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Abstract

This study aimed to model Social Customer Relationship Management (SCRM) in the tourism industry, focusing
on organizational agility and value creation and with a structural-interpretive approach. The present study is
applied in terms of purpose and descriptive in terms of data collection method and was conducted within the
framework of the interpretive paradigm with an inductive approach and qualitative design. The research
participants included university professors and experienced managers in the tourism industry who were selected
purposively and theoretical saturation was achieved by conducting 12 interviews. Data were collected through
semi-structured interviews and a decision matrix-based questionnaire. The validity of qualitative coding was
confirmed by the Holst method (0.731) and Cohen's kappa (0.674). The face validity of the questionnaire and its
reliability were also confirmed by the internal correlation coefficient (0.822). Qualitative data analysis was
conducted using thematic analysis and MaxQuda software. In the second part of the study, the structural-
interpretive modeling method and MigMagq software were used to identify the relationships between the constructs
and modeling. The results showed that the use of social media affects social customer relationship management
capabilities. These capabilities affect tourism management, and tourism management also leads to improved
organizational agility, personalization of tourism services, and value creation. Ultimately, this process leads to the
enhancement of the destination brand image and improved social customer relationship management. The
presented model emphasizes that the success of implementing SCRM in the tourism industry requires
strengthening customer relationship management capabilities, improving data management, improving
organizational agility, and focusing on creating value for customers. The findings also highlight the importance of
strategic use of social media and suggest that tourism businesses should use these platforms not only for
advertising, but also to analyze customer behavior, provide personalized services, and create meaningful
interactions.
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In the era of increasing competition and digital
transformation, customer relationship
management has become one of the critical
pillars of success in the tourism industry
(Ramos et al, 2024: 154). Meanwhile, social
media has transformed traditional customer
relationship management models and led to
“social customer relationship management”
(Demuylder et al, 2025: 13). On the other hand,
virtual media play an effective role in choosing
tourism destinations and services by providing
a platform for two-way interaction, exchanging
experiences and shaping customer perceptions
(Jain et al, 2023: 30). In this way, social
customer relationship management in the
tourism industry, by utilizing data, interactions
and feedback from tourists on social networks,
provides the opportunity to understand
customers’ needs, behaviors and preferences in
more depth. This new approach not only leads
to improved travel experience and customer
satisfaction, but also creates a sustainable
competitive advantage for tourism businesses
by strengthening continuous interactions, trust
and loyalty of tourists (Gamage et al, 2023: 31).
For this reason, tourism marketing around the
world, including Iran, has moved towards the
use of new electronic technologies, especially
on the web and social media platforms
(Mohammad et al, 1402: 13).

A review of the research background shows that
despite the expansion of studies in the field of
SCRM, most research has either focused on
non-tourism industrial and service areas or has
only addressed its technical or marketing
dimensions.  Also, the conceptual and
operational integration of the three key
components, namely agility, value creation and
social customer relationship management in the
form of a comprehensive and indigenous model,
has been neglected in domestic research. The
research contribution and theoretical synergy of
the present study is that it focuses on modeling
social customer relationship management in the
tourism industry, relying on a systemic
approach, so that this model can synergistically
strengthen organizational agility and value
creation in interaction with social customers.
The present study answers the key question of
how to model social customer relationship
management in the tourism industry based on
agility and value creation?
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The research community includes tourism
management professors and tourism industry
managers, especially from the Deputy Tourism
Office of the Ministry of Cultural Heritage,
Tourism and Handicrafts.

Research experts were selected based on two
criteria: at least ten years of teaching experience
in the field of tourism or having scientific
publications in this field (books and articles). In
addition, interviews were conducted with
individuals who were sufficiently motivated
and interested to participate in the research.
The sampling process was carried out
purposefully using the snowball method and
continued until theoretical saturation was
reached. After conducting 9 interviews,
repetition of coding results was observed, but to
prevent false theoretical saturation, 3 more
interviews were also conducted. Finally, after
conducting 12 interviews, theoretical saturation
was ensured.

In this research, semi-structured interviews with
experts were used. Then, a questionnaire based
on a decision matrix was also used for structural
modeling of the research.

The main method used in the qualitative section
was qualitative thematic analysis, which was
used to identify the themes of the social
customer relationship management model in the
tourism industry with an agility and value
creation approach. Thematic analysis was
performed using MaxQDA 20 software. In the
second section, the structural-interpretive
modeling method was used to analyze and
model the relationships between elements, and
the calculations related to it were performed
using MicMac software.

An initial list of influential factors was
compiled in the final qualitative analysis report.
This report presented the results of the
gualitative data analysis in a systematic
structure and led to the identification of 4
overarching themes, 8 organizing themes, and
57 underlying themes.

After identifying the research constructs, the
next step is to identify the internal relationships
of the constructs and present a model of social
customer relationship management in the
tourism industry based on agility and value
creation. For this purpose, the structural-
interpretive modeling method was used. By
identifying the relationships of the indicators,
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the structural self-interaction matrix (SSIM)
was formed. Then, by converting the structural
self-interaction matrix into a two-valued matrix
of zero and one, the reception matrix (RM) was
obtained. After that, to determine the
relationships and leveling of the indicators, the
"achievement set" and “prerequisite set" were
identified.

Therefore, based on the results of structural-
interpretive modeling, destination brand image
(DBI) and social customer relationship
management (SCRM) are at level 1. Tourism
service personalization (TSP), value creation
(VC) and organizational agility (OA) are at
level 2. Tourism management (TM) is at level
3. Social Customer Relationship Management
Capabilities (SCRMC) are at level 4 and Social
Media Usage (SMU) is at level 5. After
determining the relationships and levels of the
aforementioned constructs, they can be
designed in the form of a model. For this
purpose, the constructs are first arranged
according to their levels from top to bottom.

Based on the results obtained, the use of social
media as a factor with high influence and low
dependency plays a vital role in improving
social customer relationship management
capabilities. These capabilities, in turn, lead to
improved tourism management and then to
improved organizational agility, personalized
tourism services and value creation for
customers. In the continuation of this process,
improvements in these dimensions lead to
improved destination brand image and
strengthened social customer relationship
management. The presented model also
emphasizes that the success of implementing
SCRM in the tourism industry requires
strengthening customer relationship
management capabilities, improving data
management, increasing organizational agility
and focusing on creating value for customers.
Another important point is the strategic role of
social media, which has been considered
beyond traditional advertising in analyzing
customer behavior, personalizing services and
creating meaningful interactions.
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