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INFLUENCE OF PUBLIC RELATIONS ON CUSTOMERS’ SATISFACTION 

(A SURVEY OF CUSTOMERS OF ENJIM HOTELS AND SUITES IN UYO)

CHAPTER ONE
INTRODUCTION
1.1	Background of the Study
By definition, public relation is the practice of managing the spread of information between an individual or an organization such as a business, government agency or a non-profit organization and the public.
	It is an accepted fact, that public relations (PR) is important in the survival of all types of organization today, since it is expected to play direct and indirect roles in gathering goodwill for the organization and demonstrating public accountability. 
As there are different organizations, public relation is expected to play this role selectively in order to satisfy the diverse expectations of both the organization and their target publics. 
Public relations are the task of goodwill creation directed at building harmony between and organization and its public through mutual understanding based on truth and full information. 
It is a deliberate plan and sustained effort to establish and maintain mutual understanding between an organization and its publics. The institute of public relation (IPR) in United Kingdom has defined public relation so.
Public relation is aimed at winning the cooperation of those who have something to do the organization to ensure their understanding. This would only be possible through the implementation of programmes of action which serve both public interest and the organization. 
Accordingly the duties of public relations are directed toward developing and encouraging attitudes and behaviour which will nurture the seeds of mutual understanding and assist in building strong and healthy growth. Haywood (1996) shares the view that public relations encourage pursuance of positive step to active goodwill. 
P.R advocates elimination of practices which through legitimate or illegitimate means may offend public opinion or jeopardize mutual understanding. 
Public relations encourage the building of corporate reputation. Thus, an organization must ensure that it makes public image acceptable. 
Many scholars: Harlow and Black (1989) have contributed to the success of defining what public relation is and also believed and wrote on its as act (deed) representative a group or organization.
According to the 1978 mexican statement, “Public Relation practice is the art and social science of analyzing trends, predicting their consequences, counseling organizational leaders and implementing planned programmes of action which will serve both the organization and the public interest” Rosevoult D. E. (1983).
	The fundamental of Public Relations practice.
With regards to this definition, public Relation is viewed as a management function that conducts research to identify public attitudes, the plans and executes communication programme, designed to earn public understanding and acceptance that is to say, public relation play a vital role in helping business ventures.
Corporate bodies and organization to create a strong Relationship with customers.
In addition, the purpose of public Relations practice is to establish two communication seeking common ground of mutual interest and to establish understanding based on truth, knowledge and full information. Sam Black (1989) therefore, public relation serves the flow information between the organization and the public and also provides organization and opportunity to be exposed to their audience using topics of public interest and news items that do not require direct payment
According to the institute that to Public Relation (IPR) said that to establish and maintain mutual understanding 

1.2	Statement of the Problem
In many organizations especially profit oriented firm management focuses on how to maximize profit at the expense of their customers.
The management of Enjim hotel and suite Uyo, does not seem to realize the potentials of public relation in building a good image for the successes of the organization.
As a result of this, it is not known whether there are public relations personnel to handle public relations functions at Enjim hotel and suite Uyo, this is why, this study become necessary.

1.3	Objective of Study
i. To findout the extend customers of Enjim hotel and suite Uyo, are exposed to public relations of the organization.
ii. To find out the relationship of customers of Enjim hotels and suite and staff of the organization. 
iii. To ascertain the influence of public relations on customers satisfaction in Enjim hotels and suite, Uyo.
iv. To find out the level of influence of Public Relations on customers satisfaction in Enjim hotels and suite, Uyo. 


1.4	Research Questions
i. To what extent are customer of Enjim hotels and suites, Uyo exposed to pubic relation activities of the organization? 
ii. How is the relationship between customers and staff of Enjim hotels and suite Uyo?
iii. What is the influence of public relations on customers satisfaction in Enjim hotels and suites, Uyo?
iv. What is the level of influence of public relations customers satisfaction in Enjim hotels and suites, Uyo?

1.5	Scope of the study
The research work is limited to Enjim hotels and suites, Uyo and customers of the hotel are subjects of the study. 

1.6	Significance of the study
This work will be useful to the mass communication scholars wishing to carryout research on related field of study. This study will save as a useful reference material. 
In addition, it will also be useful to the Public Relations practitioners for them to know what is expected of them in organization.
Finally, this study will recommend to organization with a close relationship with its customers employ good character, responsible performance and two flow communication to realize the positive effects of giving public relations priority in business management.

1.7	Limitations of the study
In carrying out this research, there were a lot of constraints from different angles. Such constraints were bad roads communication network problems and facilities.
Aside from the above stated constraint, financial and limited time coupled with academic demands also constituted limitations. Therefore, I sum up courage to continue in doing this project research despite all the challenges because this respect work form the partial completion of my National Diploma (ND) Programme. 

1.8	Definition of Terms
		The following terms are relevance to this topic under researcher:
Customers: is someone that acquires goods or services for direct use such a customer of Enjim Hotel, Uyo.
Management: This is the organized people in an organization that coordinate the activities of business in order to achieve defined objectives. 
Organization: Organization refers to group of people, who come from far and near in business, together in order to achieve a particular aim.
Publics: These are the communities of people at large (whether or not organized as groups) that have a direct or indirect association with an organization. 
Public Relation: Public relations is a deliberate planned and sustained effort to establish and maintain mutual lines communication understanding between and organization and its publics. 
[bookmark: _GoBack]Satisfaction: The fulfillments of customers wishes expectations, or needs, or the pleasure derived from consuming a particular products or service (s). 
