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Study of changing customer relationship marketing through interaction
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After clarifying the definition of “ Koto” , Koto marketing was clarified
from a relationship perspective. Koto is "what the customer is as a state or behavior," and from
this, Koto value is the customer®s experience value. Especially in the consumption and use phases,
the provision of customer experience value is a continuous process, and companies are required to
build business processes to respond to it. The vision determines what kind of experience value to
provide to customers and the direction of business process construction corresponding to it. The
qgualitative research inductively clarified the framework of Koto Marketing.
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