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Integrating Customer Relationship Management with Customer
Knowledge Management Based on Involvement Theory

Abstract: To explain and analyze the customer knowledge competence and structure, this text clarifys the importance of cus-
tomer knowledge management process, and makes the classification of the customer knowledge manage activity currently. With
customers’ decision- making process in involvement theory, it puts forward a complete " two dimensions mode " integrating the
customer relationship management with customer knowledge management. The enterprises ask for help from that mode, carrying
on the system of CRM availably, obtaining customer’s knowledge in time, and making the enterprise acquire the competitive ad-
vantages and long- term developments.

Key Words: involvement theory; customer knowledge competence; customer knowedge management



