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Abstract 

Many organizations that have implemented customer knowledge management have 

faced the problem of what mechanisms can be used to implement customer knowledge 

management in the organization and despite the benefits of implementing customer 

knowledge management, due to unfamiliarity with the mechanisms, many of the 

projects fail. On the other hand, research in the field of customer knowledge 

management has partially looked at this issue. Given the existing problems of 

organizations in the field of implementing customer knowledge management and the 

shortcomings of existing studies, this research using mix method, In the qualitative 

stage, by a theoretical sampling of academic experts with related scientific 

backgrounds and history of banking, along with managers and senior experts, 

identified the mechanisms of implementing customer knowledge management; And in 

the second stage, the quantitative stage, by a purposeful sampling of managers and 

senior marketing and public relations experts and other related units in private 

commercial banks, has examined the validity of the mechanisms identified in the first 

stage. Based on the research results, the validity of 69 mechanisms such as service 

comparison, customer review and scoring, forums and kiosks, was approved according 
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to the conditions prevailing in private commercial banks for the implementation of 

customer knowledge management that relevant stakeholders can use to establish. 
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3 P��	�  

11  P�L:� ��/�+��  49  (	�H��� ��)a��0� �� ����  
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2,�3 '�M�� �� �=� ��9�L�  
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 �=� '�D 	���9�L�     '(
���&� , �� ��� �	 ��� e����� �S��� �� W��3 	� ��D���#   ��� 
�1 �� J��  	���G� ��	�� �� "�*
� �A9�� 	� 
�# �����0#    ��� e����� N���� �� �0�H���3 � 

.��� 
��1 ��� P,�$ 	� �M0�	���G� �A9��  

��:M 2)TF��G( ��!�
�?�+� V���� :  9�",:� �����!�  

>�$�� :R?!( KF2L
 9�"  

U��
  ���A� 9�":W  N X?Y(  �B!(  �Y!Z  Sig 

1 C,�E �	�� ����H !���T� ��
/  21 18 3 0 0.001 

2 �M��$ 	�+��  21 21 0 0 0.000 

3 ����H ������  21 15 5 1 0.016 

4 
 , �S�L:� 
	��	� ��AG ��G;_�

����H 
21 14 5 2 0.004 

5 	��H�  21 21 0 0 0.000 

6 ��H ��+�  21 21 0 0 0.000 

7 '�
3 �	���  ��   21 11 8 2 0.138 

8 �	,1��� 	�I0� �� �&
�,��&/� '�
3 P��	�  21 16 5 0 0.010 

9 h��9 �
=6, �����	  21 21 0 0 0.000 

10 ��
8
3 ��G;_�  21 21 0 0 0.000 

11 ����H ��/�+��  21 15 4 2 0.006 

12  �73 , ��,�L+ ��/�D-A
E  21 19 0 2 0.000 

13 �&
�,��&/� ��3  21 19 0 2 0.000 

14 
�+�� '�
3  21 17 3 1 0.002 

15 ����� ��� �� (	�H��� ��) '�f
3 P��	�  21 21 0 0 0.000 

16 �)  21 21 0 0 0.000 

17 
 ������� � ���
��� , ������� ��8����

����H , �S�L:� 
	��	�  
21 16 4 1 0.005 

18  (
��&
�,��&/� ���87��3  21 21 0 0 0.000 

19 P,���� 
�# 
�
��3 �S���  21 18 3 0 0.000 

20 ������ 	�+  21 21 0 0 0.000 

21 ���;G� �A��+  21 21 0 0 0.000 

22 h, ���3 �� �� 	�0
��  21 20 1 0 0.000 
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23 	�L@ �;�$  21 21 0 0 0.000 

24 ����*D �� 	S�+  21 20 1 0 0.000 

25 
 J� ���� P�L:� J� k
K�+ P��	�

��,�  
21 18 3 0 0.008 

26 
 J� ���� ���x�� ���� O	�1 P��	�

��,�  
21 21 0 0 0.000 

27 �&
�,��&/� ��� -��
�  21 20 1 0 0.000 

28 ���� h, �� P�L+� �8�� ��   21 21 0 0 0.000 

29 
,�D �� P�L+� ����� ��   21 17 4 0 0.002 

30 �� 
	��	�  21 21 0 0 0.000 

31 h��9 �	�� 	� 	���  21 10 8 3 0.380 

32 h��9 ��:
$�+  21 11 8 2 0.216 

33 ������ �/�� ��G;_�  21 19 1 1 0.000 

34 �AM�  21 13 5 3 0.041 

35 '��7��� �K�E  21 15 6 0 0.022 

36 ���� ����  21 17 4 0 0.002 

37 ���� �f/  21 15 6 0 0.008 

38  ��=$z���#�  21 21 0 0 0.000 

39 !� ���� �� �� �
�  21 21 0 0 0.000 

40 ������� ���6	 �	,1 p�$ -��
�  21 18 3 0 0.001 

41 ������� ���&# ��c -��
�  21 21 0 0 0.000 

42 ����H �K�LH �
K�+  21 15 4 2 0.008 

43 '�
3 P��	� / a��0� �� ����  21 16 4 1 0.002 

44 '�E  �� �����
3  21 19 2 0 0.000 

45 ��
/ ,�	1 ��   21 14 7 0 0.040 

46 ����G  21 12 9 0 0.825 

47 ���� �   21 15 6 0 0.004 

48 (	�H��� �,��) '�f
3 P��	�  21 10 11 0 0.834 

49 (	�H��� ��)a��0� �� ����  21 18 3 0 0.004 

50 J��
�  21 17  4  0  0.002  

51 J�� (
�  21 14  7  0  0.023  

52 ����  21 12  7  2  0.039  

53 
� ���  21 21  0  0  0.000  
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54 ��/�+��  21 12 9 0 0.590 

55 	�(E� 
,�D  21 21  0  0  0.000  

56 %��G�M��$ ��   21 13  6  2  0.010  

57 O��+ (����  21 21  0  0  0.000  

58 e��+	� (����  21 21  0  0  0.000  

59 ����T0�
3 , �������� -��
�  21 14  4  3  0.003  

60 ������� ���0��� '�E  21 20  0  1  0.000  

61 ��LL7�� , ��D��H ���0���3  21 20  1  0  0.000  

62 ���� , ���A$ �   21 14  5  2  0.021  

63 ��#	�(D  21 15  5  1  0.013  

64 J��� ���� (���� , �+�G;_� ��   21 15  5  1  0.007  

65 ����� ����  21 21  0  0  0.000  

66  �� ��9�L�������  21 13  6  2  0.034  

67 ������� �� ��9�L�  21 13  8  0  0.032  

68 
2,�3 '�M�� �� �=� ��9�L�  21 15  4  2  0.002  

69 ��
A�G �� �=� 	,��  21 11 7  3 0.128  

70 ��	�� ��=/�>� , ��
��M+ ���  21 15  3  3  0.002  

71 �	�� ��G���$�  21 17  3  1  0.001  

72 ���� �	�8��,	  21 14  5  2  0.002  

73 
��� J���  21 14  4  3  0.009  

74 ����  �   21 19  0  2  0.000  

75 
	��0�$  21 15  5  1  0.003  

76 ����	 �0) '�
3 P��	� -��
� ��  21 16  2  3  0.001  

     "�M0��	���G� ��A9�� 	� "���� 
���1 S�� P,�$ 	� �� 	�>��� 69    ������� '(
���&�
�1 k��=+ 
���  �� ����� ����  �w�	� �  	���G� ��D��H .��� 
�#69     ��$�+ ��� �	 '(
���&�

J��� �� -��9 ���E ��        (�
� ��	���� 	� , ������ 	���@ ��
��+ �	��� �K�LH �	�M+ �� 
'(
��&� ����� �1 F��+ 
�# �����0# ��      ��� %���� 	��_ �� �+ ��� 
�# r;K�/%��=+ � 

J��� F���# �1 	������ ��&�� , ��# <�>0� �K�LH �	�M+ ��      ���#�� ���$, %�G 	� �
 .�#��7 '�
3 :�� �0+	��G �M0�	���G� �A9�� 	� 
�# i\9 '(
��&�   	� 	����  "�	���  �� 

  ��=� 	,�� , ��/�+�� "	�H��� �,�� '�f
3 P��	� "����G "h��9 ��:
$�+ "h��9 �	��
.��
A�G ��  
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	��	�
����H  
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=6, !��H1 �� 5;_� 	�I0� �� ����� �� J�� ���� ��� ��(
��&�

��H  

9  ��
8
3 ��G;_�  
 C	�*� h�A>��� �
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3 �	 ��H  �H���3��� <��=+ �� , ���D�� �� 
'�, e��@�  

10  ����H ��/�+��  
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-A
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 ��H '�f
3 ���� 	�H��� �E��	� 	�I����#�� ��#�� �	  

15  �)  
�� 
��$� ������� �� �� ��� ��
A��@ �	�K �� J��� %0��3 �� �� , �8��&� �� � �
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16  

 , ������� ��8����
 ������� � ���
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17  
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������� �S��� , �;&�� �� FH�� ���87��3 ���� ��� ��(
��&�  

18  
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��3 �S���

P,����  
�G��M� �� 
��*��� �_ �� ��� �T�1 W��3 
���  �� ���	���3 �S��� �� ��

 ��M�� ������� ���� ����H��� 
����D  
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�1 �w�	� 
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/�+ F
:� "����H ����� ���� ��� ���M� �>
:�  ����� , � 

�1  

20  ���;G� �A��+  �
G;_� %��# ��� ���$ ����H ��G;_� , ���$ �� ����,	 "�   

21  
 ���3 �� �� 	�0
��

h,  
���� ��D�
=@�� 	� J
�,��&/� F
:� 	� �� ���   ���&� ��  �� , �,�*��

�� 	�(D�� FH�� �	�K ���D  

22  	�L@ �;�$  
 �� , 
��� �=��$ ��
� , �0 �E �0�3 �	�� �� ��� �	�=# �� , �	��G "�A�$

k
K�+ �G���� J��� �D  �*�� ����� �	���E, 	� ���(�� ��� '(
��&� !�� .�#��
�� �0�  

23  ����*D �� 	S�+  
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��*��� �� ����+
 ��T0�
3 �����,� �� �	 ��H �@;G �	�� ����H�����  

25  
 ���� O	�1 P��	�
 J� ���� ���x��

��,�  

�� ����� �� ��� J��� ��f
A�+ ���� �#,	 '(
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