443-418 Ja (2018) acus 10 :3323/6 Aaall (CHEEC) saUa®iy) bl aa

(CHEEC) by dialyl) dlaa
1748-2335 . 23,
235X-2588 s,

Y,
K;‘__‘Q_w&,\)”/

chercheur.economique@univ-skikda.dz
https://www.asjp.cerist.dz/en/PresentationRevue/85

ANy 5aLH Blals ¢y gaill A 5
Customer knowledge management as a tool to increase his loyalty

29%) u...um/éi

lel.q.u &m& /é A

sihemmagister@gmail.com yihall cslic jlide b daala!

(ECOFIMA) 5315 2Ll <2LsBY) e

r_necib@yahoo.fr =i dilic jlide ol daala?

(LFIEGE) (sl (ia sailly AaS sall s aulsall Al uia

2018 /04/16:Jsl) syl

2018/01/31 :aMiw¥) s

tpadlal

D ADle Lagla 8 Guganll Al oda Caag
chaindl laad iy H3Gal) 8 84s)) Caypal
N bl e gz 3gad aladid 23 Gl 138 JaY
b Aggin by e slaeVl el Ay
cajind 2852017 (A 1980 (e 2iaall 3y
@sinas b S 35as e et Al
Sy Al mlally kil jled e J<
e AaSall el SOl @lasyly sl
DA s Ll g LS o B Gapall e
@il L) Aas e JSI (gginas by
ol s e oladll dalall cVa s,
Ciyoall e cdainll e t4 salidalf el alst
Al OYalaa dasgl) Hia ¢ il

.C30 «F31 «Q43 :JEL wapia

Abstract:

Regarding to the changes that take place in
business environment nowadays, the
different companies must take care of
knowledge and effectively managing it. The
most important kind of knowledge is the
customer one, which is the most important
companies keys that is used to give
competitive products and services. that’s why
this research to highlight the theoretical
background of CKM by determining the
given concepts, also illustrating its
dimensions and challenges, in addition to
explaining the loyalty customer. The study
came to the truth that CKM is the beneficial
those sides the customer and company as
well. Also it increase his loyalty by
observing his expectations and embodying it
in products and services that satisfied him
and decrease his complaints.
Key words: knowledge, knowledge
management, customer knowledge
management, customer loyalty.
Classification JEL: M31,M19
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