
Contents

1 Introduction 1
1.1 Preface 1
1.2 Research Problem 1
1.3 Research Objective 3
1.4 Structure of the Book 4
1.5 From KM to CRM: 'PKMA', '5-Step

CDLS', 'CRI-C and 'SIS' 5
1.5.1 Pyramid of Knowledge

Management Awareness (PKMA) 6
1.5.2 5-Step Customer Data Life Spiral

(5-StepCDLS) 7
1.5.3 Customer Relationship

Improvement Cycle (CRI-C) 8
1.5.4 Sensitization - Improvement -

Sharing (SIS) 10

2 Small and Medium-Sized Enterprises 11
2.1 Preface 11
2.2 Nature and Importance of SMEs in Europe . . . . 11
2.3 SMEs in Germany 13
2.4 NEWCO International GmbH 14
2.5 Difficulties and Competition Factors of SMEs . . 15
2.6 Summary 18

3 Knowledge Management 19
3.1 Preface 19

Bibliografische Informationen
http://d-nb.info/1006645292

digitalisiert durch

http://d-nb.info/1006645292


via Contents

3.2 Definition and Types of 'Knowledge' 19
3.2.1 Internal vs. External Knowledge 20
3.2.2 Theoretical vs. Practical Knowledge . . . . 20
3.2.3 Individual vs. Collective Knowledge . . . 21
3.2.4 Tacit vs. Explicit Knowledge 22

3.3 Concepts of and Approaches to
'Knowledge Management' 22
3.3.1 'The SECI Model' by Nonaka/Takeuchi. . 23
3.3.2 'Munich Knowledge Management

Model' by Reinmann-Rothmeier 27
3.4 Summary 31

4 Knowledge Transfer and Sharing 33
4.1 Preface 33
4.2 Complexity of Knowledge Sharing 33
4.3 Best Practice Transfer Model by Szulanski . . . . 34
4.4 Barriers to Knowledge Exchange 36
4.5 The Concept of Ba 38
4.6 The Learning Organization 41
4.7 Summary 43

5 Customer Relationship - Customer Knowledge . . . 45
5.1 Preface 45
5.2 Customer Relationship Management 45
5.3 Customer Knowledge Management 47

5.3.1 Types of Customer Knowledge 48
5.3.2 Further Differentiations of

Customer-Oriented Knowledge 50
5.3.3 Benefits for Organizations

Through Integration of Customer
Knowledge 52

5.3.4 Benefits for Customers Through
Knowledge Cooperation with
Organizations 54

5.4 Summary 56

6 Practical Investigation 57
6.1 Preface 57
6.2 Research Methodology 58
6.3 Research Design 58



Contents ix

6.4 Theoretical Approaches of the Case Study . . . . 60
6.5 Results of the Survey 69

6.5.1 Knowledge and Customer
Relationship - Administrative Area . . . . 70

6.5.2 Knowledge and Customer
Relationship - Operational Area 71

6.5.3 Knowledge - Administrative
Area vs. Operational Area 72

6.5.4 Customer Relationship -
Administrative Area vs.
Operational Area 74

6.5.5 Knowledge and Customer
Relationship - Administrative
Area vs. Operational Area 75

6.6 Summary 77

7 Critical Debate 79
7.1 Preface 79
7.2 Discussion of the Results 79

7.2.1 Question 1 80
7.2.2 Question 2 81
7.2.3 Question 3 81
7.2.4 Question 4 82
7.2.5 Question 5 82
7.2.6 Question 6 83
7.2.7 Question 7 84
7.2.8 Question 8 85
7.2.9 Question 9 86
7.2.10 Question 10 86
7.2.11 Question 11 87
7.2.12 Question 12 88
7.2.13 Question 13 88
7.2.14 Question 14 89
7.2.15 Question 15 90
7.2.16 Question 16 91

7.3 Recommendations Resulting
from the Case Study 92

7.4 Critical Analysis 96
7.5 Summary 100



x Contents

8 Conclusion 103
8.1 Theoretical/Practical Summary 103
8.2 Recommendation 106
8.3 Future Research Direction 107

9 Appendix 109

References 131

Index 139


