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Exploring the Effect of customers’ perception
toward company’s efforts to transact knowledge
with customers on Word of Mouth

Mohammad Moradi*, Gholamhosein Mehralian**

Abstract
Objective: The purpose of the current study is to explore
the relationship between customers’ perception of the
company’s performance in the field of customer
knowledge management process and word of mouth,
considering the mediating role of customer loyalty.
Methodology: The statistical population of this study
includes customers of Iranian private banks located in Tehran
and the statistical sample includes 384 customers. Also in
order to analysis the gathered data, Smart-PLS software
have been used.
Findings: The results indicate that, customers’ positive
perception of company’s knowledge management efforts
has a positive and significant influence on customer
willingness to spread positive words.
Conclusion: As customer loyalty mediate the relationship
between customer knowledge management and Word of
mouth, customer knowledge management could be a
useful tool for organizations to improve customer loyalty
and consequently increase customer’s word of mouth.
Key words: customer knowledge management;
perception of customer knowledge management;
word-of-mouth.
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