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[bookmark: _Toc158894223]1.0 Introduction
The purpose of this proposal is to analyse what impact does digital marketing have on customer acquisition and eventually their retention. Additionally, it will investigate the additional marketing tools that cleaning companies might use to expand their customer base and will analyse the engagement in customer acquisition of the employees of a medium-sized cleaning company in South Wales.
2.0 [bookmark: _Toc158894224]Background
According to Oxford’s Dictionary (2013) business can be defined as offering goods or services for money. Hayes (2024) adds that it does not necessarily needs to involve making revenue as some businesses such as charities are considered non-profit organizations. What definitions of business agree on however, is that you need someone to offer your goods/services to, i.e. customers. And here is where marketing comes in. The American Marketing Association (2017) defines it as
“…the activity, set of institutions, and processes for creating, communicating, delivering, and exchanging offerings that have value for customers, clients, partners, and society at large.”
Marketing is a crucial part for the acquisition of new clients and is detrimental to the success of every business (Aghazadeh, 2015), Janitorial services included. Marketing broadly divides into two major categories – 
· Traditional Marketing – this type of marketing is based on spreading the word by more conventional means as newspaper ads, flyers, television ads, mouth-to-mouth (London University of Contemporary Arts, 2023). 
· Digital Marketing – a more recent type of marketing that utilizes different platforms on the internet, as e-mails, videos, posts, vlogs, and other type of digital media (Novak, 2023). 
Traditional (conventional) and Digital. Recently, digital marketing has been taking the lead as people are spending increasingly more time on the internet. In the UK alone, almost 78% of the residents regularly use social media and average 110 minutes on social media daily (Zivkovic, 2021; Statista, 2022). This increasing online presence of more and more people have changed marketing and has made digital marketing invaluable for businesses seeking to expand their reach and customer base. In the case of cleaning services, a mixed marketing approach (traditional and digital) appears to yield favourable results. This usually is a mix of establishing a digital presence by Search Engine Optimization (SEO), creating social media accounts, and interacting with your customers, posting media that shows your professional accomplishments, and traditional marketing strategies such as mouth-to-mouth spreading of the word, demonstration of the services provided, and advertising your business physically (such as having your vehicle advertising it) (Gorman, 2019; Bello, 2019; Rittenberg and Bottorff, 2024).  
3.0 [bookmark: _Toc158894225]Rationale
3.1 [bookmark: _Toc158894226]Literature Review
Gorman (2021) suggests that regular marketing models such as the 4P’s model work for the janitorial services industry just as well as for any other business. They also emphasize strongly on the importance of having a strong digital marketing strategy and online presence and link it to achieving better results and this appears to be backed up by Bello (2019) and the Jobber Academy team (2022). Additionally, (Snyder, 2024) argue that digital marketing on various social media networks and the use of CRM (Customer Relationships Management) (Salesforce, 2022) software could be of great help towards gaining new customers. This appears to be strongly backed up by some famous social media figures such as Mike Makk (2024) and Matt Santos (2023).
Drenik from Forbes (2021) also highlighted the substantial increase in demand for cleaning services once the lockdown was lifted especially so for the ones that are compliant with the Covid-19 regulations which has subsequently led to a steady increase in new cleaning businesses and therefore increased competition in the field which appears to be backed up by the data provided by the team of Statista.com (2022) and the Office of National Statistics (2021). 
3.2 [bookmark: _Toc158894227]Aim
The aim of this dissertation is to identify the effectiveness digital marketing has on customer acquisition of new customers. It will also analyse the level of engagement in customer acquisition of employees currently employed by a cleaning service business.
3.3 [bookmark: _Toc158894228]Objectives
· To identify the effectiveness of digital marketing in expanding the reach of a business with regards of a janitorial (cleaning) business in the UK compared to traditional marketing methods.
· To measure the involvement of executive employees with regards to marketing a cleaning service and retaining existing customers.

[bookmark: _Toc158894229]4.0 Research Design
Within this proposal the author will perform both primary and secondary research. The Ithaca college library (2021) defines secondary research as analysing, interpreting, discussing, and summarizing on someone else’s primary research and work. This type of research will be utilised by researching and evaluating the already existing data on the question from textbooks, journals, articles, and government documentation. This will be done in attempt to set expectations for the outcome of the objectives and eventually compare them from the data gathered and analysed from the primary research conducted by the author.
On the other hand, primary research is defined by BBC (2020) as the act of collecting data by the author for the first time that is unique to their study and is regarded to as up-to-date and recent. In addition, this type of research would allow the author to ask the questions that give them the relevant information and allow them to tailor the questions so that they best answer the queries they investigate (University of Derby Library, n.d.). 
[bookmark: _Toc158894230]4.1 Methodology
The secondary research will be done by extensive research and analysis of the available academic and government publications on the topic. On the other hand, when it comes to primary research, the author will be using two methods – interviewing and surveying with both qualitative and quantitative questions being asked. The expected interviews to be performed are at least 5, and the minimum amount of survey responses in expected to be at least 100.
· Interviewing is a primary research method that usually involves collection of first-hand information from individuals or small groups. This method is frequently structured and premeditated. For the purposes of this dissertation, it will be used on the owners (or their representatives) and managers of two medium sized cleaning firms in south Wales in order to collect information relevant to the study. This method is largely regarded as one used to obtain qualitative data (Enago Academy, 2023). The author aims to interview a minimum of 5 relevant employees/managers in both companies – Mrs. Bucket and Adapt Commercial Cleaning.
· Surveying is a method of primary research method that often involves creating a questionnaire containing quantitative type of questions that are comparatively quick to complete and are intended for larger groups of people. Due to the “yes-or-no” nature of the questions asked the answers could be harder to interpret, however surveys could prove to be an invaluable tool when conducting research with limited resources (McCombes, 2019). The author aims at distributing the survey amongst 250+ cleaning employees and expects a response rate of at least 50%.
[bookmark: _Toc158894231]4.2 Limitations and Steps to Mitigate Them
This section of the report is meant to acknowledge and address the limitations of the research that will be performed by the author. There are many factors that can affect the outcome of a research. The most relevant issues that could arise are (Shreffler and Huecker, 2021):
· Deadline – as the author has limited time to complete this dissertation and both primary and secondary research are very time-consuming processes, the outcome might be reliant on limited resources. To address this the author will attempt to allocate more resources and promptly start their research.
· Bias and Interpretation of the data – according to Stevens (2017) the human psychology tends to be biased, thus making the author the tendency to give an unfair advantage to and lean towards a certain desired outcome. To try and avoid this the author will seek the opinion of their peer(s) on the results and consider their point of view.
· Sample Size – although the sample size is expected to be over 250 people, this will likely not collect all the different points of view. Additionally, the primary research will be conducted in two similar companies that likely have similar styles of operation. Interviews will likely be conducted on 5+ relevant employees/managers to gain further insight on the matter.
· Hawthorne Effect – this is the phenomenon that has people acting differently than normal when they are aware that they are being observed (AQR, 2013). This might have a negative effect on the outcome of the research as the participant’s answers might not be truthful. To combat this the author will restrain from providing their name to the participants, and will make the survey anonymous (McCambridge, Witton and Elbourne, 2014). 

[bookmark: _Toc158894232]4.3 Ethical Considerations
To remain ethical throughout their research, the author will ensure that the survey and interview questions will always remain respectful towards the participants and all data collected will be treated with utmost respect and only data that is needed for the purpose of this dissertation will be collected. All participants will be required to sign a consent form and assured that all their data and responses are stored securely. Additionally, the data collected will be used only and solely for the purpose of this report and will be properly discarded and destroyed once this dissertation is submitted (Bryman and Bell, 2011).
[bookmark: _Toc158894233]5.0 Resources
To conduct the appropriate, extensive, and critical secondary research, the author will research and analyse a vast array of textbooks, online articles, newspaper articles, journals, videos, and podcasts. The primary research will be done by creating and distributing a questionnaire (survey) created using Google Forms. Additionally, at least five structured interviews of the owners of two cleaning companies will be conducted by the by the author. The interview subjects have already provided consent.
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