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Abstract
This Assignment seeks to explain how Hotel in London can use social media to enhance customer experience, the paper also wants to understand the most desired form of social media usage by customers and potential users.
The purpose of this assignment is to evaluate how social media can be used to enhance customer experience in the hospitality industry particularly in London. This assignment is also meant to make the reader understand while social media, or social networking site is most preferred by hotel guest for communication and feedback purposes, and can be used by their marketing department for advertising purposes. The method of strategy which is used in this assignment is based on qualitative only, and in an explorative manner. The data sampling is based on semi structured-interview with hotel managers in London within their communication and marketing department  
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[bookmark: _Toc19533038]Chapter 1: Introduction and Background
London is the Capital of the United Kingdom, it is one of the largest cities in the world in comparison to other cities like New York, Tokyo, and Hong Kong. London also boost of the infrastructure needed to support the hospitality industry in general for instance, human capital, technology and other government incentives. The UK government made huge investment to support digital infrastructure to the tune of about 1.49 billion pounds from the start of the year 2008 all the way to 2 billion pounds by the year 2013, representing an increase of about 35 percent within the span of 5 years (Business Matters, 2017). 
In 2017, the mayor of London is once noted as saying that “London is home to a wealth of talent and activity so it’s no surprise that the capital dominates the LinkedIn top start up list in the UK” (Gov.UK, 2017). In Europe the United Kingdom leads as a choice destination for small businesses including new start-ups. The UK government is serious about supporting the ICT sector of the country it has “financial support for a scheme designed to deliver loans and funding to start-ups companies around the country by 30 million pounds” (Anon., 2018). That being the case there hotels in London need to take advantage of the opportunity. These days having a competitive advantage over is not only about price setting but also 
1.1 [bookmark: _Toc19533039]Summary of the Issues  
The hospitality industry contribute to the UK economy according to (Anon., 2018) “Small businesses accounted for 99.3% of all private sector businesses at the start of 2018 and 99.9% were small or medium-sized (SMEs)”. Small sized hotels are classed as small businesses, hotels such as guest inns, these guest inns like any other small business are not taking advantage of the numerous opportunity that the use of social media to incorporate into a business can provide. 









[bookmark: _Toc19533040]1.2	Research Aim 
The purpose of this research is to shed more light on the importance of hotels in London, and how so many Hotels in London can improve their customer experience by tapping into the social media online world. Social media possess enormous benefits but hotels are not taking full advantage of the opportunities that it present. This research will go deeper in finding the connection between the use of online social media in improving customer experience by hotels in London. The Aim of this Research is to understand the benefit of adapting social media marketing strategy by hotels to improve their customer experience. 
[bookmark: _Toc19533041]1.3	Research Question
What is the impact and importance of social media on customer experience in hospitality in London?
[bookmark: _Toc19533042]1.4	Research Objectives 
· To evaluate the positives and the negatives of using social media as a platform to enhance customer experience
· To assess the present development in social media usage across London, by hotels 
· To make recommendations on how hotel’s in London can enhance customer experience based on the results and the findings.
[bookmark: _Toc19533043]1.5	The Structure 
This research will be made up of 4 chapters, chapter 1. Will consist of the introduction, the introduction part will contain an overview, the background and issues of the topic. Chapter 2. Contains an extensive literature review to get a broader understanding of the literature and identify any missing link. Chapter 3 of this thesis contain the Methodology which is mainly qualitative research and will be using primary research only in other to address the topic. Chapter 4 is the final conclusion and recommendation.
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[bookmark: _Toc19533045]2.1	Introduction and Review of the Literature 
Social media marketing is the process of using online media such as Facebook, and Twitter for marketing purposes, it is a form of digital strategy. Social media is defined as “video content, images words and texts created with the intent of sharing.” (Dave, et al., 2009) With brand awareness businesses are able to maintain customer loyalty therefore social media can enable businesses to market their brands to their customers. The platforms social media provide enable customers to provide feedback and opinions on their experience. If businesses are able to tap into these structures the social media provides they are able to utilize its potential properly and in the process attract new and potential customers (Bird., 2007). Many hotels can expect to have a significant impact on their businesses when they use social media profiles to promote their businesses. Some social media platforms provide the space for community interaction for example Facebook offers fan page services for customer discussions, this can be used by hotels to better understand customers perceptions about the hotel services, so that hotels can improve their services to guest. There are different types of social media platforms the common ones are Facebook, Twitter and Instagram  (Bird., 2007).
[bookmark: _Toc19533046]2.2	How social media has impacted the UK economy in general
The UK economy is a service sector economy and the “Services are the sector that account for the largest part of the economy – in 2017, they accounted for 79% of economic output, the production sector for 14%, construction for 6% and agriculture for 1%” (Anon., 2019). While the service sector contributes more to the UK economy it worth noting that in the economy in general “Small businesses account for 99.3% of all private sector businesses at the start of 2018 and 99.9% were small or medium-sized (SMEs)” (Maltby, et al., 2017). The role of hotels in determining how they have impacted the economy, can easily been seen because SMEs can be defined as businesses which have a small sizeable number of workforce between 2 to 10 people as employees. Therefore most hotel guest inns can be classed as small businesses since they employ a small number of people in their workforce. 




[bookmark: _Toc19533047]2.3  	The rate of social media presence in the UK
Different forms of social media network have penetrated the UK market over the years, and user access to different forms of social networks vary from mobile devices to laptops as can be seen from the figure below:
[image: UK Social Network User Penetration, by Platform, 2017 (% of population)]
Figure 1: showing social Network penetration in the UK ( (eMarketer, 2017)
The figure shows that Facebook is the most used online social network, not only is it worth noting the usage but also understanding the pattern is important. Some research suggest that about 80 percent of all small businesses are locate in London.
[bookmark: _Toc19533048]2.4	success story of social media in politics 
Aside from the hospitality industry social media marketing has recorded some obvious success stories in other industries too. For instance, “the 2008 US election that brought Obama to power was purely driven by social networks” (The New York Times, 2008). The use of social media to create awareness in other industries particularly in western countries cannot be underestimated. In today’s world life can be unbearable with access to the internet and social media contributes to one of the highest activities recorded on the internet. Research suggested that most Americans are “spending 6 hours per day on their mobile phones and of those 6 hours” (Nielson, 2018). As can be seen from the figure below:
[image: Daily Time Spent With Media]
Figure 2: showing time spent per day on the internet on average 
Then again the most users of social media happen to be teenagers and millennials, for most millennials life will be impossible for them without access to social networking sites like Facebook. Social media has provided a kind of voice for most people that otherwise would not have been possible, there many example in the past where social media has been used by the public to hold their government to account.  (Forbes, 2012)
[bookmark: _Toc19533049]2.5	 How social media makes daily activities stress free 
Social media has impacted greatly on the way in which its users think about and go about their daily lives and other activities. In the financial industry people are able to engage in online banking activities at their convenience. Some people are able to at their convenience watch movies from their mobile phones while on the go. (Kawa, 2019) State that life has become “easier and convenient”. Communication is being made easy by using social media. In the past letters and telephones where the main stay of communications but now most people simple send and receive messages with their social networking accounts. Social media lets people stay connected with their loved ones both near and far. Special occasions are made easy such as birthdays, most people simply use it as a form of reminder where posts in regards to birthdays are made (Diallo, et al., 2018). 
[bookmark: _Toc19533050]2.6	The benefit of social media in the hospitality industry 
It has been observed that social media is beneficial to other industries, therefore that same success can be replicated in the hospitality industry as well. Since Facebook and twitter rank high as the most used form of social media communication, hotels and small guest’s inns have to come on-board and take advantage of the numerous opportunities it provides, in other to market their services to guest directly. Facebook has the largest active users as can be seen in the figure below:
[image: https://www.figarodigital.co.uk/wp-content/uploads/2017/10/statista-table.png]
Figure 3: showing Facebook with the largest active users
Younger people have the most active social network profile like Facebook that means social media has a lot of influence so to speak on society in general. Facebook reported to have increased its active user to about 1.5 billion in 2015. This represent a huge market opportunity for the hostility industry for creating a brand awareness and for creating customer loyalty. Social media is a useful tool for marketing not just in the hospitality industry but also other industry (Hugh, 2017). As the technology grows it is evolving as well, if hotels come on-board they will be able to better maintain their relationship with their customers. The use of social media network make hotel companies keep their customers through brand loyalty as (Al-Msallam & Alhaddad, 2016) says that “hotel brands can take a proactive approach to manage brand relationships with their consumers”. The hospitality industry is improving and will improve more in terms of customer experience but in other to improve customer experience even better the hotels involve with the use of social media for marketing have to understand their specific customer needs in other to target their services.
One of the in the hospitality industry that hotels aim to improve is visibility to their various customers, for example, hotels are sometimes patronise based on their location and visibility to their customers hence the notion that location is very important when conducting a research and writing a business plan. Many hotels that adopt the social media marketing opting can improve on it as their search engine provide the technology to make it easy. Some social networking sites such as Facebook have a search engine that provide and “locate anything within its data base by using natural English language phrases and keyword”  (Hassan & Hijazi, 2018)
[bookmark: _Toc19533051]2.7	How Hotels in London can engage Customers via Social Media 
If a hotel business decides to have a social media profile account, it is important to constant monitor of the account (Barker, et al., 2017, p. 2). Hotels normally interact with their guest by their guest relation department which are sometimes saddled with the responsibility of overseeing complaints or other guest related matters. When social media is incorporated into the division guest relations can be enhanced with the use of social media because people can make their complaint on a post on the hotel social media profile, using the hotel community page feedbacks and suggest about a previous experience can be made. Social media can enhance many guest experience in that methods of communications are changing and improving. Information’s travels faster these days than they did many years ago, so by using the medium of social networks to keep in touch with customers can beneficial because  (Mitchell, 1993). For instance if a guest stays at a hotel and have a positive experience a post or video or picture about their experience will no doubt travels faster and help create a positive image for the business. It increase the chances of customer retention in the long term. It will also increase the possibility of new potential customer coming on board as a result of the positive feedback. 
[bookmark: _Toc19533052]2.8	The hospitality industry and social media 
Many groups of people and individuals often relate with one another, so in the process human development evolve. In social media world human development as a result of human relations is very well represented especially as technology advance according to (Granovetter, 2000) social media is a “set of actors (people and organisations) connected by human relations or bonds of some specific kind. A bond or relationship between two actors has power and content. The content may include information, advices or friendship, mutual interests or associations and typically some level of trust”
The advancement of technology made content sharing and generation possible on a larger magnitude. And also social network has enabled people to connect and share information with one another while also staying connected (Kim, 2016). The uniqueness of social media is the personalised experience it offers to its users, for example the ability of its users to be able to share their views, opinion and perceptions about things. When people communicate with one another on the internet they leave tracks that becomes useful for digital marketers to use for targeted ads purposes (Menezes, 2015). When tracks are created by social media users the information created are a very important information as some companies even exist solely for the purpose of using such information for marketing purposes. There are tools that can be used by digital marketers to monitor the interaction the users and use that create leads or to use that information to get feedback from customers’ desired services, or products and services delivery in other to understand the customers habit better  (Menezes, 2015).
When a company has some kind of social media page for online community they can use the same page and through interaction with their client in the online community foster interaction leading to development between the hotel brand and its customers. This is essential to the development of brand loyalty among hotel guest it can also lead to knowledge about the hotel in the area (Jung & Chung, 2018). 
In the hospitality industry hotels using social media for marketing purposes have an advantage and an edge due to the fact that the hotel can interact with their customers develop new and strengthen existing relationships with their customers  (Jung & Chung, 2018). There are many opportunities that are associated with the use of social media in the hospitality industry, hotels will be able to attract new customers and have direct communications with their guest, and one of the most important aspect of using social media is the viral effect of information spreading, information spread fast on social media. This could beneficial for building a positive reputation for the hotel (Jung, et al., 2017). Therefore the use of social media to enhance customer experience in the hospitality industry is essential for hotels as a strategic and innovative extension of the offline version of marketing for the same purpose, which is to increase brand and customer interaction to enhance better products and services (Woo-Hyuk, 2018).
[bookmark: _Toc19533053]2.9	 Summary
In conclusion, London is home to many brilliant people with great talents and it’s a great destination for start-ups as a result of the government support for the development of the ICT infrastructure. Social media marketing is the process of using online media which can be beneficial to the hospitality industry for enhancing customer experience.  The platforms social media provide and enable customers to provide feedback and opinions on their experience of the businesses in the interactions that take place within a community page of the hotel profile. Hotels will be able to tap into these structures of the social media platform to provide better products and service and in the process attract new and potential customers. The hospitality industry have contributed to the UK economy through SMEs, as they account for some 99 percent of all private sector businesses, Facebook is the most used social network in the UK, which means lots of opportunities to be tapped into for hoteliers.
Social media has recorded some success stories in other industries, as was seen in the US 2008, election that Obama to power due to the awareness it created and how information travelled fast. The potential of social media in other industries could be replicated in the hospitality industry as result of its potential benefits. Americans according to research spend an average of 6 hours a day on social media, and social media makes some part of everyday life easy like staying connected with friends and love ones. Social media possess enormous benefits in the hospitality industry for hoteliers. Hotels can improve their brand awareness, their visibility can be improved online. Hotels will be able manage their customer complaints and understand customers’ needs to enable them provide better customer needs, like products and services.

























[bookmark: _Toc19533054]Chapter 3: Methodology
A research methodology is a theoretical or systematic method of analysis used or applied in a particular research field area. In this chapter the methodology is used to present the research philosophy. Research approach, research strategy, Validity and reliability Ethics and Etc. 
[bookmark: _Toc19533055]3.1	Research Philosophy
Research philosophy is way by which researchers are able to understand something new. This process can take many different forms and ways a research philosophy is “a process and set of actions undertaken with the goal of undertaking and understanding something new about a given area field or discipline” (Stokes & Walls, 2014). There are two types of research approach and understanding the approaches will enable the researcher focus on a particular research design for the project. The two types of research approaches are positivism and interpretivism. 
Positivism: is a research approach that involves the use of structured questionnaires, or where the researcher conducts a survey for statistical purposes in other to have a good reliability data and it is also scientific in nature.
Interpretivism: this research will adopt the interpretivist research approach because this approach holds that people’s belief and understanding of the natural world differ from person to person. Therefore everyone’s understanding concerning a particular problem may be interpreted on an individual basis. The information or facts that is obtained from this type of approach can be validated scientifically as well.  
[bookmark: _Toc19533056]3.2	Research Approach
There are two types of research approach deductive research approach and inductive research approach. The deductive research is a process where the researcher obtains a data and tries to use it and formulate a theory
 This research adopts the inductive research approach because the researcher will use semi-structured interview based on customer experience. The concept and component is desired because it seeks to explain experience. Experience may mean different things to different people depending on the situation, it is also observed that experience is unique as it is influenced by a situational attributes of its happening. Individuals confronted with the same situation may react differently and when two or more persons are presented with the same situation they may interpret it differently. (Möller & Raake, 2014)  
[bookmark: _Toc19533057]3.3	Research Strategy
This research will adopt qualitative research strategy, as stated in the research philosophy this research will use the interpretivist method. This research will also adopt this strategy because qualitative research uses rich description to generate meaning and understanding from a context. (E.M & Stephen, 2018). Qualitative research is used in this assignment as a useful approach in studying the hospitality industry issues that needs understanding and developing the complex social environment and the understanding in which people from those background bring their experience to bare fore. Qualitative research is different from quantitative research in many different ways. Qualitative research in this assignment was used in other to address the many different philosophical views of the world of the interviewees (Ngozwana, 2018). For the purpose of this assignment qualitative research was chosen as it uses different methods and design as opposed to quantitative. The differences between quantitative and qualitative are ‘focus’, in this assignment the researcher chose qualitative research methodology because qualitative research focuses on experience by trying to understand the essence or nature human experience in this case the interviewees (Mohajan, 2018). While in quantitative research as mentioned before mainly focus on measurable factors, for instance an amount of something or the frequency or something. In this assignment the researcher chose to use a qualitative research because of the ‘philosophical roots. Qualitative research methodology seems to integrate more subjective human experience in the case of this assignment are the interviewees as opposed to objective reality (Gear, et al., 2018). The approach therefore is either constructivism or interpretivism. This assignment did not use quantitative research because it is based on positivism which explains that social phenomenon and the physical world are completely independent from the observer and are properly firm over time and play and can be objectively observed and quantified (Fletcher, 2017). In this assignment qualitative research was chosen over quantitative because of the goals of investigation which are basically to describe a meaning or generate a hypothesis or theory since am going to be looking at experience per se quantitative would not be used is this assignment because quantitative seeks to control, predict or test hypothesis (Kei, 2018). 
In this assignment methodology the researcher chose to use unique design which its characteristics are unique to qualitative research as opposed to quantitative research. The methodology seemed emergent and evolving as the interview progressed while in quantitative it would have been sort of structured or predetermined. 

[bookmark: _Toc19533058]3.4	Method of Data Collection 
Although there two main types of data collection primary and secondary methods of data collection, this research will mainly use primary data collection. Because this is a ‘semi-structured interview’ hence the questions to asked will be based on open ended questions as this must be based on the areas of how social media can enhance customer experience in the hospitality industry in London. (Barriball & While., 1994). The semi structured interview process will also provide the researcher the opportunity ask the interviewee questions relating to the topic in more details. Cue and prompts are use in this semi-structured interview to encourage the interviewee consider further questions. In this method of data collection the researcher is liberty to scrutinise the interviewee on any response provided by the interviewee or to follow up a previous answer provided initially  (Barriball & While., 1994).
[bookmark: _Toc19533059]3.5 	Sampling 
Hotels were selected in London, in the areas that provided hotels services such as guest inns and about two to three managers of the hotels were approached. These hotel were chosen specifically because they lacked certain features that made them fit into the categories of hotels that need to adopt the use of social media to enhance customer experience and other which simply aren’t interested in having a website for their businesses let alone having a social media profile (Sandelowski., 1995). The information that will be collected from the interview focus in-depth about the customer expectations and customers service desires  (Sandelowski., 1995). The interview will focus on certain components that describe experience to a guest such as sensory, emotional, lifestyle, pragmatic, cognitive based, and rational  (Sandelowski., 1995).  The sampling is based on six component of experience based on the following:
Sensory: things related to aesthetic senses and anything that affect sense such as touch, vision, smell, sound and feelings
Emotional: things that involve emotions or sentiments and sense of humour 
Pragmatic: things that relate to the practical aspects for example utilities 
Lifestyle: things that relates to what a person or individual values, an individual’s behaviour attitude towards life 
Cognitive: how to engage the customers in relations to problems, what the customers want how they want to be treated 
Rational 
The interview is also structured to look at the entire hotel business structure in terms of business customer relationship, how the hotels as presently constituted engage their customers and respond to feedbacks and how they manage complaints. The interview questions will look at the hotels attitude towards adapting social media as a way of enhancing their guest experience. The interview will seek to understand senior managements see as a possible challenge in terms of moves to adopt social media as part of its business strategy  (Sandelowski., 1995).
[bookmark: _Toc19533060]3.6	Data Analysis 
The data analysis is done using a qualitative data analysis technique known as Constant Comparison Analysis, this method chosen because “coding” is done when referring to the analysis  (Onwuegbuzie, et al., 2007). For the purpose of this assignment constant comparison analysis is used inductively. The researcher did the analysis by first and foremost reading through the entire interview that was conducted then arranging them into meaningful parts. Using a code or descriptive title, the arranged part are then labelled (Onwuegbuzie, et al., 2007). Then the researcher makes comparison with the arranged parts of data between the old and new so that if there is any similarity they will be labelled the same way. They are then grouped by their similarity so they will be documented using their themes.  (Onwuegbuzie, et al., 2007). In this assignment the constant comparison analysis was used throughout. 

[bookmark: _Toc19533061]3.7	Ethics      
In the process of carrying this assignment the proper thing will be done in regards to ethics. The sample data will be willing individuals that offer their honest opinion, therefore the questions will to be asked will follow proper code of ethics to contribute to the development of mankind and “avoid harm to others, be fair and trustworthy honour confidentiality and anonymity” (Saunders, et al., 2009). The way the data was collected from the interview and analysed, reported followed proper ethical standards. The interview questions were clear properly constructed not the lead the interviewee to any form of predetermined answer  (Saunders, et al., 2009). The researcher ensured the semi structure interview was not bias and made subjective to the views of the researcher in any way. He researcher asked for permission from potential interviewees before starting the interview, or before inviting them to partake in it. In the event where the interviewees where uncomfortable or their safety was of concern during the process, their identity was anonymised. Because they are mostly senior managers of the hotels the researcher made sure that the questions did not seek to extract high and confidential information of the hotels and in any case that such information was need, permission was sorted from the senior management with the promise of the data being protected and used for educational purposes only  (Saunders, et al., 2009).
[bookmark: _Toc19533062]3.9	Validity and Reliability
The process of data collection and the criteria used was done to ensure that the research reliability and validity was ascertain. The research was solely a primary research therefore the data collected was raw data and the criteria that set the standards which the hotels manager will be chosen was done to make sure that the findings from the interview can be reliable. The criteria of the experience components was confirmed to be reliable as what most hotel occupants described to be better experience  (Saunders, et al., 2009). The techniques that he researcher used in asking the interviewees questions followed the best standard of research practise to reduce any form of bias. Because the interview was conducted with the hotel management, the data received is authentic and the since it’s a primary research the data is raw and reliable. While the data will be primary data the information gathered from the interview focuses on the research questions, to reduce risk of collecting information not important nor relevant to the research aims and objectives  (Saunders, et al., 2009).















[bookmark: _Toc19533063]Chapter 4: Conclusions
In conclusion, In conclusion, London is home to a wealth of talent and a great destination for start-ups as a result of the government support for the development of the ICT infrastructure. Social media marketing is the process of using online media which can be beneficial to the hospitality industry for enhancing customer experience.  The platforms social media provide and enable customers to provide feedback and opinions on their experience of the businesses in the interactions that take place within a community page of the hotel profile. Hotels will be able to tap into these structures of the social media platform to provide better products and service and in the process attract new and potential customers. The hospitality industry have contributed to the UK economy through SMEs, as they account for some 99 percent of all private sector businesses, Facebook is the most used social network in the UK, which means lots of opportunities to be tapped into for hoteliers.
Social media has recorded some success stories in other industries, as was seen in the US 2008, election that Obama to power due to the awareness it created and how information travelled fast. The potential of social media in other industries could be replicated in the hospitality industry as result of its potential benefits. Americans according to research spend an average of 6 hours a day on social media, and social media makes some part of everyday life easy like staying connected with friends and love ones. Social media possess enormous benefits in the hospitality industry for hoteliers. Hotels can improve their brand awareness, their visibility can be improved online. Hotels will be able manage their customer complaints and understand customers’ needs to enable them provide better customer needs, like products and services.
The internet has changed the way people interact these making life easy, people in the financial industry and other works of life are able to engage in online banking activities at their convenience, people pay bills, communicates and interact at ease these days. Younger people are found to most time on social media this represent a huge market opportunity for the hostility industry for creating a brand awareness and for creating customer loyalty. Social media is a useful tool for marketing not just in the hospitality industry but also other industry
Finally in the hospitality industry using social media for marketing purposes and to enhance customer experience have an advantage and an edge due to the fact that the hotel can interact with their customers develop new and strengthen existing relationships with their customers.
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The Beginning 
I scheduled a meeting which I met my lecturer Dr. Suman Saha, concerning the topic I intended to write my assignment about. We discussed about the topic then we discussed about the objective of the assignment this was on the 10th September 2019. Then I showed my supervisor the complete outline of my assignment he was happy with the outline then I proceeded with my work by first setting myself a dead since I had only a weeks left to submission. The deadline I set my self was to enable me archive result as wrote along the way to help motivate myself too.
Starting the assignment I felt overwhelmed, as there was a lot to do with little time left, I decided that the best way to start was to actually complete chapters in the shortest possible time. The outline of my assignment has about five chapters in total, Introduction, Literature Review, Methodology, Discussion and Conclusion. Since I already read a lot a lot regarding my desired topic and since am well familiar with the industry I had an idea from the angle I wanted to start the assignment and I also had a logbook to keep track of what I had done and as a form of progression. In the assignment my question is ‘how social media can improve customer experience in the hospitality industry’.
The Literature Review
 The literature review was extensive thereby enabling me to identify the gap in the literature and in the literature review I attempted to give thorough explanation of how social media can be used to enhance customer experience in the hospitality industry.  I began the literature review with an introduction and background of the topic “how social media can enhance customer experience in the hospitality industry in London”. In the introduction and background of the topic it is observed that The UK government made huge investment to support digital infrastructure to the tune of about 1.49 billion pounds from the start of the year 2008 all the way to 2 billion pounds by the year 2013, representing an increase of about 35 percent within the span of 5 years. The UK government wants to increase its support in the digital sector of the economy by providing more support in terms of funding. The summary of the issue pointed out that the small and medium scale businesses or SMEs contributed to the UK economy by accounting for about 99 percent of all private sector employment in the UK, and London in particular has a concentration of talents, with enormous opportunities of social media marketing to enhance customer experience in the hospitality industry. In the literature review there is the research aim which is to shed more light on the importance of hotels in London, and how so many Hotels in London can improve their customer experience by tapping into the social media online world.
The literature review looked at how social media and its usage has impacted the UK economy so far how it had benefited the economy and the rate at which social media usage in present in the country. In the literature review I looked at the various opportunities of that presence for hoteliers in London. In the literature review Facebook was found to be the most used social media platform in the world with about 49 percent of the total share in the world. There is a success record of social media in other industries than hospitality such as the 2008, election that helped Obama win the presidency of the US.
In the US Americans spend about 6 hours a day on social media which represent a big opportunity to tap in for hoteliers. For instance having a social media page to allow the online community to interact and develop some sort of brand loyalty. By using social media to interact with customer hotels can be sure to increase their overall traffic as it will create brand recognition which will lead to customer loyalty as well 
Methodology 
In the methodology section I chose primary research method because from the research question I wanted to find out how social media can be used to improve customer experience in the hospitality. In the primary section I used interview to allow me understand what better experience really means from the point of view of the customers. Again, because interview is more interpretivist in nature meaning is more qualitative in nature.
The differences between quantitative and qualitative is that quantitative is numerical data and their two types which are continuous (measurement) or they are discrete in nature (counting). While in qualitative research the focus is on how to generate meaning and understanding from a rich description. Qualitative research is used in this assignment as a useful approach in studying the hospitality industry issue that understanding and developing the complicated social environment and the people with those experience from those backgrounds bring with them. Qualitative research is different from quantitative research in many different ways. Qualitative research in this assignment was used in other to address the many different philosophical views of the world of respondents. For the purpose of this assignment qualitative research was chosen as it uses different methods and design as opposed to quantitative. The differences between quantitative and qualitative are ‘focus’, in this assignment I chose qualitative research methodology because qualitative research focuses on experience by trying to understand the essence or nature human experience in this case the respondents. While in quantitative research as mentioned before mainly focus on measurable factors, for instance an amount of something or the frequency or something. In this assignment I chose to use a qualitative research because of ‘philosophical roots. Qualitative research methodology seems to integrate more subjective human experience in the case of this assignment the respondents as opposed to objective reality the approach thus is either constructivism or interpretivism. This assignment did not use quantitative research because it is based on positivism which holds that physical and social phenomenon are independent of the observer and are fairly stable over time and play and can be objectively observed and quantified. In this assignment qualitative research was chosen over quantitative because of the goals of investigation which are basically to describe a meaning or generate a hypothesis or theory since am going to be looking at experience per se quantitative would not be used is this assignment because quantitative seeks to control, predict or test hypothesis. 
In this assignment methodology I chose to use unique design which its characteristics are unique to qualitative research as opposed to quantitative research. The methodology seemed emergent and evolving as the interview progressed while in quantitative it would have been sort of structured or predetermined. 
The sampling was done in areas that hotels lack any form of digital strategy is very low, in areas of London where hotels managers may be reluctant to adapt to online social media. The sampling involved the use of semi structured interview based on experience components described as sensory, emotional, pragmatic and lifestyle etc. the interview was structured in way that I as the researcher looked at the hotels business strategy, in terms of the attitude towards adapting social media or any form of digital strategy to enhance customer experience. The interview also was design to understand the interviewee view in regards to challenges that hotels face in London if and when they chose to adapt social media in their various communication department as a business strategy. This research took ethic into consideration the interview questions were clear properly constructed not the lead the interviewee to any form of predetermined answer. The researcher ensured the semi structure interview was not bias and made subjective to the views of the researcher in any way. He researcher asked for permission from potential interviewees before starting the interview, or before inviting them to partake in it. In the event where the interviewees where uncomfortable or their safety was of concern during the process, their identity was anonymized for protection. This research took all necessary steps to ensure validity and reliability. The research was solely a primary research therefore the data collected was raw data and the criteria that set the standards which the hotels manager will be chosen was done to make sure that the findings from the interview can be reliable. The criteria of the experience components was confirmed to be reliable as what most hotel occupants described to be better experience.
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