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[bookmark: _Toc11175734]TITLE: 
Management of customer relationship over social media: Analysis of Premier Inn hotel, UK 
[bookmark: _Toc11175735]INTRODUCTION:
1) [bookmark: _Toc11175736]Background of the research
The rapid advancement of technology and tools in 21st century has brought enormous opportunities for the organization to directly interact with the customers. In past days, the traditional communication media are the ways to communicate and interact with the customers. However, in recent days the globalization of technology and innovations has replaced the traditional ways of interactions with customers with online social media platforms. The customer relationship management system within organization is integrated with the social media platforms to effectively interact with the potential customers besides the traditional platforms (C. Samaniotis, 2013). Through the help of social media channels like Facebook, Twitter, Instagram, email, text and YouTube, the organization can maintain long term relationships with the customers. The social media platforms mainly enable the marketers to promote their new products and services for the potential customers. With the help of this research study, the researcher can analyze the ways through which the hotel organizations can reach to their potential customer through social media platforms. This research study is also important for investigating the significance of content through social media. With the help of this study, the researcher also can analyze the bigotry faced by the customers while booking the products or services through social media in relation to the luxury hotel. 
2) [bookmark: _Toc11175737]Research Objectives:

The various objectives which will be accomplished from the research  
· To compute the ways through which an organization is able to reach their customers through social media. 
· To evaluate the bigotry that the customers face while buying a product or booking a service through social media. 
· To calculate the significance of production of content over social media.
3) [bookmark: _Toc11175738]Research Questions 
The research questions for effectively managing the entire research study are as summarized below; 
· What are ways through which the organization can able to maintain long term relationships with the customers through social media? 
· How the bigotry affects the customers to buy the product or service through social media? 
· What is the importance of content production over social media to attract the customers? 
[bookmark: _Toc11175739]LITERATURE REVIEW: 

1) Introduction: 
This section of the research study will highlight the reviews of the past researchers and scholars to demonstrate the research objectives. This section will use a number of secondary sources such as articles, journals, books, online sources, company review, websites and reports to evaluate the objectives and research questions. 
2) Customer relationships management using social media:
The customer relationship management system is closely integrated with the social media platforms to effectively interact with the potential customers across the globe. As opined by Leung, Bai and Erdem, (2017) in recent day’s social media platforms have become the significant tools to directly interact with the potential customers. According to the study of Mckinsey it is observed that from 2013 to 2017, the application of social media platforms within organization has been increasing by 70% to communicate and direct interact with the customers.  Through the help of social media platforms, the communication with the customers have become easier which results in increasing long term relationships with them (M.C. Tom, 2017). The social media platforms also have reduced the costs of communication and interaction with the customers through traditional channels. Most of the previous researchers have agreed with the fact that through the help of social media platforms, the promotions of the new products or services have become easier. The social media channels can help to maintain long term relationships with the customers which increase revenue of the organization. As opined by Ali, Melewar and Dennis, (2013) the organization can easily identify the needs, requirements, demands and expectations of the customers through the use of social media channels which reflects upon long term relationships with the customers. The CRM is integrated with social media to improve the long-term relationships with the customers using three different ways. First, it can easily deal with the complaints of the customers to support the customers for long term basis. Secondly, the CRM with social media provides 24*7 support services to offer direct message to the customers regarding sharing of the new products or services. Finally, the CRM with social media helps to create long term value for the customers of the organization. The CRM technique with social media platforms can provide opportunities for increasing online sales and cross sales of the products or services. (M. Ali, 2013)
3) Bigotry faced by the customers while buying product or service through social media: 
Over the recent years, the growth and sustainability of the online shopping has been increasing with the increasing popularity of social media channels. However, different bigotry and consumer attitudes may affect the customers in buying products or services through online. As opined by Noone, McGuire and Rohlfs, (2011) the organization should meet the different dimensions or factors of online shopping to increase growth and long-term relationships with the customer. The bigotry or prejudice may affect the customers while purchasing online products or services from the website. For example, shoppers may prefer to purchase from the physical store rather than purchasing through online. On the other hand, the customers also may face several challenges such as security issue, privacy issue, and discrimination issues and various laws and agreement issues while buying the new products services which also may influence the purchasing behavior of the customers. Many of the customers may think that sharing personal information credit card details may harm them in future thus; they don’t want to maintain online shopping to buy products or services. Sometimes, the customers may think that purchasing from online may create problem in delivering of the products on time rather than shopping from the physical stores. Therefore, perception and attitudes of the customers may create problem to the customers while buying product or service through social media or online media. (B.M noone, 2011)
4) Significance of content over social media to attract the customers: 
The popularity of social media marketing has been increasing with the help of development of the strong contents over social media. Both the visual as well as written contents have become the important parts of social media marketing through which the marketing teams of the organization can easily maintain long term relationships the customers. As opined by Aral, Dellarocas and Godes, (2013) content is the king of marketing through which the organization can develop long term relationships with the customers. The specialist content developers are mainly responsible for creating strong and catchy contents through Facebook, Twitter, and YouTube etc to attract the number of customers across the globe. The effective contents over the social media platforms also can reach to a few potential customers across the globe. The visual contents over the social media can successfully share the promotional message about new products or services for the customers. With the use of strong content, the marketing team can increase customer engagement which results in increasing sales and revenue of the organization through online media. Through the help of visual contents, the customers can properly understand about the new products or services developed by the organization through social media platforms. (S. Aral, 2013) 
5) Conclusion: 
From entire review it is observed that social media channels have become the important tool in recent days for attracting a number of potential customers. This particular section has successfully analyzed the reviews of the past researchers to demonstrate the objectives of the research study. 
[bookmark: _Toc11175740]METHODOLOGY: 

1) Introduction: 
This section of the research study will highlight the methods for identifying the entire research study. Therefore, this research study focuses upon research philosophy, research strategy, research approach, data collection technique and sampling technique of the research. 
2) Research philosophy: 
The research philosophy is determined as the beliefs of the researchers to successfully collect and perform the entire research study in an effective way. By understanding the research beliefs, the researcher can identify the instruments of the research study to collect the research. The research philosophy is divided into four major parts such as objectivism, realism, interpretivism and positivism (N. Hamid, 2011). 
Since, the researcher will use the beliefs of existence of specific objectives and will develop relationships between the determinant and the construct variables thus, the positivism research philosophy would be appropriate for this research study. 
3) Research strategy: 
In order to investigate the appropriate methods of data analysis, the understanding of the research strategy is very important. The overall research strategy is divided into two types such as qualitative research strategy and quantitative research strategy. With the help of qualitative research strategy, the descriptive type of data and information can be analyzed. Whereas, the quantitative research strategy uses the numerical information, mathematical expressions, statistical data collected using primary and secondary data collection (C.M. leitch, 2010). 
This research study will use both the numerical data and descriptive type of data and information collected using primary data collection technique. Therefore, mixed research strategy would be undertaken for this research study. 
4)  Research approach: 
For investigating the basic phenomenon of the study, the researcher can use the particular approach of the research. The entire research approach is divided into two core types such as inductive approach and deductive approach. With the application of deductive approach, the researcher can test the validity of the research using the research questions and research objectives (Gass, 2015). The literature reviews are also undertaken in the deductive approach to perform the research study. On the other hand, the inductive approach is used to develop new theories, formulas and ideas to conduct the research. 
Since, this research study will use both the research objectives and literature reviews to test the validity of the research outcome thus, the deductive approach would be appropriate for this research study. 
5) Data collection technique: 
The data collection method provides the techniques to collect data and information from various sources. Considering the types and nature of data, the collection of data is divided into two major types such as primary data collection techniques and secondary data collection techniques. The primary data collection technique includes a number of methods such as face to face interview, online survey, closed observation and group discussions to obtain data and information from the large or small group of customers (flick, 2015). The semi structured and structured questionnaires are used in primary data collection technique to collect data from the respondents. On the other hand, the secondary data collection method uses several secondary sources such as book, journals, online sources, website information to collect data. 
For this study, the questionnaires will be used to conduct survey with the customers and mangers of the Premier Inn hotel, UK to collect data about CRM over social media thus, the primary data collection method would be appropriate. 
6) Sampling: 
For this study, the respondents including customers and managers will be randomly selected from the Premier Inn hotel, UK. Therefore, the random sampling or non-probability sampling would be appropriate for this particular research study. 
[bookmark: _Toc11175741]FEASIBILITY AND ACCESS: 

The research study would be feasible to collect data from the customers and managers of Premier Inn hotel, UK. However, the permissions from the higher authority may require conducting the survey with their employees. 
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