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ABSTRACT

The Contribution of Customer Knowledge Management to Achieving Marketing
Excellence Field study in a number of Erbil hotels

Most of the hotels and organizations are gradually shifting towards being a knowledge-
based institution, and the knowledge of the entities affiliated with the institution
increases, such as managing customer knowledge, and intelligence in terms of

management is the most important

For managers and employees, it is represented in the skill of managing customer
knowledge and effective dealing with the customer and all employees, where obtaining
knowledge little by little is worth the effort and effort on the part of the institution, as it
is obtained by managers, heads of departments and employees in the institution or

hotels.

Sample of this study: A number of hotels were selected in the city of Erbil, the
Kurdistan region of Iragq, and 118 copies of the questionnaire were distributed to
managers behind the departments of the customers and the diagnosis of the special
departments who deal with customers and the customer’s knowledge in all aspects
(explicit knowledge and tacit knowledge) The aim of distributing the questionnaire form
to employees in hotels is to obtain information and enter it into the SPSS program,
analyze data through using the program, collect results for the study, write notes and
recommendations based on the results obtained from the questionnaire form, analyze
the data, filter the data and filter the data from less to the highest, for example, is the
application of developing relationships between the hotel management and the
customers, the relations department exists as independent departments in hotels,
solving problems between the management of the institution with names as soon as
possible, hotels in hotels have information systems about and storing information in a
modern way, the confidentiality of customer information is a very important matter,

before managing Knowledge of the custom..

Keywords: knowledge management, customer services, marketing excellence, Erbil

hotels, customer loyalty, customer value, implicit knowledge and correct knowledge.
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Misteri Bilgi Yonetiminin Pazarlamaya Ulagmadaki Katkisi
Bir dizi Erbil otelinde Mikemmellik Saha ¢aligmasi

Otel ve kurumlarin ¢cogu giderek bilgi temelli bir kurum olmaya dogru kaymakta ve
masgteri bilgisini yonetmek gibi kuruma bagli kuruluslarin bilgi birikimi artmakta,

yonetim agisindan zeka en dnemlisidir.

Yoneticiler ve galisanlar igin, kurum veya otellerdeki yoneticiler, bolum bagkanlari ve
calisanlar tarafindan elde edildidi i¢in, azar azar bilgi edinmenin kurumun ¢abasina ve
¢cabasina deger oldugu yerlerde, musterinin bilgisini yonetme ve musteri ve tim

¢alisanlarla etkin bir sekilde ilgilenme becerisinde temsil edilir.

Calismanin sonucu otellerde galisan tum yoneticiler i¢in yararl ve ilging olabilir giinkd
musterinin bilgi yonetiminin pazarlama mukemmelligine ulagsmadaki katkisinin etkisini
ortaya ¢lkaracak ve mevcut ve gelecekteki pazarda otel alanindaki yoOneticilere,
paydaslara ve yatinmcilara simdiki ve gelecekteki zaman igin yararl bilgiler ve
sonugclar ve nasil iyi yonetilecegi icin yararl olacaktir. Musterilerden birgok bilgiyi elde
etmek amaciyla birden fazla yol kullanarak ve musterilerle dogrudan iletisime gecerek

musteriyi tanimak.

Calisma o6rnegi Irak'in Kirdistan Bolgesi Erbil sehrinde bir dizi otel segildi ve anketin
118 yuz yirmi nushasi musteri departmanlarinin yoneticilerine ve yetkililerine dagitild
ve 0zel departmanlarin teghisi ve musterileri ve her yonuyle masterinin bilgi yonetimi
(bilgi) Anket formunun otel calisanlarina dagitilmasinin amaci bilgi almak ve SPSS
programina girmek, programi kullanarak verileri analiz etmek, ¢alisma igin sonuglari
toplamak, anketten elde edilen sonuclara gore sonug¢ ve Oneriler yazmak, verileri
analiz etmek ve agagidan filtrelemektir. En basta otel yonetimi ile musteriler arasindaki
iligkilerin geligtiriimesi uygulamasi, iliskiler ve pazarlama departmani otellerde
bagimsiz departmanlar olarak var, kurum yonetimi ile mugteriler arasinda problem
¢b6zmenin mUmkin olan en hizh sekilde uygulanmasi, Erbil'deki oteller musteri
hakkinda bilgi sistemlerine ve modern bir sekilde magaza bilgilerine sahip olmasi,

musteri bilgilerinin gizliligi Snemlidir. Musterinin bilgisi ile ¢ok iyi yonetiliyor.

Anahtar kelimeler: bilgi yonetimi, mUsteri hizmetleri, pazarlama mukemmelligi, Erbil

otelleri, musteri sadakati, musteri degeri, zimni bilgi ve dogru bilgi.
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