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Abstract

With the coming of knowledge-based economy, the enterprises
change their way of value creation from managing ‘“tangible assets” to
“intangible assets.” Currently, there aren’t many researches concerning
customer knowledge management which is certainly the weakest part in
knowledge management. Since most managers are only concerned about
collecting customer information or setting a database of customer, but ignore
the importance of analyzing customer information.

Since franchise is one of the industries tending to use knowledge
management with advanced digital database, it is selected as the research
object in order to discuss the differences and the effects of different
customer knowledge managements by choosing 614 chain stores as the
testing samples. The results of the research are displayed as below:

1. In the respect of individual characteristics, there are distinct
differences on the process of customer knowledge management
because of different age and seniority. Otherwise, in the respect of
enterprise characteristics, the marketing strategy and the market

orientation are obvious different because of different operation
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year.

2. Except the strategy of determining price has no significant
relationship with other dimensions, customer knowledge
management, market orientation, marketing strategy and
marketing performance all have the significant correlations with
each other.

3. Based on the result of analyzing the relation between customer
knowledge management, market orientation, marketing strategy
and marketing performance, customer knowledge management
has the significant positive influence on the others; market
orientation has the significant positive influence on marketing
strategy and marketing performance as well. Also, marketing

strategy has a significant influence on marketing performance.

Keywords : Customer Knowledge Management, Market Orientation,
Marketing Strategies, Marketing Performance, Franchise
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