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[bookmark: _Toc175656000]Introduction 
As opined by Katsikeas et al., (2020), social and digital media are the marketing strategies most opted for by global organisations to reach a wider customer base and increase their engagement by discovering new leads and building brand dominance within the targeted business market. The report will discuss evidence-based knowledge sharing and understanding of the role of social and digital media in cultivating better customer audience reach to promote businesses. 
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Figure 1: Most Used Social Media Platforms in UK Businesses
(Sourced: Statcounter.com, 2023)
In 2023, UK business organizations are proactive users of social media platforms such as What App, Instagram, and Facebook to share product information, updates, and gather knowledge about the growing competitors from online customer feedback (Statcounter.com, 2023). It is like Quarterly, 25 % of UK businesses rely on using organic or non-paid social media platforms through digital innovations and the other 22% use paid social media posts to reach a wider customer base (Dealersupport.co.uk, 2023). According to Drummond et al., (2020, p.1247), UK business firms are collaborating with various digital technological firms to have efficient social media marketing strategies to access customer data and understand the changing shopping trends. However, all the small and SME UK businesses face the challenge of digital ICT investment costs when exploring various paid and unpaid social media marketing posts.
[bookmark: _Toc175656002]Getting associated with social media Influencers 
In 2024, the UK’s Instagram social media platform operated with 35 million users having the largest share of millennial and Gen-Z users who can be easily influenced by various social media influencers (Statista.com, 2024). According to Chan (2022), appointing social media influencers in UK businesses has helped to promote the brand and impact customer behaviours by creating a favourable business and product connection.  The personalised social media content exhibited by the appointed social media influencer has helped UK business firms to acquire more customers and penetrate to influence new-targeted customer audience groups. On the contrary, according to Brooks et al.,(2021, p.528), multiple UK companies from various sectors like retail, Travel & Tourism, and digital firms face major cost challenges  due to the factors of “Influencer Celebrification” facing the complexities of ever-increasing  paid social media influencer performance,
[bookmark: _Toc175656003]Host Live Events
According to Rankine and Giberti (2020), hosting live events promotes real-time global customer engagement through multiple social media platforms by sharing live broadcasts on Facebook, YouTube, Instagram, and many more such as virtual trade shows. All these multiple social media and digital tools are used to promote better brand connections with customers nurturing positive customer experiences improving real-time customer interaction. Through these various virtual live events, UK firms like British Telecom developed a demand-generation campaign through online webinars to improve its private telecom service networks and content sharing (Sportsvideo.org, 2024).
Using chat rooms and chatbots for customer service and engagement 
According to Jong et al., (2021), UK has multiple business sectors mostly rely on customer engagement criteria and offer personalised and customised consumer services based on the social media account category of the individual customers. This includes offering 24*7 online chat rooms and Chabox facilities in various social media platforms such as Facebook Messenger, TikTok private chat, and many more. For instance, companies like Starbucks, WSJ, Amazon, and the Travel industry like Marrioit use various social media chat boxes to stay connected with customers and penetrate new customer accounts (Hoteltechnologynews.com, 2017). However, all these chat boxes and chat room facilities can have major technical glitches restricting real-time customer reach.
[bookmark: _Toc175656004]Advantages and Disadvantages of Social Media Tools 
[bookmark: _Toc175656005]Reach a wider customer base
The various social media tools like Google Analytics, LinkedIn, Canva help to develop high-quality and creative professional presentations that can be posted on various social media platforms such as Facebook, Instagram, and YouTube. As opined by Rust et al., (2021, p21), social media tools will help to establish real-time customer view, and connectivity build strong business relationships with targeted customers, and help business growth. The use of social media tools helps businesses to create product and customer relationships and monitor the changing shopping trends and expectations of customers. For instance, Marriott International, UK uses a Social Media Playbook for maintaining consistent brand and customer connection through various online social media channels and platforms (Grupodiestra.com, 2023).
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According to Tuten (2023), the various social media tools help to ensure low advertising costs occurrence for UK businesses and help to invest in other businesses' growth areas. The entire social media tools act as free engagement mediums to connect with various social media platforms making business-advertising costs cheaper than traditional advertising costs, For example, Accor Hotels, UK uses powerful social media tools called “Hootsuite Amplify” making thousands of its hotel network under a common social media platform to have collective information access (Foloop.in, 2023).
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One of the common disadvantages of the various social media tools is the spread of misinformation. This includes exchanging unverified data and fake news, which may be harmful for any business firms looking to increase their customer reach.  For instance, the various social media tools used for business ads and to cultivate user engagement are being exploited negatively fabricating information (Weforum.org, 2022). 
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Another major disadvantage of social media tools is the scope of high cyber-bullying where people use fake accounts to penetrate various social media business accounts.  This can damage brand reputation and image in front of customers who are planning to try out any newly launched products or services lowering the scope of customer engagement in the future.
[bookmark: _Toc175656010]Conclusion 
The report concludes by sharing a detailed understanding of the role of various social media and digital tools and their effective usage to enhance customer reach and advantage customer engagement and business growth. The report concludes by sharing evidence and real-time life organisational explanations based on using various social media platforms and digital tools to improve the areas of future customer engagement and relationship building. The report explains the merits and demerits of various social media and digital tools affecting businesses and customer relationships.
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