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Abstract

This study aimed to investigate the mediating effect of customer knowledge
management on the relationship between customer orientation, and achieving
competitive priorities in Jordanian commercial banks, while the study sample consist of
165 respondents of directors of 8 of Jordanian Commercial Banks, the researcher has
relied on gathering information and data which are the primary data and secondary data,
it has also been test hypotheses using simple linear regression analysis, multiple
regression analysis, and path analysis. The study found a number of results most
notably as follows:

1. There is a statistically significant effect of customer orientation on the customer
knowledge management (knowledge acquisition, knowledge dissemination, knowledge
sharing, and application of knowledge) in the Jordanian Commercial Banks, at level of
significance (0<0.05).

2. There is a statistically significant effect of customer orientation on achieving
competitive priorities (responsiveness, speed, quality, flexibility, and cost-effectiveness)
in Jordanian Commercial Banks, at level of significance (a<0.05).

3. There is a statistically significant effect of the combined customer knowledge
management (knowledge acquisition, knowledge dissemination, knowledge sharing,
and application of knowledge) on achieving competitive priorities in Jordanian
Commercial Banks, at level of significance (a<0.05).

4. There is a statistically significant mediating effect of customer knowledge
management on the relationship between customer orientation and achieving
competitive priorities in Jordanian Commercial Banks, at the level of significance
(0<0.05).

In light of the findings of the study , the researcher presented a set of recommendations
including: work on adopting the entrance of customers orientation has clear impact in
achieving competitive priorities in the Jordanian commercial banks , and recommended
that the Jordanian commercial banks focus on periodic studies to identify the obstacles
related to customer knowledge management, and their impact in enhancing the
relationship between customer orientation and achieve competitive priorities in the
Jordanian commercial banks.

Keywords: Customer Knowledge Management, Customer Orientation, Competitive
Preiorities, Jordanian Commercial Banks.
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