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Abstract

In today's market and dynamic economy, attention to knowledge is crucial for competing with other
competitors. Customer attention is also needed to succeed and achieve the goals of the organization.
With regard to the move of banks towards customer-centric banking, the issue of customer knowledge
management becomes more important. By assessing the status of customer knowledge management,
identifying the opportunities created can create solid relationships with customers. In this research, we
tried to evaluate the subject of customer knowledge management at the Resale Bank of Zahedan City in
terms of management, staff and customers of this bank. A questionnaire was distributed among 91
managers, employees and customers of this bank. Then, using the Fuzzy Analytical Hierarchy Process
(FAHP), the indicators were ranked in the questionnaire. By determining the weight and average of each
sub-criterion using SPSS-20 software, the customer-orientation criteria were ranked as the best criteria
and knowledge for customer’s criteria is the lowest position. The bank's customer knowledge
management situation was relatively good. At the end, suggestions such as awareness of the taste and
customers' needs for improving the status of customer knowledge management were presented at the
bank.

Keywords
customer knowledge management, Resalat Bank, Fuzzy Analytical Hierarchy Process, Prioritizing criteria



