SBb Cope Il 4l

YEFO-FIFA 1 S0 xS bls YYOV-F+00 : ol sbls

VAT oo
2 Sloin! ailuw, L fmd g1y (293, &,
S lld Cxo (g ydo 41,05 Syt

o y30x0 ™ ylile puol ¢ Sl 5 ol (S ¢ (o 5 diloww

KWV
LXVOCS

hogs gloj s ejgyel plyide ol oad b Jlipmd pas 4 GleMbl yas ¢ slol
9> olihide o5 Wdl obyd Ll eSS g WS o Sro slan] ol )
5 b b e supliwl I S a slenl glaale) > aVlE jas )b
lml 35 plyde clp Jo s (slinl glaals, jloslizal b ul b)Sgeuns
Copde 3 (sleal bals) JE ud Gl @)l Bl Sl ol ddlas s

ol 438 \Sploal (glalin Cmino (g i & 55
Calo gyt &5 Copdo 8ip 5 ondpll lilllas 950 L L) oglate s 3pg
She Weopllss jp0 ) b e 9 GBI (gyide &5 Cu e Bl Coo2)ly «ylalin
My Civo (gl b5 Copde Jolye Sl o o eleia] slaaile; 4B (gl
lolid Jolpe Jold (olulin Cato )3 (gyute &8 Cypte gl Cgp )l ASL
sore 3l odlatnl bl 425 il g yitie 125 il (gpidie B o5 (b oyt
ol @l b eoyp ol il 1S el laaile, id closl sepllas

AR/ QY i bpdy go,lc WYAR/8/-8 e cél > )b

(U gime 53 98) )l .yl o8l e oo BuSily cnleMbl (559ld iy o d iS5 3
E-mail: Samaneh.rahimian@ut.ac.ir

Ol eyl yag ol ¢ ey e 8ISl «leMbl ()9l Cu o 04,5 yluiily s

) e ya5 oE ¢ ey o 8IS (e MLI (g5l Cappyito 09,5 ol

2Ol eyl g oSy ¢ ey yude BASUED ¢ S )3L Cu e 09,5 ybobiul s



VWRA Sl V8 gl OFF o5l o Jle ¢ G855k S rote 1t \F

Syiuio dyo5 Copte ol oled 3 oloin] (cladilo, oS conl o] samdlis Limgh
Olge b Cuguine s Sl dlsye 8 S 0 b 5 o)b il gl Cwis

s ol elainl ol j) ik € oles blis (gaincadgh
S plaglils 5 cul (s3ie b cloadlie (ninte | (S eloza] Glaaibs, il
I e Sl 08 plyide gly wiled S ax LSy gyde 4ol 1) (elor] sladila,
L5 Copde  (slanl glaale, cobls 5 & 4 b b Glpse ulesjes, LS,

Wiy oy 3k 3 Goriar 5 M) Caje eSSl slil nl Sl g 03y (g Gl

floia] (Sailu; (5 ube Q)00 Co pde {5 e &1)20 15l (5 5lg
&yl

Framework for Explaining the Role of Social

Media in Customer Experience Management

for Hoteling Industry: Systematic Literature
Review

Samaneh Rahimian *, Mehdi ShamiZanjani **, Amir
Manian™, Mohammad Rahim Esfiddani, ****

Abstract
objecive: Information age has transformed into the digital age by

developing digital technologies and new communication

* Ph.D. in Information Technology Management, Faculty of Management, University of
Tehran,Iran. (Corresponding Author), E-Mail: Samaneh.rahimian@ut.ac.ir

** Associate Prof. in Information Technology Management, Faculty of Management,
University of Tehran .Iran
*** Prof. in Information Technology Management, Faculty of Management, University of
Tehran,Iran.
**** Assistant Prof in Marketing, Faculty of Management, University of Tehran,Iran.


mailto:Samaneh.rahimian@ut.ac.ir

(O en 5 Slam ) coeee J1E s 81 o5l 41,

channels, such as social media. Customers spend most of their
time in social media and companies have to be where their
customers are. Active social media presence is a key strategy for
all businesses and they must create memorable and superior
customer experience by using these platforms. This research
aims at developing a framework for explaining the role of social
media in customer experience management in hotel industry.
Methodology: To do so, first by reviewing the literature, we
select a framework for customer experience management in hotel
industry. Then, we explain the role of social media in its stages
and steps, using systematic literature review.

Findings: With literature review, we obtained a four-stage
framework for CEM in the hotel industry. These four stages are
customer identification, customer experience design, customer
experience  implementation, and customer  experience
measurement. With SLR, the study shows that social media has
an important role in all stages, except in one step, touchpoint
prioritization.

Result: Social media is one of the most important components of
the customer experience, and organizations that integrate social
media with the customer experience have created better
experiences for their customers than competitors. Hotel
managers need to understand the role and capabilities of social
media in managing the customer experience and use this tool to
gain a competitive advantage and advance in the market.
Keywords: customer experience, customer experience
management, social media, hotel industry.
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