Critical task in post-graduate study

Introduction
Writing a thesis is a critical task in post-graduate study. It is a cumulative effort that represents the entire educational experience of the postgraduate and provides a learning experience to help develop better learning and management skills. It also develops skills to analyze, evaluate and synthesize the research of other scholars. According to George and Cowan (1999), novices are reflecting in an educational sense "when they analyze or evaluate one or more personal experiences, and attempt to generalize from that thinking".

This thesis is a test of my creativity and independent learning on a topic of my interest in limited time of three months. It was a long journey, in which I encountered lot of difficulties, but with the help of a dedicated supervisor, consolidated efforts and good time management, this journey became less arduous.

The role of a supervisor in the writing of a thesis is very limited, but his/her involvement is critical for keeping the project on track. Although one cannot select a thesis supervisor, it is important for the student to know the faculty members and to be familiar with their research areas. If this is done, at the time of selecting a thesis topic and on circulation of the first draft of a proposal, the most relevant individual can become attracted to the thesis to become the project supervisor. My supervisor Mr. Aboubakr A. Moteleb has vast experience in enterprise systems and has supervised many students at the university over the last few years. He was very effective in communicating via email and in one to one meetings and kept me motivated and steered me well during my research work. He was very kind in responding to email as quick as he could. All this support has helped to ensure that I was able to finish my work well before time.
Selecting the thesis topic and research question
The selection of a thesis topic is a crucial task and requires significant literature review of topics. However, the most sensible thing to do is to select a subject that interests you: this will maintain focus on the topic during writing. A recommendation I would like to offer to the university, is for lecturers to conduct lectures at the end of each module, which highlight related research topics. This will help students in selecting a thesis topic. I chose this topic because of my previous professional experience in CRM and within Pakistan's telecom industry. As I had linkages within this industry, I was able to target my survey effectively and ensure that I received inputs into the survey. Selecting CRM 2.0 as a topic was also quite difficult because when I was undertaking my Business Information System module, I was able to only locate one article that explained the idea of CRM 2.0 in organizations. From my work experience, I knew this was a novel idea, so I had to search harder. Although CRM 2.0 is new and very little literature is available on it, I still pursued this topic as a challenge.

Selecting a topic is significant, but finding the right research question to solve in your thesis is another important task. If one doesn't have a research problem in the beginning of a thesis, then research will be unfocused and it would be difficult to source the correct literature. In fact, I encountered this problem in the first few weeks of my thesis, but I was able to take control and focus my approach through extensive literature review and consultation with experts using CRM.

If I was given the chance to do this task again, I would try to finalise my research topic and research question before starting my thesis. I would also discuss it with two or three teachers before writing the first cut proposal.
Literature review
Literature review is a vital part of research and helps one to better comprehend the research topic whilst developing a perspective on the problem. On the other hand, it also demonstrates to your instructors what you know about the research topic.

Finding good literature on your topic can be like searching for the Holy Grail, so accessing a library that houses relevant resources is one of the biggest challenges to overcome when embarking on any research. In my case, as CRM 2.0 is a new topic, there were very few sources of information available. Unfortunately, most of the information available was on blogs and wikis which are not considered academic resources. When I realized that there was very little material available on my research topic, I divided the thesis problem in to sub-topics in relation to different technologies. Once, these sub-topics were established, I was able to locate a substantial amount of literature on each of the sub-topics.

Here I will highlight some of the advice given to me by my supervisor, which helped in making this more focused. He advised that I should read at least 25 cited journal articles relevant to my research problem and then write short descriptions on these outlining what I liked and disliked, what the findings were, how this article related to my research problem/questions and what research methodology was used by the author(s). These techniques greatly helped in the analysis and subsequent application of material. After applying this methodology to 22 pieces of literature, the first draft of my literature review was complete.
Methodology
Once this review was complete, I was still unclear on how to write a methodology and what type of data collection tool to use. I referred to research methodology texts, but found them very complex to understand. At this, stage, I was becoming concerned because it was the sixth week of my thesis and I was coming close to missing deadlines assigned in the project plan.

My supervisor encouraged me to develop my own research design and to then find a methodology that would fit the design. As I had to find the benefits of CRM 2.0 within the telecom industry, it seemed appropriate to split the research into two parts. The first part aimed to find the awareness of social media in mobile phone users, and the second aimed to ascertain the views of CRM experts regarding CRM 2.0 or social media. Hence, there was not one methodology which suited this approach, so I used a quantitative survey research methodology to find the awareness levels of social media and then, a qualitative interview of CRM experts. I would advise others who decide to undertake a similar study, to first develop a research design and then find a suitable methodology that can be effectively applied.
Data collection and analysis
As mentioned above, I aimed to ascertain the awareness of social media in mobile phone users by sending a survey to number of people who represented a bias sample for my thesis. According to Fink (2006), online surveys are the easiest and cheapest way to conduct the survey. I used Free Online Surveys to create a questionnaire and sent the link to all the persons in my address list, as well as all my connections in my Facebook account. In two weeks, I received almost 80 responses - a good sample for my thesis. To analyse this, and to undertake all necessary statistical analysis, I used SPSS Statistics 17.0. This helped me a to process survey data and to reach the final hypothesis.

The next step was to find organizations in Pakistan to use as subjects in my research. As I had strong connections in the telecom industry from having worked there, I contacted a few old colleagues and was able to pursue two middle level managers to answer the questions. These interviews weren't as easy as I envisaged, as it was challenging to approach senior management for this purpose. With perseverance, I was able to retrieve data from all the varying sug-groups I had targeted for the survey.
Conclusion
The calculations went well and the result was in line with the research problems. Undertaking research enabled a learning experience that has built an in-depth comprehension of the subject. This learning and practical knowledge will give me a huge advantage in my professional career. However, there is much more to research such as ROI in Social Media, Implementation of CRM 2.0 etc , and if given an option again, I would like to research the same topic to explore these other dimensions.
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