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		Abstract

		To understand Social CRM (SCRM), we need to have an understanding of CRM and Web 2.0 that serve as building blocks for the Social CRM. CRM has been around for two decades now and has been used by both small and large companies to keep track of their customers. CRM is the process used to capture the interaction of the customers with the organization, that can be analyzed and the organization can try closing a sale more efficiently or resolving some issues. CRM is about acquiring retaining and growing customers Examples of popular CRM systems include Sales force, Zoho, Sugar CRM, and many others. CRM begins with the analysis of Customer Behaviour for understanding their needs and wants. 

SCRM is use of social media techniques and technology to enable organizations to engage with their customers. It is built on a strong foundation of CRM by merging of social networks with CRM to help companies manage and build customer relationships. Web 2.0 and Social Media fundamentally converts communication into a dialogue among web-users as well as organizations and their target groups. They supports a customer-centric management by providing new opportunities for collaboration and co-value creation which SCRM addresses these opportunities and deals with the integration of Web 2.0 and Social media and CRM.

Traditional CRM is a technology based framework on a set of linear, internally focused processes around the three key areas of marketing, sales, and service & support, used by companies of all sizes and by several departments. SCRM on the other hand moves beyond management of customers, transactions, and money with a focus on strategy, customer engagement and relationships. It moves one step ahead in addressing its potential customers as well. 

At a minimum social CRM needs to enable organizations to gain insight and information from social media channels and take action with consumers by engaging online and participating with them via communities and conversations. If used well, social CRM provides enhanced insight that will increase the positive reputation and influence. Successful Social CRM strategies facilitate collaborative experiences and dialogue that customerâ€™s value.

Social CRM thus presents many opportunities to build a distinctive capability that can serve as a building block of high performance: a method to potentially connect more tightly with customers at lower cost and in a way that provides a real differentiation from competitors.

 Full paper is available at 
https://www.researchgate.net/publication/339857108_Theories_of_Stakeholder_Management 


	

	

	
		
		


	

	
	

		
		

	
	


	

	
	
	
		
	
	
	

	
	
		
		
			
				
			
		
		Keywords: CRM, SCRM, Social CRM, Web.20, CRM.2.0

	
	

	
    

    
	

	
	
	

	
	

























    	
	
	
	
   	
	
	
	
	
	            
	















	











    
    










    
    
    
    
















	



    




	
		Suggested Citation:
		Suggested Citation
	

	
		
			Ramachandran,  Ramakrishnan, Social CRM (SCRM) (February 24, 2019).  Available at SSRN: https://ssrn.com/abstract=3535078 or http://dx.doi.org/10.2139/ssrn.3535078 
		
	

	

	
	
	

	
		
	

	

	
	
		

	










    
    










    
    
    
    





















	


	























	
	

		

		

		
		
		

		
		
			
				
					
						Ramakrishnan Ramachandran (Contact Author)

					
			
		

		
		
		
		

		
		
			
				
			

			
				
				
				
					
					
					
					
				
					
					
					
						
					
				
			

			
				Vivin Consultants Chennai  ( email )

			

			
			
				
				
				
					J108 S&P Living Spaces, Kamarajar Street
Vanagaram-Ambattur Road, Aynambakam
Chennai, Tamilnadu 600095
India
+919952669656 (Phone)

				

				
			

			

		

		
	

	





	

	

	
	
		
	

	

	
	




				
				
				









	
	    












    
    






    
    







    









    
        
        
        
            
            

            

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Download This Paper
                    
                
            

        
    
        
    

            
            
                

                

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Open PDF in Browser
                    
                
            

        
    
        
    
            
        

    




















	














	
	    







 



	




	







	







































				

				

				
					
						

						
						

						

						
						

					
				

			


			
				
					
						
						
	










	
	    














	
	    














	
	    







	
		Do you have negative results from your research youâ€™d like to share?

		
			

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit Negative Results
                    
                
            

        
    
        
    
		

	



					

				
				
					
					


	












	
	
	








	
		
			Paper statistics

		

	


	
		
		 
			
				Downloads

				    1,492

			

		
		
		
			Abstract Views

			    2,128

		

		
		 
		
			Rank

			   23,429

		

		
	


	

	
		
			
				       15 References
		

	



	
		PlumX Metrics

		
			
		

		
			
		

	





				


				
				
				
					

    
        
            Related eJournals

        	
                    Economics of Networks eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                Economics of Networks eJournal

                                
                                    Subscribe to this free journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                            2,710

                                    

                                    
                                        PAPERS

                                           14,712

                                    

                                

                                
                                    
                                        This Journal is curated by:

                                        Nicholas Economides at New York University - Leonard N. Stern School of Business - Department of Economics 

                                    

                                
                            

                        

                    

                
	
                    Advertising, Marketing & Strategic Communication eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                Advertising, Marketing & Strategic Communication eJournal

                                
                                    Subscribe to this fee journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                              269

                                    

                                    
                                        PAPERS

                                            1,554

                                    

                                

                                
                            

                        

                    

                


            

            
                
                

                	
                    Communication & Technology eJournal

                    
                        
                        

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Follow
                    
                
            

        
    
        
    

                        

                        
                            

                            
                            
                                Communication & Technology eJournal

                                
                                    Subscribe to this fee journal for more curated articles on this topic
                                

                                
                                    
                                        FOLLOWERS

                                               99

                                    

                                    
                                        PAPERS

                                            3,132

                                    

                                

                                
                            

                        

                    

                



                
            

            
        
        
        
                 
        
        

    


				


				
					
					

















				

			

		


		
				
					Feedback
					
				

			

			


	
		
		Feedback to SSRN

		
			
				
					Feedback
					 (required)
				
				
			

			
				
					Email
					 (required)
				
				
			

			
				Submit
				
			
		

		

		If you need immediate assistance, call 877-SSRNHelp (877 777 6435) in the United States, or +1 212 448 2500 outside of the United States, 8:30AM to 6:00PM U.S. Eastern, Monday - Friday.

	







	

	
	
		
		

	




	
	





  
  

	
	
		
	


	
	
		
			
			
		
	
		
	
		
	
		
	
		
	
		
	
		
	


	
	
	






		
		














	
		
			
				
                    

    

    

    

    

    

    


        
            

    

    

    

    

    

    


        
            
                
                    Submit a Paper
                    
                        
                    
                
            

        
    
        
    
					Section 508 Text Only Pages
				

			
			
				SSRN Quick Links 

					SSRN Solutions
	Research Paper Series
	Conference Papers
	Partners in Publishing
	Jobs & Announcements
	Special Topic Hubs


			

			
				SSRN Rankings 

					Top Papers
	Top Authors
	Top Organizations


			

			
				About SSRN 

					Network Directors
	Announcements
	Contact us
	FAQs


			

			
		

			
	
	


		
			
				
			

			
				
					Copyright
					Terms and Conditions
					Privacy Policy
				

				
					All content on this site: Copyright Â© 2023 Elsevier Inc., its licensors, and contributors. All rights are reserved, including those for text and data mining, AI training, and similar technologies. For all open access content, the Creative Commons licensing terms apply.

					We use cookies to help provide and enhance our service and tailor content.

					To learn more, visit
					Cookie Settings.
					
						
							
							This page was processed by aws-apollo-l200 in   0.063 seconds 
						
					
					

				

			

			
				
			

		

	









	
		
		
		
		


    
        
        
        

        
        
                
                
                    
                
            
    

    

    


		






    























    




    








	


		

		
		
		
		
		
		
		
		
		
		
	
