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In this research project, to acheive the research propose that clarify how
business companies can increase their profit by employing social media to influence customer
behavior, and build a positive relationship with their customer, the author explored social CRM
strategy based on customer psychological process which is influenced by social media effect. At the
same time, the author also compared the traditional CRM program with Social CRM program, and
attempted to develop the dimensions as well as items that can be applied to evaluate the effect of
Social CRM.
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