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The emergence of social media changing the map of central power with the creation of a customer-
centric as a new generation of powerful, sophisticated, difficult to influence, induced and
maintained. To deal with these changes, Customer Relationship Management assessment metrics to
integrate social media and turned into a Social CRM (Customer Relationship Management) as a
new paradigm in marketing. To achieve goals and improve company performance required
customer involvement in implementing marketing strategies in social media.
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INTRODUCTION

On the implementation of Customer Relationship Management
traditionally, customers are asked to download the applications
to make transactions from the application provided and the
process is carried out with direct sales to the store or by phone
or fax. In contrast to that done by e-CRM (Customer
Relationship Management) where the concept of the Internet in
the process is very significant. Customers no longer use an
application or phone to make a purchase but ckup by clicking
the E-mail, and this can be done through technology PDA
(Personal Digital Assistant) and mobile (smartphone).
Customers also do not need to visit a physical store sales but
simply by visiting an online store through a search on the site
or through social media companies. These changes occur since
the emergence of e-commerce as a new business era that gives
a lot of business opportunities and challenging enterprise
Customer Relationship Management system change for
sustainability. The challenge does not mean no risk, if
managers are not careful in its application. According Pan &
Lee (2003), there are three problems that arise and one will
occur; First, the facility is a strong vendor in the categories of
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Customer Relationship Management breadth of sales, service,
and marketing. Customer Relationship Management developed
different vendors will carve their own niche in and complete
isolation from one another; second, the early efforts of
Customer Relationship Management is hampered by the lack of
a single view of the customer and has produced environment-
customer interactions separate and uncoordinated. Many offers
Customer Relationship Management will result in improved
only tactical, and third, a lack of customer-centric data
warehouse single have caused any additional customer touch
points than can exacerbate the problem. It required careful
planning for the transition of traditional Customer Relationship
Management implementation to the e-CRM (Customer
Relationship Management). The focus of the most severe faced
by companies in the assessment of the implementation of
Customer Relationship Management is on customer value,
satisfaction, loyalty and retention. There are four components
of customer evaluation centric in Customer Relationship
Management according Kim, Suh, & Hwang (2003), first;
customer lifetime value and loyalty; second, customer
satisfaction, retention and acquisition; 7Third, customer
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interaction; and fourth, customer knowledge, profile and
understanding. As a result, the implementation of e-CRM
(Customer Relationship Management) on business on the
Internet requires continuous improvement based on the
assessment of the customer's perspective. From both the
understanding requires a comprehensive effort of the company
to exist in order not to fail in the integration of Customer
Relationship Management that uses Internet technology. The
question that arises the following may give a basic search for
answers to move toward the improvement of the
implementation of e-CRM  (Customer Relationship
Management) that is based on the results of the review
Kimiloglu & Zarali (2009) as a matrix assessment perspective
customer ratings.

e Has there been any awareness/increase brand presence
online?,

e Is there a trust/reliability of the company/Increased brand
in the online environment?,

e Has it been enriched perception of the company's brand
image as a business that uses high-tech/advanced?,

e Have been strengthened pre-sales services provided to
customers?,

e Has there been an increase in the support given to the
customer during the purchase process?,

e Has it been an increase in the support given to the
customer after the purchase process?,

e s there an increase in the total number of users of earlier?,

e s there an increase in the number of new customers?,

e Has there been a decrease in the cost to acquire new
customers?,

e Is there an increase in the rate of purchase and / or reuse
the services provided on site?,

e Are there improvements to win back customers from a
previously stopped using the company website?,

e What has been done to streamline the process of delivering
and completing the services provided?,

o s the customer database has been set effectively?,

e Has it been repaired determination of the accuracy of the
target market?,

e Is the database has been used to develop different
marketing methods and strategies for different customer
groups?,

e Is the customer satisfaction has increased?,

e Does the frequency of customer transactions has
increased?,

e Does the number of customer transactions has increased?,

e Do rates using a variety of services and functions on the
site has increased?,

e Do customers have started to spend more time on the site?,

e Is the delivery of customer complaints to the relevant
person has become faster and easier?,

e Do solving customer complaint rate has increased?,

e Is the customer's willingness to provide the additional
information requested of them by the company (ie a survey
question about the site) has increased?,

o s the level of help and support the use of the services on
the site has increased?.

Integrationcrm in Social Media

The emergence of social media as a marketing tool for the
company to become a bridge mengkovergensi customer
relationship management to social media. Metrics ratings more
easily detected; evaluating the performance of each of the
elements involved in the information technology supporting the
overall marketing strategy that influenced the decision,
acquisition and retention (Malthouse, Haenlein, Skiera, Wege, &
Zhang, 2013). The company's success in empowering customers
on social networks depends on and how the company's
experience designing social media programs that deliver value to
customers. Provide support, attention and spend some time with
the enthusiasm of the company is very difficult to be achieved
from the customers as users of social networks. Companies must
compete in the business area of extreme to integrate Customer
Relationship Management in social media networks in order to
acquire and develop the data, because customers and virtual
network is very influential in driving the conversation (Baird &
Parasnis, 2011). Therefore it is necessary for marketing research
in understanding the explosion of social media usage and as a
Customer Relationship Management pengkovergensian analysis
into social media (Ang, 2011). Change the traditional view of
Customer Relationship Management by incorporating social
media technology as a new form in establishing business
relationships with customers is a dramatic shift. Rishika, Kumar,
Janakiraman, & Bezawada (2013), expressed the need for
managers to integrate knowledge from the relationship customer
transactions with the participation of social media to serve
customers and create sustainable business value. Integrating
knowledge have feedback that can be obtained from the moods,
attitudes and behaviors to help customers get the benefit of the
entire value chain that have an impact on forecasting and
demand and establish promotion (Woodcock, Green, & Starkey,
2011). This shift is like a game, started playing bowling in which
companies only focus on targeting, but as the development of the
game turned into a pinball require feedback. If the company can
make sense of this game, both have risks, but in bowling, the
manager is only required to how well in targeting customers,
although sometimes a shot that missed estimates, while the
pinball manager not only did the shot but the pass between the
customer also needs to be anticipated to win the game such as
word-of-mouth (WOM), customer relationship management,
brand community, search engine optimization, viral marketing,
guerilla marketing, event-based marketing and social media
isolation. All of these things because of their relationship with
the marketing done by the company in cyberspace called e-
marketing. The definition of e-marketing itself according Kotler,
Brady, Goodman, & Hansen, (2009, p 864), emarketing is the
company's efforts to inform the buyer, communicate, promote
and sell products and services via the Internet. While the
definition of e-marketing adopted by EMA (e-marketing
association) by Strauss & Frost, 2001, p 454 in Eid & El-Gohary
(2013), is the use of electronic data and applications to the
planning and execution of the conception, distribution and
pricing of ideas, goods and services to create exchanges that
satisfy individual and organizational goals. Previously,
researchers have confirmed their emarketing difference from
findings such as Barwise & Farley (2005), admitted that the
impact of e-Marketing less than expected during the dotcom
boom in the 1990s and is now a significant impact. Followed by
Brodie, Winklhofer, Coviello, & Johnston (2007), which
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confirms the research Barwise and Farley previously claimed
that e-Marketing "starting to come of age," to conduct
investigations in areas that are less researched and found that
there had been an increase in the penetration e-Marketing. Their
findings also indicate that the adoption of e-Marketing is
positively related to performance and have a tendency
competitive advantage. Meanwhile in the literature review El-
Gohary (2010), distinguish areas such as: E-Business, E-market,
Electronic Commerce, electronic platform, Mobile Marketing
and other research areas, many still have gaps of research,
especially in the field of performance of the E-Marketing and
adoption of E-Marketing at the company's Small Business. In a
review Tsiotsou & Vlachopoulou (2011), about the
implementation of e-marketing states that companies are using
the Internet as the main vehicle to adopt e-marketing in
developing value chain efficiency, reduce costs, gain promotion
of positive word-of-word, improve customer and relationship
channels and gain competitive advantage. Empirically proved
that the use of the Internet to carry out transactional activities,
such as reservations, sales, and payment is positively associated
with increased business performance and has been proposed to
be exploited fully the importance of the internet. In its findings
stated that the market orientation of contributing to the
performance through multiple mechanisms that contribute either
directly or indirectly, to the relationship through e-marketing.
Furthermore, Lahuerta Otero, Muiloz Gallego, & Pratt (2014),
offers four guidelines for companies that want to increase the
flow of customers to their websites. The first is to improve
search engine optimization by linking and re-linking of a
company's website to other websites, linking with social media
sites (eg Facebook, LinkedIn, Twitter) and include blogs on the
site. The second is the use of the 'infomediaries' or websites that
provide a virtual market place for other companies (eg
Tripadvisor, HomeAway.com); The third is to provide value to
customers by ensuring they maintain a well-designed website;
The fourth is to utilize social media in which a link back to the
company's website can improve SEO. Gajendra Sharma & Wang
(2015), adding that the quality of information and the quality of
online services are key determinants of user satisfaction and
sustainability of e-commerce technology. Of the various
explanations and findings of the above is necessary to be known
by the company in order to understand the fundamental building
blocks of social media as a marketing strategy. According
Constantinides (2014), social media has changed the structure of
power in the market with the advent of powerful new customer
generation and sophisticated, it is difficult to be influenced,
seduced and defend it; more Constantinides illustrates the basic
foundation of e-marketing strategies below:

Level 4

Web 2.0

Social Media
Web 1.0
Web Site

Level 3

Lex*el2/

Level y
Figure 1 (E-) Marketing Strategy

Source : Constantinides (2014)

AN
AN
AN

Marketing / E-Pemasaran
Organization

Product / Service

Figure 1. provide explanations tools marketing strategies that
apply the nature, effects and status of social media as an agent
of customer empowerment. In the picture is clear that the use of
web 2.0 and social media research is the use of social media
(such as facebook, twitter, youtube, LinkedIn, Google+, blogs
and others) as a marketing strategy is dominated by facebook
(Stelzner, 2015). Crager, Ayres, Nelson, Herndon, & Stay
(2014, p. 235), states that social media can connect people who
are using digital tools, such as Facebook. According Carlota,
Efthymios, & Maria-del-Carmen (2013), he use of social media
as part of a marketing strategy with the goal of customers, has
clear benefits in improving customer relations, communications
market, after sales service, and receive feedback information
from customers , Thus it can be digested on how to establish
social relations in the social networking business more rapidly
and widely (Ellison, Steinfield, & Lampe, 2007; Chu, 2011).
Social media is the web 2.0 as described by Stelzer and
Constantinides aims to establish a relationship with the
customer in a system that has an effect on the management and
business. These effects led to a new paradigm in customer
relationship management which was originally performed by
the traditional system turned into an online system. Due to their
integration into social networks it gives birth to a new
paradigm called Social CRM (Customer Relationship
Management); talk social media the same as talking about
Social CRM (Customer Relationship Management) and
secondly it is about how relationships in the public domain
(Askool & Nakata, 2011; Heidemann, Klier, & Probst, 2012).

Social Crm Paradigm

Social CRM (Customer Relationship Management) was first
discussed more extensively in the article Greenberg (2010),
who found a new generation of customers with the needs of the
company's transparency, authenticity and interaction. New
customers have expressed an aggressive and smart in influence.
Basically Social CRM (Customer Relationship Management) is
a development of the use of technology in Customer
Relationship Management which was originally proposed by
Jayachandran, Sharma, Kaufman, & Raman (2005). Several
studies of Social CRM (Customer Relationship Management)
explained that Social CRM (Customer Relationship
Management) aims at the performance of the customer
relationship (Maklan & Knox, 2009; Keramati, Mehrabi, &
Mojir, 2010; Rapp, Trainor, & Agnihotri, 2010; Trainor, 2012).
In the scientific literature state-of-the-art Lehmkuhl & Jung
(2013), concluded that Social CRM (Customer Relationship
Management) as a new concept that requires a transformational
effort between all parts of the organization. While, Trainor,
Andzulis, Rapp, & Agnihotri (2014), menyatakan kemampuan
Social CRM (Customer Relationship Management) states the
ability Social CRM (Customer Relationship Management) is
influenced by the management system customer-centric
technology and social media have interactive effects on the
formation rate of the company's ability proved to be positively
related to the performance of the customer relationship. And in
the process (social CRM) involves customers to engage an end
(Choudhury & Harrigan, 2014). Meanwhile, to see and
measure Social CRM (Customer Relationship Management) in
the context of SMEs, Harrigan & Miles (2014), illustrates the
importance of the orientation of customer relationships,
uncover support and data issues surrounding the use of social
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media, promoting the importance of customer engagement in
the online community, and recognizes the role driver
information process. Once the strategic involvement of
customers in relationship marketing, Vivek, Beatty, & Morgan
(2012), argues bring customer engagement as the intensity of
the participation of individuals in connection with the
organization deals and it is composed of elements of the
cognitive, emotional, behavioral, and social. While, Bowden
(2009), stated in a study of satisfaction with the approach that
includes an understanding of the role of commitment,
engagement and trust in the creation of a customer engaged and
loyal, can provide a deeper understanding and more complete
than the nature of customer relationships and brand on the
engagement process can be developed and fostered among
different customer segments

DISSCUSSION AND CONCLUSION

There are 24 questions in the metrics proposed Kimiloglu &
Zarali (2009)in the early part of the above preliminary
empirical testing needed to do in order to know the extent of
the readiness of e-CRM integration to social CRM.
The questions are useful for practitioners and researchers as the
direction of further studies, and the authors suggest to include
the question in the integration process and combined with the
basic foundations of a good e-marketing presented by
Constantinides (2014 for a relationship in the public domain
with different customer segments, Finally, the authors
concluded that the integration of traditional CRM to Social
CRM requires an understanding of the views of customers
more to enter into and implement marketing strategies in social
media. This is because existing customers are the type of
customers disosial media critical and pervasive, and if not
careful will cause a boomerang for the development and
performance of the company. Therefore, in the preparation of
the company's marketing strategy should include the
involvement of the customer to enter the social media market
and map the market forces.

References

Ang, L. (2011). Community relationship management and
social media. Journal of Database Marketing & Customer
Strategy Management, 18(1), 31-38.
http://doi.org/10.1057/dbm.2011.3

Askool, S., & Nakata, K. (2011). A conceptual model for
acceptance of social CRM systems based on a scoping
study. Al and Society, 26(3), 205-220. http://doi.org/10.
1007/s00146-010-0311-5

Baird, C., & Parasnis, G. (2011). From social media to social
customer relationship  management. Strategy &
Leadership, 39(5), 30-37. http://doi.org/10.1108/10878
571111161507

Barwise, P., & Farley, J. U. (2005). The state of interactive
marketing in seven countries: Interactive marketing comes
of age. Journal of Interactive Marketing, 19(3), 67-80.
http://doi.org/10.1002/dir.20044

Bowden, J. L.-H. (2009). The process of customer engagement:
A conceptual framework. Journal of Marketing Theory
and Practice, 17(1), 63-74. http://doi.org/10.2753/
MTP1069-6679170105

Brodie, R. J., Winklhofer, H., Coviello, N. E., & Johnston, W.
J. (2007). Is E-Marketing Coming of Age? An

Examination of The Penetration of E-Marketing And Firm
Performance. Journal of Interactive Marketing, 21(1).
http://doi.org/10.1002/Dir.20071

Carlota, L.-R., Efthymios, C., & Maria-del-Carmen, A.-A.
(2013). Social Media as Marketing Strategy: An
Explorative Study on Adoption and Use by Retailers.
Social Media in Strategic Management, 11(2013), 197-
215. http://doi.org/10.1108/s1877-6361(2013)00000 11014

Choudhury, M. M., & Harrigan, P. (2014). CRM to social
CRM: the integration of new technologies into customer
relationship management. Journal of Strategic Marketing,

22(2), 149-176. http://doi.org/10.1080/0965
254X.2013.876069
Chu, S. (2011). Viral Advertising in Social Media:

Participation in Facebook Groups and Responses Among
College-Aged Users. Journal of Interactive Advertising,
12(1), 30-43. http://doi.org/10.1080/1525
2019.2011.10722189

Constantinides, E. (2014). Foundations of Social Media
Marketing. Procedia - Social and Behavioral Sciences,
148, 40-57. http://doi.org/10.1016/j.sbspro.2014.07.016

Crager, J., Ayres, S., Nelson, M., Herndon, D., & Stay, and J.
(2014). Facebook: All-in-One For Dummies (2nd ed.).
John Wiley & Sons, Inc.

Eid, R., & El-Gohary, H. (2013). The impact of E-marketing
use on small business enterprises’ marketing success. The
Service Industries Journal, 33(1), 31-50.
http://doi.org/10.1080/02642069.2011.594878

El-Gohary, H. (2010). E-Marketing-A literature Review from a
Small Businesses perspective. International Journal of
Business and Social Science, 1(1), 214-244. Retrieved
from http://www.ijbssnet.com/journals/20.pdf

Ellison, N. B, Steinfield, C., & Lampe, C. (2007). The benefits
of facebook “friends:” Social capital and college students’
use of online social network sites. Journal of Computer-
Mediated Communication, 12(4), 1143-1168.
http://doi.org/10.1111/1.1083-6101.2007.00367.x

Gajendra Sharma, & Wang, L. (2015). The effects of online
service quality of e-commerce websites on user
satisfaction. The Electronic Library, 33(3).
http://doi.org/10.1108/EL-10-2013-0193

Greenberg, P. (2010). The impact of CRM 2.0 on customer
insight. Journal of Business & Industrial Marketing, 25(6),
410-419. http://doi.org/10.1108/0885862101 1066008

Harrigan, P., & Miles, M. (2014). From e-CRM to s-CRM.
Critical factors underpinning the social CRM activities of
SMEs. Small Enterprise Research, 2I1(1), 99-116.
http://doi.org/10.1080/13215906.2014.11082079

Heidemann, J., Klier, M., & Probst, F. (2012). Online social
networks: A survey of a global phenomenon. Computer
Networks, 56(18), 3866-3878. http://doi.org/10.1016/
j-comnet.2012.08.009

Jayachandran, S., Sharma, S., Kaufman, P., & Raman, P.
(2005). The role of relation information processes and
technology use in customer relationship management.
Journal of Marketing, 69(4), 177-192. http://doi.org/
10.1509/jmkg.2005.69.4.177

Keramati, A., Mehrabi, H., & Mojir, N. (2010). A process-
oriented perspective on customer relationship management
and  organizational = performance: An  empirical
investigation. Industrial Marketing Management, 39(7),

18057 |Page



International Journal of Recent Scientific Research Vol. 8, Issue, 7, pp. 18054-18058, July, 2017

1170-1185.
/j.indmarman.2010.02.001

Kim, J., Suh, E., & Hwang, H. (2003). A model for evaluating
the effectiveness of crm using the balanced scorecard.
Journal of Interactive Marketing, 17(2), 5-19.
http://doi.org/10.1002/dir.10051

Kimiloglu, H., & Zarali, H. (2009). What signifies success in e-
CRM? Marketing Intelligence & Planning, 27(2), 246-267.
http://doi.org/10.1108/02634500910945011

Kotler, P., Brady, M., Goodman, M., & Hansen, T. (2009).
Marketing Management (first). Pearson Education, Inc.

Lahuerta Otero, E., Mufioz Gallego, P. a., & Pratt, R. M. E.
(2014). Click-and-Mortar SMEs: Attracting customers to
your website. Business Horizons, 57(6), 729-736.
http://doi.org/10.1016/j.bushor.2014.07.006

Lehmkuhl, T., & Jung, R. (2013). Towards Social CRM -
Scoping the concept and guiding research. In BLED 2013
Proceedings (pp. 190-205). Retrieved from
http://aisel.aisnet.org/bled2013/14/

Maklan, S., & Knox, S. (2009). Dynamic capabilities: the
missing link in CRM investments. European Journal of
Marketing, 43(11/12), 1392-1410. http://doi.org/10.11
08/03090560910989957

Malthouse, E. C., Haenlein, M., Skiera, B., Wege, E., & Zhang,
M. (2013). Managing customer relationships in the social
media era: Introducing the social CRM house. Journal of
Interactive Marketing, 27(4), 270-280.
http://doi.org/10.1016/j.intmar.2013.09.008

Pan, S. L., & Lee, J.-N. (2003). Using E -CRM for a Unified
View of The Customer. Communications of the ACM,
46(4), 95-99.

http://doi.org/10.1016

Rapp, A., Trainor, K. J., & Agnihotri, R. (2010). Performance
implications of customer-linking capabilities: Examining
the complementary role of customer orientation and CRM
technology. Journal of Business Research, 63(11), 1229-
1236. http://doi.org/10.1016/j.jbusres.2009.11.002

Rishika, R., Kumar, A., Janakiraman, R., & Bezawada, R.
(2013). The Effect of Customers’ Social Media
Participation on Customer Visit Frequency and
Profitability: An Empirical Investigation. Information
Systems Research, 24(1), 108-127. http://doi.org/10.128
7/isre.1120.0460

Stelzner, M. . (2015). How Marketers Are Using Social Media
to Grow Their Businesses. Social Media Examiner.

Trainor, K. J. (2012). Relating Social Media Technologies to
Performance: A Capabilities-Based Perspective. Journal of
Personal Selling and Sales Management, 32(3), 317-331.
http://doi.org/10.2753/PSS0885-3134320303

Trainor, K. J., Andzulis, J., Rapp, A., & Agnihotri, R. (2014).
Social media technology usage and customer relationship
performance: A capabilities-based examination of social
CRM. Journal of Business Research, 67(6), 1201-1208.
http://doi.org/10.1016/j.j busres.2013.05.002

Tsiotsou, R. H., & Vlachopoulou, M. (2011). Understanding
the effects of market orientation and e-marketing on
service performance. Marketing Intelligence & Planning,
29(2), 141-155.  http://doi.org/10.1108/026345011111
17593

Vivek, S. D., Beatty, S. E., & Morgan, R. M. (2012). Customer
Engagement : Exploring Customer Relationships Beyond
Purchase. Journal of Marketing Theory and Practice,
20(2), 127-145. http://doi.org/10.2307/232 43811

Woodcock, N., Green, A., & Starkey, M. (2011). Social CRM
as a business strategy. Database Marketing & Customer
Strategy Management, 18(1), 50-64. http://doi.org/10.10
57/dbm.2011.7

How to cite this article:

DOI: http://dx.doi.org/10.24327/ijrsr.2017.0807.0442

Sumitro Sarkum ef a/.2017, The Integration Paradigm of Social CRM. Int J Recent Sci Res. 8(7), pp. 18054-18058.

ks skeoskoskosk sk

18058 |Page



