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[bookmark: _Toc184667949]Introduction
The chosen topic for this report is how social and digital media can assist in reaching a wider customer base. This report discusses social media and digital media from the marketing perspective of any business. The next part of the report explains CRM and how it relates to the scenario where digital and social media are employed to reach a larger audience. The advantages and disadvantages of businesses reaching out to customers through social and digital media were afterwards covered. 


[bookmark: _Toc184667950]Digital Media
Since the 1990s, technology has changed how people share information and receive it. This information sending and receiving with the help of technology has led to digital media. One example is that billions of people now spend their days online, sharing "likes" on social network pages, and sending and receiving emails, texts, and WhatsApp messages (Balbi and Magaudda, 2018). Businesses use digital media to share the brand message and information in an efficient manner as digital media works as an umbrella of connection among many people thus allowing them to connect with larger audiences. 
[bookmark: _Toc184667951]Social Media
[bookmark: _Hlk184667543]Social media refers to websites and services that encourage conversation, involvement, content sharing, and teamwork among members of a group. In the past ten years, social media has become a huge part of sales, marketing, and public relations. Paid ads and content marketing tools, such as Facebook Boost, use formulas to reach larger and more specific groups of people. People start talking about it, which leads to sales, event attendance, or other things (Lipschultz, 2023). 
[bookmark: _Toc184667952]Social and Digital Media in Reaching Wider Customer Base
In order to reach a large number of audiences, social and digital media are used profusely in this time. It is popularly known as Social Media Marketing and Digital Marketing. Digital marketing is a broader use of technology and digital media in marketing. Social media marketing is used to increase awareness and sales through various strategic uses of different social media sites (Buttle and Maklan, 2019).
Digital Marketing
The terms "digital marketing" and "marketing" are becoming equivalent, and someone involved in the field of marketing needs to be proficient at using digital media. Digital marketing has proved to be effective in maximising consumer engagement as it helps in reaching a large customer base. The key aspects of marketing are to maintain a proper tone and to provide information that should be relevant to the business objectives (Baverstock and Bowen, 2019). The automation of processes including customer-specific campaign personalisation, campaign scheduling, campaign sharing, and lead prioritisation helps in reaching a wider customer base. 
Social Media Marketing
Many different social media platforms allow brands and companies to communicate with their existing and future audience. One effective strategy for reaching more people and growing a business's customers is to use social media. Engaging with customers on social media platforms such as LinkedIn, Instagram, Twitter, and Facebook may help businesses reach new audiences. To increase engagement on digital platforms, advertisers are eagerly incorporating social media into their campaigns (Voorveld et al., 2018). 
CRM in Digital and Social Media
Customer relationship management (CRM) systems monitor social media activity, keep track of website visitors, and store contact information for digital marketers. Beyond their original function as communication tools, social media platforms today play a crucial role in promoting brands, raising awareness, and fostering connections. These channels allow managers to engage with current and future customers on a more intimate level than was previously possible through more conventional means of communication. Xue (2023) states that CRM techniques increase customer happiness and loyalty as well as good word of mouth, leading to an increase in customers. According to Battle and Maklan (2019), strategic customer relationship management seeks to promote a customer-centric company culture that is committed to acquiring, retaining, and growing profitable customers through the development and delivery of superior value propositions and customer experiences compared to competitors. 
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Figure 01: Social Media (Lipschultz, 2023).
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Faster and Easier Communication
Social media and digital media have made it simpler than ever for customers to get in connection with customer care (Heinze et al., 2016). Faster and simpler than ever before, businesses may also receive, evaluate, and react to consumer complaints, which leads to a wider reach.
Makes Brand More Relatable
A unique feature of social and digital media is its capacity to provide an emotional connection to the businesses that people rely on on a daily basis. It makes a brand more approachable, which in turn increases the likelihood that it will attract a large number of customers (Helal et al., 2018). 
Promoting Content
Companies that share relevant, high-quality content with their target audiences will always stand out in significant manner from those who do not. The company's ability to draw in new or recurring customers is enhanced by this. 
[bookmark: _Toc184667954]Disadvantages
Security And Privacy Policy Issues
One major disadvantage of digital and social media is the potential breach of privacy and security. Users ultimately have to provide both private and public information in order for a company's social media marketing campaign to be as successful as possible (Rishi and Bandyopadhyay, 2018). Customer data and information will never be secure on social media platforms because of the prevalence of hackers and other immoral users.
Low ROI
Returns on investment (ROI) for social media marketing are among the lowest among digital marketing methods (Helal et al., 2018). Time, effort, and capital are the three Ps that businesses need to succeed. To maintain their market relevance, they must publish or interact with the intended audience.

[bookmark: _Toc184667955]Conclusion
To conclude, social and digital media have a great role in reaching a wider customer base. This can only be expected when the social and digital media is utilised in accordance with the target audience. The concept of CRM has also been introduced in the context of social media marketing and digital marketing. This study provides an overview into the potential of digital and social media to attract a large consumer base. 
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