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Abstract

Knowledge administration (KM) has emerged as a pivotal strategy for organizations to
augment their competitive edge and fulfil customer expectations in the present knowledge-
intensive economy. This investigation aims to assess the efficacy of knowledge
administration in enhancing customer contentment. The study employs a blended
methodology, amalgamating quantitative scrutiny of customer contentment surveys and
qualitative interviews with key stakeholders. This analysis encompasses the assemblage and
examination of customer contentment data, focusing on variables such as product/service
quality, responsiveness, and comprehensive customer experience. The qualitative interviews
endeavour to procure insights into how knowledge administration practices, encompassing
knowledge sharing, collaboration, and organizational learning, influence customer
contentment. Preliminary findings allude to a positive correlation between efficient
knowledge administration and customer contentment. Organizations that adeptly administer
their knowledge assets, foster knowledge sharing, and cultivate a culture of learning
demonstrate elevated levels of customer contentment. Furthermore, knowledge
administration practices contribute to ameliorated product/service quality, swifter issue

resolution, and enhanced customer support.

Keywords: Knowledge Management, Customer Relation, Organisational Learning, Influence

of Customers.

Introduction

Knowledge Management (KM), known as the cornerstone of effective customer relations,
embodies a fundamental element in fostering fruitful connections. According to Udo, Bagchi,
and Kirs (2010), encouraged to embrace the art of gathering and dissecting customer
information to extract valuable insights. However, unwavering focus and the continuous

updating of customer information stand as pivotal factors for sustained triumph. When a
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company places the utmost importance on acquiring candid and crucial customer data, much
like Netflix's approach, it garners a competitive advantage that propels it ahead of its rivals.

These skills play an indispensable role in countless businesses and large corporations.

Hussain, Konar, and Ali (2016) highly qualified employees demands substantial investment.
A sound strategy for enterprises is to identify, nurture, and cultivate individuals who already
possess invaluable knowledge. Knowledge stands as a highly prized asset, as evidenced by
the estimation that 74% of organizations believe that effective knowledge management
practices boost company productivity by 10-40%. Astonishingly, subpar knowledge-sharing
practices inflict a staggering annual cost of approximately $31.5 billion upon Fortune 500
companies. Knowledge Management encompasses a vast array of tools, procedures, methods,
practices, and desired behaviors aimed at heightening organizational productivity. It
advocates for an integrated approach to pinpointing, capturing, evaluating, retrieving, and
disseminating an enterprise's information assets. These assets encompass databases,
protocols, documents, policies, as well as previously uncharted expertise and experiences
possessed by individual workers. For organizations, Knowledge Management takes the form
of Knowledge-Driven Business Management, wherein methods of knowledge sharing

facilitate learning and innovation across the entire organization.

While Knowledge Management often revolves around the act of capturing knowledge, it is
equally crucial to convey it in a manner that enthralls and engages, all while preserving its
emotional and contextual essence. One approach bolstering the internal utilization of
multimedia and harnessing the social media platforms to foster enriching conversations and
connections. Moreover, Knowledge Management is intertwined with culture, behavior, and
work practices. Leaders encounter the need to overcome a "not invented here" mindset, thus
creating a safe environment that encourages employees to openly share both their triumphs
and setbacks. Knowledge Management encompasses all these facets: processes, behaviors,
learning, technologies, and networks.

According to Ferraris, Mazzoleni, Devalle, and Couturier (2019) remains an ever-evolving
discipline that continues to captivate interest and command attention. Knowledge
Management emerges as a pivotal driver in forging effective customer relations and
achieving organizational triumph. By harnessing the power of customer information,

businesses gain a cutting-edge advantage, adroitly adapting to the ebb and flow of the market
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while identifying nascent opportunities. Furthermore, investing and nurturing the knowledge
by employees contributes to productivity and organizational performance. As organizations
continually evolve, Knowledge Management remains an indispensable discipline that
empowers them to thrive in the face of challenges, fuel innovation, and drive growth.

Literature Review

According to Wang and Yu (2017), undeniable impact of knowledge management on
elevating customer satisfaction cannot be overstated. By harnessing the collective wisdom
inherent within an entire organization, employees are empowered to enhance the decision-
making process, ultimately benefiting the esteemed clientele. Access to a vast spectrum of
insights and diverse experiences through enterprise collaboration tools assumes a pivotal role
in this noble endeavor. When it comes to decision-making, customer satisfaction should

invariably reign as concern.

With the implementation of knowledge management practices, organizations tap into a
veritable treasure trove of wisdom and expertise residing within the multifaceted individuals
comprising the company's workforce. Seidler- de Alwis and Hartmann (2008) invaluable
resource allows decision-makers to delve into an array of distinct viewpoints, discerning
judgments, and rich experiences, thereby fostering a more comprehensive and enlightened
decision-making process. The utilization of enterprise collaboration tools augments this
transformative journey. By enabling employees to peruse a myriad of opinions, profound
insights, and multifaceted perspectives from various teams and departments, these tools serve
as catalysts for cross-functional collaboration. By incorporating a wide array of perspectives,
decision-makers can gain access to a cornucopia of fresh and innovative viewpoints that
might otherwise have eluded their discerning gaze. This can culminate in decision outcomes
that are elevated to new heights, directly impacting and profoundly enhancing customer

satisfaction.

Lin, (2007) effective knowledge management actively promotes the sharing of best practices
and invaluable lessons learned. By diligently documenting and disseminating knowledge
throughout the organizational fabric, employees can glean invaluable wisdom from past

experiences and sidestep the perils of repeating avoidable mistakes. This proactive approach
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inevitably contributes to the cultivation of better decision-making acumen, which in turn
permeates every facet of the organization, leading to a tangible elevation in customer

satisfaction."

Knowledge Management assumes a paramount role in augmenting customer contentment
through the stimulation of ingenuity and facilitation of transformative shifts within
organizations. It acts as a catalyst of ideas, fostering collaboration, and granting access to
cutting-edge information. By harnessing the practices of knowledge management, enterprises
can adeptly fulfill the ever-evolving requirements of their clientele, resulting in amplified
satisfaction and unwavering loyalty. Park & Kim, (2015) nurturing environment for
innovation flourishes when notions are openly exchanged and collaborative endeavors are
nurtured. Knowledge management empowers employees to contribute their distinctive
perspectives, encounters, and expertise, thereby engendering a bountiful reserve of ideas that
propel innovation forward. Through the effective utilization of this collective wisdom,
organizations can forge inventive products, services, and solutions that directly target

customer grievances and surpass their expectations.

Moreover, knowledge management serves as a facilitator for transformative cultural shifts
within organizations. It fosters a mindset of ceaseless learning, adaptability, and receptivity to
novel concepts. As employees engage in the dissemination of knowledge and collaborative
efforts, they become more amenable to change and embrace fresh approaches. This cultural
metamorphosis empowers organizations to remain nimble and responsive to customer
demands, cultivating an environment that consistently delivers customer satisfaction. Donate
& de Pablo, (2015) implementing this, businesses ensure that the most up-to-date information
and insights are readily accessible to employees, equipping them with the necessary tools to
make well-informed decisions and deliver exceptional customer service. This unfettered
access to current knowledge empowers employees to comprehend customer preferences,

anticipate their needs, and provide personalized experiences that fuel customer contentment.

Repetitive tasks evoke a universal disdain. It is an unfortunate verity that individuals
frequently find themselves entangled in redundant endeavors, propelled by a multitude of
factors. However, astute recognition and active evasion of such duplication of effort can yield
substantial advantages, encompassing temporal and monetary savings, heightened employee

motivation, and a streamlined workflow. By abstaining from reinventing the wheel,
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individuals can allocate their invaluable time to more pioneering pursuits. The crux of
evading redundant effort lies in efficiency. When tasks are needlessly replicated, precious

time is squandered, impeding progress and constricting productivity.

By discerning instances where duplication of effort is likely to transpire, individuals can
proactively devise strategies to circumvent such predicaments. This may entail fostering
effective communication and collaboration within teams, implementing standardized
processes and protocols, or leveraging pre-existing resources and tools. The benefits of
circumventing redundant effort transcend mere time conservation. Financial resources are
conserved as superfluous duplication is eradicated, enabling organizations to allocate funds
toward more strategic initiatives. Furthermore, employees experience heightened motivation
and engagement when their endeavours are channelled towards meaningful and innovative
pursuits. This, in turn, cultivates a positive work environment and fosters professional
growth.

In the realm of maturing industries and escalating competition, the imperative to discover
fresh avenues for growth arises. Fortunately, a formidable instrument exists to invigorate
innovation and propel progress: knowledge management. By fostering the efficacious
exchange of knowledge, encouraging collaboration, and facilitating swift information
dissemination, organizations can unlock the potential for growth while reaping myriad other
advantageous outcomes. At its essence, knowledge management entails the capture,
organization, and dissemination of invaluable information and expertise within an
organization. By establishing robust mechanisms for sharing knowledge, companies can tap
into the collective intellect of their employees, enabling them to collaborate more
harmoniously and generate ingenious ideas. This leads to the creation of original products,

services, and processes company from its competitors and unveil novel streams of revenue.

Furthermore, knowledge management fuels a perpetual cycle of learning and improvement.
Through analysis of data and insights, organizations identify areas of proficiency and
deficiency, empowering them to make well-informed decisions and optimize operations. This
process of learning and adaptation of innovation where employees are encouraged to

periment, embrace risk, and explore uncharted possibilities.
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Moreover, effective knowledge management augments organizational agility and
responsiveness. By maintaining a centralized repository of information, employees can
swiftly access crucial knowledge, make informed choices, and promptly respond to the
dynamics of the market. This indispensable in today's fast-paced business environment where

maintaining a competitive edge is vital for survival.

Competency management stands as a foundational pillar within the contemporary strategic
HR framework, encompassing a comprehensive analysis of an organization's objectives to
discern and delineate the indispensable knowledge, skills, and attitudes required by its
workforce. Essentially, its purpose lies in ascertaining the precise proficiencies individuals

must uphold or augment to effectively pursue and achieve the organization's aspirations.

Through meticulous evaluation of the impact of the knowledge system on customer
satisfaction, businesses gain enhanced insights into how their internal processes contribute to
meeting the needs and expectations of their clients. This evaluation of effectiveness of
diverse knowledge management practices, including the capture, organization, and
dissemination of knowledge within the organization. By optimizing these processes,
organizations can elevate their capacity to deliver top-notch products or services that align
with the discerning requirements of their customers, ultimately fostering a heightened sense
of satisfaction among them. Competency management encompasses a broad spectrum of
activities, encompassing the identification, assessment, development, and measurement of
competencies. Initially, organizations must identify the fundamental proficiencies crucial for
achieving their strategic objectives. This necessitates a thorough analysis of the roles and
responsibilities within the organization, as well as the skills and knowledge necessary to
perform them with utmost efficacy. Once identified, competencies are subjected to
assessment to determine the existing levels of proficiency within the workforce. This

assessment aids in identifying skill gaps and informs targeted development initiatives.

OBJECTIVE
1. To evaluate the effectiveness of knowledge management in enhancing customer

satisfaction

METHODOLOGY

3978



JOURNAL OF CRITICAL REVIEWS

ISSN-2394-5125 VOL 07, ISSUE 08, 2020

The research is conducted to know the effectiveness of knowledge management in enhancing
customer satisfaction. The primary data is collected with the help of a survey using structured
questionnaire and random sampling method. The data was analysed and evaluated using
mean to get the results.

Findings

Table 1 Effectiveness of knowledge management in enhancing customer satisfaction

Mean

S. No. Statements
Value
1. Continuous updating of customer information 4.14

5 Through analysis of data and insights, organizations identify areas of 363
" | proficiency and deficiency '

By maintaining a centralized repository of information, employees can
3. swiftly access crucial knowledge and promptly respond to the dynamics | 4.41

of the market.

4. Continuous monitoring of customer satisfaction score 4.32

. Knowledge management helps in making automated customer service 343
' bots self-reliant and equipped with relevant data '

6 Knowledge management helps improve conversions, as customers can 351
' decide what they want '

. KM delivers data that helps set strategies that could improve customer 496
" | interactions '

Table above is showing effectiveness of knowledge management in enhancing customer
satisfaction. It is found that by maintaining a centralized repository of information,
employees can swiftly access crucial knowledge and promptly respond to the dynamics of the
market with mean value 4.41, continuous monitoring of customer satisfaction score with
mean value 4.32 and KM delivers data that helps set strategies that could improve customer
interactions with mean value 4.26. The respondent says that continuous updating of customer
information with mean value 4.14, through analysis of data and insights, organizations
identify areas of proficiency and deficiency with mean value 3.68, knowledge management

helps improve conversions, as customers can decide what they want with mean value 3.51

3979



JOURNAL OF CRITICAL REVIEWS

ISSN-2394-5125 VOL 07, ISSUE 08, 2020

and Knowledge management helps in making automated customer service bots self-reliant

and equipped with relevant data with mean value 3.43.

Conclusion

Assessing the efficacy of knowledge management in augmenting customer contentment
represents a pivotal endeavor for organizations striving to maintain competitiveness within
the ever-evolving business milieu. By appraising the impact of knowledge management
practices on customer satisfaction, enterprises can make well-informed choices and
implement targeted strategies to better cater to their clientele. This evaluation process enables
organizations to glean invaluable insights into the efficacy of their knowledge management
systems in capturing, organizing, and disseminating information. By comprehending the
strengths and weaknesses of their knowledge management practices, companies can pinpoint
areas necessitating improvement and effect necessary changes. These adjustments may
encompass the adoption of cutting-edge technologies, streamlining communication channels,

or offering training and developmental opportunities for employees.

An effective knowledge management system ensures that employees possess access to
precise and pertinent information, empowering them to deliver exceptional customer
experiences. By leveraging the knowledge and expertise inherent within the organization,
enterprises can promptly and efficiently address customer requirements and expectations.
Furthermore, the assessment of knowledge management's efficacy in enhancing customer
satisfaction assists organizations in identifying any voids or hindrances in their knowledge-
sharing processes. Through addressing these gaps, companies can foster collaboration and
facilitate the smooth flow of information, resulting in an elevated level of customer
satisfaction. Moreover, it fosters a culture of perpetual learning and improvement within the

organizational framework.

Ultimately, the ongoing evaluation of knowledge management's impact on customer
satisfaction necessitates commitment and adaptability. By aligning knowledge management
practices with customer-centric objectives, organizations can heighten customer contentment,
cultivate loyalty, and gain a competitive advantage in the marketplace. Through regular

evaluation and refinement, companies can ensure the continued -effectiveness and
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responsiveness of their knowledge management practices, attuned to the ever-changing needs

and expectations of their customers."
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