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Communalities

Initial  Extraction
VAR00001 1.000 770
VAR0002 1.000 .657
VAR0003 1.000 .643
VAR0004 1.000 .708
VARO0005 1.000 741
VARO0006 1.000 .664
VARO0007 1.000 548
VAR0008 1.000 .666
VARO0009 1.000 .796
VAR00010 1.000 172
VARO00011 1.000 .580
VAR00012 1.000 549
VAR00013 1.000 .603
VAR00014 1.000 512
VAR00015 1.000 529
VAR00016 1.000 .614
VARO00017 1.000 .627
VAR00018 1.000 543
VAR00019 1.000 571
VAR00020 1.000 .614
VAR00021 1.000 .580
VAR00022 1.000 .666
VAR00023 1.000 555

Extraction Method: Principal
Component Analysis.
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1 6.654 28.931 28.931 6.654 28.931 28.931
2 2.323 10.100 39.031 2.323 10.100 39.031
3 1.810 7.870 46.901 1.810 7.870 46.901
4 1.502 6.531 53.432 1.502 6.531 53.432
5 1.248 5.424 58.856 1.248 5.424 58.856
6 971 4,223 63.079 971 4,223 63.079
7 .880 3.825 66.904

8 .820 3.565 70.469

9 754 3.277 73.746

10 724 3.148 76.894

11 .692 3.010 79.904

12 .610 2.650 82.554

13 .596 2.592 85.146

14 514 2.235 87.381

15 507 2.203 89.584

16 405 1.762 91.346

17 .356 1.550 92.896
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18 331 1.437 94.333
19 310 1.350 95.683
20 .307 1.334 97.017
21 .269 1.169 98.185
22 .238 1.036 99.222
23 179 778 100.000
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Component Matrix®

Component
1 2 3 4 5 6
VAR1 381 488 -.164 175 561 123
VAR2 .385 -.036 -.036 685 074 176
VAR3 435 230 -416 .028 475 041
VAR4 627 -510 -117 -.115 149 -.075
VARS 591 -.506 043 -.340 .094 -.096
VARG .555 -.549 .078 -.214 041 -.021
VAR7 .269 .026 329 335 -.243 442
VARS8 .728 -074 -.254 121 -.228 .005
VAR9 112 133 -.368 118 -.344 .051
VAR10 721 .168 -372 153 -.230 -.093
VAR11 625 .019 -.102 -274 -.297 126
VAR12 630 -.304 101 -.148 109 127
VAR13 672 -.300 .070 012 .001 .238
VAR14 418 -427 -.004 .350 148 .100
VAR15 499 334 -.136 124 -.270 -.249
VAR16 616 202 -.028 .003 -.088 -430
VAR17 .340 542 -.148 -.387 073 199
VAR18 410 414 247 -.312 -.029 210
VAR19 540 229 315 -.203 145 257
VAR20 .386 -.010 460 338 247 -.279
VAR21 643 159 .166 -.133 226 -211
VAR22 315 209 691 .036 -.210 011
VAR23 460 238 445 076 -.003 -.289

Extraction Method: Principal Component Analysis.
a. 6 components extracted.
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Correlations
varl var2 var3 var4 varb varé

varl  Pearson Correlation 1 3327 3417 4357 3427 207

Sig. (2-tailed) 000 000  .000 000 005

N 185 185 185 184 185 185
var2  Pearson Correlation 3327 1 1927 -046 350" 035

Sig. (2-tailed) 000 008 533 000 633

N 185 190 190 188 190 190
var3  Pearson Correlation 3417 1927 1 .208" 075 235"

Sig. (2-tailed) .000 .008 .004 .307 .001

N 185 190 190 188 190 190
var4  Pearson Correlation 435" -046 2087 1 .1897 2447

Sig. (2-tailed) 000 533  .004 009 001

N 184 188 188 188 188 188
var5  Pearson Correlation 3427 350 075 189 1 017

Sig. (2-tailed) 000 000 307  .009 816

N 185 190 190 188 190 190
var6  Pearson Correlation 207" 035 2357 244 017 1

Sig. (2-tailed) 005 633 001 001 816

N 185 190 190 188 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
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Abstract

In today's business, companies are always looking to increase their Information and knowledge about the world
around them, in order to gain a higher position than competitors. Social media, as the most important
communication tools of virtual space in recent years, has affected the world of commerce and marketing. The
concept of this issue can be found in social CRM, where customers, rather than responding to products and
services through vendors and distributors of products and services, receive their responses via Social media gain.
Social CRM can cover overseas focused goals, such as understanding what can turn potential customers into
actual buyers. In this research, we try to consider the impact of social customer relationship management on
CRM by analysis customer buying behavior in the Instagram social network. So far, little research has been done
on how social networking technology interacts with CRM systems and processes to improve customer-focused
relationship. The main goal of this research is to identify and investigate the factors and variables affecting the
analysis of customer purchasing behavior in the Instagram social network.

Keywords: Customer Relationship Management (CRM), Social Customer Relationship Management
(SCRM), Customer Satisfaction, Social Networking
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