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Abstract

In Recent years, with the advent of new technologies such as social media the customer relationship management
through social media (SCRM) has become a new concept in the customer relationship approach and has attracted
the attention of different industries, including the hotel industry. Therefore, present study aimed to analyze the
effect of the SCRM strategy on brand loyalty and positive word of mouth according to the role of customer
involvement and customer engagement in the hotel industry. The statistical population consists of customers of
the four- and five-star hotels in Isfahan City. By using non-probability sampling method, 100 people participated
in this study as a sample. For collecting the data, a questionnaire was used. The relationships between variables
and hypotheses are tested by using of Smart PLS software. The findings revealed that the SCRM had an effect
on customer involvement, cognitive engagement, affective engagement and behavioral engagement. It was also
indicated that customer involvement had a significant effect on cognitive engagement, affective engagement and
behavioral engagement. In addition, the findings showed that while all dimensions of customer engagement had
a significant effect on brand loyalty, only two dimensions of customer engagement namely cognitive
engagement and affective engagement had an effect on positive word of mouth.

Keywords: Social Customer Relationship Management, Involvement, Engagement, Loyalty, Word of Mouth.
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