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Social Customer Relationship Management as a Mediating
Variable between social media and Electronic Loyalty

An Empirical Study of Online Airline and Hotel Reservation Websites in the
Kingdom of Saudi Arabia

Dr. Mahmoud Mohamed Awad Dwidar
Abstract

This study aims to investigate the role of social customer relationship
management (SCRM) as a mediating variable between social media and e-
loyalty through application on airline and hotel reservation websites in the
Kingdom of Saudi Arabia.

The literature review of this study provides a critical analysis of the
concept, principles, and objectives relevant to SCRM, using evidence by
developing a framework based on the interrelationship of social media,
SCRM and e-loyalty.

By using Smart PLS statistical analysis, it became clear that there was a
direct effect of social media on all dimensions of social customer relationship
management (by 80.2%), and that there was a significant effect of social
media on electronic loyalty (by 77.5). Besides, there was a direct positive
effect for most dimensions of the management variable “Social Customer
Relations” on electronic loyalty, except for personalization, quality of
customer service, electronic payment options, speed of response and
communication. The study also found a total impact of social media on
electronic loyalty by (88.3%), direct impact by (54.5%), and indirect impact
by (33.8%).

The five approaches to social CRM implementation are identified and
validated based on current industry practices, theoretical arguments and
anecdotal evidence of professionals’ perceptions about their outcomes. Future
research is required to collect hard evidence showing the business and
customer impacts of these approaches.

The eight axes of measuring social customer relationship management
(SCRM), social media and e-customer loyalty were determined based on
many previous studies and were validated based on testing the study model
using the Smart PLS software. Social media was also limited to the most
widely used means in KSA, which are represented in (Snapchat, Instagram,
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Twitter, mobile applications). Future research requires collecting more strong
evidence that shows the impact of some dimensions of CRM whose impact
was not shown in this study in the areas of other application.

Research in Social Networks (SN) and their impact on SCRM is emerging
and the increasing growth spread as a result of rapid development in
communication and information technology and networks. This research
contributes to the study of the relationship between SCRM as a mediating
variable in the relationship between SN and e-loyalty in one of the most
important areas of expansion and growth, which is electronic reservation
websites. The research also provides an excellent opportunity to pursue new
directions for research in the future.

Key terms: social networks, social customer relationship management
(SCRM), electronic loyalty (e-loyalty), hotel and airline reservation websites
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