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A proposed model for the impact of customer knowledge
management in increasing its loyalty

(An applied study on mobile phone companies in Egypt)

Abstract:

The telecommunications sector is a vital sector characterized by intense competition,
which leads to the continuous transformation of customers to other. companies to
benefit from the offers from them. It becomes necessary to focus on the customer when
developing strategies and try to get from then the greatest value as well as adding
value to customers who continue dealing with them and this is through the
participation of the customer before the production of the service and try to identify
what he needs so that the customer feels a partner in this organization.

The researcher aimed at achieving a set of objectives, including determining the level
of adoption by mobile companies in Egypt for the portal of customer knowledge
- management, Identify the extent to which there are differences between the customers
of the three mobile companies in Egypt in terms of the extent of application of the
customer knowledge management portal, determine the level of loyalty of the
customers of the three mobile companies operating in Egypt, as well as identifying the
extent of differences in the degree of loyalty of the customers of the three mobile
companies in Egypt according to their demographic characteristics (Gender, age,
Jamily monthly income level), and determining the degree and strength of the
relationship between the application of the three mobile companies in Egypt to the

entrance of the customer knowledge management and customer loyalty towards those
companies.

The study was limited to the students of each of the public universities (Ain Shams,
Cairo, Helwan, Al-Azhar) and private universities (October for Modern Science,
Egypt International, 6" of October, Egypt for Science, and Technology) due to limited
time and cost. The customers’ management approach in terms of obtaining
information about the customer, knowledge classification, knowledge disclosure,
knowledge storage and retrieval, knowledge transfer, knowledge application, and
customer loyalty towards the service and towards the service provider.

The sample size was 618 students studying in the universities located in Greater
Cairo since it is the capital and the largest number in the population in the Arab
Republic of Egypt in addition to the multiple levels of entry.

In this research, the researcher reached a number of results, the most important of
which is the interest of the mobile companies in Egypt to implement the customer
knowledge management approach, which positively affected the loyalty of these
customers towards both the service provided and the service provider company.

The researcher has developed a set of recommendations that help increase the
loyalty of customers to mobile companies in Egypt by taking care of the
implementation of the entrance to the customer knowledge management.
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