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Abstract

Today, the culmination of the knowledge, innovations and new technologies to create strategic
advantage and the importance of knowledge management in organizations has led to the concept of
knowledge management in organizations. The aim of the present study is to investigate the effect of
knowledge on successful customer relationship management in the municipality of Osku city. To do so,
knowledge management defined based on the theory of "Bahat" in five dimensions inculding,
acquisition, registration, creation, transfer and application of knowledge. The population of the study
were directors and employees of the municipality in the city of Osku. 59 people were chosen based on
Morgansampling table. A questionnaire used for data collection. After that the validity and reliability
were analyzed. The data obtained were classified and summarized using descriptive statistics. To test
the research hypotheses Pearson correlation test was used. The results indicated that the success of
knowledge management and its dimentions have a meaningful impact on customer relationship
management success.

Keywords: Knowledge Management, Customer Relationship Management, Customer Oriented.
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