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oABSTRACT o

The study aimed to identify the role of customer knowledge management (CKM) in
enhancing sales outlets loyalty to the company under study, and determine the extent to
which factors releated to sales outlet (work level — years of service with the company —
workplace monthly transaction volume),affect their opinions on CKM and sales outlets
loyalty to the company. It also explored how the respondents perception of CKM varied
according to these factors .This was achieved by distributing a questionnaire to /100/ sales
outlets of which /89/returned and analyzed using a descriptive methodology.

The study concluded that CKM has no statistically significant effect on sales outlets
loyalty to the company. Additionally ,statistically significant differences in the opinions of

study sample’s regarding CKM, attributed to variations in the aforementioned
factors. However ,these variations factors did not show a clear effect on the sample’s
opinions regarding the sales outlet loyalty variable.

Keyword: Customer Knowledge Management- loyalty — outlet sales
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Correlations Aol M8l &Y
Spearman Rho e 5yl Correlation Coefficient -.045-
Sig. (2-tailed) .674
Gt N 89
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MUl g5 sl Abra B3 Gn i s I s BN o sl Gl Jgaall e
Sig. xie (gina yes lan Chmam Laln)) say /40 £0] Oy U5 dad Curly Cum AN G
Appeall il Jol o ti Laa /o200 adiadd) ANAY (gina (e S (gl ¢/ 4.1V €] = (2-tailed)

o ) cilagiy [Kendadd/ Sl Bls,Y) Las) shals aldl culs 2l d5a are 28U,
da Lae las Biia el g /4.0 YV LLoV) dad il Gus (ppattial) G Bali)) asag pae dail
AVl (ggise o S sag [+ VT [ AN (sise iy Cum dligine pacy b)) dgag a2e o
Wle 35n9 paay paall Tpmjil) Jod oty (oY) Ll Gint are M ol ey [e.r0/acaal)
:Kendadd by s mits o JEl () €)dgaally cppuiall G

Lad) MUl o¥gy Osall ddjma B3 G Kendadd By Jalaa (1 £)Jsaad)

Lanl) 2alial) &Yy
Kendall's tau_b S5l 4 yea 5))a) Correlation Coefficient -.027-
’ Sig. (2-tailed) .730
N 89

MU ¥y Ao Gl dbpaa oY Llas) AN g3 il aae VA Lkl Aada
Al Jaa ASpEN A

3pas ol Al (Vo)A ciugnS (goline dakli Ay 4d) Ciliag Lo ae daiil) oda i,
e ) Jted) juasal o Aalali V) A8Bally Ol Ly 5 Ol Abjae B3 (e 2y (o (s5iune
G (YYY cthls ¢ aulal) deal Audag dugd Al ADe a5 (ol Liay ) uially (gl
IS 55 (sl oo dbaall = el Apaddl —Oe3ll Jsa Ajadll) a3l Adjaa ] alad) o) @)
il (B (e o) S DAY 1305 L Aaadetl) Sl & sl i) Gt g5
a3 G V1 A Lgian Jaad ) Apaanilly Loy A3l dpsseads Adlall uhll )
caad) Ll oYy e ddyeall 83 cilujles G

atie (oafinall el G Adlas) AN CId @gy8 2as Y ASE) dus il daa Lol <>
e Jabaall Baa — cmll 3l dayd) huriall (a3 Al e AN B (el Alyee 3ol (aley Lak
(Aell Dbl aas = Jaal) Gl€a —3S0

Ot ) Jsaalls ONE WAY ANOVA (sala¥ cplall il alasind o5 dacajill s3a ,LadY

OB
Gl Aijma ) el ol ol Jalas L) (19) s
ANOVA
Sum .
bf Squares df  Jean Square F Si.
Between Groups 8.992 17 529 4.657 .000
Jaall A3y Within Groups 8.064 71 114
Total 17.056 88
Between Groups 21.758 17 1.280 2.897 .001
158l ae Jasdl Cilgin Within Groups 31.365 71 442
Total 53.124 88
Jedl e Between Groups 7.784 17 458 2504 | .004
© Within Groups 12.981 71 183
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Total 20.764 88
Between Groups 54.451 17 3.203 5.936 .000
Apeall cOlelaill aan Within Groups 38.313 71 .540
Total 92.764 88

sl i ol (3ley Lo Al e sy} (o Alma] ANV D (g 2ags 4 el il

il e Dgiall AN (Sise dad ikl Gan GLiaY) land b s3lsll da) Chssdl I g
e By (+0+2) AVA (ine 0 sl lgmsen 45 Sig= (0.000 -0.001 - 0.004 - 0.000)
e Janll i i Laad) llaall (LSD) (@sine G 81 JLidl) L JLas) uls 5 (3l oda
Gria Gl L Wl 0 e SIS placay cpmiall coa 0¥ Dl dugal) cOLlll aaa uiieg 4S54
Gl ilias Tl (ttest) Loa) sldel 5 L 0 e LegliaY s daadl daysy e piSa
3 s ) Jghanly

Glls) g lhausidl & Gol jalas djmd idaad) dapy e s (T-test) las)
Independent Samples Test laal alaic) & Jaall da)s aus duanll 2Ll

Jard) Aoy e s gl ddjra Y Cliaily clawgiall (V1) Joaad)

(\

Group Statistics

Jaall 4550 N Mean Std. Deviation | Std. Error Mean
\ y IS 23 48.8696 4.36207 .90955

gl dd 5yl

sl R b Goie sl 66 43.4697 4.03912 49718

Jandl %JJJQ&S‘%Q‘*}S\ ddjma Bl) ukia Jsa (t-test) JLES (YY) Jeaad

Independent Samples Test

uy‘)ﬂ 2\3‘)34 SJ\J\

Levene's Test for

Equality of Variances t-test for Equality of Means
. Sig. (2- Mean Std. Error
F Sig. t f tailed) Difference Difference
Equal variances assumed .014 .908 5.409 87 .000 5.39987 .99837
Equal variances not 5209 |36.023| .000 | 5.39987 1.03657
assumed

55 sl Ay 51 Jon Al e oDl (3l L duilanl AN 3 (358 dsmgr i il (.4 0)
o ek LS Aleall Bylas aaiad ) Alelal) Zpead) MU il Jos Gl o) LaaDliy - Jaal) dayy kil
c ) s danisie e S Ledawsia o) (V1) Jsaad
Clgie paxia ) s3ilall Go il jolias diyeal :AHEN ga Jeall Cilgie ke s (LSD) Llas(Y
tdsaall 8 LS daed) 43,51 (LSD sl slaie) &5 Jasl
O350 Abjra B3] e Jss Aysnd) Lliall (LSD) Jas) (VA ) dsaad
Al e Jesdl Glgian ke on

Multiple Comparisons LSD

Osaill 4 jea 5ylaiDependent Variable:

A8 e Jad) lsin(1)

A8 e Janl) sin(J)

Mean Difference (I-J)

Std. Error

Sig.

s 0pe B

Slyins ¥ a JBly A 0 S

-3.09091-"

1.12854

.007
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Sy ¥ oya S -6.72222-" 1.11065 .000
T o iy e o L (e B ; 3.09091** 1.12854 .007
Cilgi ¥ e S -3.63131- .95977 .000
¥ e T e A ‘ 6.72222: 1.11065 .000
Cilgin ¥ g Jilg L (e €] 3.63131 .95977 .000

*. The mean difference is significant at the 0.05 level.

e Wilas) dlly oy &glie oty Ul paen Slangio on (3o deas Jeaall e aadls

[¥] oo ST A pe leleles o oiae Al Daaad) Bl 8 mllal ag (+200) AN (g
g (gin EDlg A o lolalad o ome Al dual) MLl A5 gl 5 ¢ ) Aipall B eclsin
diyea B3 55 ol Aulag) i€ Jshl 5aa pelalad o oima cpdll dpml) S} Gl e o)) Sing
— clalblly — 53Vl Cun e leae agDlelad ardy Lo Bl Al gy A5a) B sl
B o () ASA alas BLal Glaal G e el g o latiall ALK — saaal) cilaial)
Janll Clgin el (ghad Ailias) AVS ) (3908 259 i 12y . AS) cliall sda (gal AS)00 dd el

A e

Gbla) g Glangd) 4 Ggdll abas dipal ideall Ole e caua (T-test) Hlas)(Y
Independent Samples Test las) alael &3 Jaall (lSe oo daad) 284l

Jardl GlSa e s Qg Adja B Cild)ai¥ly cillaugiall (14 ) Jgaad)

Group Statistics

dead) (1S N Mean Std. Deviation Std. Error Mean
Oyl A yaa 5l sk Jals 56 42.7500 3.98292 53224
ook s 33 48.4545 3.65796 .63677
Jandl GlSa it s Qal Adjra Bily) aidia Jga (t-test) LLEs) (Y4 ) Jeaad)
Independent Samples Test
Levene's Test for
= Equality of Variances t-test for Equality of Means
= Sig.(2- Std. Error
gw F Sig. t df tailed) Mean Difference | Difference
= Equal variances .004 .950 5.723 87 .000 -5.70455- .84854
3 assumed
Equal variances -6.874 | 71.910 .000 -5.70455 .82991
not assumed

el 55 Sig=0.000, AN (grina ey (<T.VYT) Aislaa (1) Zad o) Gobad) Jsall a Taadls
sl Abpaa 5l Jsn bl de ol (laty L ddlas) s <3 (B9 8 35nsr Jii Jallug (¢4 0) (e
LS (ughyla dlailas mla Alaladl dad) 3Ll wllal o g dll o)) Ly L Jand) e il (gas
cowshol J203 Allad) Jassie e ST lhagie o (14) saall 8 el
paa e ) sailall B dll alias ddjeal 1dpedll cOlabadll aas e aus (LSD) laal(€

Laad) 4yladll ( LSD) laa) slae) & duygl) Dlaladl)
) dnpeal) edlelall ) clidl) 8 el Slasgiall gn Geoill o) (Y))dsaadl e Jaadls

Oe Jily Gale 00 e SN) Wdlly ¢ Gale Yoo e By sale Vov e SSI) Bdlly ((Gple Yoo e
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e WeDlalad iy A Lnadl MU 23 mllal g (+200) AN (g die Tilean) Ay 8y o(csde Vo s
o S LgDlalad cirly ) A 3Ll 338 Ll ¢ oY) Aipall ¢ clpgd gala Y0 0] e S AN
e pedlalad aas (DAL (i) 8 dual) Bl Gilaal oD O e 135 cala¥ e+ e Bl Gsale) v s
EBlalatl) ana 3133 LS 4 Jaadly Lagiipee By agie closled) sy A0 alaaly sl Lad 4S5
Loty laiiall (e agililiiay 38Lall ol dasliag A$H8] Cilaiie (o Cilasheall ,ighy  ag A0 aLaal aly))
ASAN B el Ay Bla) g olad el cathia) Gl 00 e JB Al dgll) cOlalaall 438 Gl 2aaBl
Yol o(+400) oo SI g (+-0ET) AN (s die SiQ Dl adll o Cus Lileaal) Al e cuils

Ol Ayaa Bl (3bess Lo A5l o3 S8 ) o o 2

A gl colalail) aas paiia s O 903l Adjra B e Joa Apaaad) A3laall (LSD) JLaS) ((¥Y)Jgaad)

Multiple Comparisons

LSD

O diya 5)0Dependent Variable:

Mean Difference (I-

Lyeall colalaall ana(l) Apeall colalaill aan(J) %) Std. Error Sig.
Csda Voo e Jils sle 00 e S 57471 94177 543

Osale O+ Cra JB) Osle¥ s v e il Gsile Vo e ST -4.83333-" 98211 .000
Osale Yoo e i -8.40000-" 1.11113 .000

) Osde 04 (e i) -57471- 94177 543

Oe Sy “"L‘ °r oe S Osle¥ s v e Jily Gsale Vo e e €Il -5.40805- 90699 .000
Qe 1 osde T e e g -8.97471-" 1.04532 000

) Osile 04 pa B 4.83333" 98211 .000

O "’.’3“" On S Osle Vv e By Ogle 00 e ST 5.40805" 90699 .000
Qe+ osde T e e gl -3.56667-" 1.08181 001

Osde 01 (e JB) 8.40000° 1.11113 .000

Osle Pov e ST {Gstle Vo v e Jily Osile 04 (e ] 8.97471" 1.04532 .000
Osle¥ v+ e il Gaale Vo v e S 3.56667" 1.08181 .001

*. The mean difference is significant at the 0.05 level.

Adloas) ANYS I3 (g8 39mr i il ALl Lam il Sy paad) duia b by A dam il Ads

5ae = el da ) cilpriall (i3 Al Jae A8 3 Ol B Bloly 3l Lash agie ooainsd) o))y

(Aedl) Ol ans = Jaadl e A5 aa Jalail

Gl Lad agie uaiall o) ddlas) AND 3 (g8 aag Y R Al daa laa) o

-l pa deadl €0 — -S4 o Jalzdl) 320 — L5:(._\,\!\ Al E\_AJA) Ghyriall (g1 ASHal a5

bl i an V) Jsaalls ONE WAY ANOVA (salal) cplal) dalas aladiad &5 laadUd
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O3l ¥y piial ONE WAY ANOVA (gala¥f) culial a3 (YY) Jgand)

ANOVA
Sum of squares df | Mean Square F Sig
Between Groups 3.043 12 .254 1.376 196
Jaall da 50 Within Groups 14.013 76 .184
Total 17.056 88
.| Between Groups 9.849 12 .821 1.441 .166
& el S hin Groups 43.275 76 569
e Total 53.124 88
Between Groups 2.856 12 .238 1.010 448
Jaall e Within Groups 17.908 76 .236
Total 20.764 88
cOlalail) paa Bet.we.en Groups 7.245 12 .604 .537 .884
Within Groups 85.519 76 1.125
AL Total 92.764 88

Nsy Gl Lad Auhall due ol (pn Aflias) ANS @b Gapd 25 Y a3 Jidatl) 3l ol
AN (g dad lS Cun GLadY) Hlan) syl Y] chid) I (g ) i
PR aaedl Al Ji addeg (v 0) ANV (gine (po S) ukiall xaead SiG Assinal

G A agiVsr Bl Led agie oalivad) o)) Gn ddilas] AN G Gy 2ag Y
(Ll bl aas =l ISa — AAN xe Jand) Cilgins —aall da030) il puiiall
DAyl il (v

sl il jload) ekl >

Lahall oo 35500 dad) ML oYy e Og3l) ddyaa 5oy Lilan) AN 3 L0 aag V-

@y cOspll dpre Bl Gl Led duball due o)) Gn ddlaa) AV ) Ggsh a9as—
(Ledll CDlelatl) aas = daad) Gl A58l pa Jaladll 50 = Jeall day) < iiall

G5 o) 3l Vg ey Lad Aubal) die ol G Adlas] AV @b Bgd e Y-
(Lel) CDlelal) ans —aadl (l€e — A58 xa Jard) gt —aall da)3) il

O A5 ae e dala Ally Gpaadl alie o (A Al ML) dule () >
cpushyb dbdlas (8 lgie 58 A (Sug cdblailae US5 o) dles g5 L))
Sindg ol 3l ol lan s ine A,EN st Lulaul Lot Al 3Ll g >

wlostes Lps e Blall iia e aad) ) Bl ae s Gloglens lads ot DA e elld
dead) 4oy Al cabial 5a¥) 1aa OS] a9 Lo Sy Ledling clatiall (e Cilaglaalls ad g3
Ljed el ana dlly 3l s Cus lgre Ol anag A58 e deladl) Glgi sacs
Lyed Ogle 00 0 4Dl J& S e STl @paly S ddlie S

Gl (an @l 4530 o el dijee Hlab Aaldll laugial a8 el >
Slo Jomall ala ity o slaeYly Bl @lily Lopes BlEY) téus (e 5)2Y) sdgy dilaidl)
) Calial duad sl Digglly oanll Jiall dealall 36V 8 @ o Jiamy (Ll by

@ s Lpalssl agally sl pdg e leiSer Lig Sl Ladge AS)a) el Y >
e aall e g Yy clatiall (e agilllie lasl
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riluagill(yy
Ll Al Jrarg 3680 lavial ALISH ALK ey g 5SN ase daadi e Janll >

Al e U L agally Cagll jass (s saV) aie IS dtiants (gl 5 3580 Gu Jualsil)
e ylal) daed ) 55 e duals GlUai and o oy il dajd oy

sty g 3 aale lee Bigliie Sy LN ehl Aalall Gigadl shal e sl >
L) e Jalall 3 2,80 dalsi 28 IS Aallas & Clajihe a3k 38 (A1 5aY) cagilsd) ddpaay
—ul;—&lu)Mbdjﬁuuﬁyjﬁ&ﬂ&gﬁ@ﬁuuM\sﬁsM\ >

Rl s 8 3l (e s Ay cand (Al (3l
:aaball(vA

Lilia Luwlpor andlil] (Godil] (gadn 5 (aiill dyes H 3T (¥ 4 1)yl ¢ il )
A8l daalae Bypdie pe yiwale Al «Ddlel) Cijliaall o die

sled] ale 30 e UL Luaii (Y0 ) ) (Gr9 e 5 (531l X
Vasal) (Canlll Alaa bl duaiilly dadal)  Slis Ao e luswal] dojfainy

daals Clygdie edyguls linhi go = clas/ ale fgalua (Y22 0) aalyl al) ¥
« (e

- Olee caygilly il slia il L/ (Y0 0 A) Gilaas oay (llall €

ApuiCal) el aalad) CoSall ¢ gugndl (Yo 0 1) g als cedle (gl .0

Lpmo Hl) yprt (YoTY ) ath) JanS fuall 2o daal= o aiie auls T
Ol ool LS 8 Gl b i Dl (o dise 2)Y Dliad Dl 2 Gguill lisel (qdnT (S Gaoill
cdpaiivall dealsllf

nals _pudilly JLRY) i las ¥ Jlail] 6 s Ll L (Yo Y)sale ) G335 Y
ol (e

¢ elaell Gldle 5 Jlae Y1 Uayy prall i€ cladls (Yoo ¥)eally)y g A
ORI Y YO saall Galaall o) v Al ¢ alad) SleD Gyl dladl)

Sl b 5 il e §l)y dipmall S ADLS) clalas) (Y« A)glay ¢ Goba A
Bl (dsas daala ¢ jplia ye Cing . oDpudl] sl

Lpnel s Geuill Ly (Ao Gauill diyes 5 3 (%41 9).dusgn € (slie dabald e

(Al y5= parlige Lisga)
Dl Bly N L ((Adas Jie) gusasil] Jpual (Y00 ¥) Gabss iy ¢ oAl Slas AR
Olee casills
bl . Slleelly SlasihinYly awliad :ddjeadl 5 (Yoo A)age and ¢ axd MY
Olas ¢ pilly de Ll

96



Tartous University Journal Eco. & Leg. Sciences Series ¥« ¥4 (¥) sl (1 +) alaal) duigillly Lulai@y) ashall @ ushjh daala dlaa

\ ¥)Ezzabadil,Jamal Hosseini& Saryazdi, Mohammad Dehghani: Impacts of

Knowledge Management on Customers loyalty: System Dynamics Approach
University of Science and Technology (IUST), Tehran, Iran, P.H.D. candidate in
Industrial Engineering, Yazd University, Yazd, Iran,2011

\ ¢ )Hartmann,Patrick & Apaolaza, Vanessa(2007), Managing customer loyalty

in liberalized residential energy markets The impact of energy branding, Energy
Policy vol 35,Spain.

Vv o)Kotler, Philip, Keller,et,al(2006 . marketing management, , Pearson
Education, Paris, 12" edition .

\1)Kotler.philip & Armstrong,Gerry(2005). Marketing Management.6th
edition,McGraw hill printing.

\V )Little,Edward&Ebi Marahdi(2003).Relationship Marketing Management.

THOMSON, London .

Sedemohamad,Fteme & Hosseinfard, (2020) Marketing Mamagement and
Results :case study in Bussiness company ,FARS, European Scientific Journal June,
7881 (Print) e - ISSN 1857-7431.

\ A )Stone ,Merlin.et.al(2004). Customer Insight: How to use data and market
research to get closer to your customer, KOGAN PAGE , London& sterling.VA.

\4) Brenner, Walter,et .al(2003). Knowledge enabled customer relationship
management: integrating customer relationship management and Knowledge
management, Journal of knowledge management, VVol.7, No.5.

¥ +) Nicolas, Carolina Lopez & Castillo ,Francisco Jose Molina-(2008)

Customer Knowledge Management and E-commerce The role of customer perceived
risk. International Journal of Information Management,\Vol 28.

YY) Nodehlal, Alireza & Azamb ,Afarin, (Y« £):Analysis of impact of

Customer Knowledge Management on costomer loyalty (Case study: Tehran private
banks), Master of Arts in Business Management From Islamic Azad University
Qeshm Branch, Indian J .Sci.Res. 7 (1): 394-399..

YY) Pollack .Birgit Leisan.et.al(2007). The Effect Of Relationship Marketing
Instruments Loyalty: the case of customer terminology.Services Marketing
Quarterly,Vol.28,NO.3,Boulevard’ - Nicolas, Carolina Lopez & Castillo ,Francisco

Jose Molina-(2008).Customer Knowledge Management and E-commerce The role of

customer perceived risk. International Journal of Information Management,Vol 28.

Y¥) Ran, Kesavan(2006).Lasting Customer Loyalty :Atotal Customer
Experience approach. journal of consumer marketing,VVol23.No7.

97



e Bonll MUl &Yy Jopad (A Laysds Gonl) Ay 51

@Ml (14
galall duatdd el ASyds Al luiud) Bylatiud
daag dula 4 8fasiadl anll daiall 5/ablia all

a0 A lysag Gl Ajeae B 1 lya dany dlae) @ldlie (e i WSal G A Dlaw) s
Cealall LD ) A58 Al ML) e dimie Ay cosy

i in oS Al A Lgagiat A ALY degena o LaYL oS oSl (g Ball)
sl ¢ gungan ddadyall Al culsall o Cajanll L

Al Jo papm o i 43D clgll b A sla aSiealua g aSiglad dueal oSt a8 3l
(ealad) Gl QaleY V) axdiud oy QB cilgagy sh¥l g Osliu Al cilagheall dali)

(A dalia W) Y L) bl (V) BLE) plag A
;) dialls Aalid) dsulo) claglaal Yol

e pLO dles 51 dS0 el M) da
g ¥ e fSIO Gl ¥ e JBlg 4o e fS1O L e B O A58l aa Jalatl) B0
o ) Lalaall dujles) deandl (<0
........ 425\.;4“ ‘)S.\s;ﬁ. U‘}L‘)‘LCJBO (_)M‘,L‘)LJ;‘JO

(el

(Osde Voo e Bl 00 (e X)) (e Osaleo v (e )

gl O lalaall as
(Ostle Yoo o JSN) (Ol Yo v e iy Osada Vv (e SS)) ) =

thdpl) i ddadipal) cilaglaal) : Ll
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e el ey die Goudl 3 (laill alis (g5l A8 A, gl \
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