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ABSTRACT

The role of customer knowledge management in achieving sustainable
competitive advantage - an analytical study of the opinions of a number of
managers of private banks in the city of Erbil
The current study seeks to know the relationship and impact between customer

knowledge management, represented in its dimensions (knowledge about the
customer, knowledge of the customer, knowledge of business to customer,
customer knowledge of the customer) as an independent variable, on the
sustainable competitive advantage and its dimensions (quality, cost, core
capabilities, response For the customer, effectiveness, efficiency, competitive
position) as a dependent variable, where the researcher made a theoretical
framework benefiting from the theoretical literature of the subject, and to
achieve the objectives of the research, a hypothetical model was built showing
the nature of the relationship and influence between the two variables, and the
study was for the opinions of a sample of managers in private banks in the city
of Erbil. Forms A questionnaire for managers in the surveyed banks. The
number of distributed forms was (85), and (83) forms were returned, and (3)
invalid forms for analysis were excluded. Thus, the number of forms valid for
analysis reached (80), some of them had errors and some of them were not. He
returned it, so the researcher used the (SPSS) program to reach a product and
for this the results appeared and the researcher reached a set of conclusions
and recommendations, and the most important conclusions were Respondents
described the element of knowledge of the customer about the availability of a
good level agreement through the bank’s possession of a website to display the
services it owns) (while the most important suggestions were represented, the
study suggests the need for bank administrations to communicate with their

customers and to present offers and discounts to them via e-mail

Keywords: Customer knowledge management - sustainable competitive

advantage - private banks in Erbil and the customer.



0z

Surdurilebilir rekabet avantaji elde etmede musteri bilgi yonetiminin rolu -
Erbil sehrinde bir dizi 6zel banka yoneticisinin goriislerinin analitik bir
calismasi

Mevcut calisma, bagimsiz bir degisken olarak boyutlarinda (musteri hakkinda
bilgi, musteri bilgisi, isletmeden musteriye bilgi, musterinin musteri bilgisi) temsil
edilen musteri bilgi yonetimi arasindaki iligkiyi ve etkiyi bilmeyi amacglamaktadir.
Bagimli degisken olarak rekabet avantaji ve boyutlari (kalite, maliyet, temel
yetenekler, mdusteriye cevap, etkinlik, verimlilik, rekabet¢ci konum),
arastirmacinin konunun teorik literatirinden yararlanarak teorik bir gergeve
olusturdugu ve Arastirmada, iki degisken arasindaki iligkinin ve etkinin dogasini
gOsteren varsayimsal bir model olusturulmus ve galisma Erbil kentindeki 6zel
bankalarda yonetici 6rnekleminin gorugleri igin yapilmistir. Formlar Anket
yapilan bankalardaki yoneticiler icin bir anket. Dagitilan formlarin sayisi (85) ve
(83) formlar iade edildi ve (3) gegersiz formlar analiz i¢in harig tutuldu. Boylece
analiz icin gecerli form sayisina ulasiimis (80), bazilarinda hata yapiimis
bazilarinda ise hata olmamistir. iade etti, bu ylizden arastirmaci bir Griine
ulagsmak igin (SPSS) programini kullandi ve bunun igin sonuglar ortaya ¢ikti ve
arastirmaci bir dizi sonu¢ ve tavsiyeye ulasti ve en Onemli sonuglar,
Yanitlayanlar muagsterinin Grin hakkinda bilgi unsurunu agikladilar. bankanin
sahip oldugu hizmetleri gostermek icin bir web sitesine sahip olmasi yoluyla iyi
dlzeyde bir anlasmanin bulunmasi) (en 6nemli oneriler sunulurken, ¢alisma
banka ydnetimlerinin musterileriyle iletisim kurmasi ve onlara teklif ve indirimler

sunmasi gerektigini ortaya koymaktadir. e-posta yoluyla.

Anahtar Kelimeler: Mugsteri bilgi yonetimi - sUrdaralebilir rekabet avantaji -
Erbil'deki 6zel bankalar ve musteri.
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