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Can Social Media Marketing Improve Customer
Relationship Capabilities and Firm Performance?

Dynamic Capability Perspective
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Limitations and Further Research

We acknowledge the limitations of the study, which
highlight opportunities for further research. First, the sample
covers only one social media website (Facebook); thus, the
results lack generalizability for all social media usage. In the
future, research should be extended to other leading social
media websites to provide more support. In addition,
researchers should identify differences among social media
(e.g., Facebook, Twitter, YouTube). Such analysis could shed
light on the difference in social media usage when companies
operate multiple accounts across different social media.
Second, this paper applied a strict and simple measure of social
media usage. Additional research should apply more sophisti-
cated measures to allow a more complete evaluation of how
companies use social media as a marketing tool.
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