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Abstract

The main purpose of the study is to confer to the current practice in three aspects
such as the strategy the hotels that set their core on customer knowledge management and
“serving people” to acquire customer knowledge, the strategy of customer knowledge
sharing and transferring and the strategy of customer knowledge implementing and
applying to make an exploratory study.

The study adopts qualitative research methods by selecting three international
chained hotels that emphasize on customer knowledge and experiences applications as
the objects of interview aiming at the advanced supervisors of the case agency to collect
information by in-depth interview, conclude and finally bring up the conclusion and
suggestions by the content analysis method.

The result of study indicates that on the strategy of the case hotel’s acquiring and
developing customer knowledge, the enterprise has gained customer knowledge mainly
by conversation and the customer knowledge they use is all the opinions in service. On
the strategy of customer knowledge sharing and transferring, the interviewed hotel
applies the internal network, oral pass when shifting, written records and through
department meetings as the ways the internal employees apply in customer knowledge
sharing and transferring; the interaction between the Information Technology department
and each department mainly applies hardware maintenance; each department makes their
own collection and analysis on required information; high-level manager applies the way
of leading by personal example to promote the culture of interaction between the
employees and the customers ; and not particularly in object to manage customer
knowledge management or design a measurement system to stimulate the employees. On
the strategy of implementing and applying customer knowledge, the support of high-level
supervisors, the recognition by the customers, and the information support system with
powerful functions have then become the key factors to the success of customer
knowledge management.

Keywords: customer knowledge management ( CKM ) » acquiring and developing
customer knowledge > customer knowledge sharing and transferring »  implementing
and applying customer knowledge
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