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 This paper examines the effect of different factors on customer knowledge management 
development for a custom organization in Bandar Abbas, Iran. The statistical population of this 
research includes all 440 managers and employees in different levels where 205 people are 
randomly selected for this survey. Using t-student as well as Friedman tests, the study has 
confirmed that organizational culture, training, strategy, information and organizational 
infrastructure, top management commitment, organizational conflict, standardization, employee 
performance, communication, budget support and necessary skills could influence positively on 
knowledge management development. In our survey, training is also believed to be the most 
influential factor.  
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1. Introduction 
 

Customer knowledge management, with integrating 2 concepts of knowledge management and 
customer relationship management, has effectively stepped in products development and services 
improvement which are presented to customers. Knowledge management seeks receiving, storing, 
utilizing and sharing knowledge within the organization. However, customer relationship management 
investigates customer relationship improvement and concepts such as loyalty. Customer knowledge 
management causing synergistic effect of knowledge management and customer relationship 
management integration will be able to recognize its customers’ needs and predict those (Abedi et al., 
2013). Customer knowledge management is relatively a new subject and there are few studies in service 
organizations about this concept. The present study wants to check the effective factors on customer 
knowledge management development in Bandar Abbas Rajaei customs. Therefore, the goal of this 
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research is to verify effective factors on customer knowledge development such that by using them any 
organization can step toward customer knowledge management development.  

2. Expressing issue and the subject’s importance 

To accomplish the missions and achieving their goals, organizations have numerous resources and 
properties. Some of them are really valuable and functional that have crucial role for gaining 
competitive advantage. Management experts consider knowledge as a final replacement for production, 
monetary wealth and property (Toffler 1990). 

Although knowledge is considered as a competitive key factor in world economy, for successful 
presence in these days’ dynamic market, another important factor must be considered named customer. 
Customer knowledge management provides the possibility to recognize appeared opportunities in 
market with higher possibility and increase competitive advantage. Customer knowledge management 
is associated with acquiring, sharing and disseminating knowledge of customers for benefiting both 
customers and organizations (Mousakhani et al., 2012). Customer knowledge is an important concept 
for many organizations and it fills the gap between what we think and what the customer really wants. 
Customer knowledge management also can be called as using the knowledge gained from customer, 
about customer and collected for customer that is accomplished for services’ improvement. Managing 
customer knowledge is dynamic processes that is executed in order to improve valuable customer 
information to improve the relationship with its customer.  

There are different definitions of knowledge management that consider knowledge management as a 
process that help organizations in identifying, selecting, organizing, publishing, distributing and 
transferring the information (Turban et al., 2008). Customer knowledge management is acquisition, 
sharing and promoting knowledge in customer’s mind in favor of organization (Gibbert et al., 2002). 
Customer knowledge management is defined in association with acquisition, sharing and development 
of customer knowledge and the objective of common interest between customers and organizations 
(Davenport et al., 2001). Salavati et al. (2010) investigated the effects of knowledge management, 
customer relationship management in banking industry and reported that knowledge management was 
the most important factor influencing on customer satisfaction followed by loyalty, attraction and 
interaction. Hosseinzadeh et al. (2012) measured the level of knowledge management in medical school 
and reported that the rate of knowledge management components was within desirable level. Attafar et 
al. (2013) investigated the role of customer knowledge management in improving organization-
customer relationship. They reported that inadequate budgets, lack of commitment of high managers 
in customers’ knowledge management and weak relationship of designing barriers and customers’ 
knowledge management performance were the most important barriers for development of firms. 
Larson and Susanna (2004) presented a survey on managing customer loyalty in the automobile 
industry and reported that organization culture had a positive correlation with knowledge management. 
Pastor (2011) performed a survey on organizational culture factors that can influence knowledge 
transfer and reported that there was a relationship between organization culture and effective factors 
on knowledge transfer.  

The primary purpose of this paper is associated with customer knowledge within customs’ organization.   
In this research, we try to explain the effective factors on customer knowledge development in custom 
organization located in south part of Iran. The researcher seeks to find out whether or not organizational 
culture factors, training, strategy, information infrastructure, organizational infrastructure, leadership 
and management commitment, organizational conflict, standardization, inefficient business processes, 
communication, complementary skills, support budget are effective on developing organizational 
knowledge management.  
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3. Conceptual model of research 

Conceptual model of research is designed based on previous studies on this field (Attafar et al., 2013) 
and the interviews with experts and the managers of customs area have been executed and the effective 
factors on customer knowledge management development were recognized and the conceptual research 
model was formed. Fig. 1 shows the proposed study of this paper. 

 

 

   

 

 

 

 

 

 

 

 

 

 

 

 

 

Fig. 1. The conceptual research model (Attafar et al., 2013) 

This research, in terms of goal, is functional and, in terms of essence and method, is also a kind of 
descriptive study. The population of this research included all 440 staff and managers from different 
levels of Bandar Abbas Rajaei customs. Therefore, the sample size is calculated as follows, 
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where N is the population size, qp 1 represents the yes/no categories, 2/z is CDF of normal 
distribution and finally  is the error term. Since we have 96.1,5.0 2/  zp and N=440, the number of 
sample size is calculated as n=205. 

Collecting data method in different levels of this research is as follows: 

A) Library studies: In order to develop theoretical principles of research, Internet and library 
studies were used. 
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B) Questionnaire: for assessing research hypothesis and the relationship between variables, we 
have used questionnaire tools for collecting data.  

 
Cronbach alpha was well above the desirable level and Kolmogorov–Smirnov has indicated that the 
data were normally distributed. Therefore, for analyzing data one-sample t-test is used.  
 

3. The results  

In this section, we present the results of the implementation of t-student as well as Freidman tests to 
examine the hypotheses of the survey. Table 1 shows the results of t-student test.  

Table 1  
The results of the implementation of t-student test 

Variable Number Average t df Sig. 
Culture 205 3.83 17.28 204 .00 
Staff training 205 3.80 16.67 204 .00 
Strategy and goals 205 3.85 19.79 204 .00 
Information infrastructure 205 3.66 12.42 204 .00 
Organizational Infrastructure 205 3.84 19.04 204 .00 
Leadership and management commitment 205 3.60 10.99 204 .00 
Organizational Conflict 205 3.76 17.95 204 .00 
Standardization 205 3.93 13.85 204 .00 
Inefficiencies in the process 205 3.94 15.09 204 .00 
Communications 205 3.81 13.95 204 .00 
Budget support 205 3.80 12.51 204 .00 
Management skills 205 3.90 15.94 204 .00 

 

The results of one sample t-test for all variables show that the value of t is more than standard value of 
1.96 and also significant level is less than 0.05 so all the null hypotheses are rejected. The results of 
Freidman test in variables ranking show that the most grade mean belongs to training with the value of 
5.47 and the least grade mean belongs to leadership variable with the mean of 3.31. The Friedman test 
components show that Chi square with 11 degrees of freedom in the amount of 27.86 is meaningful 
when the level of significance is 0.05.  

4- General conclusion and suggestions  

4.1 The first hypothesis 

Considering the confirmation of this hypothesis, culture is a subject that is presented in knowledge 
management in organizational behavior authority. Following new ideas and researches in management, 
organizational culture has got growing importance and forms one of focal and main discussion of 
management. So according to this hypothesis we recommend the custom organization 

1) to make necessary changes to reach a compatible culture with new requirements, 
2) The custom’s managers must provide relatively the facilities of staff knowledge promotion in 

terms of organizational culture. 
 

4.2 The second hypothesis 

According to the results of testing the second hypothesis, achieving organization goals depends on 
employees’ abilities in accomplishing responsibilities and adapting to the environment. So for 
developing and promoting educational goals it is necessary to achieve high quality skills.  

4.3 The third hypothesis 

Goal setting needs innovations and creativity and keeping that needs commitment to that target so using 
these tools in customers’ organizational management development is recommended: 
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1) A strategy description for Rajaei customs; it must be correct, brief, organized and without 
ambiguity.  

2) Customs organization's policy determines the issues that is just for that customs and understand 
what the customers’ expectations and wishes and also beneficiary for them. 

 

4.4 The fourth hypothesis 

The process of globalization is integrated with the widespread communication, human and information 
technology and this increases the best utilization of physical equipment. Therefore, management of 
custom organization must take advantage of recent development of facility locations and optimal usage 
of resources. The management team also need to have the access to some facilities for necessary 
communications.  

4.5 The fifth hypothesis 

According to the results of testing the fifth hypothesis, infrastructures play essential role for 
development of knowledge management. Therefore, the organization must invest in necessary 
equipment to have sustainable development on information technology. They also need to implement 
knowledge management in different areas such as culture and advertising, skills training, providing 
facilities and tools for knowledge management, the field of technology and information management. 

4.6 The sixth hypothesis 

Achieving a cultivated, free and developed country needs targeted, up-to-date and principled work of 
conscientious and committed manpower. Therefore, management teams have to increase the level of 
self-confidence among regular employees and increase the level of commitment.  

4.7 The seventh hypothesis 

Conflict is a phenomenon that has positive and negative effects on people and organizations’ 
performances. Using conflict effectively and correctly cause improvement and improve organization’s 
health and it could improve knowledge management in Rajaei customs.  

4.8. The eighth hypothesis 

According to the results of the eight hypothesis, the organization needs to reach some good standards 
for their rules and regulations. This helps improve the quality of services and provides better customer 
satisfaction.   

4.9. The ninth hypothesis 

There is no doubt that business models are faced with rapid changes in today’s economy. Therefore, 
management team must be able to make necessary changes by improving new processes and improving 
the existing ones.   

4.10. The tenth hypothesis 

One of the thinkable items in knowledge management, due to the dynamic nature is its relationship 
with the communication. In our survey, a good flow of communication must be created within the 
organization so that customer could take advantage of it.  

4.11. The eleventh hypothesis 

Using new methods of budgeting along with prevention of slow workflow within organization is 
considered as very effective way in promoting social and economic purposes. Therefore, quantitative 
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and measurable targets must be considered to achieve the implementation of organization knowledge 
management. 

4.12. The twelfth hypothesis  

To establish the specialized knowledge management within the organization, different skills are 
required. Therefore, expert knowledge or professional knowledge management of customs must be 
identified. 

Finally, the results of this survey are consistent with other findings reported in the literature 
(Hosseinzadeh et al., 2012; Tarzi & Bolourian Tehrani, 2011; Mousakhani et al., 2012).  

Acknowledgement 

The authors would like to thank the anonymous referees for constructive comments on earlier version 
of this paper.  

References 

Abedi, E., Divan dari, A., Mahmoudian, M., & Shami Zanjani, M. (2013), Formulation of the customer 
knowledge management in private commercial banks of Iran. Business Administration, 6(1), 41-66. 

Attafar, A., Sadidi, M., Attafar, H., & Shahin, A. (2013). The role of customer knowledge management (CKM) 
in improving organization-customer relationship. Middle-East Journal of Scientific Research, 13(6), 829-
835. 

Davenport, T. H., Harris, J. G., & Kohli, A. K. (2001). How do they know their customers so well?. MIT Sloan 
Management Review, 42(2), 63. 

Gibbert, M., Leibold, M., & Probst, G. (2002). Five styles of customer knowledge management, and how smart 
companies use them to create value.European Management Journal, 20(5), 459-469. 

Haji Karimi, A., & Mansourian, T. (2012). Examine and clarify the role of customer knowledge management in 
improving organizational performance. Journal of Business Management excavations, 4(8). 

Hosseinzadeh, A., Sh'bani, A., & Siadat, S. A. (2012). The application of knowledge management  among 
hospital staff and academic libraries Covered Tabriz University of Medical Sciences Based on Hissig. Health 
Information Management Journal, 24. 

Larson, S., & Susanna, H. (2004). Managing customer loyalty in the automobile industry. Department of 
business administration and social sciences. 

Mousakhani, M., Haghighi, M., & Torkzadeh, S. (2012), Offering a model to gain customer loyalty by using 
customer knowledge management in the banking industry Country (Private banks). Business Management 
Journal, 4(2). 

Turban, E., Leidner, D., McLean, E., & Wetherbe, J. (2008). Information Technology for management. John 
Wiley & Sons. 

Pastor, I. (2011). Organizational culture factors that can influence knowledge transfer. EIRP Proceedings, 6. 
Salavati, A., Kafcheh, P., & Salehpour, K. (2011). Effects of Knowledge Management on Customer Relationship 

Management in Refah Bank checking, (Case Study: Kurdistan Province). Beyond Management, 4(16). 
Tarzi, N., & Bolourian Tehrani, M. (2011). Key Success Factors on Customer Relationship Management in 

Insurance Companies (Case Study:Saman insurance). Marketing Management Journal, 7. 
Toffler, A. (1990). Power shift: Knowledge, wealth, and violence at the edge of the twenty-first century. New 

York & London: Bantam Books. 
Toriani, S., & Angeloni, M. T. (2011). CRM as a support for knowledge management and customer. JISTEM-

Journal of Information Systems and Technology Management, 8(1), 87-108. 
 

 

© 2016 by the authors; licensee Growing Science, Canada. This is an open access 
article distributed under the terms and conditions of the Creative Commons Attribution 
(CC-BY) license (http://creativecommons.org/licenses/by/4.0/). 

 
 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


