Mohammed Jahirul Haque Torofdar
(1714787)
Digital Skills and Research Methods
(BMSK4003)
Joy Botu


















11 | Page

Contents

Introduction	1
Research aim	2
Literature review	2
Data collection and Sampling Methods	3
Research Methodology	4
Research Findings	4
Conclusions	12
References	13












[bookmark: _gjdgxs]Introduction
Digital technologies are transforming the conventional definition of business by changing the shape of the business as well as consumer behaviour. Social technologies have a huge impact on driving the business towards a new era and increase the capabilities of the companies in order to acquire new customers and serve them according to their needs. However, this study has been designed in order to show the capabilities of the Marriot Hotel in order to attract new customers using the social media platform. Marriot is one of the largest chains of hotel group. They have hotels all around the world including all major cities of the UK. 














[bookmark: _30j0zll][bookmark: _GoBack]Research aim
The aim of the research is to show the impact of social media on the acquisition of new customers based on the Marriot Hotel.
[bookmark: _1fob9te]Literature review
Social media is playing a vital role in the hospitality industry, in order to capture large customer base and serve them according to the needs so that maximum customer satisfaction can be ensured. According to Vulkanovic(2011), Social media is transforming the shape of the hospitality sector business environment and making it easier to capture newer customers. However, in recent times, the use of social media such as Facebook, Twitter, YouTube and Instagram has increased at a greater number and hence their influence on the Business especially the hospitality sector. It is notable according to Solomon (2017). For this reason, the companies who are playing in this sector are adopting social media promotions and advertisements at a large number in order to capture large customer base. For this reason, Wikstrom and Ellonen(2012), puts a lot of emphasis on keen interactions and close relationship with social media for hotels in order to compete in the marketplace. According to Verma et al (2012), Social media plays a vital role in capturing new customers as it works as advertisements via friends. This is because when the Hotels operate a separate page on Facebook, the companies don’t need to advertise itself. Rather, the friends who like on the page works as an advertiser for the company. However, social media is a vital element for advertising the promotions of the companies. For example, when the Marriot Hotel offers any promotions or discounts for the customers, it advertises them on the verified page of facebook and twitter so that the followers can know about it and share them. That is why the company can capture newer customers and through recommendations by friends and family members. Zizka, (2017), stated that the Hotels provide information regarding their services and facilities provided for the borders are advertised through the social media and that is why the customers who are planning to have a board are influenced by it and take the board. In addition, according to Ibrahim and Aljarah(2018), Hotel companies such as Marriot, Hilton and Hyatt uses social media promotions and feedback system to answer different questions and queries regarding the services and prices of the services of the company. However, all these initiatives are so much effective for the Hotel companies in order to capture newer customers and compete in the marketplace. However, Djuric(2018), conducted research on the social media engagement of the hospitality industry and found it less attractive. According to him, Social media plays a little role in capturing new customers rather personal experience and recommendations are more effective in this regard. It can be said that social media has a huge significance in order to acquire new customers and managing current customers.  For this reason, the companies who are playing in this sector are adopting social media promotions and advertisements at a large number in order to capture large customer base as stated by Zizka (2017). For this reason, researchers put a lot of emphasis on keen interactions and close relationship with social media for hotels in order to compete in the marketplace. Therefore, although a lot of research has been conducted on the social media and customer base a little of them are in the hospitality industry.  Most of the researches have been conducted on the retail sectors and the manufacturing industry as it is more appealing and easy to capture data. That is why this study has been designed in order to conduct research on Marriot Hotel to capture the capabilities of the social media in capturing new customers considering the research gap.  
[bookmark: _3znysh7]Research Methodology
Research Strategy
Research methodologies are particularly significant for the companies in order to conduct research properly. However, research methodologies can be classified as quantities research and qualitative research (Danieli and Woodhams, 2015 ). Quantitative research uses the number and numerical values in order to establish a relationship between the variables. On the other hand, qualitative research is conducted based on qualitative data. However, in this research both qualitative and quantitative research methodologies are used in order to find out a better result. 
[bookmark: _2et92p0]Data collection and Sampling Methods
In order to conduct research to find the impact of social media on capturing new customers in the Marriot Hotel, data should be collected from different sources. However, the research data can be collected from the primary and secondary sources. Primary data sources are those that are collected directly from the respondents using a questionnaire and personal interview. On the other hand, secondary data is the data that are collected from any type of published sources such as websites, internets, journals and books. According to these data sources, researches can be classified as primary research or secondary research (Danieli and Woodhams, 2015). However, for the given research data is collected from both primary sources and secondary sources. Primary data has been collected using personal interview questionnaires and management interview. On the other hand, secondary data has been collected from website of the company and annual report. Research data can be collected from the population or sample in which population is the total set of respondents while the sample is the proportion of the total population (Alsyed et al., 2016). For this research sampling method is used in order to collect the data. Again a number of sampling methods are used in collecting data. For this research, a random sampling method is used to obtain the intended data. In order to conduct the research data has been collected randomly from 70 respondents from the borders and employees of the Marriot hotel. 
[bookmark: _tyjcwt]Research Findings
Social media is driving the business and sales revenue of the Marriot Hotel and it has seen that, the number of boarders using social media is increasing over the time. 
[image: ]
Figure: Daily active users of social media by Boarders in Marriot Hotel
Source: (Data.marriot.com, 2018)
However, among different social media, facebook is on the top in terms of users boarding in the hotel and instagram is on second position. The upward trend of the number of users indicates that it has crucial impact on operation and profitability.  
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Figure: How social media drives upward sales revenue for Marriott Hotel
Source: (Data.marriott.com, 2018)
The Marriott Hotel has experienced a positive and sustainable sales growth after implementing social media marketing and digital transformation in the overall services from 2011. While the sales revenue in 2011 was only $198 million; it reaches to $1372 million in 2017. 
Gender of the respondents
For conducting the proposed research data has been collected randomly from 70 respondents whom are clients and staff members of the Marriot Hotel. Among the respondents, there were 37 male and 33 female respondents.

[image: ]
Figure: Gender of the respondents

In terms of percentage, the male respondents consist of 53% while the female respondents consist of 47% of the total respondents. 

Do you use social media?
The first question asked the respondents regarding their social media engagement, which was whether they use social media, or not. Among the 70 respondents, around 67% respondents replied that they use social media.

	 
	Frequency
	%

	Yes
	 47
	 67.14

	No
	 23
	 32.86

	Total
	 70
	 100.00



Table: Do they use social media?
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Figure: whether they use social media
Another 33% of respondents replied that they don’t have social media engagement. This gives us the insight that a maximum number of people nowadays are engaged in one or more social media. That is why because it is shaping the lifestyle and making it easy. 

Has social media influenced you to choose Marriot for the first time?
The nest question asked the respondents of the Marriot Hotel if social media influences them to choose the Hotel for the first time. In this question, around 36% of respondents replied strongly that they were influenced by social media when they visited the hotel for the first time. Another 49% agrees with the question while only 7% remained neutral. 

[image: ]
Figure: Has social media influence you to the Marriott for the first time?
Finally, only 6% of the total respondents told that they did not agree with the question and only 3% strongly protest it. So, from the analysis of the question, it can be easily inferred that a maximum number of respondents are influenced by social media in order to choose the Marriott Hotel for the first time. 

Do you think social media influence new customers?
Another significant question asked to the respondents in order to know the intention of the respondents regarding new technologies, which were if they thought that social media influence new customers. However, it is a core question of the research and in this question, 27% of respondents said that they strongly agree with it. 
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Figure: If social media influence new customers

However, in this question, a maximum 50% of respondents replied that they agree and only 3% remained neutral. The remaining 14% and 6% respondents disagreed and strongly disagreed with the question respectively. 

Do you think social media has a positive impact on acquiring new customers?
Another core objective question asked to the respondents if they think that social media has a positive impact on acquiring new customers. In this significant question, around 39% respondents said that they strongly agreed and 36% agreed. This is significant that around 75% of respondents combined, agreed in this respect. 
	
	Frequency
	%

	Strongly agree
	27
	38.57

	Agree
	25
	35.71

	Neutral
	6
	8.57

	Disagree
	8
	11.43

	Strongly Disagree
	4
	5.71

	Total
	70
	100.00


Table: If social media has a positive impact on acquiring new customers
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Figure: If social media has a positive impact on acquiring new customers
On the other hand, around 9% respondents said that they are neutral in this question while 11% disagreeing and only 6% of respondents were strongly disagreeing on this respects. From the analysis of the data, it is clear that most of the respondents believe that social media has a positive impact on the acquiring of new customers by the Marriot Hotel as well as the hospitality industry. That is why the company should increase its social media engagement. 
Do you think that the Marriott Hotel should increase social media engagement?
The final question asked the respondents in order to know the intention of them if the company should increase their social media engagement and budget. However, in this question, around 56% of respondents said strongly that the company should do it in order to compete in the competitive market and industry dynamism.
	
	Frequency
	%

	Strongly agree
	39
	55.71

	Agree
	11
	15.71

	Neutral
	7
	10.00

	Disagree
	9
	12.86

	Strongly Disagree
	4
	5.71

	Total
	70
	100.00


Table: If the company will increase social media engagement and budget
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Figure: If the company will increase social media engagement and budget
While 16% of respondents agree, 56% strongly agree with the question. This is particularly significant for the company. The effective use of social media will increase the customer base and enhance the access to new customers. However, 10% of respondents remained neutral while 13% and 6% respondents disagreeing and strongly disagreeing with the questions. 


Summary of the findings
From the analysis of data and discussion of the findings, it can be summarized that the impact of social media is very much vital in the modern world. Most of the customers and boarders are using social media and is very much so influenced by social media. For this reason, they have a positive impact on the choice of the Hotel. Moreover, a maximum number of respondents have a positive impact on the choice of hotel. On the other hand, a maximum number of respondents believe that the company should increase its social media engagement so that it can be more adaptive to social media and acquire new clients. 




[bookmark: _3dy6vkm]
Conclusion
In conclusion, it can be said that social media has a huge significance in order to acquire new customers and managing current customers.  For this reason, the companies who are investing in this sector are adopting social media promotions and advertisements at a large number in order to capture large customer base. For this reason, researchers put a lot of emphasis on keen interactions and close relationship with social media for hotels in order to compete in the marketplace. Social media plays a vital role in capturing new customers as it works as advertisements via friends. This is because when the Hotels operate a separate page on Facebook, the companies don’t need to advertise itself. Rather, the friends who like on the page works as an advertiser for the company. However, social media is a vital element for advertising the promotions of the companies. Most of the customers and boarders are using social medium and influenced by them. For this reason, they have a positive impact on the choice of the Hotel for their first board. Moreover, a maximum number of respondents that they have a positive impact on the choice of the hotel and influence the new borders to choose Marriot.
[bookmark: _1t3h5sf]
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