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Objective: The aim of this research is to present a model for customer knowledge
management in industrial companies affiliated with the Mostazafan Foundation.
Methodology: This research is applied in purpose and descriptive-analytical in nature. The
research method is qualitative. The statistical population consists of academic experts and
managers of industrial companies affiliated with the Mostazafan Foundation, from which 12
individuals were selected using the snowball sampling method and theoretical saturation.
The tool for collecting qualitative data is a semi-structured interview based on theoretical
foundations. The analysis method for this section is grounded theory.

Findings: The results of this section of the study are presented in the form of four main
categories and 19 subcategories. The identified factors include: assessment of the current
state of knowledge in the organization, knowledge collection, documentation, and transfer,
effective communication with customers and a complete understanding of their needs and
interests, focusing on the process of knowledge creation around the customer, psychological
examination of customers and customer behavior analysis, customer feedback strategy (via
surveys, comments, feedback, and interviews), focusing on the company's knowledge
products, reviewing the history of current customers (previous purchase behaviors), utilizing
creative ideas about products and services, focusing on the education of knowledge transfer
and management methods, strengthening technological infrastructures, collaboration with
customers in creating shared value, comparing sales of new products with competitors’
products, measuring the extent of achieving the set goals, increasing efficiency in customer
service and customer orientation, digital self-service tailored to the customer (in customer
support), intelligently transferring customer requests to the relevant expert, creating the
maximum value from knowledge and knowledge management at a strategic level, and
increasing quality and speed in decision-making and customer service.

Conclusion: The results of this research provide a comprehensive customer knowledge
management model that can enhance communication, customer satisfaction, and the
performance of industrial organizations affiliated with the Mostazafan Foundation.
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EXTENDED ABSTRACT
Introduction

Customer knowledge management (CKM) is a relatively new concept, yet extensive studies have
highlighted its significance and benefits (Rehman et al., 2022). Today, few businesses remain unaware of
tools such as the internet, websites, databases, email, or SMS for customer communication, using them
extensively in their operations (Userlike, 2020). However, the crucial question remains: to what extent have
organizations leveraged their knowledge interactions with customers to enhance business processes and
develop new products and services, thereby establishing long-term sustainable relationships (Martins et al.,
2019)? Amid increasing customer demands for quality improvement and innovation, organizations face
significant challenges (Press, 2019). Knowledge emerges as the sole reliable and sustainable source of
competitive advantage. Companies that continuously create new knowledge and effectively manage their
knowledge assets maintain a competitive edge (Ali & Anwar, 2021).

To foster better customer relationships, effective customer knowledge management is essential. It
involves managing organizational knowledge embedded in customers' minds, complementing customer
relationship management. As CRM alone may not effectively tap into customer knowledge, CKM
facilitates the acquisition, transfer, and utilization of customer knowledge (Hosseini et al., 2023). Integrating
principles of knowledge management and customer relationship management yields value beyond the sum
of their parts (Khaksar et al., 2023). CKM empowers organizations to identify emerging market
opportunities and enhance their competitive advantage (Ali & Anwar, 2021). This study presents a
comprehensive model for managing customer knowledge in industrial companies affiliated with the
Foundation of the Oppressed in the Islamic Revolution.

Methodology

This qualitative research adopts the Sanders' Onion Research Model, illustrating the layered
research processes. It falls under exploratory research, aimed at discovering emerging phenomena and
addressing the primary research question (Martins et al., 2019). The inductive approach employed here
progresses from specific individual realities to broader generalizations. A case study strategy is utilized,
deepening insights into a social phenomenon using qualitative research methods. Specifically, a single-
case study design examines "Presenting a comprehensive model for managing customer knowledge in
industrial companies affiliated with the Foundation of the Oppressed” (Ali & Anwar, 2021). Sampling
involves purposive sampling, relying on researcher judgment due to limited resources and a framework
for sampling. The research achieved data saturation after 12 interviews with university experts in
commerce and senior managers of industrial companies affiliated with the Foundation of the Oppressed.

Findings

The study identified key themes and components of the customer knowledge management model
in industrial companies affiliated with the Foundation of the Oppressed. These themes included assessing
the current state of knowledge levels within the organization, collecting, documenting, and transferring
customer knowledge, effective customer communication, and understanding their needs and interests.
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Additionally, the study explored the psychological profiles of customers and analyzed customer behavior
(Khaksar et al., 2023).

The results of this section of the study are presented in the form of four main categories and 19
subcategories. The identified factors include: assessment of the current state of knowledge in the
organization, knowledge collection, documentation, and transfer, effective communication with
customers and a complete understanding of their needs and interests, focusing on the process of knowledge
creation around the customer, psychological examination of customers and customer behavior analysis,
customer feedback strategy (via surveys, comments, feedback, and interviews), focusing on the company's
knowledge products, reviewing the history of current customers (previous purchase behaviors), utilizing
creative ideas about products and services, focusing on the education of knowledge transfer and
management methods, strengthening technological infrastructures, collaboration with customers in
creating shared value, comparing sales of new products with competitors' products, measuring the extent
of achieving the set goals, increasing efficiency in customer service and customer orientation, digital self-
service tailored to the customer (in customer support), intelligently transferring customer requests to the
relevant expert, creating the maximum value from knowledge and knowledge management at a strategic
level, and increasing quality and speed in decision-making and customer service.

Discussion and Conclusion

In conclusion, effective customer knowledge management is imperative for organizations aiming
to stay competitive and responsive to market dynamics. By integrating knowledge management principles
with customer relationship strategies, organizations can enhance their service and product offerings. The
findings suggest that a systematic approach to managing customer knowledge can lead to sustained
competitive advantage and improved customer satisfaction. Future research could explore implementation
challenges and assess the long-term impacts of customer knowledge management strategies in different
organizational settings.
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