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How to Develop the Relationship with Customers? :
From the Social Capital View Points
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Abstract

In this article, it tries to make clear the mechanism of customer relationship development and
mutual reliability development between companies through business transactions. Relationship
with customers is key success factor of business but its mechanism has not been made clear
and it considers depending on the experience and personality of the sales person. Quoting
from the social capital and trust view points, customer relationship is composed from business
rationality and social rationality. Customer relationship is started from business rationality to obtain
organizational decision to enter into business and reliability between companies is developed
through business activities. At the same time, business persons, who are gatekeepers of each
company, develop social rationality through business activities each other. This process is including
personal experience such as raise reputation in the organization, solve personal issues, and etc.
These processes make social ties between business persons stronger and personal business
rationality and social rationality, those are developed by business persons, make connection of
network among the company tightened. This process is called network inside preparedness. The
upper classes sales activities, those are conducted by general manager, directors, and president,
follows the network inside preparedness. Main purpose of the upper classes sales activity is
expanding customer networks and obtaining new customers based on the relationship with existing
customers. In this stage, social rationality development is important. In the meetings between upper
classes, information and knowledge is exchanged each other to solve the management issues of
the company. Such experience gives priority to the company and it leads to expand the customer
networks to the outside based on the relationship with existing customers.
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