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Companies used to fully control the relationship between brands and their customers. Nowadays, the control of the relationship has
shifted to customers who have the power to influence each other using User Generated Content (UGC) and Electronic Word of Mouth
(eWOM). Therefore, incorporating customer relationship management via social media into existing brand marketing framewaork is of TEE R

strategic importance. By integrating social media marketing, Customer Relationship Management (CRM) and Social CRM, the first

objective of this study is to propose a strategic brand marketing model. The integration of these marketing fields could help L E & LT
companies to systematically implement brand marketing campaign from various channels.
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