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Abstract

In the era of knowledge economy, if enterprises want to provide
better service for customers and obtain more lasting competitive
advantage, they must manage and use customer knowledge resources well.
Customer knowledge can be roughly divided into three categories, that is,
knowledge needed by customers, knowledge about customers and
knowledge from customers. Therefore, the process of customer
knowledge management mainly includes the acquisition, collation,
analysis, sharing, storage, application and innovation of customer
knowledge. As a company specialized in providing human resource
outsourcing services for customers, the mastery, analysis and innovation
of customer knowledge are directly related to the company's service level,
customers' satisfaction with the company's services and their willingness
to continue cooperation, More and more attention has been paid to the
current situation of knowledge management in human resource
companies.

This paper first analyzes the current situation of economic and social
development and the significance of implementing customer knowledge
management in enterprises, expounds the background of topic selection,
research significance and current research status at home and abroad, and
introduces the concepts and theoretical basis of customer knowledge,
knowledge management, customer relationship management and
customer knowledge management. Then, it introduces the basic situation
of Gansu Anbo human resource service company and the current situation
of customer knowledge management. Then, the paper introduces SECI
model, subject analysis model and maturity analysis model, and
constructs the maturity analysis model of customer knowledge

management for Ambo company on the basis of actual adjustment and
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optimization, lists the rules and results of data statistics and analysis, and
determines that the current level of customer knowledge management of
Ambo company is at the "standard level”, On this basis, the paper
introduces the relevant data into the quadrant, analyzes and points out the
weak links and existing problems of Anbo company to improve the level
of customer knowledge management to a higher level of "collaboration
level”. Finally, according to the previous series of analysis and research
results, this paper puts forward four customer knowledge management
optimization strategies to Ambo company, including optimizing staff
incentive management and control methods, optimizing communication
and sharing mechanism, optimizing staff skills training methods, and
optimizing the application of modern information technology, and states

the research conclusions and future prospects.

Keywords: Human resource service enterprises; Customer knowledge

management; Optimization
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