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Abstract

Context and Purpose: With the advent of social media technology and new marketing condi-
tions, developing a strong relationship with customers has become more important. Cus-
tomer relationship management is a business strategy based on relationship-oriented mar-
keting as well as a business strategy with the approach of establishing long-term and sustain-
able relationships with customers according to their conditions and behavior patterns. The
purpose of this research is to investigate the impact of using social media on the performance
of social customer relationship management.

Design/methodology/approach: This study is correlational and descriptive research in
terms of its practical purpose and method. The sampling method of the research is due to the
limited size of the statistical population of the census, in which 171 questionnaires were dis-
tributed. The structural equation software (PLS) was used to check research hypotheses.
Conclusion: The findings showed that customer-oriented management systems and auxiliary
variables directly affect social customer relationship management capabilities. Social cus-
tomer relationship management capabilities have a positive effect on customer relationship
performance, but the effect of using social media technology on communication management
capabilities with social clients is not confirmed.

Originality /value: According to the review conducted in internal research, little research has
been done in the field of Social CRM in the tourism and hotel industry. Therefore, in the cur-
rent research, emphasizing this case, the auxiliary variables affecting the organization, in-
cluding employee training, management support, and organization size, were examined to
investigate customer communication capabilities on the performance of customer commu-
nication in the hotel industry.
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Extended Abstract

1. Introduction

The use of social media and customer in-
teraction is a relatively new development
in customer relationship management for
a society where customers easily interact
with other companies and customers
through social platforms (Lim, Rasul, Ku-
mar, & Ala, 2022). From a strategic per-
spective, engagement is defined as user
experiences that "allow businesses to cre-
ate deeper, more meaningful, and lasting
connections between themselves and
their customers or external stakeholders"
(Shi Si et al, 2016). Managing relations with
tourists helps managers get the necessary
knowledge and information about the atti-
tudes and expectations of customers, im-
prove their weak points, and adapt their
views to the tourists' point of view. Paying
attention to this matter will lead to the
recognition, attraction, and retention of
more hotel guests (Mohammadi et al,
1400).

Customer relationship performance
and the capabilities of customer relation-
ship employees are considered one of the
most important sources of market infor-
mation that enable companies and organ-
izations to precisely determine their way
of producing products and services (Hol-
ley et al., 2005). Customers' capabilities,
which are considered a strong force, affect
the performance of the entire organiza-
tion, especially the knowledge perfor-
mance and innovation of employees
(Solakis et al., 2022). The function of cus-
tomer communication plays a major role in
knowing the demands of customers and
allows employees to use their knowledge
in more areas to innovate new products
and services, which mainly affects the per-
formance of the entire organization (Ho et
al., 2021).

Therefore, social media is an important
source of information for the hotel indus-
try, and it is necessary to change the tools
and strategies that hotels use to establish
communication. The activities in social
networks are not limited to social interac-
tions such as establishing communication
with family, friends, and colleagues; these
environments provide suitable opportuni-
ties for marketing activities, including
communication with customers, and as
can be seen around the world, hotels use
social media platforms as an important
tool in activities such as customer rela-
tionship management. Therefore, accord-
ing to the importance of the subject, this
research seeks to investigate the impact of
using social media on the performance of
the relationship with the customers of
Ramsar Parsian Azadi Hotel.

2. Research Methodology

The current research is of the applied type
and in terms of method, is a correlational
descriptive research. The area of research
is the Parsian Azadi Hotel, Ramsar, Ma-
zandaran, and the period is 3 months from
April to June 1401. The statistical popula-
tion of the research includes all the em-
ployees of Parsian Azadi Ramsar Hotel and
the research population is limited. Due to
the limited statistical population, the re-
search questionnaire was distributed to all
members of the population, and the statis-
tical population was studied completely. It
should be noted that out of 171 distributed
questionnaires, 11 questionnaires were
identified and discarded, and the analysis
was done with 160 questionnaires. The re-
search questionnaire includes general and
specialized question sections, and the spe-
cialized section includes research varia-
bles. The indicators of the questionnaire
were measured using a 5-point Likert
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scale. Spss and Smart pls software were
used for data analysis.

3. Research Findings

The analysis of the general questions of
the questionnaire (demographic charac-
teristics) showed that 110 (64%) of the em-
ployees were male and 61 (36%) were fe-
male. The frequency (percentage fre-
quency) of sample people based on age
showed that 8 people were less than 20
years old (5%), 45 were from 20 to 30 years
old (26%), 49 were from 30 to 40 years old
(28%), 40 people were from 40 to 50 years
old (28%), and 21 people aged 50 years and
above (12%). Moreover, the frequency
(percentage frequency) of the sample ac-
cording to the level of education was as
follows: 6 people (4%) had a degree lower
than diploma, 33 people (20%) had a di-
ploma, 30 people (19%) had a post-di-
ploma, 59 people ( 37%) had a bachelor,
and 32 people (20%) had a master and
above. The summary of the descriptive
statistics of the research variables is
shown in Table (1), which has investigated
the minimum and maximum according to
the Likert scale, mean, standard deviation,
and variance of the research structures
and components.

The findings showed that customer-
oriented management systems and auxil-
iary variables directly affect social cus-
tomer relationship management capabili-
ties. Social customer relationship manage-
ment capabilities have a positive effect on
customer relationship performance; how-
ever, the effect of using social media tech-
nology on communication management
capabilities with social clients is not con-
firmed.

4. Conclusion

The main purpose of this research was to
investigate the effect of using social media
on the performance of customer commu-
nication in the Ramsar Parsian Azadi Hotel.
The findings showed that "customer ori-
entation management system has a posi-
tive effect on social customer relationship
management capabilities” and also the re-
searchers of customer relationship man-
agement and management insight related
to the effectiveness of social media in the
use of technology.

The second part of the findings has not
confirmed the positive effect of "the use of
social media technology on social cus-
tomer relationship management capabili-
ties" and needs further investigation.

Moreover, it was found that "auxiliary
variables have a positive effect on social
customer relationship management capa-
bilities". The findings of the study also
showed that in companies that operate as
a business-to-consumer (B2C), employee
training and management support have an
impact on relationship capabilities with
customers.

In addition, it was revealed that "auxil-
iary variables have a positive effect on the
performance of customer communica-
tion", which showed that in companies
that operate in the form of business-to-
consumer (B2C), the size of the organiza-
tion affects the performance of social cus-
tomer communication. Finally, it was de-
termined that "social customer relation-
ship management capabilities have a posi-
tive effect on customer relationship per-
formance." The results demonstrated that
investing in social media technology can
improve customer relationship manage-
ment performance, which puts companies
with customer-oriented management sys-
tems in a good position by using social
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media technologies, which leads to more
communication with customers.

Based on the results of the research, it
is suggested to the managers of organiza-
tions that while using social media tech-
nology, they should pay attention to the
use of customer-oriented management
systems, use social media technology pur-
posefully, and encourage customers to
join these media.
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