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CHAPTER 1: INTRODUCTION TO THE RESEARCH 

 

  1.0 THE INTRODUCTION 

      Mobile technologies have been on the rise for a decade and their rapid 

adoption has compelled researchers to study the impact of this technological 

trend. As the result, the rising popularity of mobile technology in businesses 

has been pushed to adapt their processes to this new generation of 

technology (Tina Y.T Chan, 2012). This situation will be a positive opening 

on mobile connections as they build trust and enhance satisfaction thereby 

how it is impacting CRM between hotel brands and consumers.      

    

      According to Vazifehdist and Shahnavazi (2012), Customer Relationship 

Management (CRM) has recently widely strategy for managing a company’s 

interactions with customers, clients and sales prospects. Numerous 

researches have been conducted to understand the effects of mobile 

technology within commerce and the fact from consumer relationship 

perspective (Chan, 2012). Mobile technology offers a high potential to 

transform the way how company can interact with their customer. This 

situation has been conducted to understand the effect of mobile technology 

and how big their impact to customer relationship perspective (Olaf & 

Rainer, 2009). 

 

     The increasing customer use of mobile phone has allowed hotel 

industries to reach their customers and build relationship through a unique 

medium. With the existing of CRM, it will provide appropriate way on how to 

maintain the relationship and keep in touch with client towards the intention 

to repurchase the hotel brands. CRM is a model for managing a company’s 
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interaction with current and future customer and it involves using technology 

to organize, automate, and synchronize sales, marketing, customer service 

and technical support (Shaw & Robert, 1991). CRM important towards hotel 

industry as it have ability to provide differentiated relationship value and 

keep communicate continuously with customer on an individual basis (Park 

& Kim, 2003). It will increase the activities of CRM through media that 

customer are interested in interacting with hotel management. 

 

     The increasing of the activities will lead the changes CRM channel to 

another level which is more reliable and easiest way to communicate and 

get feedback from customer. That level is mobile customer relationship 

management (mCRM). Sinisalo et al. (2007) define mobile CRM as 

communication, either one-way or interaction, which is related to sales, 

marketing and customer service activities conducted through the mobile 

medium for the purpose of building and maintaining customer relationships 

between a company and its customer. With mobile CRM the true nature of 

mobile technology allows the greatest access to consumers as they can be 

reached virtually anytime and anywhere.  

 

                    Mobility and broad reach has become the major function of evolution of 

mobile phone towards mobile CRM in hotel industry. Since then, mobile 

CRM be one of the factors affecting the performance of hotel industry. Most 

of the management staff starts to adapt these changes to their routine 

process in order to attract more customers. For instance, official website has 

been publishing as a platform to commercial their brand to new and regular 

customer. The website consists of package of promotion, price, booking 

online and most important is friendly users. Sharp, simple and short data 

that been view is the key of friendly users. With the full utilization of mobile 


