S S
®srry oF &

UsgdsMmggeml mboggmlodgdo
00BbgLOL s 50T0boLEHMIEOME 393b0gMgdsms b3mes

bogmg@emdm 3OhmaMads: 30Bbgliol
5003060LGMH0MYds

bgembsfiatrol 2zem98007

60bem 3963599

CRM 3¢ 3m®39030 0b@ga®otgdmeo LmEosersy®o
99005-5Mbgd0l g539JE0s6mdOL FgBoligds sbscmengdols
Lg3gM@To (bsdbg-x935H9m0L MbogzgmLoEYEOL
3539omBY)

©MJEHMMOL 535009809100 bomoLbol Jmladm3zgdms©
fomdmepqboero bsd®mdol
LOEOLYMESE30M o369
(L39E0SEMBS: BOBBYBOL 5ETobOLEHMOMYDdS)

0d0olo
2026



LoOLYOEEOM 658OMT0 FgiMH YIS LodsMmMZgEMLs
1603960L0EgEHOL d0BbILOLY s 5EBObOLE MO
993609693509 L 3mensdo.

LooLgMESE0M LadFmb 0530xMIMY: 3MMRILMGO, 935
393930099 LsdgEbogH ™M bgwddwgsbgwo: 3OMmxzgLmMO, 935
050539e00dg BodFmb §93610: 3OMRILMOO, Bobm ¥ ®sdsdg
0303050 9dB3gMGHJO0: SLMEOMIBXO 3OHMBILMOO,
0065006 HME™bsos

9os 9Ju3geHGO - d0BBYL 5ET0bOLEHMOMIdOL MIEMOO,
®9mbs ms300830¢0

239609 9Jb3gOHGHO - SbMEFOMYOMEO 3BIMBIMMO, Bobm
bv©5930¢00

oLgOES300L (335 9900905 2026 {erol 16 03w obLL;
doLFoMH0: bodoMm39w ML b03gMLOE G0, Igmmby
303mb0, bogzmbrgMabgom mmabo #519

0bgME300L 2o36mds Gg0dEgds LadsMmggwrml
60390LoEJEHOL dBOdEOMmY3sdo.

LoolgMEE0oM F53bg go0aBogbs : 17.06.2026
L5EOLYOESEOM LD FML 03560 - Bomos Fsbx 0350300



d9Logoero

056599060M39 20 MBSMOHO 30BOVI0 GHMIBLGBMOTs300l
3060009080, HMEILE LIBMYPIOMIOM030 (3bM3MYPOOLS s
93060303960 LogddosbMdOL 36odE03Mws© yz9ws LggMm
300356 LogmEgdos 06@JAMOMGOME0, MOHYBODEO0YOLS
5 3m3bBo0gdgdl JMob OH00YHNJdggdol ImMgergdds
50350 (330 G3900 296035, GHEMOIOEOIO
956393063100 LE©EJ0900, OHMIWGdOE SOfErgMEgdol
29635300mdsd0 953713b9gdM@s 0bBMMIs300L (39edbMHog
©0gBYD0sLS s oLMdM03, LESEGH03MO 3mMb03s30sL,
QY356 0653037 HYdEMdTo 11339

6530090933993 0560s. 58 (3300053900l 930396GHMT0 50IMBbS
9mIbds909wb MHP0geHMdOL d9bgxdgbdo (CRM),

3903 0530930039000 FBMEMmE Jmbsgdms 85Bgdol
503060LEBHM0MYBOL 0blEMWTIbAEHL Homdmoyqbrs, bemerm
©O9L 030 3505030 LOE0SEME S 0bGHYMod30ME LobEgds,
O0Igeoi 3bmdoos, MMM LmEoswyOo CRM.
5060360 &gbgb0s 2obLY3MMMGO0m 3M0EH03MI0 O
593950905 LogsBTobsmgdwM LgdBMOOLMZ0UL, Lo
MBogbo Bosbdsbsmegdwm sfglgdmargdgdo
396J30mboMgd96 37)©8035© (335wgdI,
9505306390 96@ M 450900 5 B0 F635M0 5JBH030 -



LAHYIEAO - oML HbrwmyorOsE Y3gwsby
3963000060900 O FOBROMES© MO0YEE0MYOMWO MM
3960939 Bofoeb.

LM E0SOHO JgE00L 9G3MeEY3053 s JoLTs JoLMdMO3ds
303 5OM059 LOMOZY WM ,099F035© MbEPs0b* ymxbol
3 GHMOIL, LoSE 0bBMMIs300l JoEgdol LoLMmsg,
d0bssMLOL 359 F30035¢0MdS S ©9349393d0MOL M3GOIEHO0IETOMDS
dmabsbMgd0L bodolbol Mdmsgzmgl Lobmds odse.
Log9635650gdM HYLYOMEYOIOOLMZ0L LMEST MO
CRM-0b @sbgh3s 5056 5oL dbmem Ggdbmermyom®o
56b9g3560 96 Mo 3H96w9gb630s, 56599 gl sEI0L
BGOGHIROIO SMEOGIMDY, Moms 9bseBmbogl 3Fomm
@5 99mE0OH0 39380600 LEAIBEHMO LobMYOMGOSLMD.
1530mbOL 59dGH¥YoEMISL 3093 YIBROM 53doxMJOL Ol
39609093, HM3 1sbs3gMM™39 LBHIDEHIOO
©60390L0EJEHOLYD Je0sh 565 FbMEME 53509F0MO 3B,
5659900 35050 bamolbols oy gHgzoLl,
3960LMbs0HYdME JoEyMIols s Fom bsFoMmgdgdby
dgoliog® M95g060935L. gbsds30Ls, bgdoldogMo bozgbo
3GOBOM 3009503530580 3065306 50Lsbgds Lobffsgwgderols
©9399G5305L5 5 BLEAHWPIBEHMS WMOSEMBOL bomobbBY, Mo

36393500056 396L39JEH035d0 0bLEGHOGHMEO0OL
LoimEbEolvbs0s6MmdOL 49BALSBOZMIWO God@EHmMos.



bmEoser®o CRM-ob 3mbzggos Logebdsbsmegdanm
8969x996¢30 BI6sdbGIO© 33wob LEHYIBGHOL HrEl —
ol 3sbowEmo AYHI 0L bgds 3GMEILOL sd@omemo
05659mbsfoerg s 0683mMIsz00l 1sbsdgdddbgero.
50603690 doymds Lo gdsL 5deg3L MbogzxMBOEIBHIOL,
399009ggbmb LemE0sEMHo G900l 3EoEBRMMIGO0 56O
dbMEMmE OHMYMOF LOMYIESTM IR, SM5TJE MIMAMO
399360 965¢00E03MM0 0bLEHMII6EHO LEIBE™S J3930U,
06@&96Mm9L9d0LS> O B0 305YMBO0GdOOL
399mb5309650. 930l 5dBHv)sEmds, S939, 93938000
00 393609609 3539980056, HMIgEoE sOLYGdMBL JoMoren
Log9685650gd™ Logmgdo: dovbgszsw 0dols, G
160390L0(H9HYV0 5§H0YM® 04gbgdgb Logoswy® JugergdU,
bdoc ddmbgzg3530, g 3O M3980 0dEObIMGMBL
06¢0309M5©, 4393560 LolEgdeOHo JsMMZoLs
95399G0560md0bL 95358900l 39goboBIgdOL 2o09dg. Hobsdwgdsty
65930 0Bbs 0Lvbogl LMy 93 boMzgBOL sMTbIOL
@5 0bgmo 3936096MHe0 BsGRML 894absls, HmBgeos
©59b356M905 L3OOl 30RO MHYLIOLYdOL

3G 005G 259myqbgdsdo.

3oLsMz5eolHobgdgeros olog, HmA bmaoswrmemo CRM-ol
998993H055™ds 306005306 353806005 BsHMYSMIIM 030
BMd0L BMOHI0MYOLMD, Mo Mg0Mmbro
MB6039MBOEJEHJOOLMZ0L 2obls3MMYde B0TZbgPMdSL



0d9bL. 305360 LogMEgdo SOLYIMO VOSMDS S
06&965JG0Memds Lsd21ogdsl 5derg3l sfgligdwegdsl,
dmb0bmb Bs3Mm Mo Jorfig3900Ls s VOMYOMEYdIOOL
©9dmbLEHMOMYdS, M3 bGMIbEJdTo 0f393L 3Mm3zbogdols

3963sLs s 0BLEOGHMEFOME LOsDoYgl. SJBYISEMdOL FHodo
96038369 m35605 000l 2osDMYd3, BMA bLemEosw MO 990

5oL 3M0BoLYYIEO 3nFMb0IsE00L FoMMZ0L »IMSzMGBO
3o@BMGs. 69d0Ldogmo ByysEH0MHO 0bZMOTs300L
39360390 900L5L, LHMOS 20350090 Lemizoswm®o CRM
LolEgds Lodrsegdsly 0drg3s, bl M93ESGOMEO
B0560L 306030BsE30S S 59OEMMOLMD 450 F306M35¢0]
©05MQoL HoMmBoMmmM3s, Mo bomdol 9bs@Bmbydols
9605©JOM0 FHos 05658906M™39 "3mliE-LbodsHmnEol"
930mgsdo.

513360l Labom, Ly30MbOL G oEMds Ggodegds Tgx 5L,
Q03 05 BLOL d0gds (39dbMEMY0H TgLodrgdEIMIgOLS
Q@5 5053056996 MOMO0GOHPNMBGOL IGOb. Lergoswdo CRM-ob
569035 Lo sbdsbsmMEgdEM LggH™MTo 56 GOl dbmerme
36OHMaM53o MBOHMb3geygmgzol 99d9bs, 560539 gl GO
MOQ560D5(30W0 3 EHMOOL (330G, HMIGEOE3
M6H096GH0M90Mw05 89695303056MOL 385YMBOWGISDY.
$0bs3gdsMg 330930l FoMgddo dsbboraro Lszombgdo
— 0bx3m®Is300L botrolbo, 3gMLimboerobsos s 30ROMEO
B mds — §oMImoybl 03 3w9bsdgb@l, Mmdgebys



MBS 509ml dmdogerol vbozgmLoE GHOL LogmdMbogzszom
LEOSGJQ09. 59M0Ys©, 19dol dg360gMHero dalfogwms
3oLbMBL 565 FbmEMm 535093096 06FIOHILL, 5M59©
§o6m3moa9bl 36M5g3H030w Lobgeddmzsbgwml
L5gO635650gd™ 969x%9MH9dOLMZ0L, MM Jo0d Fgdermb
3OBOMo g3mdol 358mf)393900L GHEOmBLBMOI0MYdS Mo

306376096 GH@ M306M0EgLmdIdSO.

33930l d0Bsbo s sdm3569d0
B53OMIol JoDobl Foerdmoygbl Logsbdsbsmegdwm ggHmdo
CRM 3o¢3m@dgddo 0b@gahoigdrmo bmgoswméo dgoos-
56Mbgdol 98399¢06MdoL 3mB3wgdlreo dg3bogemeo Tgusligds
5 BAMIBEBHS WMOSWMBOL FMOHT0MYOsBY Fo00 3960l
d9LFogams. 50bodbo oBsbo MEolbdmdls s6s Abmerm
5MLgdo dYMIsMYMdOL 50O, 56539 00 d9gdoboBdgdols
000963 05303060905L, OHMIWGdOE 296M©oddbol 30930
06&965J3058 0bLEOGHWE0O 9OMNYMEGd®. ILILHYIO
9d0BboL doLoMf9350, Ly FoMHMS 98RO 3M(39HJOOL oW FMo:
1. bmgosgrm®o CRM-ol mgm®oreo
30539830g00LS 5 9ZMWNFOYOO JHe39d0L Fgbfagers:
50 59m3sboL Fotyegddo dmbgds 0d
GOBLBMOT3F00L Q596500BYds, HMIgos 39boEs©s
dmIbTo909w6 MHP0gOHMBOL JoM N30l
LobGHY903s BHMOOEOYIE0 FMPYGOIOEIH



05659900039, bngosww)® Jigewgdby ©sBIdbydw
3G BMOHIN059Y. 360d3bgemz9b0s oH0bogl ol
09MOH0Y00 BOMM, HMIgeroa Logdzes® g3l
L5g9635b650gd™ F5039E0bd0L 30BOHWY
396300006905L 5 498M033900MU goblbzoggds
G®5030 5 Lo CRM-U dmeMob.

2. LOYPRIPOHMS FoBOYLO J3930Ld ©d

3@ BMMIGO0L ImbTsMgdol 0530L9dmMgdIdOL
©9630x0306090: 33¢0930L gl Bofioero doBbs obobogls
Q55A0bMUL, 1) M5396500 0b63HIBLOMMs© 04969396
LGM96EJIO LM EFOSWYH gL 5350090 MMO
9806900 30L, HMIGE0 3WHGHBMMTJO0S J>NMZ0L
3G0MO0GHIGHIX0 S M5 3o3oL dmemEobgdo sggm
160396LOGIGHOL GOBOWO 5dGH03Mmd0L oM. gls
59m 3565 LEFMOEgdSL FMY3(399L O3065bM MYsE MO
LIH500 0dobY, 19 B S MMM BEYdS bGMIbELS
@5 L3909l JMHOL 455339000.

3. 06830635300l baGobbols o
396LMbsE0BE00L 253egbol Tgxsligds MO MdsBY:
59m 3565 29olbdmdl 00 300G03wo GogddEmMmgdols
565¢0DBL, HMI003 FobloBrzMo396 LG MgbEoL
3054 33000905b. 33009359 1165 M3sLIBML 3JoMbgol —
650965 Imgdggdl 0bxzm®Is300l LOBMLE,

699396 G MMM 5 06003000Dg MH0YHEHOMYOMEO



dop™ds Mb039gMLoEEOLST0 BEMdOLS s
960900l BsdMYs0dgdsbg, Mog CRM-ol
98399B0956Mmd0L 53500 LyBMI0S.

4. 5030b0LE®30ME0 35dM{393900Ls o

39b9x9OMo 396L39JEH03900L 3393 NVivo
360590l 99939Mmd0m, 130906030 sbseEoHol

Lo93Az9w By, dLHogerowo 046935 ol BsM0gMgdo,
OMIgdLS3 9§Y9g0096 3969x% 90930 LmEOsWHO
CRM-0b sbgMa30Lsl. sdmEsbs dmoEagh
9379353090 MHol3gdol, MHglOLgdol IBOEOGEU,
&996mmy0m®o IBsmdoLs s 3M0BOLIEO
3™316035300L 1530L90M9d900L TglHogersls
50030b0LES(30MW0 A5MLIHYO0D.

5. 3654303790 LBEGMOGHIH0O
693396530900l 8998539ds: 9830M0Mo 33930l
39092900L LObmMgBOL Loywdzgw by, 650l
13065 @939 BsdMmygom0d©gds 3mb3MgE Mo
9mgo s 930396530900l 353930, GMIgEos
5953560905 LR9BBSMGdWM IHgLYdIEGdOL
bLME0SMOHO F9gE0s-5MBYIOL 9539dE05BMdOL QoBEMELS

5 BAHMIBEJOMB Mg 3500560, 3Mbodomemo
MOH0YHNMIOL J9bs0BmBgdsT0.



33930l M309JG0, Logsbo s 303mm9Hgdo

3322930L 0009gAL FoMImaagbl bags®omzggerml
L5go685650gdM LobEYdsdo dmgdgo »dsweglio
LobFo3w90egd0L 308G b53MTMb03dE0M SMWOE03s S
om0 LAMOGJA0IO F0PMIJIO 0969BO(30MYOMSD
OH0IODNMIOL oGN30l 3MIM39LT0. 33930l bogsboo
bmoswr@o CRM-ob 31bdgom®mo gangdgb@gdo, 39Mdme,
06835300l 39MBMbIWoBIE00L bo®obbo s 93993538060
M3965G0MEMdS s 530 ©YGHIMHI0b0MOMEO 453e9bs
LEHWMOIBEMS 30594MR0WGdSLS S 0BLEOGHW WG
WM05MdsHY. BodMMT0 BB 3MMMOME 5J39bBHL 5390090l
693006990 Lo s635bsmEgdEm 3530L - Lodbg-xs35bgm0L
Lobgedfoxgm 16039MLoEHGEOL FogoomMBY, M3 BodwoEdls
83°02293L Fg30Lfjagermm Lyzombo 3m63MYGHYE JISoMoYww
39Mgdmdo.
$0obsdgdsg BodMrmdo gymbmds M5dgbodg Lodwmdsm
303009bsl, HMIgdo3 3360930l 3OMEgLdo 0465
39059M{d9dwo:
L. 303mmgbs 1 (H1): bmgosw@o dgool
560001 0{mYdo 0bxMm®IS300l Jomseo
bs6obbo — dobo dg3bogmao LobMLEY,
390LMmb0R035305 (Mg9356EH O MDS), 933530060

M39605GH0IEMOS QOO 390 YIOMDS (Q59mYqbgdomds,



LobM¥yeng) — 3609369m3bs obLsbL3MzL
L3M96EJOOL 305YMBOWGD, B
0bLE0GHME00LYEA0 BMdOL ghm-9Mmo

96003690 m3560 ©9EHgM30bsbE0o.

2. 303m0mgbos 2 (H2): bemgoswry®o dgool
5MHgd0L 063 gM5JE0MEMmdoL bs®olbo (mGIbGHO30
3009960353000 5MLYIMDS s 3493530060l J0gdH)
3060©5300353d060305 1EHI6EHJOOL gImEome
Bo6mdlmsb Labfagerm 3GmEglido.

3. 303mmgbs 3 (H3): CRM 3@ 3m®dgddo
06¢92606090w00 bLME0SXMOO F9gE0s-5MbYdOL
3990yg9bgds MHBeMMb3gwymal LovybogzgMlodg@m
LgH30Lgd0L 93MmbMI0 MO 9539JE0BMBSL MglmElgdOL
™33H080Do300Ld S LEAHMIBEHMS F0T>ONZ0bMdOL
GOBOMWO BHEMBLRMOI>300L yBom.

990MOMEMA0MM0 BsOBM o dmbsizgdms
G056y M550
331930l 35¢00IOHMd0LS s dg3bogMr o Lol ol
MBOHM639wLOYgMmB, Hobsdgdstg bsdmmdo giwmdbgds
3969990 33eg30L (Mixed Methods) dgom@marmyoosl.
50603690 doaMds LyFMogdSL 0dEg3s dmbEgl Bozombols
3033w 9dumE0 glfogens, Boss MomEYbmdMoz0 dmbsigdgdo



53L9dL M30L9dMH03 J0ybgdgdL. 33¢g30L ODs0bo dMO393L
9mbs390ms 9a6MHM3900L5 s Bserobols ®sdgbody
O0YION535380M90 9@S3U:
1. omgbMdM030 330935: 9BLMEM(3090
L593bY-X 935690l Labgrdfonm »MboggdLoEgEHol 612
bAYEIBAHOL F9BMZoPbZS LHOYIHOOOIIYWO
300bgoMmol 39939Md0m. MgL3MbgbEH ™M g
oM bMds MHEOHB639wymal dmboEgdms Jowae
$o00M350a9bMd0MMBISL s LBGOLEH03MMS©
L5090 J96BMY5IOJOOL 4539079d0L
L5Tmoegdsl 0deng3s.
2. 0301936030 330935: BN B3I
X380 ©5 63bg3MLAHOYIGIOOMIOO
06&963099900 5030boliEGGmszo0l
§o6M0m850039bw 90056, 3056 96X gMHYdMb s
Logo635650gd™ gdBHmOol bgeddmzsbgergdmsb. qls

93930 30Dbo@ 0lsbogs 39bgx 9P 459mf393900Ls
5 LA 90o Hg39d0L LowMIobgme
dgLfogamals.

3. 36OMyM53d9o sbserobo (NVivo): m30L9d0030
9mb5399900L ©3v853900L5L 49dmYgbgdIEos NVivo
360585, OGOl sbsMmgdomsa Imbs Ggdudmeo
dobogols 3MPOMYDS, 1935 IOO 353TRMOODBOGF0S O
3099500Bs30s. gI F0EAMTS 50IMGb3MOL 333¢93M0L



193099 EGIOMOIL s MHBOHYD39wYMABL sbsErobols
36Hm39LOL A58 FF0MZoMASL.

BodOMTdo 59my9gbgd)eos Imbs393ms GEM0sbYMEsEool
36063030, 53 3eolbdmdl Lbgzsslbgs dgommoom
900900 89093900L FgxgMHGIBS OO R933900L.

oM bMmdMH030 3mMbo3gdgd0L, M30L9dM030 b5MoE039d0Ls
36OHMaM5390 5b5¢0Bol LobMYHO 5dE0gMHYBL 33eg30L
390092900l 35¢0MdL s Md0YIEHHIMHO IL3Z6gdOL
Bo9My5¢00900L Lsdw95egdsls 0d¢n935, MM SbobO3L
bmEosEr®o CRM-0b godmyqbgdols Ggoeome LwyGoml

JoOr e Logobdsbsomenrgdarm bogmEgdo.

33¢d30b 99360gm o Losbery
$0bs3gds6g BodMrmIol 53mbsdgbEHmEo dg3bogHyero

Loobeng 8aMdscgmdl Logsbdsbsowgdem d9bgxdgbEols o
GOBOMEOo 356393030l Joxbsbg s6LYdMo LemEosw Mo
CRM-0b 3169309960 9093963 900L 3ma3¢gJue,
96535¢056BM0¢90056 s LoLE IO Tgbfogersdo, Mo
595909 oM 53509d0E LozMEII0 MYMOOVIE ©S
983060 MbyBY 56 gobbowmws. bsdm™ddo
09500H9005 0639M0MOMO 0gMOHO0E-9d306MH0E0
Bo@bm, MMIgarois sbgbl MMmogemmdols ds@mgols

056599060M39 308600 IMmEIEgOOL 5QI3EI(300LS S



LoBMYHOMYPISL Moo A9BsMWGdOL B3gE0TB03MO
30639du@GBy. 98 30AMT0m, GHMIOEOVIEO 09MHSMJOIO
39 q00LYsb goblibgzsg900m, LEMIBEHO 500 56
O3 IndbobmEgdol 3sbowmo 08Mgd0, 50599 MHMAMEO3
BOBROMWOo 0bEgMogd300U, Mboggmlo@gdol odoxols s
0bLEOGH™ME0OO POMYIMEGdOL M9Bs39dJdbgwro.
33w930L 936090 Losberglis s MGOYObIYOHMDSL
363M9G Mo 39BLBO3M3L 9890 S139JEgoo:
1.  9900MEOMEM®MA0YOHO 0bMZHE0S QO Z5COELIOHMOS:
500w MdM03 15dg3609MHM OLZMOLTO 30MHZYSS
569200 dMbs3700s IM635¢dBOH0Z0 TG IMHGOOLS

©5 MYMOH0E-933060990 GHM0sBYs3E00L
(89690 33e0930L dgoMmEdoL) 353600 bGSbIOEGO,
LG BoODMMIBI 900560 MoMEIbMdMmOZ0
9dmbs399900UL (n = 612) Bo9doEH0329M-LESGOLEGH03MOO
53853905 5 1393050 HJIMWO 30830v)GHJOICO
36HMaM5d0l 39939000 256bmM 3091900
3019360030, LOOIOLYGYWO 3EO0MYdS JNO0SBs©
259m6M0Eb3L 33302930M0L 1309 EHIOHMOSL.

2. 6930Mbwwo 53500930MM0 Bm3MLo: bodMMmdo

0om0Mop9bL 30039 Low®mdobger dgzbogermen

93germdal, Gmdgero 033wsh GOBOYLO
GOBLBMOTS300LS O CbFMEOT5300L
3960LMbI0BsE00L Ms3019dMEMYOIOL L3g3053036



33MMIBOYL 35OJIT0 — HgyombYEro
L5go635650gdM 3500, LH3bg-K935bgOL
Lobgedfogm Mbogzgdlio@gEol ogowomBY, Moms3
Do6do39gd0m 53U90L sOLYGdME MYMOOME 35349
396OOICIO ©s OIYOMbYE Pyl

Loz 9dE9dL TGOl SOBYIMEO (30BHYICO
sb0dgBHMool dglobgd.

3. 90%9D-090092006030 3938060900 0096 050E0MYd.:
993609MWs© oP9b0w0s s B5B3969000
bME0SEOHO IgEool SMHJIOL 9539dEH05BMdOL
©93H9MI0b56EJd0L (06830MHT5300L bodolbo,
396LMbsE0BH3E0s, MOHIBOOZ0 33MBOo3s300L
0639bl0gMmds) 3063530600 80BYB-T909a™dM030
3938060900 LEIBES IM535WAM056 35gMBOWGILS
@5 99306 BsMI0Y)MISLMD.

50235650, B3dOIMTT0 BHEMOOE0o LoliEgdgdol
RBJ30Mbso goosHEMmdME0s 3039MHE0BOWWO
9309300l g3mgdol 398mf)393900L FMowdo. gl doymads
b593A39eL MYHOL sboen MYMOOM bg3sL JoMroven
396500900l 9969%9bEHI0 — 39MM, 53056
6096300900 (3083600 FsOM30L 3606303900l
0bLEOGHME0MBI0D30sL.



33930l 3Mog@03w9o 360d3bgarmds
6586OH:@A0L 3M5gdE03990 s 398mYgbgdomo oMmYdIMGds
bob0sMEYOS WSO SJBHYISWMDO S 30MISOE)
309356090 o glo Logsbdsbsmengderm
509193990930l 5ET0bOLEBHMFOI, LAMIEIFOI O
153036035300 3BYBL, HMIXGOO FELPMISCMEOO
306316963008 30MMd9B0 (308300 Fosfiymdol 3GmEgldo
00Ymg390096. 3300930l BoMygddo 09bEH0B0E0MGOIwO
LobGHYIMEOO dM0YMHYdO (HMYMOE MERBODBsGOMMO, 0l
A93bMMmy0©m0 ©s 5©5d05699MH0 BHbOLYdOL IBOEOGHOL
39DbOm) s Foo LA Y35 99493539090
3&030D5300L Mo HoMmdmoygbl dbs, Lsodgom
0bLEG®IgBAHL LogI6AsbsIWGd ™M WOEIMGOOLMZ0L, Moms
9o 89dmb dmbs3gd90Hg ox3w9dbgdo d9bgx 9o
3°©5(g39(H0wgdgd0oL do@gds.

330930l 3069093l 2558605 G9000ga0 Bodmygbgdomo

RLGIEMdY:

LEAHOGJ0I0 FoBHMOo3s bogaMLOEYBHYdOLMZ0L: boddmddo
Pomdm©ygboo 36od@o3mwo M93mdgbwszogdo s
306309¢ Mo Lsdmgdgm ImEYEo 90dwgds 306306
09651 259my9b690mwo MBsmglio Labfogargdargdols Jog
3693935000560 3086 b3MTMD03Io30M 3MWOE030LS WS



39695303309093056 MHPO0IOHMMBOL LEGSE o0l
RMOHI0MmYdoL;MZ0L.

LEAHMOIBEADS WMOsWMBOL M3EH0TODOE0s: GIS0MOEO
d0gb9d900 MB039MLOEIGHJOL 5dEg3L Agabogm s
LM MYOIE 0bLEMWYJ3090L 0ol Jqlobgd, v HMYME
296000593656 bLmEosErMO IgEool sObJdO LEIbEHMS
99030160 B ™dOLS s 3MHIJZ50560
0bLEOGH™ME0OO JOMNYMEgdOL AdEegzM 0bLEHMMIGBE©
06830635300l baGobbols s 8golbogMo w)39935380M0L
5b39fiol gBoom.

360Bobvyero 3m36035300L JoMIMZ5: M9bsFgEOMZ9 0RO
930g530, LosE 69BN 0bEMOT5300l 30OHMLIEo
393039905 4oLoge M:93ESE0IE MHoL3YdL Jabols
LolHogwgdgwls, bodMMIdo Bodmys0dgdeo LozmdMbozszom
5094039dBHEs MBOHMB39wYmRL LsbMYsMYdMH030 bmdob,
©05Mmd0LS s LamboggMLo@ g™ 0doxol dgbs@Bmbgdols
3654303 997560Hag0U.

LOdME MM %5300, BodOMIol J0y698900 ogbTocgds
1b6039MLOEIGHJOOL 356393 0bROLS O LEBMYIMYOLMO
MOH0JOHNMIOL LEALbOYOL 5ET0BMEMO s BobsblmEo
M9LELYOOL M3EH0ToME gobsfowqdsdo. gl 30MHP30G
50Lobgds L6TbsMGdM FMALIHBMMGdOL §30bMT03ME
9539905605 5 BogMHMTMMOLM B3BIOBY 0BLEBHOEG 3OOl
30637960963 mbsm05bMd0L 5350gdsBy.



B59O™AoL bLEBHMYIJEHIMS

d9bsgsero — (Hobsdgdstg bsfow8o olisdwmgdeos
153302930 07990L F9MHEO 5JBHYIHW MBS JZAMOIIMO
GOBOMWO BHEMBLRMOT>300LS S LogsbIsbsmEgdwm
L9dBHMOdo J0dE0bsMY LEGHMWIEHMOMEO (33WOGdJIOL
F60do. 5 83580ME 5OHOL BMOIMWOMYOMWO 330930l
00990 5 Logsbo, LEHYY0s oMM JoDIbO,
O0Igeoi m6OH09bEGH0M90ME0s 30RO 33MBo3s300L
98399G056md0b F9z35L905L5 S LEIIBEHS 0BLEHOGM OO0
WM05MdOL BMMIoMYdoL d9doboBdgdols dglfogwrsby, o
3990339000005 B5dg36096MM 5dM396900. 5939 IMmEgdos
L53)dom 303MmmMYHYd0, BsdBIMTOL CIgMEIOE-
3900MOMEMP0M0 Boggdzwgd0, dmboggdms IMsgzsedbMogzo
99%960900L (BHO05BYMEs300L) 3006303900, 33¢0930L

3936096mwo Losbag s Bolio 36GogdE03I0 ©s
3990949690000 OMGOIEGdS LogBsbsIGdM

d9b9x 396 0Lm3z0L.

0530 1. 29060290 ©5 36393915 0)H0 BstBer —
$0bs3gds0g 05380 LOPOIOLGMYWSSS J9965EO0DBYdIMO
MO00GOHNMOOL JoOI30L LOLEBHIIGOOL GHOIBLBMEOSE00L
930309900 GHMgJEHMM0s, MMIgEro ImoEegL 2oModagown
9393L BHM50E00, BHMEDIJ30Io 8mMm©Ywgd0Esb



056599060039, JugbY BIBION 3WsHBMOTO>IY.
39653 OMWO YMoEMIOS GoBMBS LoQsBTsbsmEgdMm
396 393H0b30L 30BOME 296300569, oo BGHwIbEHO
5056 3560bogds HMYMEE ImBLabIMHYdOL 3sL0MHo J0dwgdo,
5659900 OHMYMOE 308OWI0 063 JMHSJ300Ld
L596039MLOEYEH™ 0BLEOGHMEFOOHO POMYIMGdOL 5dEH0OO
056539943b690. 3530L BoGryengddo YEIYMS©
aoboboggds:

3mdbdoMg09wmsb MOogHmmdol dgbgxdgbEol (CRM)
930300 Q5 Lea309)Ho CRM-0b bLBHMoE )00 BsGBm;

9db3oMm9de0l M05EMmdOL BnOI0MYdOL d9dsboBIgdo

GOBOM 930mbolE9dsd0;
9360 ME02)M0 ©H039MB0: byewmzby®o 0bGgergdho,
B90dM@900 ©5 53¢ MBoBH0BoE0s Lemoswyé CRM-Jdo;
Le0oerwmo CRM-0b oo »dsmegbo
L5g9685650gdM sHgLYdMEgdOL dMGBEObYLY o
6939GH5300L d969%96GHT0, mbs39000 MLsgOMbMgds
900032960 0839615303990.

0530 II. beagosereytro CRM-0b 365590.329¢70 363999980 ©s
U3960050m@0bea 35903000985 bsgsbdsbsorengderer bgddheaedo
98 0530 90dMdS bemEosE@o CRM 3wo@im®mdgdols
3615430390 M750HOE00L 5b5WOBL O SYOWMIGOZ0 v
L596M05dMOOLM LoR9BTBSMGdEM BoBMGIOL 3M0EH0IME
303mbo3gsls. 1530 95X 9990l FoMToGgde w3bm® Jooligdl



@5 3505 SBoLGOL BogdoMmzgemls
LogO635b50GdM LogM 3o SOBYONIED BIYoEMBSL,

39903939005 5 LOLEYINO BMOIMIOL, HOMSE MYMGOME
159399939l 1Bl 9dyMI 9830M0ME 33¢3L. 50
0530l doMH0MSO 5J396(39d0s:

LogMHMTIMOHOLM b6039MLOEYBHIOOL J9FMEFOYDS S
006053900 bemaoswmdmo CRM Jgobgdo;

L5J9M0039 ML Lo s6TobsMNEGdEIM BoBGOL Jodmborgs:
bmEose®o CRM-0ol ©sbgeygzol mby s godmf)3939d0;

bmEosEeo CRM-0U 253c096s b¢mgb@ome
B MmdsLS O 5390093096 0IBEGHM™BDY;

bmEosEmo CRM-0b 259m{)393900 @ d56096M9d0
3963000060905000 dsHBMYdOL 3MbEH9JuETO.
0530 I1I. CRM 3¢ms¢h%0amd9b8do 0bdgg0M98:9¢m0
beaosereytro dgoos-s6bg80b 93999056080l 9d3065023¢0
33¢293° Qo Fg@98980
9B 0530 oMM 9bL BodMMA0L 330g30m doMM3L, Bowss
Domdm©ygboos LodEgbg-x s35bgmols Labgerdfogm
»603960L0E9BHT0 PoBsMgdo gMgmeo 33erg30l (Mixed
Methods) 9330600 80gbgd900. 5g 309600569305 612
LGMI6EHOL MoMEY6MOdMO30 godm3z0mbgzol 5009dsE03Me-
LEHOGOLEGH03MM0 5b5E0DBO s MBOgzxMLOEEOL
50306030 39OLMBIW ™Mb Bo@smgdmwo m30L9dM030



Lo®IolgMwo 0b@gH30vgdol NVivo 3GHmyMsdmeo

531853900l 89092900. 05300 LGOI GHEs dmoiEegL:

5m©YbMdMH030 330930L T90g2900: Mgl3MbIbEH M
3OMBOO > FOBOIO 3939

bmEosE®o CRM-0b 9539dGH056mdol dga30lgds o
LEHYMOIBEMS 305YMBOWGOOL Bse0bo;

331930l 303mm)HgdoL LESEOLEH03MMO A5sdM{HAGdS
9009930 89092900L Lo®MIoLgMwo 0bEHIM3MYEHSF0S
90D H-090093MdM030 353006900L FOHOWTOo.
31336980 s 3930960530980 — L5OLYOEHOGOM b5IOMIOL
5133600 Boffoedo begds mgmemomo s gddoMHomwo
909699900l 3mobEG039Mm0 LEbmMgHo, MO Boymdzgw ;s
go@0dEYds 3b3MIGILO LAHMIHIFOYWO HY3M8bEsEOgdO
M350 glo Lo obdsbsmgdEm sfgligdmegdgdols
98399056030 sb5FoMGdIWS. 0930Tgbo309d0 JoBbs
0bobagL LobozgMLoGgE ™M d9bgxdgbEHoL FGoBROMW
M33H080D5305L s LAIBEMS AMAYEZ500560 WMOsEMdOL
MBOHMD39wymRsl. gl bsfowro 59M0s6gdL:

2365396 EH M0 J0b670900L Tgx 599358 »b0ggMLOGEHYEGHOL
GOBOMEOo 5ObYdOL 95399E056MBOLS s bGMIbE s B™mdol
d9Lobgd;

LAOGIFON BY3FIHPE0YOL: byrmzbryHo
0639w9d@ob (AI-BgmdmEHgdol) 0bEHga®otmgdsl,
36039650060 (36r1535¢0Mb0sb0) bo3mMbogsg0Mm



LobGHYIGOOL IBYMAZL, FYEHOTIOIO 3bBHIBEG-
LAOGJR0L @S FMbs3gdms 903 BoMHMZUs;

33930L 89B010390L> ©d Lsdmdsgerem 3g3bogd e
3960139d3H0390L LodoMmmM39w ™Mo Logsbdsbsmwgdwm
LgH30LgdOL boMobbols sermnzol JMmmboo.

3994399469000 3080 35(30900L5 @S
30b3396M9630900L Loo

L5EOLYOEHSEOM 65IOMIOL JOMHOMIPO MYMOHOYIEXO
QDY JOID0, FJPMEMWMFOYO0 JoEyMIoo ©d
9830600 80670900 OIS SGOL SBbYYO S3GMOMOL
9096 259mJ399690e L5d93609MM 39d0353090B o
L59M5IMOOLM bHTY3609MM 3MbBIMY63090BY
Pomdmygbo dmbligbgdgddo:

L5393B0gOM BESEBH09d0 LogMMSTMGMOLM MYJRIOOMIOSI®
J9Obsergddo:

1.Karkadze, N. & Magklakelidze, E. (2025). Social Media as
Mediating Factor between Information Quality and Customer
Loyalty. Journal of Research and Innovation for Sustainable
Society (JRISS), Volume 7, Issue 2, 2025, pp. 151-159. ISSN:
2668-0416. DOI: 10.33727/JRISS.2025.2.13:151-159. Thoth



Publishing House.

659580l 5GLo: bEGsEGH0s LOWMIOLYMEs© 033 3L
bLME0SOHO F9gEOO0L, HMYMOG LAMOGJHOIO
39005@MM0 B5JEMMOL Gl dofimgdme
L50bRMMT530M BsGIOLBLY s IMIBTsMGdOL (bEgbEOL)
30393500056 WM05ePMBSL MGl B2C m@mmogHmmdgdols

30639Jdu@d0. ZMIMB-X3MBGO0L sbsEoBom
©3LYdMYOE0s, O POHME0, BMEGO s
9939563 MM0 068MmOI5300L J0fimds 30RO sObYdTO
56LG005© BOHEOL IMIbTsMgdOl bMdBS s

0bLEGOGH™MEOO 9ODYGISL.

BogMMsdmMobe BodgEbogMm 3mbzgemgbi0gdby
Domdmygboeo dmbligbgdgdo:

Karkadze, N. (2026). Digital Transformation in Science and
Higher Education: A Multi-Method Study of the Caucasus
Context. 15th Edition of the International Conference "New
Perspectives in Science Education”, held online and in
Florence, Italy, March 18-20, 2026. Published by Filodiritto
Editore.

Jeb5390980: ISBN 979-12-80225-97-9; ISSN 2420-9732; DOI
10.82075/NPSE_2026_15.

65680l sGbo: dmblighgds 9dm3690s 39335L00L Mg0MbrYE

M3ogl Logobdsbosmergderm sfgligdwergdgddo (bodaby-



X935b9m0b Lobgedfogm MbogzgmLo@gE ol dogswomBy)
BOBROMWO BHMBLRMOI>300L obsdozol 3md3wgdlwme
d9LFogesls gmgwyero dgomEmeEmaoom (1146
9L3mbYbEHOL AsdM30Mb3s s 24 LowMIolgo
06&963099). 356boEmw0s 39gdbmemyogdols gogargbs
STEM olgo3eobgdol bfjogargds®g s 3086wwwo
06¢9639630900b 983JHO LAHYWIEHMS 23590
dbHOQOLS @S BOMMYEMdsDY.

Karkadze, N. (2025). Attendance and Participation Certificate.
2nd Edition of the International Conference on Economics -
Challenges and Opportunities (ICECO 2025), organized by the
Doctoral Schools of the Bucharest University of Economic
Studies, Bucharest, Romania, October 09-11, 2025.

6596580b 5Gb0: 59OMSAMMHOLM FmMErMdBY
Pomdmygboo oym 309obstg 93mbmdozMMo s
L5g9685650gdM godmfj393900L sbsEr0BO FoBMWMWO
930b6m3d030L 296300560900l s 0bLEOEH™ME0OO

99900l LEGHMIBHMOMWO BHEOBLBMOTS300L FM0Edo.

Bo3356dm Loyzqdo
GOBOMWO GHMBLRMMIS309; 30gOwo Lodfogg; dobbyls
990l GHMBLBMOs(30; 3EoGHTRMOIMWO



930L0bH98900; 0bsT03MO TglsdegdMBYOO; (30BMHVICO
LAOGJR09; LmEosEOO CRM; bogobdsbsorargdenm

d969x963)0.



SO 605,
S %

70
oS

WO bday
Grq et

B
) &
®siry of &

The University of Georgia
School of Business and Administrative Studies.

PhD Program: Business Administration
Copyright of the manuscript

Nino Karkadze

Evaluating the Effectiveness of Social Media
Channel Integration in CRM Platforms Within the
Higher Education Sector: A Case Study of
Samtskhe-Javakheti State University

Thesis submitted for the academic degree of Doctor
Disertation bulletin

(Speciality: Business Administration)

Thilisi

2026



The doctoral dissertation was completed at the School of Business and
Administrative Sciences of the University of Georgia.

Chairperson of the Dissertation Council: Professor Eka Gegeshidze
Academic Supervisor: Professor Eka Maghlakelidze Council Member:
Professor Nino Jghamadze Official Reviewers (Experts):

Internal Reviewer: Teona Tavdishvili, PhD in Business Administration
External Reviewer: Associate Professor Nino Zurashvili

Official Expert: Associate Professor Tinatin Rodonaia

The dissertation defense will take place on July 16, 2026;

Venue: Conference Room #519, Building IV, University of Georgia.
The dissertation is available for review at the Library of the University of
Georgia.

The dissertation abstract was distributed on: 17.06.2026

Secretary of the Dissertation Council: Natia Manjikashvili



Introduction
Under the conditions of contemporary global digital
transformation, where virtually every sphere of social life and
economic activity is integrated into the virtual domain, the
paradigms of interaction between organizations and consumers
have undergone radical shifts. Traditional marketing strategies,
which for decades relied on unidirectional information diffusion
and mass, static communication, have proven increasingly
ineffective in today's dynamic reality. At the epicenter of these
structural changes lies Customer Relationship Management
(CRM); initially conceptualized merely as a tool for database
administration, it has evolved into a social and interactive
framework widely recognized as Social CRM. This trajectory is
particularly critical and salient for the higher education sector,
wherein higher education institutions (HEIs) operate within a
perpetually shifting, hyper-competitive environment, and their
primary asset—the student body—constitutes an integral part of
the most technologically advanced and digitally-oriented
generation.
The evolution and pervasive popularity of social media have
fostered an "always-on" digital culture, where the velocity of

information acquisition, content transparency, and the immediacy



of feedback have emerged as the definitive metrics of service
quality. For educational institutions, the deployment of Social
CRM is no longer merely a technological choice or a transient
trend, but rather a strategic imperative to sustain a tight-knit,
emotional resonance with the student community. The urgency of
this matter is further compounded by the fact that contemporary
students expect not only academic knowledge from universities,
but also high-caliber digital services, personalized pedagogical and
administrative approaches, and instantaneous responsiveness to
their exigencies. Consequently, any deficiency in digital
communication directly compromises the institution's reputation
and student loyalty, serving as a critical determinant of
institutional viability in the long term.

The conceptualization of Social CRM within educational
management fundamentally recalibrates the role of the student—
transforming them from a passive recipient into an active
participant and co-creator of information and value. This
approach empowers universities to leverage social media platforms
not merely as digital billboards, but as robust analytical
instruments capable of diagnosing student behavior, evolving
interests, and latent dissatisfaction. Furthermore, the relevance of
this research addresses a pronounced scholarly vacuum within the
Georgian educational landscape: although universities actively

utilize social networks, this process often occurs intuitively,



devoid of systematic management or empirical frameworks for
effectiveness evaluation. The present study aims to close this gap
by establishing a rigorous scientific framework that facilitates the
optimal utilization of digital resources by HEIs.

It is also vital to consider that the efficacy of Social CRM is
directly correlated with the cultivation of public trust, which
acquires paramount importance for regional universities. The
openness and interactivity inherent in the digital space allow
institutions to demonstrate their milestones and core values,
thereby fostering a sense of institutional belonging and pride
among students. In terms of topicality, social media also serves as
the primary platform for crisis communication management. In
the event of negative information propagation, a well-structured
Social CRM system enables the mitigation of reputational damage
and facilitates a transparent dialogue with stakeholders, which
remains the sole mechanism for sustaining institutional trust in
the contemporary "post-truth" era.

In conclusion, the salience of this issue can be encapsulated as a
continuous quest for equilibrium between technological
affordances and human-centric relationships. The
institutionalization of Social CRM in higher education does not
merely imply software acquisition; rather, it demands an
organizational cultural shift centered entirely on stakeholder

satisfaction. The core dimensions scrutinized within this study—



information quality, personalization, and digital engagement—
constitute the bedrock upon which the communication strategy of
the future university must be constructed. Thus, the scholarly
investigation of this topic satisfies not only academic curiosity but
also provides a pragmatic framework for educational managers to
transform the challenges of the digital epoch into sustainable

competitive advantages.

Research Objective and Tasks
The primary objective of this dissertation is to conduct a
comprehensive scientific assessment of the effectiveness of social
media channels integrated within Customer Relationship
Management (CRM) platforms in the higher education sector, and
to scrutinize their direct impact on the cultivation of student
loyalty. This objective entails not merely a descriptive exposition
of the current state, but rather the systematic identification of the
underlying mechanisms that transmute digital interactions into
institutional commitment. To achieve this overarching goal, the
following research tasks must be addressed:
Investigation of the Theoretical Concepts and Evolutionary Stages
of Social CRM: This task encompasses analyzing the conceptual
trajectory and structural transformation that customer

relationship management systems have undergone, evolving from



traditional transactional models into contemporary, network-
centric platforms. It is vital to establish the theoretical framework
underpinning the digital evolution of educational marketing and
to critically delineate the boundary conditions between traditional
and Social CRM paradigms.

Identification of Student Digital Behavior and Platform Utilization
Characteristics: This component of the inquiry aims to empirically
determine the intensity with which students utilize social media
platforms for academic and administrative purposes, to identify
their preferred digital channels, and to gauge their explicit
expectations regarding university digital activity. This task will
facilitate a granular understanding of the digital touchpoints
where the paths of the student and the institution intersect.
Assessment of the Influence of Information Quality and
Personalization on Loyalty: This task involves analyzing the
critical dimensions that dictate student satisfaction. The research
must empirically address a fundamental query: to what extent do
information accuracy, relevance, and individual-centric tailoring
influence the formation of institutional trust and long-term
adherence—metrics that serve as the definitive baseline for Social
CRM efficacy.

Examination of Administrative Challenges and Managerial
Perspectives: Utilizing NVivo software for qualitative thematic

analysis, this task will explore the systemic and operational



barriers encountered by academic administrators during the
implementation of Social CRM. This objective entails an in-depth
investigation into reputational risks, resource constraints,
technological readiness, and the idiosyncrasies of crisis
communication from an institutional standpoint.

Formulation of Strategic and Practical Recommendations: Based
on a rigorous synthesis of the empirical findings, the final stage of
the study will culminate in the development of a tailored
framework and a comprehensive policy package. This deliverable
is designed to empower higher education institutions to optimize
the efficacy of their social media channels and sustain enduring,

mutually beneficial relationships with the student community.

Research Object, Subject, and Hypotheses
The object of research comprises the digital communication
policies and strategic approaches embedded within the
stakeholder relationship management processes of higher
education institutions (HEIs) operating in the Georgian
educational ecosystem. The subject of research encompasses the
functional elements of Social CRM—specifically, the degree of
information personalization and the responsiveness of feedback
mechanisms—and their deterministic impact on student

satisfaction and institutional loyalty. The dissertation places a



particular emphasis on a regional educational hub, utilizing
Samtskhe-Javakheti State University as its empirical case study,
which allows for the examination of the phenomenon within a
specific empirical environment.

The present study is underpinned by several working hypotheses,
which were empirically tested throughout the course of the
inquiry:

1. Hypothesis 1 (H_1): The high quality of information
provided through social media channels—defined by its
scientific precision, personification (relevance),
responsiveness of feedback, and validity (actionability and
completeness)—significantly dictates student satisfaction,
serving as a primary determinant of institutional trust.

2. Hypothesis 2 (H_2): The degree of interactivity
characterizing social media channels (the presence of
bidirectional communication and active feedback loops) is
directly correlated with students' emotional engagement
within the educational environment.

3. Hypothesis 3 (H_3): The utilization of social media
channels integrated into CRM platforms ensures the
economic efficiency of university services through
resource optimization and the digital transformation of

student inquiry workflows.



Methodological Framework and Data Triangulation
To guarantee the validity, reliability, and scientific rigor of the
findings, this study adopts a mixed-methods research design. This
approach facilitates a comprehensive, multi-dimensional
investigation where quantitative metrics complement and validate
qualitative insights. The research architecture comprises several
interconnected stages of data collection and analysis:
Quantitative Inquiry: A comprehensive survey was conducted
among n = 612 students at Samtskhe-Javakheti State University
using a structured questionnaire. This sample size ensures high
representativeness of the target population and provides a
statistically justified baseline for empirical generalizations.
Qualitative Inquiry: To capture nuanced institutional insights,
focus groups and semi-structured interviews were conducted with
university administrators, PR managers, and educational sector
executives. This phase aimed to extract a deep understanding of
managerial challenges and strategic institutional visions.
Computer-Assisted Qualitative Data Analysis (NVivo): The
processing of qualitative data was executed via NVivo software,
enabling rigorous textual codification, thematic categorization,

and data visualization. This computer-assisted approach minimizes



researcher subjectivity and ensures the transparency and
replicability of the analytical process.

The dissertation strictly adheres to the principle of data
triangulation, systematically cross-referencing and synthesizing
findings derived from diverse methodological streams. The
integration of quantitative datasets, qualitative narratives, and
computer-assisted thematic analysis enhances the internal and
external validity of the research outcomes, culminating in
objective conclusions that accurately reflect the empirical reality
of Social CRM implementation within the Georgian higher

education landscape.

Scientific Novelty of the Research
The fundamental scientific novelty of this dissertation lies in its
comprehensive, multidimensional, and systemic investigation of
the functional elements of Social CRM operating at the
intersection of educational management and digital marketing—a
domain that has hitherto escaped structured theoretical and
empirical inquiry within the Georgian academic landscape. This
study successfully realizes an integrated theoretical-empirical
framework that adapts and synthesizes contemporary digital
relationship management paradigms into the highly specific,
nuanced context of higher education. Within this framework,

departing from traditional hierarchical or purely transactional



models, the student is conceptualized not merely as a passive
service consumer, but as an active co-creator of digital interaction,
institutional reputation, and pedagogical value.

Specifically, the scientific novelty and originality of the research
are defined by the following dimensions:

1. Methodological Innovation and Validity: This study
institutes a pioneering benchmark in local scholarly
discourse through the execution of a rigorous mixed-
methods research design anchored in epistemological data
triangulation. The synergy of complex statistical
processing of a large-scale quantitative dataset (n = 612)
with computer-assisted qualitative thematic codification
via specialized software ensures maximum internal
validity, effectively neutralizing researcher subjectivity
and offering a transparent, replicable analytical standard.

2. Regional Academic Locus: By contextualizing the inquiry
within a regional educational hub (Samtskhe-Javakheti
State University), this research addresses a critical
scholarly vacuum, analyzing how digital transformation
and information personalization operate within a specific
geographical environment, thereby bridging the existing
literature gap regarding digital asymmetries between
metropolitan and regional higher education institutions

(HEIS).



3. Identification of Causal Pathways: This research
empirically establishes and demonstrates the direct causal
relationships connecting the deterministic factors of social
media channel effectiveness (namely information quality,
personalization, and bidirectional feedback velocity) with
multi-layered student satisfaction and emotional
engagement constructs.

Thus, the functional capabilities of traditional systems are
fundamentally recalibrated within the challenges of hyper-digital
evolution. This approach establishes a novel theoretical paradigm
for educational management in Georgia—namely, the formal
institutionalization of human-centric digital management

principles.

Practical Significance of the Research
The pragmatic and applied significance of this research possesses
profound contemporary salience and is directly targeted toward
the administrative, strategic, and marketing executives of higher
education institutions navigating the complexities of global digital
reconfiguration. The structural and operational barriers identified
during the empirical phase—encompassing organizational
resistance, technological readiness gaps, and acute resource

constraints—coupled with the proposed optimization architecture,



deliver a robust, data-driven diagnostic roadmap for educational
leaders to streamline institutional workflows and drive informed
strategic choices.

The empirical insights furnish academic managers with the
following actionable values:

Strategic Matrix for Universities: The pragmatic recommendations
and the concrete operational framework delineated in this study
can be directly utilized by higher education institutions to
redesign long-term digital communication policies and
stakeholder engagement strategies.

Student Loyalty Optimization: The empirical findings deliver
actionable, scientifically validated guidelines on how to leverage
social media channels—by fine-tuning information quality,
responsiveness, and personalization—to foster deep emotional
engagement and cultivate long-term institutional adherence
among students.

Crisis Communication Architecture: Within the volatile landscape
of the contemporary digital era, where the viral propagation of
negative misinformation presents immediate threats to
institutional standing, this framework equips universities with
proactive operational mechanisms to mitigate reputational
damage, conduct transparent multi-stakeholder dialogue, and

safeguard public trust.



Ultimately, the findings serve as a pragmatic blueprint for
university marketing and public relations departments to optimize
the allocation of finite human and financial capital, thereby
directly enhancing the economic efficiency of academic services
and augmenting institutional competitiveness within an
increasingly globalized educational marketplace.

Dissertation Structure
Introduction — This section establishes the profound
contemporary salience and topicality of the research within the
context of global digital transformation and ongoing structural
shifts in the higher education sector. It clearly defines the research
object and subject, delineates the primary objective focused on
evaluating digital communication effectiveness and exploring the
mechanisms of student institutional loyalty, and outlines the
corresponding scientific tasks. Furthermore, it presents the
working hypotheses, theoretical-methodological foundations, data
triangulation principles, scientific novelty, and the practical and
applied value of the study for educational management.
Chapter I. Theoretical and Conceptual Framework — This chapter
provides an in-depth analysis of the evolutionary trajectory of
relationship management systems, tracing the transition from
traditional, transactional models to contemporary, network-

centric platforms (Social CRM). Special emphasis is placed on the



digital evolution of educational marketing, where the student is
no longer viewed as a passive recipient of services but as an active
co-creator of digital interactions and institutional value. The core
areas of focus include:

The evolution of Customer Relationship Management (CRM) and
the strategic framework of Social CRM;

Mechanisms for cultivating customer loyalty within a digital
ecosystem;

Technological drivers: Artificial Intelligence, chatbots, and
automation in Social CRM;

The role of Social CRM in higher education institutional branding,
reputation management, data security, and ethical imperatives.
Chapter II. Practical Aspects of Social CRM and International
Experience in the Educational Sector — This chapter evaluates the
practical execution of Social CRM platforms through a critical
review of both local and international educational markets. It
synthesizes successful global case studies while simultaneously
analyzing the empirical realities, systemic barriers, and structural
challenges within the Georgian higher education landscape,
thereby laying the theoretical foundation for the subsequent
empirical inquiry. The main pillars of this chapter include:
Global university practices and successful benchmark cases of

Social CRM;



An overview of the Georgian higher education market:
implementation maturity and institutional challenges;

The direct impact of Social CRM on student engagement and
academic identity;

Challenges and operational barriers of Social CRM within the
context of emerging markets.

Chapter I1l. Empirical Research and Results of Social Media
Channel Integration Effectiveness within CRM Platforms —
Serving as the empirical core of the dissertation, this chapter
presents the mixed-methods research findings conducted at
Samtskhe-Javakheti State University. It synthesizes the
mathematical-statistical analysis of the large-scale quantitative
survey ($n = 612% students) with the computer-assisted qualitative
thematic processing (via NVivo software) of semi-structured
interviews executed with university administrative personnel. The
analytical structure comprises:

Quantitative research outcomes: respondent profiling and digital
behavior characteristics;

Evaluation of Social CRM effectiveness and multivariate student
satisfaction analysis;

Statistical validation of the research hypotheses and advanced
interpretation of the outcomes through the lens of causal

pathways.



Conclusions and Recommendations — The final segment of the
dissertation delivers a holistic synthesis of the theoretical and
empirical insights, culminating in targeted strategic
recommendations aimed at optimizing higher education
administrative efficiency. These guidelines are designed to drive
the digital transformation of university management and ensure
long-term student adherence. This section encapsulates:

A comprehensive summary of fundamental findings regarding
digital channel efficacy and stakeholder trust;

Strategic recommendations: the integration of Artificial
Intelligence (Al chatbots), the deployment of omni-channel
communication structures, multimedia content strategies, and
ethical data governance;

Research limitations and future directions for scholarly inquiry
regarding quality assurance and educational service management

in Georgia.
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