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The Role of Knowledge Management in Enhancing the
Effectiveness of Customer Relationship Management
to Ensure that the Competitive Advantages Prospective

A Survey Study of the Opinion of Managers in a Sample of Industrial
Companies Operating in Dthe Province of Nineveh

Atheer H. Ishak Gajo
Ass. Lect., Technical Administrative College, Mosul.

Abstract

Organization, due to the current business environment, tries to get
knowledge so as to ensure the achievement of competitive advantage in
the current markets. The research studies the three main axes: knowledge
management, customer relationship management and competitive
advantage in an attempt to describe the type of relationship between the
levels of engagement and impact.

Competitive advantage provides support to the organizations under
search, and local organizations to improve their competition position and
to improve their relationship with customers and to increase and improve
the stock of knowledge which lead to increase market share and profits.

The research comes up with a set of conclusions; perhaps the most
important one is the growing role of knowledge management when
supported by customer relationship management to achieve feature
competitive.

The researcher recommends that those organizations which seek
for survival must have knowledge base that suits the heads and the
requirements of both current and future probable customer.

Keywords: knowledge management, knowledge management processes,
customer relationship management, customer satisfaction,
customer loyalty, customer value, competitive advantage, the
dimensions of competitive advantage.
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