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FEAZ AR L 520 £l AR 5 A A AN IEA R e & A8 &) Fni 2 [ sh ik L 4e
JB5i %% 56 22 45 B (customer relationship management, CRM ) £ AN F-id FH T B A1 1l 3835 3% — (7]
R, U 8 2 A S A LR ) MV E XIS AT 2 ST Al S0 G 3R b A O R A 1
(RIFRHT 2L CRM” ) 7 32 1 A I3 42 JF% (Woodcock S5, 2011 ) o LATRE/R Ay 81, it FIl 4234k
CRMX 3 G { WEHEICHE 7 b B 5t B 05 MR 55 5 i 1 Do ol 5 0 A/ \ IS8 0 ™ A 7
Ve U A2 VR A R P AR BT 3605 IR, I KGR A s[RI, TR A B T TR R
P 456 P BSGEA N25 5 a8 IS BOC R P B S i BisE e SE 3 a4,

il
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EEWH: # 7 HRATALSHFZARA A (16YIC630166) ; K& # F A4 AR B (TIGLQ17-015)
TEB BN R E(1984—), B, RAEMZ K F W FRAME, M+ EFIF;

R RZ(1996—), &, RAEM % K F M52 GRIRES);

Z (1993 —), %, REMZ K FREME L,
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SEIRT A H AN BLAL RN PP SR Al 3 B ) A T s O B, ELEAE L PR
SRy S 1) 336 1) o, A P A T ST T ARG (AR TS o R L AT UL, il B T4 2L CRMAE S
PAFHEZ B ENLS ESE R B S AN KA SE S 3 (Elena, 2016)

e, #E 2L CRMME S H 20094F 4% H L3k (ChenAllVargo, 2014 ), fH5[# T2 AR FK)) 12
KV AR, BTSSR A TR 2 3 BB 5 O B O ], B B At 25 A CRMIE 53 HH 3 T A
S PRRATAE ST B A IF 5 S50 A B P IS RS AR S B B AR ZE B 25 (1 A IR, R 2
25 E R AR R O (] A F 5 1E A TR A5 B B o BRI, A DB — S — AE 2R T XA &4k
CRMAYBLA B 28 R HEAT R Ge ik, AR AL 22 fL CRMAY & SR ITK 4, 248 T TR A 9T 2
FE SR, R A AT ARG S e B LA 4

BT LU AR SO AR A T A2 CRMAY [E N AN SCEREEAT T 818, BB T MAE4ECRM
li1) 4+t 23 AL CRMIES U (R B, WA 1 422 CRMAY I, 120 T 42 AL CRMBSE IR [ £ 1
R TS AL CRMAE B T2 1 Al 2 1 A RSO , F X ARAIE ST 7 1a) i AT T e,

—. BEZCRMEHT S CRMER K HEES

A SECRMAY H 2 5 30T R AR B0 a7 g i 15 8 18, LA & BRI 2 o
SR, I SE B Az 8 AR 1 B S R (B RS & T (Varajao flICruz-Cunha, 2016 ) {H & 41
AT A A FH RSCR B (R REAR PR I AR, A% B CRMBOR B HE LA BE I xS a2 AR B8 A il 1
TCE T LR A 2 A A5 Bk K, o A R FH I 25 81 i 3 (B PRI, 4% B8 CRMIAA 2 1]
HnAe A PME AL 2 LCRMEL B

(— )t 22 AL CRMBEAE EE A b5 B 9 XL ] Y 38 4 1

CRM &L 5 % 474 %00 YA 3 o B R AR I, #E S AR Sy — > b () 3 1 38 T
H vk A S H R AN A Al A 8] 432245 BRIAR 2 (Elena, 2016) . (Rl , 1%
ZECRMAH L, 7 FH AT A BREAARH AR A4t 25 AL CRMEE A5 BE 738 12 K] 3 308 455 £ by AR i 2 1k 2 31—
L — 7 T, #E AU i P A R RS AN AR 2o AT TR 22 D, TRl B 1]
I 28 55 AT TSR IR Al 4T 5 A (Berthon 5, 2012 ) , it i b FF AT At AT T4 25 DL 3 1) 47
220 AN 2 Bl o) AT T R AT B S, DA TR T B AR e Bk S R A A S B BlIR S
(PaganifiiMirabello,2011) ; 75 —J5 i, b AE AT S BEAARS- £ F & A B P2 0T LA 224t 28 1
R P AR AW =, FERG BN T2 R 1 1 [ B A 255 L i %, 31 B 22 i % e i
% ¥ Al B AR E BRAILAR Al SO AR B BRIt , MAEGECRMI #E25 (L CRM Y FE Y,
TR A A S5 B 4 XL ) VA0 ST, 2 FRE R M-SR (A B O 2R 1) b9k 1% % ( Charoensukmongkol
FlSasatanun,2017 ).,

()2 CRMAEFE = Al X #1230 25 91T 45

Bt 0 2 AEAE 2SS P 2% rh =2 2R (5 S S 5 L WM Y S ke i 2, TR ARSI %4 7
SR I P B B X A 5 i R R 55 WG A ML 23 1E B AE MK o HUARS 2 BEAAAA I % AT A8 & Bl 1Y
1B 5 CRM,, #1 22 ALCRMAN AT LS Bl Al 55 80 A7 SE T A BME XI5 , 8 1T AAS Bl ik ARER
AL BRI FHAS NAE S AR 2 R 52 47 b X 175 45 VR A I 2 5 ( Bijmolt&5, 2010 ), i T 4>
Ml A AR S8 CRM S AR R B2 1y SR i sk, Tk AR A% /2 6% 0 T 353 58 0 o K b ) 1 Joi 25
2K MELASEATASPEA IR 55 S5 (R8I SR Al B T B Je ik BORG A B8 A3 Rl ) BRI R AL
W E A E B RINLS A AT DL & RE A B G 2 0 7 S R IR 55, 3 mT AR 8 i %%
Y BT SR A0 I M AR % 7 & 78 84 77 B (Charoensukmongkol fllSasatanun, 2017 ) , S B il
M [y BV R R A LR RN T 15 o DRI, o T S R 0 e I AR S R gt ik
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B ) e 2K L A i SZ ML GE CRM T #E 23 L CRM I 6 1

(=42 AL CRMEBEHE HE A Mk 5 B i i A1)

TERXAN TR S 5 LA AT AL S AU T 1A iR Al -5 At e % B 25 R o
FAEHAT S AT & L B S48 T35 LA A (A 3G (6 A 3 [R]6115 % (Wang FKim, 2017) .
{BALGECRM, AE R i) ERP R GE HVEF XA B 7 BR YT AREE 5 Jmy B T ook e i) T 2
B, A EWAGEF A I 5 A ] S EANE AH L2 T #E b CRMBER A 2E
A B BB 5 B Al AE 55 80 04 V) 38 B Bl b S B (e S i J % AT LG i Ak 23 4k
CRM M 12 2 £ b AR B JH 5 BRI SR 0T 7™ i R R 45 AT A e it A 2% (Kubina il Lendel
2015) , AT i All (R B 5 5 A A0 (L B 52 M 3 A B MR AN (B R 55 ( Gummerus
55,2012) . [AIET, A2 AL CRMAR RESE o TR 284 23 A 2 (19 2L 245 0 S I S R A T 1 97 9% 4%
1B, B3 B P A AR, TS B Aok B O 552 40X T X1 ZEHES Al iz 8 AR PR AIG
SN0 73 o 4 7 T o B A - Y 8w B o (= e el AR A v X g L R G
Facebook ¥ 413 IA IR 2 AV S ASHEA T 1 AZ G2 CRM ) 41 2 AL CRMR A% 7L

25 1, B IR RS AT R B R IR 5 & it , A S A IR TR & A S RGN i
AYER 5L (Giannakis-Bompolis fBoutsouki, 2014 ) , 4\ 625 2 iR FI4£ 5t CRM [m] 4123 fh CRMA% Y
B IR BGZ L B o HL, 3% A BUANBR AU R T 0 38 A A Rl R, T B W%
JE HE B 0 M R SR B SR E R B 58 B X AYHE B (KubinafflLendel, 2015) . HA
X7 56 BURE 11 CRIMEFG A R hy il 4 A T g 040 TS 2 6 A 2 S0 B TR B8 A, 3 B Al 7
Br—Femnl e b U

1M B, 7EXHE GE CRM ) 1 25 AE CRMUG Y (1) W BEVE HEA T 0 B R s g, 3R ATt 20 B A — A~
W, X RIS IR L 2258 2 5B S CRM Y TH S 1 FUEAR AR, #E 2 fL CRMIB 1%
JEAE G CRMIY K R FIZEA

=. #HES U CRMEEZ P

T CRMUX 4~ 2 VAR AT AN [R5 M0 ) 71 ( Goldenberg , 2002 ) , 4123 L CRMXS T AN [Al iy
A BANE & o P, SRR B AR FE i A Wt AL CRMIE s 48— 19 a2 o XX
— PR, AR IA N DS AR R LA T 4 S L CRMAE & 22 57, 38 H S5 S CRME T
XFH, AMERfAEAR AT 23 fb CRMIT Y

(— )2 L CRM A PR A

T8 25 %) ] PN AN S SCHRPEA T A EE AT 80, H R A E 2 AL CRMABE & ) BR AR R ECH LLT =Rl
ff(Z0LEE).

1. A5 R WA A7 o TR A T2 DAl i i B b -5 48 3L S B O vk A T R PR A 25 4k
CRM, A Rt 2L CRMUZ 3 DA Ry vt il 45 22 48 AT 38 SR S5 4 R T B S BRI K &
G ZE A TR T R B 5 R 1) AR UEA L CRM B AR LR A 25 R 48 A5 LA S
PRITR ) — R AN AL EME ) B it T B s 15, H H AR LUIMEXHE B 20k 5 & 2 5
254 B LA Z b, S Al iy Rz B AR A R AT LA S Rk (BB 384 0 (Greenberg,,
2010; Woodcock%¥,2011; AskoolflINakata, 2011 ; Ahani%¥,2017; Ojelabi®, 2018 ),

2. MAREE GO AR R R A B BB, FENIRRE RS FR S H 24 a0 3 AR R
FHRR P R A A LA 4 25 fECRM, DA 1 23 fE CRMA 2 ] BRI R A S8 AR AR 5 4
I CRME 55 TR FEDHEAE— , TR A B 51 k55 W 5 B S 2 R AR A 3]
A CRMI AR H, FFXF A TR T WA, ANkt Al 5532 4 , DI 35 Bl 4l Rk g 1o Jisi

A BUE X R E G TR E RE
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£1 =HRATHHSLCRMEX

TS

2 LCRMAE X

s

A SR S, P B A Ml 551684 AR A SRR AE SRR 255 -
W B i, H R 2 5 S, Al AR A

Greenberg (2009 ) ;
PetersfllPressey(2010)

HIBARE 5 Olk 25 B A SRR AL S D RE SCHRF A4 Ml SR, HG
A B M XTI 3, 305 I il R A v 4 L D )

Greenberg(2010);
AskoolfINakata(2011)

b FREE B A SEE

3 A5 Al 5 AT B FIPE R I % Y 58 U, [l e
- A A e B A SRS it R A BBIUE Py el S

IS ARSI A WAl 557 i B R 55 AR A FE Lol 51 80
LA B oR AR 2 5 R, I & e ANAS LA 1 (EL BT | Ahani%(2017)
RAMIEEE STk

I P H R A IR R S A B B R AR A ] S Ak 2

57518 WoodcockZE(2011)

IV

[5) F 388 X, D AR A b 5 LA RNV AE I 22 AL L B BATh] | Ojelabi®s (2018)
8y, I TR T 56 FR T T AR R
Bl 22 L% CRMIFLRE L Al A A AR 3 A A She AR M4l 2 ReinholdF1AIt(2011)

R T i JEU 2 1) 15 B0 CRLA IR A L RGO ) S50 M (A S A
A | BT, LIL Al 500 BB ik 55 R , AT 5| %7 | Trainor(2012)

g;f%‘ﬂ B G R R R

AOSER GRS U o A LR SR AR 4L & L E A
A Ik F P PR S A Aol 55 U PR AR o U 16 L B | Trainor¥:(2014)
B A7, BRI i Aalloll 8¢

(i FHAE A A — BT HOR , I IR AL A GECRMIE 511, FEH B9
St 3 B i AR P LA I8 5 B 25 - AT A 2805 Y| HarriganHIMiles (2014)
BRI |G B4

GV — R T Al A S BRI P BT R CRM, A ARG = A
BT AL T 5 B AT A A LSl , A B Tl T Ag T X | Elena(2016)
st FIUIR 55 BRI B Il ] 7 o ) R 3

OB : RS AR G SRS

BB RGN, P K4 (Reinholdf1Alt, 2011 ; Trainor, 2012 ; Trainords, 2014 ) .

3. FARBIH LA XA ] T AR B 50587 0/ B 3R AL 2L CRM, 7 T IR
#2ALCRMAZE G CRMAY—FPEE AL T #1238 A B AR FHOE 2, H B B8 03T Al A
Fr A N Sk #5175 T 05 B LS IR AR B B, O DAL B = U T T R | R A R AR
(HarriganflIMiles, 2014 ; Elena, 2016 ),

g b FRBH LA A Bk, [SCR AT 2 fE CRMAR R N T 41 38 AR BT BICRM L. 5 2
AE, A AR B, I S AL CRME DA 2R B 4840 2175 o B ) SE 38 0 X B i
RITH R B ORI S AR S, 20 T +H S AL CRMAE R B % ¢ 22 57 HLT- B ) s 1
AT F , BN SR LA IR, O AR DL 55484 TR Rt SRR 256 3 FE, T
IS ) S A T R RS o e [ i VA 0 S 2 T S = o 1 s I O it D = N
SO R AE 2 AL CRMUE — Ay 35 7 J0 4 A 285 R 40 PR A T A IR B ARAE R BB R AR BRI, [R] 4l
NITGENR A5 B GER5M 55 18 VE— A A 2 LA Ry ot i CRMUI AR A2 v Sl S 5 | it
A AT 28 5 LA SN (1 2B A A2 (. CRM B AR Y256 RIS A 7 1k

() SECRM 5L 5 CRMAY 22 5%

HT A MCRM 5L G CRMI VERY IN TR 45, A8 SCIAIZ 78 or B2 4 ol 55 30
AT HSMEANE HA X & 7 T X e (S K1),

B IR 7, B CRM A B B PRl Al A Al 37 2 Hh A i i 40 5 g 1 8 3 s
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EEHER P RIS
ABHAT ——

Lt CRM: BIE X R F M

b 5B
mfEEHE o [ REIBEE RIS
FEHARKA K ﬁé@%ﬁﬂﬁfﬁﬁz
RFAT

T2 A BRI AL S RHE
KAWL NIk B
Xl g IR

PRI IE - LIKubinaflLendel (2015) AYHF5T A FMAMES , 454 KubinaFllLendel (2015 ) LI K Soltanifil
Navimipour(2016 ) AUFFT 2L FRAE H

B 1 % CRMATSHCRMHER

TEA A FIE 5175 2h T AL TR ; it 2 (L CRM AP A k2 A B 2 D3l o5 4l A XL 1]
I8 .3, PS5 A A EIRRE 2R WEEZ i B R (R GECRMEE T o8 B i i
TC AR I B B A5 B I 55 ) SR I, R 52 2 e e 72 S Al i o 45 B2 -5
FHEAR AR IR ) B — LR EA T Bt JE AU A SR B KA RE ; it 22 (L CRMI g
AR 265 ) I Rl ORI 5 A S B 2 R, B IR 7 AL 2 AL R P A G 2R
P28 VK L3 B 6T Al B4 %, T AR Ak S A S A 2 DAy il 5 T 25 DI O R )

it AR RS I (4 TS AR S AT S5, 2 LA S vt B9 RLAF A 26 (Kubina Ml Lendel ,

2015 )55 =, Ml 55 B0 B, A GECRM— OB B 2 10 19, oMb 553 8 SR 2 il 3 I A SR A
M B BUAT B 58 Sy iDL SRR, A7 BT X M A T A A5 B S o SR B ) VA TR TR B0,
55 B TE TS I 2 R 75 SR A7 i IR 55 5 T4t 22 (R CRMIND B 6 28 T [l A, 8GN
ST A 288 (000 S BRI, Sh A8 SR B A AR B MR K, I 2
SR AR AR SRR 55 FO0AE T RIS RE W 51 % 2 5 1 3 5 MR (Soltani Al
Navimipour,2016) 55 /U, \EZAR TR B fAGECRMIYEOR T HLETHE FEH A
BB, 2 5 A S OCHE ; Tk S (ECRM AR T H M Tz kR FsE B4t
STT I, EHH TR AT S T B AR B 55 a3 A IR 55 v 26 T, MRS R 24t
CRMYEAT ST, B 22 SRR BRI A7 O AT U A5 B — Pl LA AERY TR, HAE N Al

SR A A S A5 AAHXS A BR BB R ; T AL 2 AL CRMBYRZ O (E7E T 38 i Ul i 25 5 2

S I A2 HL AT R il P IR 55, A4 lb 5 i S B {E 3L B (Charoensukmongkol Al

A BUE X R E G TR E RE
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Sasatanun,2017),

it IR FIO AT LA ), A 8 CRMUZ 91 9 35 T A5 ARAR Al 3 0 A B A A T
TR 55 AR AL Y 2R {5 B A (Agnihotri®:, 2017 ), Mi#E2LCRMI Z K 25 55 — AN 5¢
AN [R] A B A 38 o X Y 38 RN WK 41 A2 2% L R B — AR AL Al i e S R Y
—3B5r , NI B R IR R B B SZ B4 B As R L, <33 B T A S 240, S5
% 3 N7 ORI V) 0 DM OC R DL AT (2R A1) 2 4 S A CRM IR0 BT 7R, R B 51540
CRMx i A []

M. #4CRMEPIEIEE

R T X S £ Il AR A S it A 23 AL CRMUAH G PR 24T —N T BT A TA L, A ST mT st 1 ]
AMHIESCHR , KA L 2L CRMIR 52 R Z B BRI A0 At S R HEIR R FREE =24,

(—)th&HZE

SCHERIFIT R B, ML 2 (b CRMIAE S R R84 k5w 5 JBUR AT ARk BUR SRR AR
TRV 55 96 IR S

L ATESES TR B, 565 R T2 /I a4 T B B3 i) 3 22K 28 (Ghobakhloo%s:,
2012) AE2 AL CRMAE Ay 58 3 S A CRMEFE BLBIHT , whdk 2552 BTV 58 S R M) « 24— LE65E
XTI A TS0 tAt 23 AL CRMVOK I 2 B % 75 >R I A B & i, Ak 2538 Fe gk )
TR IS 25 fE CRM (Ahani%, 2017 ) o IR AY A2 , BB B B A A 52 A0 1X — 25 18 1F
17T MEFEMEEETT, A S — R AR R ASE b (38 F M 910 V%A 25 AT lk P b AN
[ F14) £ Ml T 52 B AN [R] 5 4 R 0 6 e RN St 4 2 (L CRMIF 2 i 22 57

2. AT AR TR BT 2D A5 (5 P A A2 R 5 il e H 5 o T 7 R R AL 2
1kJii % (Berthon%,2012) , ££ 45 CRM I HOE LA SEBRA Y 975 8 B b o B IE, B A T R AR AR )
JE A7 [RREAE 38 (A M B9 St dt 2 (L CRM, DU HE B 20 % 55 4 r 145 8 5 3y, i Se 9
AL CRMAYEESE F AR, R459 13354 /1 (Ahani®, 2017) R, IUA SCHRZ IR E L& 174
AL, B0 20 T %123 BUA Bl 2 AR (9 2 T T B4 T Rt Al St A+ 23 (L CRMI 2

3. BN S8 o4 2 AL CRMAY S 5 & J8 15 R TFIBURF Y 2 15 - Parveen® (2015 ) A5 22,
FEE RV 28 E RN FEER S, UM X HE S AT 6 A KRG I T AT R Bl 1 4
b XA 2 AL CRMAEH 56 Sms i ) FH o T LASSE , BURF A Al (R BB & e Bl T 2518, o R B 428
W28 AR S AE & T BRI, Akt 2 /b CRMAY St 5 & 4L T 52 85 .

4. ARV 55 GE IR S o AN IV 55 B R S, AT ER b 0 AR XU, BE AR A S AT SRR
B RAE S 3R 45 e AT R i BN o S B 118 Bh AV AR RN 20 1E [ 555 05, i REA FE— 25 1
% 4 HFBGE i Al SE R A 22 A CRMIY B, AR Al R AT Y B R R & 541k
i Y EMERE T, SEERAE 2 AL CRMI & e Al A 5 il (L9 B KAk (Hasani, 2016) .

(TOHAHNE

MAHLUR R , Sl B2 8 B TIT/ASHRE & A AR AT 5 2 m
T AR Z X2 AL CRMAY S5 17 FHAFFE R )

1. Alb SOk o T 56 2R 5 1) ALl SCAb BE AR 2 i il X 4 25 f CRMU St o Bt 5 4158
AR 2 RN R, 41 2 AR T i 2T 1 Tl a4t se & A 75 B AL R R ik 2 5 54
LR EAE TR, Ry T30 R IR A il R N Il 5 B A i 2 1) SEARL, At
B F G A Sk 3 R AR A L B 4L IR S 2 AL CRMUOR N ik -5 i 2% A B
2, NTTTREN B A 5 BB 25 25 55 1, IR 0T A I E R VR 5 R Hoe
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P #(HarriganFMiles, 2014 ) . 75 41, Askool FINakata (2011 ) JE T R FEZ AR | % B Ff i %
RZR IR SCAAES Al 3 T 5 B8 A T DM 388 A [T, 3 P A B 53 T i AR B G
PFIA] 5 RS I Ve e T, AT 4 A 23 AL CRMI S8R -

2. BRI OREE AR 2 IRIEHE L P S (technology-organization-environment,

TOE ) AT AT, Al )4 A A8 8 111 37 51 3 J2 48 BN B3 B3 S R A R Wil o 41 25 fb CRMIAE Ry s
M Ay 17 T % A 25 FR GE T A T 8B A R G, A 5 SN Tk e i 2 2 B HUZ S
FE AR o I L, 200 04 75 ol PR 5t TR o J2 A B O Al A R St 25 (L CRMAR (1 S 15
(XuHIQuaddus,2012) o JLIHXF TR AL A, HFBIVE 55 B U8 4 T FE: , Vs B2 SR i) —
Fh BTN, 2% R AN S it 4 25 L CRME) 2 S 72 A= B M (Hasani®5:, 2016) .

3. B TIT/ISHNRGE A o B3 T AITT/IS IR A 5 e B AT LA S5 o AR5 3 i A R B b ) 9%
P, T 423 Ak CRMUSE it 1) 188,51 2% ( Askool FiNakata, 2011) . 17 H. , 2% S IT/IS AR BESR &
B TR AL R B RE ) A sh S R BE 1, ik imiA B Ak At 2 A CRMBY 52t - 7T LA, £l
AL CRME I 135 25 AR 00 B 45 1 2 B T AR AR ST T/ IS B ARAT JE B A KR 45

4. }EAZ WA A S AT 2 AL CRMG SRR i, — T, S A FH R S — 2R 51 G A
(JCRMBLSE , LG5 B HET 72 S AR 45 DL K2 b R v e i 2 e 1) e DR R 5 38 ) T 12
(HarriganfIMiles, 2014 ) ; 55 —J5 T , 4152 ShEAA( FH B of il A5 20 386580 o 114 LA B N B3 A Hpls

AT LA g O R, 2 A AETT 3 b LR34 0 B b BEHOR S5 (Trainor HIK evin,,

2012).1fi H., Garrido-Moreno%5 (2018 ) 7£ X222 ¢ P4 HE A8 5 AEAHEA TR AT I & PR, 4138 1Ak
B A R Al B i A A TR B, 38 P AR Al 4k 25 AL CRMIY S o 25 1, 58 A4 of T
FMitE 2 AL CRMAE AL A SERERICR 5 SR B, X Al S2itist 2 (b CRMELA S 2R .

5. T35 BN T o A& 9 0 2 Fcdie o i PR R AL BECRMUR [R] (Alshawi %, 2011 ), B 25 i
A B L , Ik BEAR I A R ANF FH A B {5 B R N AL S ot
B B ALEE P SRR U FRAFE S5 41 28 AR $ 45 (AtanassovafliClark, 2015 ) o Rt , A\ AS P75
B TR A, R T 2R AT RE M AR AL RE AR RS S IF R SR AR G
SIEAL AU A S B S R SR T (5 BN TRe 01, IS iE #ae ) Sa i s 32
k23 CRMI% % % ( Choudhury FlHarrigan, 2014 ).,

SR, 5T N T AE (5 B AL (HL ) X — T 5 BN T36 3l 5 25 4+ 2 (L CRM ) 522
Jiti M) B 3R AFAE 43 B . Askool FlINakata (2011)IA Sy, L2245 B, M Ry 8 57 242 [ 56 28 il S A TR
F, BE R ma S0 WA BE Y A SR ma AT TS i AE S fb CRMIM S B . 5 2 M I
Ahani%5 (2017) WA A HFRRAAJE A, Al A9 2% 2430 5 A R =T il A5 8., s
B IR SR Mt 23 AL CRMP SR AN 5 S o X330 NS0l AR RAT 5 Ak St Bt

(Z)EARHEZE

SCERBFSE A, Ry T3 AL AR IBUA 194 T o AR A RT3 8 i 3 K, A b 20Tk A 7
AR B F AR BB 5 T+, PR A AN T35 5 SG I AE GECRM P 56 TR B bR R GE DAk Fn
VBB RUE SRR AR J7 1 A9 £ (Alshawi®:,2011), M2 F A e 42 LCRM R SE O AH
XIS e TSR S A SE AT R BRI R X4 2L CRMI 2 .

1. AL AR BB L, A X LA F8 QT Ir REAR AL A BN A 257K °F , B 2B
S AV R BT B [ M L HEARAZSECRM, 42 AL CRMAE g il S50 ity ik ms G138, REAS $2 5

Al B 55 O AR (i, DA Az 8, Al SR B e ) B A 45 7K ~F- (Wen HChen,

2010) , TR 2 M il A7 At 22 A CRMER -5 52 it Y R 5K
2. FEAE TR R GER AR AT RE A IAT M 55U ™ A ERZR AL, TR IR 2 5 il

A BUE X R E G TR E RE
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AT BEARTS 50 b 55 TR NS 0 R G HA T m AR % (Guptad®, 2013) 4E 24k
CRMEE 1 P 45 00 Vi B8 Bl 1 2 A S8 AR B R A RE U ], RS A 517 2 Ak iy 3R A
FARFEA (SinclairefVogus, 2011) , 5/ lk 157 89 R IE Z2HE3A (AinindF,2015) , 54l
B AN EDUL LRt AR A0 55 T AR A (Ahani®E,2017) , X 4 i &5 i 2 L CRMAY
Fay it 5 500G o (H B IS A BTt S AL CRMUE: Anr] it Bl A2 A4 B o Jo 4 b 42 i 30 4k 21
ARG S TR Y, AR TR 28 i SHIEF R R R I R X — i .

3. ATXRERAE WA BRI il 9T HLE Gy g At A B LA AR A g M I 24
PR A B K G RT BE IR B RS AR F 124 R (Ramdani %, 2013 ) ot 2104, 22 458 %) AT S A o]
G 23X Al 2 AL CRMY SR 94 55 S ™ A= 52 Ml o 17 HL , Wus (2009 ) 2 SRR B &
BT X RS SR E 422 1 R T RN 25 Y CRM 2R G 8544 DR Ay w8 A %o 5 R T o RE 4K
BT ZHRH, 5 208 S LR 2 IR 2 (L CRM AR G 1Y R WS bifi 45 4 22 I 487 5
) H $i 35 ST =, (R 22 i Al iR A T4t 2 (L CRMI R 5 S0 T L L 424k
CRMP A ULEE A XAl it 2 AL CRM Y SR 90 5 St ™= A 1T FRBRGRZ ]

4. T LA O T MAS SR R 2 R AL 22 AL CRM B SR 94 5 S0 i 4598 w5 R 48— .
Wittkuhn®5 (2015) FRit 23 AL CRMBEIE 15 X Al b 55 S R 114 4 11 A BOR FRAR AR b (14 Bl AR, R ik
#2 AL CRMBY 2t AN T AN T2 . 5 2 A, Ahani% (2017 ) B FHAR—H L — 55— BAb
BIR 4575 (technology-organization-environment-process , TOEP ) A SEUEMF 5T & B, B¢ T WE IR AE
/N R IR 2 — Sl A — e FR R AR BAR S I U 2 A S5 (L CRMAY S
Jiti S A g PR L, A S5 A CRMUR: 15 23 32 B LS it AR 52 M A3 14 S SR AT 9IRS o

25 I, BB Beat & (b CRMIR 2 R R AF 5T C 2 B 0125 )AL, TR i s (R 28 b 22
R okt AR HEE R FARFE R =2 8800, H AT SR E R 2 A 24k
S6, MHOCHIFSY 2R BT A ST, WAt 23 J2 T AN B AR J2 1 i i PR AR 2 A /b T HL 36 S pif
FAETATEE R AT, T 2 RS ST A5 4518 — 20, Xt Sk CRMEE I R 2 TR 2
FRFEAN L 5 LR, A ISR 2 LA rh /Nl sy B 4l R 2 580 4 AR D S AR Ry St 254k
CRM“F N 221y KA, SR A5 IR I 2 38 1 5 e fe , AN RIS e PR 2 X 1 2 (b CRMIF R 44 5
S it A AN [ BE A2 ), DR SR B8 2 M i 8 X i 6 PR R A T HE P X Alb AL S L CRM YA 3 5
St AT E A S RAE S I S B RAT R BN B = L SR, R T i S At
ZALCRMEEISAR R, IR Al A AH OC SC BRBE HE PR AN A R 48 T, AR A2 I 3% B A% 41 25
ALCRMEZ I A 38 AR

F. S CRMAIFRRRL

A 3 4 T B P S SOk P T, 4k 2 AL CRMU AU 5500 7T A Sk B3 T Al B A 2 T
FER JZ AR RIS 2 (S L #2).

(—)FALCRMAT 51 T A BRSO

1ok A T TAESEE P W, 4 2L CRMAEH 51 T/ERA TR b i A AT
¥ (Agnihotriss,2017) N4y (Ogilvieds, 2018 ) . A At 23 (L CRMANUA B TS LAAE
250 A5 B, 35 Bl B3 T A8 A A PRS- T AR O00, (At B0 A 35 R L 4 g I 7, 38
AT LA 02 55 SRRV SR 00 AR Ak, BR R AR B R B TS IR R R — BB R
(Rodriguez,2012) , i AE 2 AE S T HMR 0 Mk 45 i A o B8 8 iy b T4

2. $TF 5 TR AR 5 1858 RE 7 o #E2fb CRMAE RS g 3K 32 X5 A HL SR L T 22 19438
ML FIAEHF- 6, S (s B0 32 5 M B sh ik Al Py fal: (il 53 T e s A s 3R A5 o )32 iy ml
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F2 XFHEUCRMARRMEHHR

Tk e A PATTAT:
Nt (2017) | X TECRMECA RIS | FIEIB2BATRAL | Bife fe 800 5%
AT & FEBE )5 IR S5 T (Ve R 41 [ AR
S o . " TEEE1 2005 4 . "
e VESe R A e BB e ppdy | TER I 20058 |y o i g
R N I BERLRERTRA |t S g
37154 % ViE
Greenberg(2010) | CRM2.0 I Z % H1 iﬁgg@ﬁ;ﬁ B2
I CRMA RIS S LR A
Trainor(2012) FEAR MY AR R LA — LISy S
5 L R RU
% X 2 B A FESC R s —
A \ ESRL =1 N /i e 3
;% Harrigan®(2015) | f1 R % AT BIAR Y ﬁﬁg‘éw’ W iz ez g
- LAl
. ol BT S BB R T B 23248 vl .
WangMIKim(2007) | s o 2 fng 45 e 0. | Facebookfilifiiict | 07 9L
S B U 7 R ]
Charoensuuknongkol 1z i 1 s ol il 5| oo T | ol 35 e
FSasatanun(2017) S 7 2 [ I Ve

BORPR U RS AR G SRR B

FEE BORJIR, 5 0 53 T A B AR = i R R 37 (Ogilvie s, 2018 ), [Rl I 52 T REE LR AE 7 =X
SR R R A S I AL 4G 25 I % (Rodriguez, 2011 ) , LA I e a7 3 4 07 =X 5 i %
AT R R BAE (Agnihotri®s, 2017) .

3. R B TR 5E IR 55 K o f b2 AL CRMBE ISR S B S H 3 3 B TR AN B, A
SRR R IR TEAN TR CANHRNL T 5 2 BB R G A S H ), DI Ry 5% TSR B N 11
“[al A7 AN gE T 4T A PR AE B LR (Agnihotrids, 2017 ) . [RI , #125fL CRMiE REAS HE ) 51
T R 0 RS R 5 B ) WA SR ABE S, LT g b 3£k R DG G T 25 ) 17 B 75 2R (481 4 T4 XL
& P TRTRIR ) , 4 0E 5 58 B s A TR (Ogilvie®s, 2018 ), MTTTHE i 2 il fh AR 45 7K -«

25 I 4t 2L CRMARRS ELIER2 I B3 T RS Ll RE T R 55 A, B T A s 4 4l
55 BLR B4 T R, 2 T v IO ) PR 95 T T B o SR, BB B A i o8 2 SRR A R L
A3 AN B XA S AL CRMIY A RS 75 BB 1 D1 T By TAE” X — U8, Ogilvied$ (2018)
N2 AL CRM YA RSt B % 51 T80 in 4y 5 {1 Agnihotri®s (2017) & 3, #38 SEAA ok
22 0 (5 FH 25 S BOE RO B 51 2005 5 5 T R LA S sl D a8 58 4 A L A A AR T 2L A 2
(Maier$,2015) , DT 8 Bl — et 25 M G fng "IN G, X 8h e 47 k= A A T s il o R 0, An #2271
FE 2L CRMIP AR AE T, 36 G T BE AT B R | 12 A T BRI 5 ) 2 (]

(AL CRMA L YRR L

1. AR B A A BRI 58 7 36T 1 B A2 1A B AT SS AR, £l A CRMIT IS FE{UR S A%
G B R BEA T B — R A 14 FH P 5385 22 ( Trainor FllK evin, 2012 ) , i & AE A I L S %0
SRR B4 AR e A 3608 P 45, 3 i3 A 45 44 b SCAR /3 B s AT 517
M AEAE S ALCRM AT T, Sl 28 BRI BB 1 XA BRI 45 6 il A B, FR2 A T
B SEBRIEE X 00 A R AT BT FIUI ( Greenberg , 2010 ) , £2 = 4V A BRI 28 )

2. AL S5 A E FR o LATT, 5 TG CRMBY I 22 Sy ic 3%, Al il DA i i v Anasy
T L 114 JO5T 25 A 8 3 00 B ) Y AW P B 6 2R, 2 T SSRGS BIAE , Bl
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FE AR AT R A S AR SCHEE AR BB 2%, 4123 A CRMAE I 3 K 55 1) FLSE Y L SER 1Y
T 5 A, Ay Al R S R P B A (B 0 2IS | B R P I 2 SN R B 22 A AL 2,
B by S5 0 v A v S BE N PR AR R B A, e s Al S ] () G &R, S
T Y 8% OC 2R S48 (Harrigan¥F,2015) o BAARSK P, % T2 90 BARAEAE B 1 19 4lk ZE A K
A A IR TR T AT T 2 A A0 A Al e U, 41 23 f CRMBEE 1 i P 28 7™ A= Ay i ZL v Jak
2 R R R AE A VR G R, B R A Ml AR B AR A FR G b Al 5 3R I R R
(Charoensukmongkol flISasatanun, 2017 ),

3. B AL TSR 4 TAE S AR EA T R i AR ARG 2 23 i v B %A B
G CRMIS A 2t [ JB5 4 2 26 A At %o P ) il 38 0 A7 B R B Tk TR A ST ik £ 42 2]
TR (Choudhury FllHarrigan, 2014 ) o AR ELA TH Al 5 45 Sk B = 10, SAT R+ 23 (b CRME
WS FNEA PER AR TR A AR AN, RS Bl A RO & 75 5K A G B R (R
TEAXT T RIEAT e T T a3, DLRR i DA% S Bk %) R S8 LA Ay Ll
KR BTH = S T 5573 (Trainor MK evin, 2012 ) . #2212 , 4L & LCRMBETE
IR F R AR T Sl AR EC G L RE I %5 B A Re T AR kAl 5 B i p B 2
B, DTS Bl A b 226 A 28 FR 8 h AR AT A Rl S R 3, S R it RN 44 B8 R T
SEHRE L KB i T A SR = R e B AR (Wang F1Kim, 2017)

Z5 b A2 AL CRMAR Y JZ T A AR AR RN 2 1] 52 30— st i G 2R < 4125 fb CRMi Sk 4
MV R BB 58 07 7 A R AR P 20K T 5 T 5 P =5 7K ST 4B 88 W5 [t S AR i 2 55
X, AL S U Y O R, S 2 i R AR I OC R AR MM LA, 5 B Al £ e i
H&sk, SEILT 0 g AR o5 H T T4 S CRM A 2 T R RN BT 5% 75 IR A0 X 52
VERE FATRAEAE IR AIFTE N 53 24 % v g 245 BN B3 B4 T Rl i A, (0 T Al s AR 2525
JE AN G BR LR IR SR T REAS AN 822 St S CRM H 818 5 1 51 T AR AR £ IR
FERSEA R A IERE,

Ny RRARREE

TS A5 2 L CRMBY K Ik, AR SCRI W T A2 GECRM [l FE 22 AL CRMUS R ) B2
P, 473 T A2 ALCRMYBES LA T BL45 HH S A G CRMIY TG AR, TR X422 (L CRMAY
SN R B AR BSOS AT 1IN, e B I — AR 2 (L CRMIPFE B S AL (S DLIK2) il it
X #E2 f CRMAFF 5T AR 1 B AR [T o5 5 JR e B, AHER H X Ul i B9 & U8 T — 2 Bl
R ABPRAAETE Z AL AT AR T — 58 8 AT

1. GE— I IR 5 N I B o 7EAL 2 (L CRM B B L, BRI TR Z N
Greenberg (2010 ) 5E S5 A 2248t , {H H A=A ARG 1 RIS GE— 197 S AR B BFTE R
Z 52 AL CRMUZ RS B EOR AR BOR 5 CRMIR R RS A R AR S (H AL 21k
CRMIFf AN B R T BB B AR A B 45 0, A R B AR 5 Ol J5 MU T AR AR AL 23y
T SERF BB O AR A BRI A% 0 o ol TS ARBIE ST o el 42 1) ol IN 8 2 1P S S5 5 T A
T AR A SEREA ) RARARBE , PRI 27225 T4 2 A RV ABE 3 53 0 oA ok R AR A 1 70
B BRI STAE R A BN B ELRAIE TG0 — B G o, AR AT SN JE T
W SR S R 73 T B0 At 2 L CRMUEE Sy 23 A Y HERA S5 , 6T ] e H B A) U B £ , L LAt
7 AL 2 A CRMAREE:, I RT3 5 S e R Al B8 5 2R PR R S 07 i A E AR

2. AR R BIBIETEX G2 14 22 S AT o jh AT SC LA, SG T 2 (L CRMI BT FE 22 LA /71y
Alh BRI EARAL AT G, R R SRR, R B AS e m = Tl 1 R, AN RS AE
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A2 Y A BIF 5 X5 G2 6 4 25 A CRM R M 2 B 1 52 1) 7 32 38 A A SR A 9 i) 28, i, 3R R
B2BAIB2C Ak 2 [l 4 25 5, FE R AE LABT & Sy hocs A A7 BRI R AT A 25 (L CRMUZ ] 1Y) B G
FRITTH P IR BB WS AEAS SR 20k B T 245 A A A Jm B BIFFE N B AT LA AR
A E e Y L IR TIPUR (€ U R =X L PN AR N s PN RN A€ T 8 6 Y S R R ba | AL F
HCRMEBUS AR 3 (Trainord¥, 2014) , RIRER A RIZE ALY 5Lt 4+ 23 AL CRMY X 31, AT
Sy HARAE2E A AR SRS
3. RIS AL CRM A2 PR AT o B SCROR &, T4t S fb CRMAT R A8 2 14555
AN FE Sy A SN A AR B2 CRMET RG22 /0 0T LG LR 5 8 58 , AR A5 nT
DAY R B OC 2 5 ) Al SCAb R Al it E At 25 (b CRME Y, D K & 85 Bl il 4R 754
I B DL ) B AR AR SR B AR I o LR, 50 M R B T S i) PR 22 R TR D2 R ARS8 A —
ANEEENEE BN, Ahani%F (2017 )3EFTOEPEIA!, 48 i+t /L CRMAY A M AIE BARIUZ %
M Al R A 2 AL CRM R i B (R 2R (ELIX A 2538 2 75 B el M (A — 2 R .
TR, AV R B AIr RS 25 AL CRMAS R P A0 R FH i A i S b P R mT B
22t 2L CRM ) 206 5 74 3 ( Askool fllNakata, 2010 ; Trainor2 , 2014 ; Harrigan fllMiles,
2014; Ahani%$,2017) , AR A58 ] LAGE— 28R ik SEij B P 302 75 LA o] 4t 254k
CRM W 5t 5 W FH 7= A= 5 B Je , X F AN TR 2 35 00 43 s, Gnef BG4 (L2 ) R 38 il
ACHE, B S S CRMF 5 S0 , (B A AT X ERFIE 40T, LAAS BB 2L
& TR 2518 o
4. SEAMESLCRMAE IR 2 1 PRS2 o+ E SIECRMICTER R N S X R, 7 2 LART T
KA W) RO E (Woodcock S5, 2011) o L , AR (A 5T 620 1 X+ 25 fLCRMEL . J2
SR DGR, DA ST 52 A SR O BRI HEZR B UL, R B A LA T
JBE 2% 2 T RO E 2 ) A R 9 N B B2 2 — Ak S Ab B 2% 5 A 412 s Hds B L LS
H A1 (Greenberg,2010) , ABFE 5o A4 2 1T DL SZ Fr i il #E 24k & 2 5 40\ 4k 24k
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CRMLFE 2B (S EL A P A EFIE A ) e Sk &l % 2 5k &1k
CRM YRR AH R AT A 7 R 23 S () B F Al 4t 2 L CRM RIS Y T B 2 55—, 2
HIFE LA CRMFT AR A b S B A 45 32 B e 0 M AR TH i 2R 28 M2 5 58 IR 4l i e 4k
B % 2 5 T ARAR A SR A T 25 B AN 25 0 IR 75 00 5K 23 BE MR W 45 WAL 2 ANl 45 SR8
T HE S A A EBE A1 25 38 e 73 5 A lb 6 F4E 2 (L CRMPIT 3k A5 10 i % 01 R B RE TR 4%
AR Al B 4 =5 (Woodcock 55, 2011) 55 =, A IR A & 76 MR J2 1H 4t &4k
CRM M B A1) 15 B OO BT 0 300 o 0 2 38 O S VB8 A B A T o S5 A LN (B 2% ) e
VAT 233X S A S 15 REUS AR S A5 4L TR B3 A 11 3R R R AR Ok R Tl T X AT ]
405 %5 SR (Qi55,2014)

5. Fi AL 2 AL CRMIP SE MO IS o BT X6 B BF I8 AN AL , A SR X 41 25 fb CRMUE i 5407
B SR FE AN, B 4 G B J2 1, 8 Ry 2 /0% e DU 5 i - 25—, B o6 T4t & bCRMEE
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HHAfG 3l O St A 25 A CRMUFT ] BB 7= A= A T AR o 28—, AR SRBIFIE N D3 AT AR 3 65 28 5
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AR BB B A R #E 23 AL CRM 32 77 2 (NunanZs , 2018 ) o 55 =, W] /R %% [l 4R R — 1
JE AT 2 AL CRMU T Ifs A4 K Bl A7 L 1) SRR 5 Bk K, o R A F 58 L 14 %% 1 - 4% e 4k 2 1k
CRMXH Y M (45325, A0 5 5 A k2 (b CRMIY B 45 BE R s (4, s e B0 B e
eV FIA T 45 BESR 2 8] () G H6 , AAS HY o ELSI s S0 LI 2538 .
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A Literature Review of Social CRM and Future Prospects

Zhang Chubing, Han Shenghao, Li Na
(School of Business, Tianjin University of Finance and Economics, Tianjin 300222, China )

Summary: In recent years, based on the current status and development prospects of social media
technology applications, as well as the reality that enterprises are beginning to operate within the
customer ecosystem, traditional customer relationship management (CRM ), which focuses on customer
transactions and process automation, is no longer suitable to today’s business environment. Therefore,
social CRM, which establishes the relationship between business and customers through social media in
the form of two-way collaborative dialogue, came into being, and attracted extensive attention from the
academic community. Scholars from different fields have explored social CRM from multiple
perspectives. However, there are some problems in the study of social CRM at present, such as the
divergence of conceptual understanding, the contradiction of some research conclusions, the relative
dispersion of research and the existence of theoretical gaps, especially the exploration of local related
problems by domestic scholars is in its infancy. In order to clarify the development of social CRM, this
paper systematically reviews the existing research results of social CRM. Firstly, this paper expounds
the necessity of transforming from traditional CRM to social CRM by analyzing the adaptability
advantages of social CRM in constructing two-way communication channels between enterprises and
customers, improving the insight of enterprises to social customers, and promoting the co-creation of
enterprises and customer value. Secondly, by summing up the concept definition of social CRM by
different researchers, this paper divides the three conceptual perspectives of social CRM: strategic
strategy perspective, process integration perspective and technological innovation perspective, and
shows the differences in conceptual understanding of existing research in the form of tables. At the same
time, this paper summarizes the differences between social CRM and traditional CRM in terms of
customer positioning, data mining, business focus, technical tools and value creation, and further defines
the connotation definition and essential characteristics of social CRM. Thirdly, according to the different
research priorities, this paper systematically demonstrates the influence of social factors, organizational
factors and technical factors on the construction and implementation of social CRM, and analyzes the
differences between the influencing factors of social CRM and the influencing factors of traditional
CRM. Fourthly, through the comparison with traditional CRM, this paper shows the positive utility of
social CRM to the employee level, such as the employee’s attitude, professional ability and service level,
as well as its positive utility at the enterprise level, such as customer insight, business and customer
relationship and market performance, and points out the theoretical gap of social CRM effect research at
the customer level. Finally, this paper constructs a social CRM research integration model, which
vividly presents the research status of socialized CRM, based on the deficiencies and gaps found in the
literature review, prospects the future research directions of socialized CRM concepts, empirical studies
and localization studies, and puts forward innovative and constructive thinking, hoping to provide
reference for the follow-up research and practice.
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