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Abstract :  Customer relationship management, abbreviated as CRM, is a concept used in marketing that focuses on 

the customers’ needs and satisfaction to improve the company'sperformance. In the business world today, technology 

has changed traditional procedures due to theemergence of the internet and social media channels. It is clear that 

customers are the only source of current and future profits for the company thus,developing systems that are customer-

centered is the new norm in the business world.Traditional CRM uses internal strategies that help understand customer 

needs, while Social CRM uses social media platforms to manage their customers. Integrating social media andCRM 

has helped companies improve customer interactions and offers ways of managingand measuring social networking 

for successful customer engagement. This paper aims toreview various studies touching on the impacts of social media 

CRM on large Corporationsin the UK. 

 

IndexTerms - Social media, customer relationship management (CRM), social customer relationship 

management (SCRM), social media platforms. 

 

I. INTRODUCTION 

 

In the modern world, the presence of the internet and its application has made everything easy, from living to doing 

business. The emergence of social media platforms such as Facebook, Twitter, and YouTube, among others, has 

changed business operations, including marketing and communication. Small to large corporations use social media to 

promote new or existing products and services. Promoting these products and services through social media enables 

direct online interaction between companies and their clients. However, many corporations keep looking for better ways 

of engaging with their customers online to increase their sales and improve their profits. Previous research has found 

ways a business can make profitable use of social media. In particular, social media can be used to manage customer 

relationships. Customer relation management (CRM) is a well-established marketing theory aiming to develop a 

relationship with customers and improve the same to create customer value. Social media makes it possible for large 

companies in the United Kingdom to present their products and services to a new audience creating a new line of 

communication, strengthening their association with existing clients, and providing a solution to any crisis. In this case, 

this research review focuses on identifying various impacts of using social media platforms such as Facebook and 

Twitter in managing customer relationships of large corporations in the United Kingdom (UK). This review will involve 

looking at different studies from various scholars and gathering their insights on the impacts that social media provides 

when used as a tool for customer relationship management.  

II. FRAMEWORK OF THE STUDY 

The study framework outlines a comprehensive exploration of social media integration within our product systems. 

It encompasses objectives, methodology, platform selection criteria, technical implementation, user experience 

strategies, analytics, strategic considerations, case studies, challenges, and conclusions. Each aspect is meticulously 

designed to understand the impact and efficacy of social media integration. The methodology employs varied research 

designs and data collection methods to extract meaningful insights. Technical implementation ensures seamless 

integration of social media APIs and robust security measures. User engagement strategies focus on enhancing 

interactions across platforms. Strategic considerations emphasize alignment with business goals and adaptation to 

market trends. Case studies provide real-world examples, while challenges highlight potential hurdles and mitigation 
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strategies. The study aims to offer recommendations for future research, ensuring a holistic approach to social media 

integration. 

III. RESEARCH OBJECTIVE   

1. Evaluate the effectiveness of social media integration within our product systems in driving user engagement and 

brand visibility across platforms. 

2. Investigate the technical challenges and solutions involved in integrating Instagram, Facebook, Twitter, LinkedIn, 

and Google Ads APIs into our product systems seamlessly. 

3. Analyze user behavior and preferences on integrated social media platforms to inform targeted marketing 

strategies and content creation efforts. 

4. Assess the scalability and sustainability of our social media integration strategies in adapting to evolving market 

trends and technological advancements. 

5. Propose recommendations for optimizing social media integration to enhance user experiences, maximize ROI, 

and achieve long-term business objectives. 

 

3.1 TECHNICAL BACKGROUD    

 Social media integration within our product systems involves leveraging APIs (Application 

Programming Interfaces) provided by platforms such as Instagram, Facebook, Twitter, LinkedIn, and 

Google Ads. These APIs enable seamless communication between our systems and the respective social 

media platforms, facilitating data exchange and interaction. Implementation requires expertise in 

programming languages such as Python, JavaScript, or PHP, depending on the chosen platforms and the 

functionalities to be integrated. Authentication protocols such as OAuth are utilized to ensure secure access 

to user data and functionalities. Integration also involves incorporating SDKs (Software Development Kits) 

and libraries provided by social media platforms to streamline development processes. Advanced analytics 

tools, including those provided by social media platforms or third-party services, are integrated to track user 

interactions and gather valuable insights. Consideration is given to factors such as API rate limits, data 

privacy regulations, and platform-specific guidelines during implementation. Testing and debugging are 

essential phases to ensure the smooth functioning of integrated features across various platforms and 

devices. Continuous monitoring and updates are carried out to adapt to changes in social media APIs, 

maintain compatibility, and enhance user experiences.  

  
 

3.2  RESEARCH METHOD   
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1. Literature Review: 

   Conducting a thorough literature review involves examining existing academic research, articles, books, 

and other relevant sources to gain insights into the topic of social media integration. This step helps in 

understanding the current state of knowledge, identifying gaps in research, and formulating research 

questions. By critically analyzing existing literature, researchers can build a solid foundation for their study 

and ensure that their work contributes meaningfully to the field. 

 

2. Survey Design: 

   Designing a survey involves developing a structured questionnaire to gather data from a sample of 

individuals or organizations relevant to the study. This method allows researchers to collect quantitative 

data on attitudes, preferences, behaviors, and other relevant variables related to social media integration. 

Careful attention must be paid to survey design, including question wording, response options, and survey 

length, to ensure validity and reliability of the collected data. Additionally, researchers may utilize 

techniques such as random sampling or stratified sampling to ensure the representativeness of the sample. 

 

3. Case Study Analysis: 

   Conducting case studies involves in-depth examination of real-life examples of social media integration 

within product systems. Researchers may select specific companies or organizations that have successfully 

implemented social media integration strategies and analyze their approaches, challenges, and outcomes. 

Case studies provide valuable insights into the practical implications of social media integration, 

highlighting best practices, lessons learned, and potential pitfalls to avoid. Through detailed qualitative 

analysis, researchers can uncover rich contextual information and draw meaningful conclusions to inform 

their research objectives. 

 

4. Interviews: 

   Conducting interviews with key stakeholders, industry experts, and practitioners provides an opportunity 

to gather rich qualitative data on social media integration. Researchers can design semi-structured 

interviews to explore participants' experiences, perspectives, and insights related to the topic. By engaging 

in meaningful dialogue with interviewees, researchers can gain nuanced understanding of the complexities 

surrounding social media integration, uncovering valuable insights that may not be captured through other 

methods. Transcribing and analyzing interview data allows researchers to identify emerging themes, 

patterns, and divergent viewpoints, enriching the depth and breadth of their research findings. 

 

5. Social Media Analytics: 

   Utilizing social media analytics tools enables researchers to collect and analyze quantitative data on user 

interactions, engagement metrics, and performance indicators across various social media platforms. By 

tracking key metrics such as likes, shares, comments, and click-through rates, researchers can assess the 

effectiveness of social media integration efforts and identify areas for improvement. Advanced analytics 

techniques such as sentiment analysis and network analysis provide deeper insights into user behavior and 

social media dynamics, facilitating data-driven decision-making and optimization of social media strategies. 

 

6. Experimental Research: 

   Conducting experimental research involves designing controlled experiments to test hypotheses and 

evaluate the impact of social media integration on user behavior and outcomes. Researchers may manipulate 

variables such as social media platform selection, content types, or integration methods to observe their 

effects on user engagement, brand perception, and business performance. By comparing experimental 
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groups with control groups, researchers can assess causality and draw evidence-based conclusions about 

the effectiveness of social media integration strategies. Experimental research offers valuable insights into 

the causal relationships between social media integration and desired outcomes, providing empirical 

evidence to support theoretical frameworks and practical recommendations. 

 

 
 

IV. RESULTS AND DISCUSSION 

 

Social Media 

Platform 

Feature 

Integrated 

User 

Engagement 

Customer 

Feedback 

Business Impact 

Instagram Photo and video 

sharing 

High Positive feedback on 

visual content 

Increased brand awareness and user 

interaction 

Facebook News feed and 

groups 

Moderate Mixed feedback on 

content relevance 

Enhanced community building and 

targeted marketing capabilities 

Twitter Real-time 

updates 

High Positive feedback on 

timely updates 

Improved customer service response 

times and engagement rates 

LinkedIn Professional 

networking 

Low to 

Moderate 

Positive feedback on 

networking 

Strengthened professional 

relationships and B2B marketing 

efforts 

Google Ads Targeted 

advertising 

Variable Mixed feedback on 

ad relevance 

Enhanced lead generation and 

conversion rates through targeted ads 
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1. Instagram Integration: 

   - User Engagement: The integration of photo and video sharing features from Instagram resulted in high 

user engagement. Users were more likely to interact with visually appealing content, leading to an increase 

in likes, comments, and shares. 

   - Customer Feedback: Feedback was overwhelmingly positive, with users appreciating the ability to share 

and view high-quality images and videos directly through the customer portal. 

   - Business Impact: The visual nature of Instagram helped boost brand awareness and fostered a sense of 

community among users. This led to more organic growth and higher interaction rates on the platform. 

 

2. Facebook Integration: 

   - User Engagement: Engagement was moderate, with users primarily interacting with news feed posts and 

group discussions. 

   - Customer Feedback: Customer feedback was mixed, with some users finding the content highly relevant, 

while others felt it lacked personalization. 

   - Business Impact: Integrating Facebook's social features enhanced community building within the portal. 

It also allowed for more targeted marketing efforts, though the varying relevance of content impacted overall 

user satisfaction. 

 

3. Twitter Integration: 

   - User Engagement: The integration of real-time updates from Twitter resulted in high user engagement, 

particularly during live events or breaking news. 

   - Customer Feedback: Users responded positively to the immediacy of information, appreciating timely 

updates and quick responses to their queries. 

   - Business Impact: This integration significantly improved customer service response times and overall 

engagement rates. Real-time interaction fostered a more dynamic and responsive user experience. 

 

4. LinkedIn Integration: 

   - User Engagement: Engagement levels were low to moderate, as users primarily used LinkedIn for 

professional networking and job-related content. 

   - Customer Feedback: Feedback was positive from users seeking to expand their professional network 

and explore business opportunities. 

   - Business Impact: The LinkedIn integration strengthened professional relationships and was particularly 

beneficial for B2B marketing efforts, enhancing the portal's value for professional users. 

 

5. Google Ads Integration: 

   - User Engagement: Engagement varied depending on the relevance and targeting of the ads displayed. 

   - Customer Feedback: Feedback was mixed, with some users finding the ads highly relevant and others 

viewing them as intrusive. 

   - Business Impact: Targeted advertising through Google Ads led to improved lead generation and 

conversion rates. However, the effectiveness depended heavily on the precision of ad targeting and user 

segmentation. 

 

IV. PROJECT  PLANING AND SCHEDULING 

 

Phase 1: Requirement Analysis and Feasibility Study 
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 Gather detailed project requirements, assess feasibility, and document findings. 

Phase 2: Design and Architecture 

 Develop system design and architecture, including data flow diagrams and API integration 

plans. 

Phase 3: Development and Implementation 

 Implement and code the integration with social media APIs, and develop necessary 

modules. 

Phase 4: Testing and Quality Assurance 

 Conduct integration and user acceptance testing, and ensure system security and reliability. 

Phase 5: Deployment and Training 

 Deploy the system to the production environment and conduct training sessions for users. 

Phase 6: Monitoring and Maintenance 

 Monitor system performance, schedule regular maintenance, and provide ongoing support 

and enhancements. 

 
Fig 1: Login Page 

 

 

Fig 2: Home Page 
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Fig 3: Customer Portal 

 

 
Fig 4: Detail View 

V. Conclusion 

 

The integration of social media platforms such as Instagram, Facebook, Twitter, LinkedIn, and Google 

Ads into our product systems represents a significant leap forward in enhancing user engagement and 

driving business growth. By leveraging the unique features and vast user bases of these platforms, we can 

create personalized, impactful experiences that resonate with our target audience. Our strategic approach to 

selecting and integrating these platforms ensures that we stay aligned with industry trends and audience 

preferences. The technical implementation of social media APIs and advanced analytics tools allows us to 

gather valuable insights and continuously refine our marketing strategies. Overall, this initiative underscores 

our commitment to innovation, user-centricity, and business excellence, positioning us for sustained success 

in the ever-evolving digital landscape. 
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