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Attributes and Management Tactics of Customer Knowledge
Networks Based on Node Participation

Zhang Ruoyong, Xu Dongliang
(School of Management, Lanzhou University, Lanzhou 730000, China)

Abstract ; Customers and employees are the two types of node constituting of customer knowledge network, and the degree
to which they participate in the customer knowledge network is vital. This paper, from the perspective of node participa-
tion, analyzed the elements and category attributes of customer knowledge network, studied the knowledge network at-
tributes of service firms, and then proposes an IMEP spiral model to manage customer knowledge network, composed of
four stages: identification, measurement, evaluation and promotion. In practice, this paper will contribute to Chinese
service enterprises to more effectively utilize customer knowledge and to improve their service innovation capabilities.

Key Words: Service Interaction; Node Participation; Customer Knowledge; Customer Knowledge Network; IMEP Model



