justifiable reason for accessing.


	

	

	4.
	Cyfrinachedd / Anhysbysrwydd: 

Rhestrwch y dulliau a fydd yn cael eu defnyddio i sicrhau cyfrinachedd ac anhysbysrwydd y cyfranogwyr.

	Confidentiality / Anonymity: 

List the methods that will be used to ensure the confidentiality and anonymity of participants.
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	Declaration 
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	Llofnodau  
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1) INTRODUCTION


Customer relationship management can be considered as an approach that aid a business organisation in interacting with existing and new clients. This can be executed with the help of analysis, as this would lead firms to focus upon all the requirements and needs, which may help in managing the relationship of customers in a rightful manner (Rodriguez, Peterson and Ajjan, 2015). Through this, an organisation could effectively enhance both productivity and profitability in a short span. Along with this, social media is one of the crucial element or approach, which may aid people in getting connected with each other with the help of internet. Basically, different social media applications that are developed by various company's software engineers like Facebook, WhatsApp, Instagram and so on. If it is talked about, hospitality industry it can be said that it is vital for hotels and restaurants to maintain the relationships with customers. Moreover, firm would efficaciously increase rivalry advancement in a short span through evaluating different range of needs and requirements of customers. Away with this, it has been found that mainly Customer Relationship Management system may directly aid a business company in building relations with consumers (existing, new and potential) (Harrigan and et. al., 2015). On the other hand, it is also said that CRM is kind of a system, that directly aid in facilitating the company in enhancing the customer satisfaction level. Through this, this system would aid in implementing the number of goals and objectives in specified time frame.

In present context, researcher has considered a case of Premier Inn hotel, United Kingdom, which is looking forward to improving customers relationships considering social media. Including this, if it is talked about relationship that consumers along with the brand carries needs to be positive in nature and this could effectively be done by social media, which aid in making direct relations with customers (Wang and Kim,  2017). Away with this, if it is talked about the different executives along with the owners then they mainly considered social media as one of the crucial promotional plans. This would lead businesses to find out ample number of opportunities in relation with customers, where they could target customers from all over the world. Under this, there are number of social media applications or sites that are available in the market are: Twitter, Facebook, Instagram and so on. Considering these sites, organisations could develop various strategies and develops number of targets and try to fulfil number of demands of customers (Agnihotri and et. al., 2016). Away with this, it is said that there are some of crucial strategies like producing number of attractive podcasts, developing both user-generated hashtag campaigns or polls, where developed videos helps in enhancing the brand image through developing interest among customers from all over the world. Moreover, it is also said that considering the different functions of a business company like sales, customer service and marketing, social media involves number of sections and these are Customers Relationship Management and so on, that specifically aid a business company in meeting the different range of goals and objectives in order to develop relations with consumers. Social media in present time is being considered as one of the crucial elements that is helping customers to get satisfied after getting information from different social media channels. But it can be both positive and negative in nature for a brand where individuals could have multiple thoughts over a particular area, which could be anything from products or services offered by a company.

1.1) Background of the research


In this century, technology is continuously upgrading, and this has built the customer's tastes and needs much more dynamic in nature. Over the years, it has been found that businesses used traditional ways to communicate with customers. This has kept these firms to consider a limited amount of people only, to whom they can target. But, if it is talked about current scenario, then globalization has led technology to upgrade and this has helped firms in bringing innovations at workplace. There are a range of ways like social media, telecommunications and others, which led organisations to reach large number of audiences and develop their presence in online market. On the other hand, due to the impact of social media, the relationship between brands and consumers have changed a lot (Felix, Rauschnabel and Hinsch, 2017). Nowadays, companies create strategies after they analyse and understand the target consumer’s demands, expectations through Social Media. Social media has had play pivotal role on the world and business. Starting from a tiny businessman to multinational company, everyone is taking advantage of Social Media Marketing to make their brand or services visible. Considering the different tools like Social CRM, a company could effectively deliver number of benefits to the customer like support in the online platforms that individuals are using to interact with different people. Another benefit that came in front i.e. engagement with customers in real time that would lead a business company whether it is performing within the hospitality sector or in any other one.


Including this, taking in use of Social CRM a hotel could effectively resolve number of issues by monitoring social media for complaints that has been made by potential customers. In addition, there are some of other benefits that has also been pulled out are finding and developing the reward brand advocates that may effectively lead or help consumers to deal with various problems that they are going through while booking a hotel. (Huotari and et. al., 2015). On the second side, it is also said that for a hotel it will become really very easy to get greater exposure in the places where audiences spend their time. But as it sounds this is not that easy for a hotel to maintain their positive presence among consumers that are continuously operating their business and accommodating their potential ones to hit the targets. Because customers may think of many factors that would lead organisations to go through number of situations. 

1.2) Background of the company


Premier Inn Hotel was found in the year of 1987 by Whitbread, which is being considered as the parental hospitality company. It's headquartered is at Dubstable, United Kingdom. At present, Premier Inn hotel is said to be one of the United Kingdom's largest hotel brand, which is having around 72,000 rooms with more than 800 hotels. On the opposite hand , if it is talked about the operations of this hotel chain then it consists of different varieties of hotels among different locations like suburbs, airports, city centres where it is giving good rivalry to major business hotel chain like Ibis hotels and Travelodge. Specifically, Whitbread purchased Premier Lodge in the year of 2004 & incorporated it with Travel Inn. This has brought the whole new name as "Premier Travel Inn". After that, company was specifically shortened its name to Premier Inn.


Along with this, if it is talked about the current situation then the organisation i.e. Premier Inn Hotels is dealing with decline within its sales. This impacted negatively upon overall performance level of hotel chain. The major reason that came in front was Premier Inn Hotel was not specifically making appropriate modifications as per the requirements of consumers (Harrigan and et. al., 2017). In order to do so, hotel chain has made their decision to consider the social customer relationship management that would help them in integrating social media channels so that they could directly make appropriate connections with customers. This would help company in bringing appropriate modifications as customers are looking to get for better experience.


It is also said that Customer Relationship Management related platforms support specifically linked with both social media and traditional channels. This would help Premier Inn Hotel in meeting the requirements of goals and objectives in specified time frame (Zhang and et. al., 2017). Including this, it is also may be possible that Premier Inn Hotel may gain number of competitive advantages as well, due to with the help of social media, hotel will directly stay connected to consumers in all over the world. Here, hotel may also get feedbacks from the consumers where it might become able to bring appropriate modifications within the hotels as per the requirements.

1.3) Research Aims


This is being considered as one of the paramount elements in relation to an investigation, because without developing an aim a research cannot get completed. This is said to be the basic reason behind why the research is needed an aim along with the objective so that appropriate results could easily be identified in given time frame. This aim of present research is “To analyse the impact of management of customer relationship over social media: Analysis of Premier Inn hotel, United Kingdom.”
1.4) Research Objectives
Different investigating objectives are given underneath:
· To analyse ways that aid companies in becoming able to grab attention of consumers considering social media. 

· To evaluate the importance of producing content or promotional activities on social media.

· To evaluate how social media has affected Premier Inn Hotel's existing marketing strategy.

1.5) Research Questions
Based on the objectives some of questions are presented underneath :
· How a business firm could develop customer's interest towards products and services offered by them considering social media? 

· How significant it is for a business organisation to develop promotional activities and content as well on social media?

· Explanation on how social media changed Premier Inn Hotel's strategies followed by marketing department.
1.6) Significance of the investigation


If it is talked about importance of an investigation, then sometimes it becomes really very important to know exactly and truthfully that what has happened considering a particular topic so that risks linked with the same could effectively be reduced to minimal. In present investigating topic, why researcher has taken this into consideration is particularly belongs to a reason, which is many of the business hotels dealing within the hospitality industry of United Kingdom are going through ample number of issues. This has impacted negatively upon customer relations, which is much needed for every single business company to maintain the performance  
1.7) Rationale of the research


The primal reason behind conducting the investigation is to identify the effectiveness of customer relationship management system that organisations are utilising, which basically aid companies in maintaining relations with consumers through utilising different social media platforms. Another reason behind formulating this research is self-interest of the researcher because, with the help of developing this investigation, investigator would directly gain appropriate information in specified time frame in relation to how social media has helped businesses companies in maintaining the presence of themselves utilising the customer relationship management systems (Carlson and Lee, 2015).


Through the assistance of web based social media channels like Facebook, Twitter, Instagram, email, content and YouTube, the association can keep up long haul associations with the clients. The online social stages mainly empower the advertisers to directly take into consideration of offering consumers with the best and effective to all the potential clients. With the assistance of this study, the researcher may effectively break down the information that may associate different potential client to get appropriate knowledge in relation to internet-based life stages. This examination study is also significant for exploring the different elements through considering the online networking (Navimipour and Soltani, 2016). With the assistance of this investigation, the researcher would effectively break down different elements in relation to what perceptions clients are having and this would lead companies in pulling out favourable outcomes towards the customer related management and may also aid in making appropriate connections with consumers.


On the flip side, it is also said that considering the social media as a promotional tool, then it would directly aid the business company in offering consumers with all the detailed information in relation to a particular product or a service that company is providing. Along with this, social media sites like Facebook and more are also helpful in delivering the data in relation to what exactly the discounts a hotel is providing while accommodating their potential clients.

1.8) Scope of the investigation


Present investigation's scope is that researcher will directly become able to develop all the effective strategies that are connecting to social media and consumers, which is much more important for the companies to understand. Through this, appropriate information pulled out from this investigating research will help readers in improvising their knowledge in relation to social media and customer relationship management. It is also known that customer service teams can offer dramatically better service and significantly improve response times by monitoring and handling customer contacts across channels and business functions.(Benthaus, Risius and Beck, 2016). Researcher may also directly become able to get all the information which is directly linking with social media along with working of Customer Relationship Management that helps in offering consumers with 24*7 support services. Using this, a business could provide direct customer correspondence relating to the launch of new products or services. The social media CRM ultimately helps to build long-term loyalty for consumers in the company. The CRM strategy with social media platforms will give opportunities to augmenting cross-sales and online sales of products and services. Approximately 79 percent of Sales-force customers showed better customer service and 63 percent increased customer retention – demonstrating that social CRM provides real business benefits. These are said to be some of the scope that this investigation will be providing to the consumers.
2) LITERATURE REVIEW
2.1) Introduction


This area of research will be going to cover the point of view of scholars and researchers that describes the aim and objective of research. In addition to this, secondary sources of research will be use that includes journals, past reports, articles, company website, newspapers, online services in order to identify, measure and evaluate research question as well as objectives of research. This part plays essential role in every research as it allows investigator in developing their own knowledge on the chosen topic in deeper manner (Charoensukmongkol and Sasatanun, 2017). Also, it has been also been analysed that this section will contain information from the perspective of different authors. As a result, it is easier for investigator to draw valid outcome towards research problem. With reference to the current investigation, researcher will effectively make use of several secondary sources like books, journals, online articles and other published data so that they can easily draw valid conclusion towards the same.


 In this section, detailed literature will be presented on the management of customer relationship with the usage of social media in effective manner and bifurcated in several parts which are explained one after another in effective manner. In the first part, detailed information will be provided on the different ways by which business entities especially hospitality sector can effectively develop its long-term relationship with the customers by making use of social media.  In another section, importance of content production over social media in order to attract customers will going to be presented with the inclusion different perspectives of authors (Jiang, Ding and Leng, 2016). In the last section of this chapter, investigator will provide in depth information on social media and its associated impact over existing marketing strategies of Premier Inn Hotel. By analysing all the information presented in this section, it would be easier for investigator to determine concept of social media along with this, researcher will be able to acknowledge actual outcome of the research in rightful manner.

2.2) Customer relationships management using social media


According to Huotari and et. al., (2015), in order to maintain the relationship with the customers, social media plays a very important role that allows communicating with customers wherever they are. From the point of view of McKinsey, nowadays people prefer to be in touch with customer service line via messages rather than sitting and calling to customer service. Waiting for the respondent on call is done on past, 80% of the people choose direct interactions that is easily available through social media applications. The reason to move on social media is because it is less expensive, and it is the place where customers are active. Social media is a place where an organisation gets closer and in touch with customers anywhere (Go and You, 2016). There is a high chance of positive relation with customers and directly leads to increase in the revenue. The faster this gets solved with the problems of customers, more they will be loyal towards the brand and it is all done with the help of social media. Customer relationship management helps companies to cut down their cost and will become effective and efficient.
Using social media for effective customer relationship management is a productive and appropriate way in order to know customer needs, demands, taste and preferences. Through social media the company can easily make long term relationships with the customers. Social media is a best way of promoting the product and the brand because 70 to 80% people is now active on social media and like to spend time on it. Online promotions via social media campaigns, you tube, and online advertisement helps organisation to aware and reach large number of customers at a time (Gummesson, 2017). To use social media for customer relationship management helps organisation in three ways. The first one is it helps in managing complaints of the customer. It is easy to deal with customers through social media because it consumes less time as compare to the phone call or customers are not stuck to work on one thing only. The companies will give rewards online by sharing the post of customer or by liking post. It creates belief and value in the product and build good relationships with the customer for longer time. Secondly, social media helps in providing 24*7 service to the customers so that the queries of customers will be solve as soon as possible and their requirements can be easily fulfilling. Lastly, customer relationship management with social media build value of the customers for longer period. This all leads to growth in online sales and provide opportunities to the organisation to expand their services through social media. 


On the basis of information presented by Carter, R., (2019), it has been analysed that customer experience has become main priority of the companies so that they can effectively enhance their sustainability at marketplace in effectual way. It has been further analysed that business associations are nowadays focusing on executing their work in such a manner that could be represented social media. This directly supports them out in enhancing trust level of customers towards the company. It can also be said that business associations which especially deals in hospitality sector can easily approach to the targeted customers zone. This also helps them out in enhancing their sales performance with the passing time in rightful manner. In addition to this, it is seen that there are maximum number of companies who are using social media as the core medium by which they are interacting with customers at regular basis (Sheth, 2017). It has also been seen that even though companies are having their social account which makes it easier to develop their interaction with the customers. But, at the same time it makes it difficult for the business enterprise to maintain their relationship at the same time. It has also been analysed that around 15% of the company who are having social account are not able to respond to the messages which are received by them at social account. This delay in response directly places negative impact over their personal relationship. Along with this, it might also develop negative image of the company in front of customers because there are probable chances that the customers of the respective company might think that business entity is not providing them importance this is why they are not providing response to their question.  


There are numerous of ways by which business association can easily develop their relationship with the customers by using social media. In context of hospitality sector business managers of this industry prefers to adopt different ways in order to develop their better relationship with the customers (Kumar and et. al., 2016). The main ways among them are providing the response to customers in quicker manner, personalization conversation, presenting human side of company, providing rewards to customers, delighting customers with something unexpected etc. All of them directly supports the company in maintaining their relationship with the customers for longer period. Some of the most popular ways which are used by hospitality sector especially Premium Inn Hotel are described below:
· Providing response to customers in quicker manner: It is identified as an important way that is being used by maximum number of business entities in rightful manner. It can be said that by using this way it is quite easier for the companies to develop their relationship with customer as they are provide quick response to each of the customers on their query at social media (8 tips to build customer relationships with social media, 2019). Here, it has been analysed that in direct or indirect manner it is providing strong belief among customers that company is taking them seriously and providing them support in attaining their expressing their viewpoint towards respective services of the company. It will also enhance trust of customers towards the entity that will provide support in maintaining long term relationship with them. 
· Personalization conversation: Social media also provides options to customers to communicate to the team of marketing at personal level. In context of hospitality industry, it can be said that needs and requirements of customers are different from one another. Here, every customer has his own list of services which are expected by them from the hotel (Ashley and Tuten, 2015). Therefore, it can be said that if these customers who are using social media gets option to communicate to the staff or other authorised staff hotel then they can easily express their expected services to them in effective manner. If these customers receive appropriate service as per their expectation during their visit, then it directly supports them in developing their relationship with the hotel.
· Providing rewards to customers: Business entities belonging to hospitality sector often make use of several tricks and tactics in order to influence interest of customers towards them in rightful manner. Main tactic used by this respective industry is rewards and gift vouchers. By making use rewards, it is easier for the marketing manager of the hotel to develop their strong relationship with the customers. This can be well understood with the help of example. For instance: Marketing manager of Premium Inn hotel develops many schemes which include various offers for the customers. This directly influences interest of customers as they are getting opportunity avail free services as well as rewards provided on social campaigns (Godey and et. al., 2016). It can be said that when these customers get several benefits with the social media medium then they are able to build up their strong relationship with the Premium Inn hotel.
· Delighting customers with something unexpected: Social media is considered as the effective medium that is being adopted by business associations for developing their relationship with the customers. Here, delighting customers with something unexpected is considered as an effective way that is adopted by the company for influencing interest of customers towards them in appropriate manner. It can be said that management of Premium Inn hotel often present some links on social media account. These links mainly contain various discounts. Customers who book their required services with the link can easily attain higher discount on their actual purchase (Tseng, 2016). This directly seems to look unexpected gifts for the customers which. Here, it has been analysed that by providing such kind of unexpected offers to customer the manager of Premium Inn hotel can easily build up positive relationship which will stay with them for longer period.
2.3) Significance of content over social media to attract the customers

As mentioned by Wang and Kim, (2017) social media is developing because of the strong and powerful content that attract the customers. Through a good content, a brand can develop a positive and strong presence digitally. Content over social media includes videos, infographic data, blogs, and pictures and so on. The main objective to write a good content is to reach the target audiences which will be beneficial for the organisation. The content is the heart of social media that will help in engaging customers for longer time. The content should always be memorable and attractive then only it goes in the mind of customers and can easily recall it. Quality content makes organisation to easily find followers that can promote their brand. Promotion of social media content includes share, like, and Retweet. Proper strategy is needed for the content it always relates with the picture or message that you share. Otherwise, inappropriate information of the brand builds confusion in the mind of target audience. The activities of social media did not end with the posting of content. After this organization need to aware and promote it to the target customers (Hudson and et. al., 2015). Otherwise, the amount and time that is consumed in content is wasted. Content should be unique and creative then only it attracts the customers and develop positive image of the brand. A good content directly connects the potential customer or audience with brand and builds empathy and sympathy for the brand. Content shows the feel and passion of how organization is attached to the brand.

Content of high quality tends to have a significant impact over the financial performance of company once it is distributed over the different types of social media accounts. Content has a great role to play in the success of social media for the purpose of marketing and both of these collaboratively shape the foundation for growth as well as development of a corporation. When a company uses high quality content, it witnesses several positive results in terms of increased reach and engagement of customers. By publishing content on a range of social media platforms, entity can gain lucrative benefits in terms of increased insights and traffic.


To make focus of the customers on the content is the main aim of a company. If content is attractive and innovative then it can increase sales and profitability of the brand. Visual content attracts more customers rather than it is written or verbal. It directly goes in the mind of human brains which is easy to recognize and recall. Images and pictures can clarify faster and can easily get person's attention (Soltani and Navimipour, 2016). Video is also the most powerful way that is used by the companies in content marketing. 60% of the people like to watch video rather than reading the content so a video should be creative, covers all information and must not be lengthy. It will lead to boost the sales of a brand. Facebook, Instagram, you tube, twitter and snapchat used by large number of customers in worldwide. So, to promote the brand or to spread the message globally this social media application helps in attracting and a building a large customer base. In the present, blogs are in the trend and bloggers are follow by 50% of the youth hence, companies are now start promoting their brands through blogs also, that helps in increasing sale of the products offered by the company. By strong content, organisation can build customer loyalty and increase its performance which leads to increase in revenue and profitability of the organisation. 


On the other hand, another author named as Bowen and Chen McCain, (2015), have expressed that hospitality sector is required to develop creative content as it is considered as the effective thing that is required to be adopted by hospitality sector so that they can attract maximum number of customers towards them in appropriate manner. Usage of creative content directly supports business association in developing their strong image among customers. This is generally happening by presenting information of the company among customers in attractive manner. Some of the common creative methods used by business associations for attracting customers are info graphics, 3D images etc. which are self-explanatory and also helpful in influencing interest of customers them. (Iankova and et. al., 2019).

2.4) Impact of social media over existing marketing strategy of Premier Inn Hotel


As mentioned by C Rodriguez, Peterson and Ajjan, (2015) over the years many business hotels are promoting their number of services and packages offered by them to customers with the help of different traditional marketing approaches. In present context, some of these majorly stay enclosed with traditional marketing approaches and these are billboards, print advertisements, TV, flyers or pamphlets, radio, and newspaper. But, from last two decades, digitization has changed the whole scenario for the business organisations to perform the promotional activities regarding products and services offered by them to enhance the customer loyalty. 

But now, considering the Social media as one of the crucial marketing approach, companies or brands can connect with their target customers for free, the only cost is time (Zhang and et. al., 2017). Using social media platforms like Facebook, Twitter, LinkedIn etc., a company could effectively gain or grab a good position within the market through reducing the marketing costs as social media is much cheaper than the traditional marketing approaches. It is effective for companies to make use of social media for marketing purposes as today almost every individual is present on one or the other social media platform. People spend a large proportion of their daily time on using social media for leisure or commercial purposes. As per a research of Statista, the quantum of users of social media would be reaching to almost 3.1 billion by the end of the year 2021. With such a hefty quantum of citizens using this platform on a daily purpose, it tends to represent a lucrative opportunity for organisations to reach an extensive customer base at a rapid pace. Setting connection with the target audience is essential for each and every entity operating as a part of economy. Its usage is significant based on the premise that it helps the company to execute correspondence with individuals such that they can be informed about the mission, vision, goal and offerings of entity (Noe and et. al., 2017). Such interaction becomes an easier process in case an enterprise is proactive on a range of social media channels. This helps in building networking with a larger pool of customers, thereby building and connecting leads to inflate the existing level of revenues as well as profits of the corporation. By leveraging the use of social media technology, the organisation can benefit by spreading the information without any constraint in a short span of time amidst a wide base of audience. The marketing managers of small or large companies both see it as an appealing opportunity to develop relations with their potential customers and leads in order to build awareness among them about the products and services offered by the organisation within hyper competitive marketplace. 

Social media for marketing purpose is a speedy and basic approach to share a business' data, for example, publicizing about the merchandise or facilities rendered by a business to the buyers at marketplace. In this regard, directed advertising is turning into an appealing technique within the confines of social media marketing (Chae and Ko, 2016). The huge measure of individuals who utilize social media is critical for organizations to publicize their items and facilities. Networking is regarded to be the most crucial aspect in carrying out marketing activities as well as practices by way of social media. This is a great way through which companies can make association with clients and build new base of customers to enhance organisational sales as well as profitability. Newspaper, TV, and radio were the significant types of marketing in advertising before online marketing became possibly the most important factor (Kang and Kim, 2017). Presently, social media platforms such as Twitter, Facebook, Tumbler and Pinterest are used for the purpose of executing promotions. At the present time, utilizing social media as a strategy for marketing has become an effective way to reach several customers at a single point of time. The simple utilization of these web-based social networking platforms lifts a heavy load off a company's shoulder. 

Including this, if it is talked about Premier Inn Hotel, then it has been following the traditional approaches only where, company used to consider print advertisement along with the flyers as well to perform the promotion of themselves and the products and services offered by them. But, when the social media came into existence considering the internet, it has changed the way of developing the promotional activities in order to enhance sales of products along with the services offered by them (Alalwan and et. al., 2016). Social media has acted as an effective platform for the company enabling it to derive a few benefits. Through the usage of social media as a marketing technique, Premier Inn Hotel has gained many benefits such as improved customer insights, better customer service, cost-efficient in terms of selling services over internet, better connectivity with both other business and the customers. Also, it has aided the respective hotel in establishing brand awareness, improvement in sales and so on directly helped business in sustaining within the market for a longer period of time.
3) RESEARCH METHODOLOGY
3.1) Introduction


Every section of this study will illustrate the approaches used to classify the whole sample. Research methodology is considered as theoretical framework that simply represents that how information will be gathered and analysed in the present project. This section is helpful in analysing whole research in deeper manner that ultimately contributes in gathering best feasible research outcome which is valuable for all (Kumar, 2019). This research study therefore focuses on research methodology, research method, research approach, data gathering technique and test sampling technique. All these terms are explained in the below sections along with the justification of selection in deeper manner. 

3.2) Research philosophy


The following is the first aspect of research methodology or tool which is the set of faiths and customs which the researcher is needed to keep into the mind at the time of conducting the research. Research philosophy are considered as the set of belief of investigator which he/she follows while conducting this research. There are two types of research philosophy which are epistemology and ontology. In between these two, the use of epistemology philosophy is done in order to conduct the following research because with the help of this philosophy it will be possible for the researcher to provide the reader with complete and detailed information about the research topic. Interpretivism and Positivism are the positions which are also needed to be considered among the research philosophy Research philosophy is mainly of two types that is positivism and interpretivism. Here, interpretivism philosophy states that data is collected with range of sources like observation, personal interview etc. which simply states that information is gathered from the realistic approaches that could also place influence over investigation as well as might also impact its outcome. On the contrary, positivism philosophy is based on various aspects that relies upon scientific reviews that are presented by authors. These reviews directly support investigators in drawing valid conclusion as well as recommendation over the chosen research problems (Quinlan and et. al., 2019). With reference to the current investigation, investigator has mainly chosen interpretivism philosophy which is mainly based on human based perception. This perception is helpful for investigator in attaining valid outcome as it initially critically evaluates information given by individuals on Management of customer relationship over social media that is supportive in drawing valid outcome for the same.
3.3) Research design


It is explained as the effective structure or even plan for conducting any of the research or a list of procedure and specification for managing any of the research project in a systematic manner. It is helpful for any of the person who takes the responsibility of decision making as proper analysis of collected information is required to be done (Ketchen, Bergh and Boyd, 2019). Altogether, there are three types of research design and they are descriptive, exploratory and experimental. If discussing various types of research design descriptive research is a research which is related with the method in which various characteristic of a population must be studied. This methodology is focussing on “what” is the subject matter and not on the aspect” why” this is having a relation with three aspects which are questions of research, design of research and analysis of research. 


Another type is the exploratory research which is used for studying of a problem which is not studied and there is a need for establishment of priorities. This is also used in determining of the best design of research and the best method of collecting data. This is also used for gaining of various insights from the research which is based on achievement of various objectives laid down in the beginning of research (Ramanathan, Subramanian and Parrott, 2017). This is a type of research which is being conducted for a type of problem which has not been studied clearly ad there is a need for development of various operational definitions and improvement of research design. This is also helpful in determination of best design for research and best method of collecting the data by the researcher.


Experimental research relates to the scientific research design. This consist of a hypothesis in which there is a variable which is manipulated by the researcher. There is a variable which can be calculated, measured and then compared. This is very helpful in completion of the research in a controlled environment by the researcher. This experiment is helping in understanding of various outcomes of a research so that various variables can be understood and then measured according to requirements of the research (Parveen, Jaafar and Ainin, 2015). All three types of research are very helpful for completion of the research and achievement of overall objectives in a better and effective manner. As per the requirement of research, descriptive design has been used because it is helpful in explaining about the specific person in detail and even detail evaluation is done in it
3.4) Research strategy


It is identified as the effective plan of action that provides direction to researcher about the research and provides them idea that how they could place efforts towards the same in rightful manner. It also allows investigator in conducting whole research in systematic manner that also support in conducting quality research with effective outcome (Guthrie, 2015). With reference to the current study, investigator will use different questionnaire as its core strategy in order to grab detailed information on the stated topic and grab best possible outcome over the same. This questionnaire will include 15 questions which has its multiple options in the form of answers. Here, chosen sample population will provide their response on every question according to their own knowledge and understanding. The questionnaire will contain close ended questions. The main reason behind choosing close ended question is to make this investigation less complicated as researcher can evaluate the gathered information in close ended question. Along with this, it is also feasible for investigator to understand actual outcome as answers are presented to them in sorted format (Ismail, 2017). Whereas, it can be said that if the same investigator has chosen open ended question in the questionnaire that it would be complicated for them to interpret the answers and link it with their respective research question in rightful manner. Adoption of this strategy will make it helpful investigator to execute overall research in systematic as well as simpler manner. In addition to this, interpreted data from this section will allow investigation in attaining valuable outcome for themselves. In addition to this, author of this research will also use a set of archival documents and reports based on hospitality sector from where data can be easily identified.

3.5) Research choice

Research choice is termed as the effective research method that is being adopted by investigator while conducting effective research towards the same. Research choice is generally relying upon the research problem or research topic over which whole research revolves. It is very essential for the investigator to make right choice of research methods so that they can effectively attain their proposed research output in rightful manner. Research choices are mainly of three types that is mono method, mixed method and multiple methods. Here, it can be said that mono method is the one according to which individual make use of single method for conducting effective research on the research topic. Whereas mixed method suggests investigator is allowed to use combination of two methods in order to attain maximum information on the chosen topic in rightful manner (Ainin and et. al., 2015). This method is considered as the most effective one as investigator has lots of options and sources from which they can easily grab required information in appropriate way. The dense quantity of information makes it easier for the investigator to analyse the research topic from each and every aspect of the topic. As a result, it is feasible for them to attain maximum information in rightful manner. Along with this, it has been further analysed multiple method simply states that investigator can easily develop their understanding on research topic and find out feasible outcome towards the same by making multiple number of methods in order to draw conclusion towards the same.


With reference to the current investigation, it can be said that investigator has chosen mono method of research choice in order to conduct this investigation without any sort of confusion. In mono method, qualitative type of research approach has been taken into consideration. The main reason behind choosing qualitative method is to draw valid outcome of the research because of human based perception (Tseng, 2016). This makes it easier for investigator to check out that several of human perceptions on the common research topic. As a result, it is quite easier for them attain valid outcome towards the same.
3.6) Research approach


Research is mainly seen as the procedure which includes various that are followed by investigators for collecting information, analysing data, its evaluation and lastly its interpretation. This simply states that how data will be gathered and how it will be analysed in the future for drawing conclusion over the same (Wang and et. al., 2019). Research approach also states that in actuality operations related to research will take place for attaining research aims and objectives. Mainly research approaches are bifurcated in two types like inductive and deductive which are explained as below in effective manner:


Inductive approach: It is process in which investigator develops their understanding over the topics by developing new concepts and theories on the core concepts. This is effectively done by enhancing existing knowledge over the topics. This approach is flexible in nature as information is gathered from latest sources which initially gathers information on broader terms and then bifurcates it into smaller section in order to develop understanding over the same in detailed manner (Clarke and Visser, 2019). Inductive research approach mainly belongs to qualitative type of investigation which is supportive in drawing valid outcome towards the research problem. 

Deductive approach: This approach is mainly based on past investigation or theories developed in the past time. In this approach no new information is gathered or formulated for drawing valid outcome over the same (Ulmer, 2017). This approach mainly focuses on emphasising on small research outcome which are time consuming but still in collaborative manner it helps in drawing valid outcome with maximum possible research outcome.


In the present investigation researcher will adopt inductive approach in order to ensure that their drawn conclusion is based on qualitative investigation. Usage of this method will allow them in drawing authenticated information which will further support in developing specific opinion on research topic. As a result, it will contribute in developing effective conclusion along with recommendation for the same. 

3.7) Data collection technique


Data collection technique refers to the way through which investigator gathers information by using different sources in effective manner. Data in every investigation is mainly conducted through two types of methods that is primary and secondary method of data collection. In primary method of data collection investigator gathers information directly from the chosen respondents or other people who has information on the particular topic and could help others especially in enhancing their knowledge on the same topic (VanKooten, 2019). Various kind of sources belonging to primary method includes survey, interviews, questionnaire, observation, focus group etc. This method is considered as time consuming but the same time it is also seen as very effective method for every kind of research as it allows researcher in gathering maximum information. Usage of primary method is helpful for investigator in reaching fresh and authenticate data as investigators can gather maximum information by meeting or observing investigator at regular basis. It also provides them knowledge about the changing perception of people or respondents towards the research topic and also aware them on developing their knowledge on present perception of human beings over the same which helps them out in drawing valid outcome over the research topic in quicker manner.


On the other hand, secondary method of data collection simply states that information is developed from already existing information or past research (Bellini, 2017). This method is less time consuming as compared to the primary method as it does not require detailed information from the direct sources. Popular sources of secondary method include books, journals, online articles, previous research and other published sources. Data gathered from secondary sources is based on past information which might not work positively for the researcher as they are not able to approach fresh data. This affect the findings of the investigation in negative manner.



On the basis of above described data collection methods, it can be said that investigator uses both primary as well as secondary methods for accomplishing research outcome in more appropriate manner. In secondary method, researcher will make use of books, journals, online articles, websites etc. all of these sources will allow investigator in gathering information in lesser period of time that will also allow them in attaining valuable outcome for them same (Johnson, 2019).  In primary method, investigator will make use of questionnaire which will include 11 questions. This questionnaire will be further filled by respondents from the chosen sample population in effective manner. By using combination of these both method investigator will be able to obtain true outcome on research topic that will be valuable for all.

3.8) Sampling


Sampling is considered as the effective method through which investigator selects number of respondents from the whole population. In order to select respondent’s investigator mainly uses two types of methods that is probabilistic and non-probabilistic methods. In probabilistic method, whole population is given equivalent opportunities so that they can get selected as the respondents (Sunderland and et. al., 2015). These respondents are given a s equivalent opportunity that allows them to present their viewpoint to respondent in effective manner. On the contrary, non-probabilistic type of sampling method is completely opposite to the above stated method as it does not provide equivalent chance to any of sampling population who does not get equivalent opportunity of getting selected. In the current study, investigator has used non probabilistic sampling method in order to develop research finding without any bias behaviour. In this, random sampling method will be going to be adopted by investigator. The main reason behind choosing this method is enhancement of validity and reliability of research. In the present research, investigator will choose 30 respondents from the sample population. The overall information will be going to be gathered from these respondents from the questionnaire method.

3.9) Conclusion

From the above study, it is analysed that using social media ways and channels for awareness and promotion of the brand by the organisation attracts many customers. In addition to this, the above section also analyses and identify the feedback and reviews of past research workers that describe the main aim and objective of the study. This section also provides guidance to investigator from which they can easily execute their work and attain research outcome in appropriate manner. 

3.10) Questionnaire

It is considered as the inclusion of several questions in one document that are developed by investigator for grabbing maximum information from the respondents (Murshed, F. and Zhang, Y., 2016). This is effectively done by asking respondents to fill the questionnaire according to their own knowledge so that detailed information can be obtained by all. For present research, investigator have developed questionnaire that contains 16 questions. These questions will be further provided of respondents who fill it according to their knowledge. The developed questionnaire for current study is described below in effective manner:

Questionnaire

	Q 1) Are you aware with the concept of social media?

	a) Yes 

	b) No

	Q 2) Does social media marketing tool is helpful for company in drawing attention of maximum number of customers towards the company?

	a) Yes 

	b) No

	Q 3) Does social media marketing is determined as effectual method which places influence influences sales performance of Premier Inn hotel?

	a) Agree

	b) Disagree

	Q 4) How social media places impact over Premier Inn hotel growth?

	a) Positive manner

	b) Negative manner

	Q 5) How social media helps management of Premier Inn hotel in developing effective relationship with the customers?

	a) By regular based communication with the customers

	b) Quicker approach to customers

	c) By taking feedback from the customers

	Q 6) What are different benefits that are attained by Premier Inn hotel with the usage of social media?

	a) Development of positive bond with customers

	b)  Increase in sales performance

	c) Quick increase in profitability of hotel

	Q 7) what is the chief drawback of social media that could place impact over the performance of Premier Inn hotel?

	a) Development of negative image 

	b) Increase in number of rumours 

	c) decline in sales performance

	Q 8) Does adoption of social media method influences existing mode of marketing methods of Premier Inn hotels

	a) Agree

	b) Disagree

	Q 9) Do you think, incorporation of social media creates requirement of training and development sessions for employees within Premier Inn hotel?

	a) Yes 

	b) No

	Q 10) Do you think, usage of social media tools helps business associations of hospitality sector especially Premier Inn Hotel in attaining higher profitability?

	a) Agree

	b) Disagree

	Q 11) Why you consider social media platform as more helpful medium for maintaining relationship with customers?

	a) Customer present their views over services

	b) Suggestion for improvement

	c) Ease in interaction

	Q 12) What are different ways through which Premium Inn hotel can approach customers over social media platform?

	a) Presenting informative content

	b) Sharing customer experiences

	c) Regular updating information

	Q 13) According to you what benefit does Premium Inn hotel will get with the development of creative content over social media?

	a) Capture viewers’ attention

	b) Maintain interest of people

	c) Influence to avail services

	Q 14) What kind of strategies does Premium inn hotel must adopt while using social media sites to approach larger number of customers?

	a) Search engine optimisation

	b) Pay per click 

	c) Pop up ads.

	Q 15) Do you think social media interaction will support Premium inn in maximizing customer satisfaction?

	a) Yes 

	b) No

	Q 16) Provide some suggestions to Premier Inn Hotel in developing their interpersonal  relations with the customers.


	Q 1) Are you aware with the concept of social media?
	Frequency

	a) Yes 
	25

	b) No
	5

	Q 2) Does social media marketing tool is helpful for company in drawing attention of maximum number of customers towards the company?
	Frequency

	a) Yes 
	22

	b) No
	8

	Q 3) Does social media marketing is determined as effectual method which places influence sales capability of Premier Inn hotel?
	Frequency

	a) Agree
	25

	b) Disagree
	5

	Q 4) How social media places impact over Premier Inn hotel growth?
	Frequency

	a) Positive manner
	15

	b) Negative manner
	15

	Q 5) How social media helps management of Premier Inn hotel in developing effective relationship with the customers?
	Frequency

	a) By regular based communication with the customers
	10

	b) Quicker approach to customers
	10

	c) By taking feedback from the customers
	10

	Q 6) What are different benefits that are attained by Premier Inn hotel with the usage of social media?
	Frequency

	a) Development of positive bond with customers
	15

	b)  Increase in sales performance
	8

	c) Quick increase in profitability of hotel
	7

	Q 7) what is the chief drawback of social media that could place impact over the performance of Premier Inn hotel?
	Frequency

	a) Development of negative image 
	12

	b) Increase in number of rumours 
	10

	c) decline in sales performance
	8

	Q 8) Does adoption of social media method influences existing mode of marketing methods of Premier Inn hotels
	Frequency

	a) Agree
	26

	b) Disagree
	4

	Q 9) Do you think, incorporation of social media creates requirement of training and development sessions for employees within Premier Inn hotel?
	Frequency

	a) Yes 
	23

	b) No
	7

	Q 10) Do you think, usage of social media tools helps business associations of hospitality sector especially Premier Inn Hotel in attaining higher profitability?
	Frequency

	a) Agree
	22

	b) Disagree
	8

	Q 11) Why you consider social media platform as more helpful medium for maintaining relationship with customers?
	Frequency

	a) Customer present their views over services
	12

	b) Suggestion for improvement
	8

	c) Ease in interaction
	10

	Q 12) What are different ways through which Premium Inn hotel can approach customers over social media platform?
	Frequency

	a) Presenting informative content
	10

	b) Sharing customer experiences
	10

	c) Regular updating information
	10

	Q 13) According to you what benefit does Premium Inn hotel will get with the development of creative content over social media?
	Frequency

	a) Capture viewers’ attention
	8

	b) Maintain interest of people
	9

	c) Influence to avail services
	13

	Q 14) What kind of strategies does Premium inn hotel must adopt while using social media sites to approach larger number of customers?
	Frequency

	a) Search engine optimisation
	13

	b) Pay per click 
	10

	c) Pop up ads.
	7

	Q 15) Do you think social media interaction will support Premium inn in maximizing customer satisfaction?
	Frequency

	a) Yes 
	26

	b) No
	4


4) DATA ANALYSIS

Data analysis is termed as an important section of every investigation. This section provides the major proportion of contribution in the research that supports in investigator in drawing valid outcome towards the research. For present conducted research for Premium Inn Hotel, it can be said that investigator has interpreted all the information attained by investigator from the respondents from questionnaire. In this section, each and every question along with its information has been interpreted by the investigator which has made it easier for them to grab best feasible outcome towards the research problem. The respective section is useful understanding behaviour as well as knowledge of the respondents towards the Premium Inn Hotel and its related working pattern. By conducting this research, investigator will be able to analyse every perspective of respondents that is being used by them for conducting better research and also providing the other people seeking to develop their knowledge on the same area. In the current investigation, researcher have formulated themes based on each question which is further interpreted as per investigators understanding on the response of the respondents. With reference to the same data analysis of the current investigation has been stated as below:
Theme 1:  Concept of social media

	Q 1) Are you aware with the concept of social media?
	Frequency

	a) Yes 
	25

	b) No
	5
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Interpretation: Social media is considered as the effective platform that allows business association or the one who is operating it to interact with the customers. This interaction is supportive for the company in developing their relationship with the customers for longer period of time. It also helps the company out in identifying the changing needs requirements of customers according to which they can easily modify their offerings as the market situation. On the basis of above described pie chart, it has been analysed that from the total number of 30 respondents, 25 have agreed that yes, they have heard this term. This is because, they are using social media at regular basis in their own life and have observed that maximum number people are using it. Other 5 respondents denied to the same concept. In order to support their statement these people have expressed that they are so busy in their lifestyle due to which they are not even aware about the external social trends. 
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Theme 2: Social media marketing tool is helpful for company in drawing attention of maximum number of customers towards the company

	Q 2) Do you think, social media marketing tool is helpful for company in drawing attention of maximum number of customers towards the company?
	

	a) Yes 
	22

	b) No
	8



Interpretation: Social media is termed as effective marketing tool that works as the supportive factor for business enterprises in influencing interest of customers so that they can make purchase from the same company or use the same company for using desired services. This tool is often seen as one of the effective methods that attracts maximum number of customers towards them because it provides support to firm to communicate with customers and provides the opportunity to promote their products and services at higher extent. This directly provides higher contribution in attracting maximum number of customers towards them in rightful manner. As per the information expressed in the graph, it is interpreted that from the sum total of 30 respondents the higher proportion that is 22 people have said that “yes” social media is supportive in grabbing attention of maximum number of customers towards them in effective manner. This is because, it supports company in increasing their interaction with the customers that directly results in turning up their influence towards the products and services offered by the company. On the other hand,  remaining 8 respondent have expressed that “no” towards they do not agree to this because promotions conducted through social media are mostly ignored by the customers which clearly depicts that it is not attracting customers at all towards them.
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Theme 3: Social media marketing is considered as effective method that influences sales performance of Premier Inn hotel?
	Q 3) Does social media marketing is determined as effectual method which places influence sales capability of Premier Inn hotel?
	Frequency

	a) Agree
	25

	b) Disagree
	5


Interpretation: Social media marketing is termed as the effective medium of marketing method that is supportive for business association in influencing interest of customers which directly results in the higher improvement in their sales performance. With reference to the hospitality sector, it can be said that usage of social media as the promotional tool will allow hotels dealing into its industry in strengthening relations with the customers and also improvise their sales performance with the passing time in effective manner. As per the above-mentioned graph, it can be said that 25 people believes that social media is the effective method that is supportive for Hotel Premium Inn in influencing their sales performance. The main reason behind this improvement is because they can interact with customers which ultimately aware those about their changing demand and expectation from the industry as well as that specific company. As a result, they can easily mould up or upgrade their services accordingly which works as the supportive factor in influencing interest of customers to use services of the respective hotel again and again. On the contrary, other 5 respondents have said that they disagree to the same statement because according to them there are only fewer people who finalises their hotel during their travel based on social media. According to these respondents, people prefer to finalise their hotel as per their personal experiences. Thus, usage of social media will not be an effective method that will increase sales performance of Premier Inn hotel.
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Theme 4:  Social media places impact over Premier Inn hotel growth
	Q 4) How social media places impact over Premier Inn hotel growth?
	Frequency

	a) Positive manner
	15

	b) Negative manner
	15


Interpretation: Social media places higher influence over  company in terms of its sales as well as customers base. This ultimately places higher impact over their growth. As per the above expressed pie chart, it can be said that response received from the respondent has been determined as equivalent. As per the information attained by respondents, it is interpreted that 15 respondents thinks that impact of social media in the business growth of Premium Inn Hotel is positive. This is because these respondents have personally experienced that after acquiring social media marketing tool the company has improved its sales performance at higher extent which simply means that their growth rate is increasing. On the other hand, other 15 respondents simply state that its impacts are negative over the growth rate of company because after adopting social media the respective hotel had encounter many rumours. This has directly developed its negative image among customers.  As a result, it can be said that social media have placed negative impact over the growth of Premium Inn Hotel.
Theme 5: Social media helps management of Premier Inn hotel in developing effective relationship with the customers

	Q 5) How social media helps management of Premier Inn hotel in developing effective relationship with the customers?
	Frequency

	a) By regular based communication with the customers
	10

	b) Quicker approach to customers
	10

	c) By taking feedback from the customers
	10
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Interpretation: Social media is acknowledged as effective promotional tool that is helpful for management team of Premium Inn Hotel in formulating effective relationship with the customers in rightful manner. On the basis of above specified graph, it has been determined that 10 respondents have expressed that social media helps management team of Premium Inn Hotel in developing stronger relationship with the customers by regular based communication with the customers. This is because; with the help of social media management team can easily interact with the customers at the regular basis. Along with this, other 10 people have expressed that social media allows company as well as its marketing team in approaching to customers in quicker that is helpful for them in developing their relationship with the customer. Apart from this, the leftover 10 people from the total of 30 respondents have expressed that social media allows company in taking regular based feedback from customers. For this, they communicate with the customers at regular basis, as a result, it is easier for them to develop their positive relationship with the customers which will ultimately provide long term benefits to Premium Inn Hotel and also contributes in enhancing their sustainability.
Theme 6: Different benefits that are attained by Premier Inn hotel with the usage of social media
	Q 6) What are different benefits that are attained by Premier Inn hotel with the usage of social media?
	Frequency

	a) Development of  positive bond with customers
	15

	b)  Increase in sales performance
	8

	c) Quick increase in profitability of hotel
	7



Interpretation: Usage of social media brings range of benefits for the company. With reference to the hospitality sector, it can be said that there are numerous of benefits which could be attained by Premium Inn Hotel by making use of social media. Some of the core benefits include development of strong relationship with customers, increase in sales performance and quick increase in profitability of hotel. According to the above expressed graph, it is interpreted that 15 respondents believes that main benefit that could be attained by Premium Inn Hotel with the usage of social media is development of strong relationship with the customers. It can be said that if company has strong relationship with the customer then it is easier for them to influence customers to make purchase from the same company which directly results in the attainment of higher profits. On the other hand, 8 respondents have expressed that the main benefit of social media it that it increases sales performance of the company in rightful manner. Furthermore, it is acknowledged that if social media increases awareness of customers towards the current as well as upcoming offering of company. This directly increases sales performance of the company in frequent manner. Other than this, the remaining proportion that is 7 respondents have said that social media is helpful in increasing profitability of the Premium Inn Hotel. This is because, when sales performance of the company increases. This directly increases their profitability. 
Theme 7:  Chief drawback of social media that could place impact over the performance of Premier Inn hotel
	Q 7) what is the chief drawback of social media that could place impact over the performance of Premier Inn hotel?
	Frequency

	a) Development of negative image 
	12

	b) Increase in number of rumours 
	10

	c) decline in sales performance
	8


Interpretation: Outcome of social media is not always positive for the company, but it also has numerous of drawback associated with this that could affect performance of the company in negative manner. Some of the main drawback that that could be faced by Hotel industry due to usage of social media are development of negative image, increase in number of rumours and decline in sales performance. From the above expressed graph, it can be said that 12 respondents have said that main drawback of social media is development of negative image among customers. In order to support this statement, these respondents have expressed that there are many customers who are not satisfied with the services of Premium Inn Hotel or they might have any negative experience with the same hotel could post negative comment on social page of this hotel. This will directly develop negative image of the hotel among customer. Other 10 respondents have expressed that another drawback of social media is increasing number of rumours at social page which will directly influence interest of its viewer in negative manner. The remaining 8 respondents from the total of all 30 have expressed that it has simply resulted in the decline in sales performance of Premium Inn Hotel.
Theme 8: Adoption of social media method influences existing mode of marketing methods of Premier Inn hotel
	Q 8) Does adoption of social media method influences existing mode of marketing methods of Premier Inn hotel?
	Frequency

	a) Agree
	26

	b) Disagree
	4


Interpretation: Social media has been acknowledged as one of the fastest growing method of marketing which is providing huge benefits to the businesses who have acquired it. By using of social media, it has been determined that existing number of marketing and promotional medium gets affected. This is because; social media promotions are considered as the reasonable medium of promotion whose returns are higher as compared to others. As a result, many of businesses are moving towards social media instead of other promotional tools. According to pie chart, it is interpreted that 26 people believes that adoption of social media directly influences existing mode of marketing methods as the marketing manager of the respective hotel is directly focusing on using only social media as main method. Thus, they drop the idea of using other methods. This ultimately influences existing mode of marketing methods of Premier Inn hotel. On the other hand, remaining 4 respondents have disagreed to the same because according to every marketing method has its own importance thus incorporation of social media will not at all influence existing marketing methods of Premium Inn Hotel.
Theme 9: Incorporation of social media creates requirement of training and development sessions for employees within Premier Inn hotel
	Q 9) Do you think, incorporation of social media creates requirement of training and development sessions for employees within Premier Inn hotel?
	Frequency

	a) Yes 
	23

	b) No
	7


Interpretation: Social media as the medium of promotional tool is considered as technology-oriented method. Thus, it is important for businesses to conduct training and development sessions for their employees so that they can develop their understanding over the ways by which they can easily operate social media account of the respective company in rightful manner. According to the above-mentioned graph, it is interpreted that 23 respondents from the total of 30 have mentioned that yes incorporation of social media creates requirement of training and development sessions for employees within Premier Inn hotel. This is because, for operating social account of the hotel employees are required to know each as every function of social medium. This can only happen with the training and development sessions. On the other hand, leftover 7 people have expressed the negative response towards the same because according to them it is the easiest medium thus it is not mandatory to provide training sessions to employees. Here, management team of Premium Inn Hotel can simply provide them little bit guidance with the help of this they can easily operate social account of the company.
Theme 10: Usage of social media tools helps business associations of hospitality sector especially Premier Inn Hotel in attaining higher profitability

	Q 10) Do you think, usage of social media tools helps business associations of hospitality sector especially Premier Inn Hotel in attaining higher profitability?
	Frequency

	a) Agree
	22

	b) Disagree
	8


Interpretation: Usage of social media tools are helpful for business associations belonging to hospitality sector especially Premier Inn Hotel in attaining higher profitability. This can be well stated by saying that social media tools help marketing manager of the company in approaching to the greater number of customers as this platform has huge number of people who are constantly active on it. This makes it approachable for the company in attracting customers. This ultimately increases their sales performance that leads to enhance of profitability. According to the above stated graph, it is interpreted that 22 respondents have expressed positive response towards the questions as according to them social media tool will directly support Premium Inn Hotel in acquiring maximum profitability. This is because, social media allows them in interacting with the customers which ultimately influences their sales performance that directly results in the increase in profitability. On the other hand, other 8 have declined towards the same social media has also brought many drawbacks with it. This also results in creation of negative image of Premium Inn Hotel among customers as many customers could post negative comment on social account of Premium Inn Hotel that could result in declination of sales performance as well as profitability of the respective hotel.
Theme 11: Social media platform as more helpful medium for maintaining relationship with customers

	Q 11) Why you consider social media platform as more helpful medium for maintaining relationship with customers?
	Frequency

	a) Customer present their views over services
	12

	b) Suggestion for improvement
	8

	c) Ease in interaction
	10



Interpretation: Social media tool is considered as the effective platform that is beneficial for the company in developing their strong relationship with the customers. This generally happens when customers due to regular based interaction of company with the customers. This interaction can be seen in the form of comments, feedback, suggestion, liking and sharing of pictures and posts etc. Constant based interaction with the customers directly makes it easier for the company in developing their positive relationship with the customers. It also helps the company in enhancing loyalty towards the same business entity for longer period. As a result, it will contribute in the enhancement of sustainability. As per above mentioned pie chart, it is interpreted that 12 people thinks that customer can easily present their views over services with the usage of social media that supports in developing strong relationship with customer. Whereas 8 people have stated that customers can also provide suggestions towards the improvement by making use of social media. In addition to this, remaining 10 people believes that it easier for customers to indulge into interaction with the customers that ultimately results in maintenance of strong relationship with customers.
Theme 12: Different ways through which Premium Inn hotel can approach customers over social media platform

	Q 12) What are different ways through which Premium Inn hotel can approach customers over social media platform?
	Frequency

	a) Presenting informative content
	10

	b) Sharing customer experiences
	10

	c) Regular updating information
	10



Interpretation: From the represented pie chart, it has been analysed that the proportion in which respondents have expressed their thoughts is quite equivalent. According to this, 10 have said that by presenting informative content Premium Inn Hotel can easily approach to customers. Whereas, other 10 have expressed that by sharing customer experiences, the respective hotel can easily approach to customers with the help of social media platform because the social account operator of the company prefer to post past client's experiences for attracting new one towards the same. The leftover 10 people personally thinks that they can reach customers by regularly updating their information on social account and grab attention of customers with it.
Theme 13: Benefit Premium Inn hotel will get with the development of creative content over social media 

	Q 13) According to you what benefit does Premium Inn hotel will get with the development of creative content over social media?
	Frequency

	a) Capture viewers’ attention
	8

	b) Maintain interest of people
	9

	c) Influence to avail services
	13



Interpretation: Usage of creative content over social media account is seen as the effective way that is adopted by Premium Inn Hotel for attaining benefits. On the basis of viewpoint presented by 8 people, the main benefit attained with creative content is capturing viewers’ attention. While other 9 people thinks usage of creative content supports in maintaining interest of customers towards the respective hotel for longer period. This is because they are getting new and innovative information each time. The remaining 13 people believes that creative content directly helps Premium Inn Hotel in influencing interest of customers to avail services of the respective hotel maximum time. This directly results in the increase in sales performance as well as profitability of the Premium Inn Hotel.
Theme 14: Strategies does Premium inn hotel must adopt while using social media sites to approach larger number of customers

	Q 14) What kind of strategies does Premium inn hotel must adopt while using social media sites to approach larger number of customers?
	Frequency

	a) Search engine optimisation
	13

	b) Pay per click 
	10

	c) Pop up ads.
	7



Interpretation: Premium Inn Hotel is required to adopt several strategies so that they can effectively adopt social media and approach maximum number of customers. From the information represented on the graph, it is interpreted that 13 people believes that search engine optimisation is considered as the best strategies through which they can easily reach to customers. Other than these, 10 people have further expressed that pay per click is the best strategies that is helpful in reaching customers in rightful manner. The leftover 7 respondents from the total of 30 have expressed that pop-up ads are best strategy among the all.
Theme 15: Social media interaction will support Premium inn in maximizing customer satisfaction

	Q 15) Do you think social media interaction will support Premium inn in maximizing customer satisfaction?
	Frequency

	a) Yes 
	26

	b) No
	4



Interpretation: Social media tool is considered as one of the effective medium by which manager of the Premium Inn Hotel can easily maximise customer satisfaction in rightful manner. On the basis of above represented pie chart, it can be said that 26 respondents have represented their positive response towards the same as according to them when customers are able to express their view point and experience with company then it directly maximises their satisfaction level. On the other hand, other 4 respondents think that satisfaction level of customers directly depends upon their own experience attainment by them at the time of using the service. Thus, interaction on social media will not at all increase their satisfaction level.

5) FEASIBILITY AND ACCESS


In present context, it can be said that this investigation would be much more feasible while collecting the data from both the consumers along with the managers as well of the Premier Inn hotel, UK. Including this, consent form is also something that has been taken into consideration for taking the permission from higher authority along with the customers, employees and other people that are related to the project (Moreno-Munoz and et. al., 2016). Including this, if it is talked about the access to the information that has been gathered by researcher then it will not be utilised for any other research investigation in near future and the data that has been taken into consideration would only be used for performing the investigation that has been performed by the researcher.

6) CONCLUSION AND RECOMMENDATIONS


This is said to be the last section where conclusions along with the recommendations are specifically being considered as elements that majorly pulls out information. Both sections are presented underneath:

6.1) CONCLUSION


With the help of above mentioned report, it is being concluded that for every single business organisation it is much needed to conduct the analysis and develop number of strategies that are directly getting linked with customers so that appropriate outcomes can easily be pulled out. On the other hand, taking in use of customer relationship management system, an organisation could effectively attain number of goals and objectives that are linked with consumers. With the help of customer relationship management, an organisation could effectively bring modifications among their products or services offered by them through considering all the feedbacks that has been given by customers along with all the details that they go through about the product within a promotion that has been done by company on social media or any other traditional marketing channel (Keinänen and Kuivalainen,  2015). It has also been summarised that without considering the customer relationship management a company cannot sustain for a longer period of time because using social media CRM what directly help the company in getting connected with the customers and looking into different range of needs and requirements that they are having. It is also much required for a business organisation which is dealing within the hospitality industry to bring some changes as well frequently because current trends along with the requirements of customers gets changes. Therefore, easily that without considering different factors like quality, requirements of consumers and more than the social media CRM could effectively become much more helpful for the company to sustain within the market order to gain number of competitive advantages in a shorter span. Including this, it is also being summarised that for a business company which is performing business at hospitality industry to adopt social media CRM because considering this type of approach not only ask for good investments but appropriate changes as well in the internal working environment so that this type of Management could effectively run with in the organisation.

6.2) RECOMMENDATIONS

Every single investigation consists with by analyzing the above research some of the suggestions for Premier Inn Hotels are as follows:

· The Hotel should adopt voice search website in order to give better experience to customers and saves their time of searching. Voice search solves the query of customers rapidly and attracts large audiences (Barreda and et. al., 2015). It is important for managers of Hotel premier Inn that the content which is available on these websites should be accurate and track the location of people. These websites should also consist the option to enter guest reviews so that it is easy for other customers to take decision effectively.

· The upper level authorities can also offer the customization option to customers. This attains Hotels to fulfill all the needs of their guests and raises their future sales. If a customer gets all the services as per their requirements it builds positive mindset and develops a good relation between the company and customers. In addition to this, the managers can add this option on its website so that there is no need for the customer to visit at Premier Inn and thus saves the money as well as time customers. It impacts positively on customers which further improves its market reputation.

· Nowadays, People were using LinkedIn profiles to connect with people such as business persons, company managers, famous leaders and many more. In order to approach the corporate peoples, the management team of Hotel can make an effective profile on LinkedIn which supports them to easily contact with business people and raise the number of bookings. In addition to this, the Hotel can also appoint a person who can handle their page effectively as for professional people there is a need to give accurate information about Hotel and its services (Hajli, 2015). The higher authorities can invite people from other countries also which in turn increases market presence of Hotel Premier Inn. With the help of this, premier inn hotel would become an efficient hotel that will continuously be offering customers with the best quality accommodation.

· It is also suggested that company should create an effective video and advertise its on YouTube and WhatsApp as large number of populations uses this application on daily basis. This attains organization to generate positive relations with customers and increases sales effectively. With this, the Hotel can also maintain data of past or existing customers so that they can send them wishes occasionally through Email. This make them feel valued and important part which further builds a healthy relationship with customers.
·  This has been recommended to organization to attract customers by providing them different types of attractive offerings such as befit vouchers, additional free services and more. This will significantly aid them to attract them in well-defined manner. 

· Further hotel is being recommended to undertake use of qualitative offerings in which they are required to provide qualitative services to their customers in cost effective manner. This will ensure them to attract large base of new customers along with satisfy needs of existing one in best effective manner. 
With the help of above-mentioned recommendations, it can easily be said that favorable outcomes would easily be pulled out in specified time frame (Dolan and et. al., 2016). Along with this, there are some of other recommendations also can be given in relation to the same where, researcher could have also taken them into consideration, which could have helped Premier Inn Hotel in meeting different desired goals and objectives.
7) REFLECTION AND ALTERNATIVE RESEARCH METHODOLOGY 


Another section, which plays an important role among every single investigation. This is where a researcher specifically delivers information regarding what exactly he/she has felt while performing the research. Including this, alternative research methodology is also another section which directly stays linked with number of details like which would be the best option for the researcher to conduct the research considering the methodology. Both sections are presented underneath:

7.1) Reflection:


While conducting the investigation, I have gone through various problems and issues that are directly linked with the topic that has been taken into consideration but, most of the time that I spent while performing this research I have enjoyed every single bit of it. This is because, the topic that I took into consideration was directly linking to the interest which I have had. This has raised many of the challenges for myself but, with the help of tutors and internet, I managed to finish the research in. Along with this, considering the overall investigation, I can say that I am pretty much thankful that my lecturers have given this opportunity to me to take into consideration of this topic. Because, this has helped me in attaining my own goals and objectives in specified time frame that were directly getting linked to various possibilities to perform each tasks of investigation or research over such as an interesting topic i.e. “Management of customer relationship over social media: Analysis of Premier Inn hotel, United Kingdom.” This research widely has helped me out in assisting me in enhancing my own knowledge criteria about the Management of customer relationship and importance of social media for consumers. By conducting this investigation, I came to develop basic understand regarding the management of customer relationship and its impact on consumers while purchasing products or services over the internet.


Aside from this, I might also create high range of probability to bring out the proper information in relation to the complexity of the management of client relationship towards association just in such a way, that a company could effectively perform number of goals and objectives in specified time frame. Regardless of this I assumed significant job to discover that in what way does clients get affected by the move made by retailer. By performing study, I become ready to support my quality by getting a through comprehension about instruments that are pursued for sorting out the overall investigation in a much more precise manner. On the other hand, while performing the current examination I have confronted enormous number of issues, for example, inappropriate conduct from respondents, inadequate time, absence of resources and capital and so forth. All these are being considered as some of the major issues that are specifically looked by me while conducting this investigating research. However, every one of these issues I attempted to give my full endeavours to perform the research and it is increasingly much more effective and performed the investigation in rightful and orderly manner. For directing this research, I have also gone through different various capital and cost related elements as these are not high else, if I would be having the same, then it is may be possible that I would have considered survey as an optional tool to conduct the research system which help me in procuring overall information what respondents have given.

7.2) Alternative research methodology:

There are various strategies which have been taken into consideration by investigator, like, qualitative research methodology, philosophy, approach, design, different instruments, interview and so on. These are increasingly viable strategies which helped examiner to perform the research in a productive manner. On the other hand, if it is talked about alternative research methodology then the investigator may pull out less relevant information (Sigala and Chalkiti, 2015). This is the basic reason why; researcher has conducted a survey as it leads the researcher to conduct the investigation in rightful manner. Alongside this, survey likewise consider as a successful technique for information assortment. There are various advantages of using the survey that are inexpensive, realistic, give a fast way to obtain information, scalability, comparability, simple analysis and visualisation, offer actionable data, privacy of respondents, have no time constraints and spread any part of a topic. In this way all these are greatest points of interest of survey encourages the research to take into consideration to assemble suitable measure of information or data from the respondents (Ngai, Tao and Moon, 2015). Including this, the basic reason that came in front why researcher has not taken into consideration of survey was that time duration along with the issues as well that are directly getting linked number of goals and objectives.
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