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ABSTRACT

The Effect of Customer Knowledge Management and New Services
Development on Marketing Performance of Iragi Commerical Banks

Prepared by
Osama Sameer AL-Shekhly

Supervisor

Dr.
Laith Salman Al-Rubaie
This study aimed to investigate the Effect of Customer Knowledge Management
and New Services Development on Iraqi Marketing Performance of Iragi Commerical
Banks.

In order to achieve the objectives of the study, the researcher designed a

questionnaire consisting of (39) paragraphs to gather the primary information from the

study sample which consisted of (81) individuals. The statistical package for social
sciences (SPSS) and Statistica were used to analyze and examine the study hypotheses.
The researcher used many statistical methods to achieve study objectives, such as simple,
multi regression and Canonical Correlation. The main conclusions of the study were:

1. There was a significant effect of Customer Knowledge Management on Marketing
Performance of Iragi Commerical Banks (Profitability; Market Share & Customer Retention)

at level (0.05).



2. There was a significant effect of New Services Development on Marketing Performance
of Iragi Commerical Banks (Profitability; Market Share & Customer Retention) at level
(0.05).
3. There was a significant effect of Customer Knowledge Management on New Services
Development of Iragi Commerical Banks at level (0.05).
4. There was a significant Collective effect of Customer Knowledge Management and
New Services Development on Marketing Performance of Iragi Commerical Banks
(Profitability; Market Share & Customer Retention) at level (0.05).
5. There was a significant Collective effect of Customer Knowledge Management and
New Services Development on Profitability of Iragi Commerical Banks at level (0.05).
6. There was a significant Collective effect of Customer Knowledge Management and
New Services Development on Market Share of Iragi Commerical Banks at level (0.05).
7. There was a significant Collective effect of Customer Knowledge Management and
New Services Development on Customer Retention of Iragi Commerical Banks at level
(0.05).

The main recommendations of the study were:
1. Building a base to knowledge customers using computer systems, information
technology and linking staff to a single network can through it exchange information and
experiences, and work to update the knowledge base continuously.
2. Establishment Customer Knowledge department shall carry out the knowledge needed
of the customer (knowledge about customers) and from customers (knowledge from

customers).
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Source: Ton Su Chao, Chen Yung-Hsin, Sha D.Y. ,(2005), “Linking Innovative Product
Development with Customer knowledge: A data- Mining Approach”, Technovation, Vol.26: 4.
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Source: Bowers, M.R. (1989), “Developing new services: improving the process makes it better”,

Journal of Services Marketing, Vol. 3, No.1: 15-20.
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