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1. Customer Relationship Management (CRM)
2. Knowledge Management (KM)
3. Customer Knowledge Management (CKM)
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4. Analytical CRM System

5. Cluster Analyze

6. Data Mining

7. Collaborative CRM System
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1. Relational Marketing (RM)
2. Operational CRM System
3. Database Marketing
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1. Campaign Management
2. Lead Management

3. Offer Management

4. Contract Management
5. Complaint Management
6. Service Management



PY i (IS Cu e Al 8 Jae drwgs

Ol 5 s ysile

o sl Ael

i

(6 i Juils S e (gl A8l deng Joo -) JSS

al> oz b g tie (Bl Sy pae ol Joe S [Y] 25 b
oo Sleey QIS ()s185 5 (5339 et o5 3loaz LSy S
ot IS Coeal Yl 0500 Jue 058 0 2] 45 2 G Djg0 @ &S
oo 1y e sl g sy S RIS 5 e09ed dezp 1) (6500
Copde 4 baye Joo cpl 0 (gyiine Sl Cupae anld 005
L ol Jos ohlSes 5 ¢ (B5b 513 S (o0 e (G I
G5 g S leanld LI mils Copae dis ez a5 aas e &)
WloylB e i Cupde (0,8)) Lo pe (o2l Lo o)
§ S owdige Jow Y an (LS o (Gleasd Cy e g LIS Co s
b bl oo gt ol Jaw ol )0 [A] sl o S 5
ooy AL dnngs Joo y3 &5 Canl 0di asuie £edg 4 (6 Fie
Gl 0030 8 oAt B Cx'.‘ 3 S, ol Yy Qil
BRI

P 6l oo ply e Ko plge 4 sloanlid ek 4 s nae A
s KM saio; o 3! Oldllae .l onls aislils o285 ,5 ,o Couddge
eobie (65 slls asilgs oo gy 99 ol &S A oo ol CRM
@ a5 205 0 Jol> CKM s, 50 (al (Sliigon b gycnl 51zl
S il sl osliinl g jLasil wbml sl 8y Sl jo (sB) Slsie
Sydige o3l medgi ol lytie g Glosle (g plojle So 50
S5 5 o oo psle b ojgm oal 55 ot 41 (sla e
Gapel Gl 0 CKM gdlsie Cownl @ azg b gl oo anslis
235 50 (2o CKM (gul)3 Jas dngs 151> (hghy o)5liass

sloanld 3l 5l Gaghy cnl jo esliiul 950 @z e galp Jue
wdige Jao s KM slaaiz CRM lapinns b basye 5 5 S

WWAY 5ol Fe ojlod (oo Jlo (g 5l wd; aslilad

olple leioe aindsep 1) Gbiie (anegS (slaspal; (b yiie
bbb Copae g olSesls g, g0 5l wdbasng Jas opal, Y o
)l (B il a5 Lol 5l e o5 ool ()l Sige
sple 5 oo plytie Sl aSs S ISy obml (alulis ol
e S oo 518 0l Y b cenlite cudled pl [Y] ols (60,2,
el bk lacdled » ojlls 5 J5uS oS50 (s, welip (02l
@) o2ly Copse slacaled wlg o gglSesls g, a5 [1] s e
Joile J&Is (el Cupae ) JS2 Gillao LS (e 2y 5 il plox]
Sl e @ eopaly Cupae Bkl wpS e JIE solSesls
S as g a2y oanl b iie b uled gancadsl 5 cemdlo
Sl Copae ag) by Jleel cnl a5 [A] wilioe 958 plasa)lS
Sopde Joile JF g0 yaly Cupae g0l 5l opdy Oy Wlg o
2y e 8 bk

Srie b bl o pae Sllee slapius 005 pS 50 anl s 4y
2 Sebee S e jl Sallie 5 e Copae Jold Y ol b o
(3] 050 asi o yuly Blanl 1551 gl 3l 090 (29,5 sl p Y
5 %) B 5 S glacudld plxl &b Sl L 0550 (25 &S
B P9 Sdld b clite wlB ¥ Galply 005 oo Jol> (598
Oliyiie b poled ganaglyl 5 comdlo ol wents ()b 5l onS e
il o 5 wtlods 5 SVgame ol (gl bools 8 Lai> g sloyl wasy]
Glnle Spdyee Syge Slesd 9 Y g8 Al e o (bt Ol
aY 50 SLKS Copae g oloylE Co pie (50l Copoe slaasl,s
S leiin Cypde Grizmen S (o0 1S g Sudlad yo g anl
O JS8) 3,5 (o0 S8 anlB Y o Suul (29,8 al B an

Copde (Sl Glaptans Goxi S p 50 3 SO g 4
Sl giloplered Aigby Wi oAbl giie b bls)
W)l onge 2 1) Gl 5 e @ ieml wile GJUS 59, 2 e
e 41 0,5 o )18 Sleas Lol Cllled oje> 0 caslly opl a5 [Y]
b 31055 oo 518 less clad b sl SNl s Y g
w8 sl o U559 Sy smaaly e Slla sl
3y Srie Dbl gilugleren Gk 5l 98 5l G Slead (3508
S ke (slaanlB oje> 50 3)lse (nl 035 (oo pds Sl it (sla LS
Copde 9l Y (VISD) WyS o )8 Sleas ypoe 5 SLIKS
lesiiee Laly ol (gl " JUS a5 s e Jolis Slaas
Sl bl 5 (Hhb Jolas Zu e il o b yiae b Jalss LS 5
JUS S alitws sl Gl 03508 g ailo ail  (Sie (SbLS)
s e bty & JUS opie s atbie ane ad
L8] 53l 5 oo cilises  ols )l slo JULS" (5 5lucylo o

1. Interaction Management
2. Channel Management



e (G s YIS C pae 0l )8 Joe dnngs

10.

11

12.

Ol 5 g sle

@l

D. Buchnowska, "Customer Knowledge Management Models:
Assessment and Proposal”, Lecture Notes in Business
Information Processing, Vol. 93, No. 2, pp. 25-38, 2011.

Z. Ma and L. Qi, "Toward an Integrated Customer Knowledge
Management Model: A Process-Based Approach”, International
Conference MASS, pp.1-4, 2009.

A. Bueren, R. Schierholz, L. Kolbe and W. Brenner,
“Improving Performance of Customer Processes with
Knowledge Management”, Business Process Management
Journal, 2005.

A. Faed, P. Radmand and A. Talevski, "The Critical Success
Factors for Implementation of CRM and Knowledge
Management in a Work Setting", International Conference on
P2P, Parallel, Grid, Cloud and Internet Computing, pp. 140-
148, 2010.

Benefits of a CRM system, available  at:
http://www.customerservicepoint.com/crm-system.html.

M. Gibbert, M. Leibold and G. Probst, “Five styles of Customer
Knowledge Management, And how smart companies put them
into action”, European Management Journal, Vol. 20, No. 5, pp.
459-469, 2002.

L. Xiong, H. Qiu-yue and J. Chun-li, "Creating Competitive
Advantage Through Customer Knowledge Management in
Customer  Relationship  Management", International
Conference on E-Business and E-Government (ICEE), pp.1-4,
2010.

J. Rowley, “Reflections on customer knowledge management
in e-business”, Qualitive Market Research: An International
Journal, Vol. 5, No. 4, pp. 268-280, 2002.

A. Bueren, R. Schierholz, L. Kolbe and W. Brenner, "
Customer Knowledge Management - Improving Performance
of Customer Relationship Management with Knowledge
Management”, Proceedings of the 37th Hawaii International
Conference on System Sciences, pp. 701-710, 2004.

M. Shami Zanjani, R. Rouzbehani and H Dabbagh, "Proposing
a Conceptual Model of Customer Knowledge Management: A
Study of CKM Tools in British Dotcoms", International Journal
of Social and Human Sciences, 2008.

L. KONG, K. YU and K. HOU, "An Analytical CRM Based on
Customer Knowledge", IEEE 17Th International Conference on
Industrial Engineering and Engineering Management (IE&EM),
pp.1641-1645, 2010.

M. Rollins and A. Halinen, "Customer Knowledge
Management Competence: Towards a Theoretical Framework",
Proceedings of the 8th Hawaii International Conference on
System Sciences, pp. 240-249, 2005.

WY 5ol Fe o )lad ens Jlo os,old 0b, aslilas FA

Jae 2350 Jol 5 5 S ol glacadld o )5 5 S
Supe szl 5l Sy e olSlr S wod sokie 4 g (solein
bl oayn 5 al)l (i b bLI )| o pae glapiucas (LS o il
5 S (g S 5l 2500, Y (g o0 00d Al)) e 4y 4z
3 e0ly &Y 53 155085 )l o (Jdow CRM Gl L 15 o2 |,
Sty Coldge & Olosle vy sl (Bl g e 5 5 S S0
5 ) 98 5l xS b oo (elod CRM (slapis o5 355 o0
WsS 0 puly 05wl bl Cupae 5 sslSesls (slaays, ohis &
a3 aled |y Cuddse ar pliiws (sl (Sl s )3 355

Slkes Gl b5l 00 )55 oS (cwaigen Joe 5l anld Y
5 oS gdigeo Joo dl 3 Y o aS el ol 155 ail 0 CRM
Sbml syal, Slaal o35l Gl 5k 950 (e slaanlp I8
wain Ollee ol (I3 a5 Sleanld Ko ojle 4 b WS
S ysS e 3 Ay ol s s bl o (e gl el s Bokate
L CRM lles laptus b jblie (Glles laanld 500l
Y o plxil |y Sllee cl )18 a5 aiilb oo CRM I Sl
Slaptan b bl 55 )5 5 S (pwiipe Jue ) SO g
Silugleyen (S5 lie Slaptanw aiby ik CRM (oS Liw
w3bioe Gl 5 Gl g el wile (o U (59, 2 (55050 LS|
PS5 azgs ol o | buslp s Sbl g oS
Sty olide lagaieils poply wly banlp gledud

9 oS sloanl B 5 5 S Lol slacudled 5l o1l cudled s
B 56 5 5 S i Jie 3pmly 4 0 a5 w8 S Ojpe S
ool (nl dighioe 60 ,8]) Cope 5 (o2 les Copae Jold 0 pS (o
Grie b bl Copae ol Glapiecn sloanlp 4 by
B g S (guiige Joo anlp Y 50 (B8 cued o anili e
oo g olo)lB g e oty Sy e (g0 pl) Copae glaasl
Sl Glaptans anld 4 by o5 WS 5 LS
Y ;o5 Slas codlsd jo Huizren alili e (s i b LI Cu poe
5 SIS o e gloanlf )5 5 S pwiige oo S picns
S wilge Joles 2y e 5 JUIS o oo Jolds 095 a5 Sloas g ke
ol Joe wis CRM 5 Lice (gl 45 bogsye 45 05 oo
b bLs)l copoe Slaptans oflr Ghagh cnl o osliiul 3,50 g2 50
iios b ed 4zl axesss Joo 0 a5 el 00l 1,3 45 0s 0 1, (g ks
Y 2 0 ead plxl slhanld g Olles dopian ol ol 13
B35 (o0 fpgele



