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ABSTRACT

Customer Knowledge Management (CKM) is derived from the knowledge management
concept, which can be applied by organizations strategies to satisfy their customers’
needs and wants. The di ions of ¢ knowledge are developed
from the knowledge flow perspectives such as knowledge for customers, knowledge
about customers and knowledge from customers. In this manner, CKM refers to the
management of knowledge for customers, knowledge about customers and knowledge
from customers to improve organizational performance. This study examined the effects
of CKM dimensions in influencing organizational performance in insurance industry in
Malaysia. This study also investigated the influence of moderating effects of market and
technology turbulence in the relationship between knowledge sharing and organizational
performance and between CKM and organizational performance. This study also
examined the mediating effects of knowledge sharing in the relationship between CKM
and organizational performance. A total of 180 managers from various insurance
companies in Malaysia are involved in this study by voluntarily completing the survey
questionnaires. A series of statistical analyses were applied including descriptive
analysis, factor analysis, reliability analysis, correlation analysis and multiple regressions
analysis using the SPSS software. The finding of this study contributed to advance
understanding of CKM and organizational performance in a number of important ways.
First, the results of the study indicate support for the relationship between CKM
dimensions and organizational performance. Knowledge for customers, knowledge about
customers and knowledge from customers were found to have significant influences on
organizational performance. Second, the results reveal that CKM dimensions have
significant influence on knowledge sharing. With regard to the relationship between
knowledge sharing and organizational performance, the results show that knowledge
sharing was found to be significantly associated with organizational performance.
Furthermore, the results also indicate that knowledge sharing as a mediator significantly
mediated the relationship between CKM and organizational performance. Looking at the
derating effect of technology turbulence, the results show that technology turbulence
significantly moderated the relationship between knowledge sharing and organizational
performance. In contrast, market turbulence did not moderate the relationship between
knowledge sharing and organizational performance. Finally, regarding the moderating
effect of market turbulence on the relationship between CKM dimensions and
organizational performance, the study revealed that market turbulence did not moderate
the relationship between CKM and organizational performance. Furthermore, technology
turbulence also did not moderate the relationship between CKM dimensions and
organizational performance. The findings of this study contribute to knowledge
management and marketing literature by adding new empirical evidence on the
relationship between CKM, organizational performance, knowledge sharing, market and
technology turbulence. In terms of managerial implications, the findings help insurance
companies in organizing CKM dimensions, particularly in strategizing, marketing,
decision making and positioning themselves in the insurance industry.
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CHAPTER ONE
INTRODUCTION

1.1  BACKGROUND OF THE STUDY

In the development of globalization and coordination of banks, insurance and
security enterprise, the insurance industry has been facing tremendous competitive
pressure. Since Malaysia has entered into knowledge-based economy, many insurance
companies have responded by leveraging heavily on their information and
communications technology (ICT). According to Haemala and Bala (2008), and Guan
(2013), the insurance sector plays a crucial role in enhancing the economic growth of a
country.

Insurance industry in Malaysia is becoming increasingly important especially in
the era of market globalization. Indeed, insurance is a product that is increasingly
required in a person's life mainly due to the economic uncertainty and the change of
lifestyle. Nowadays, the insurance industry has grown rapidly because of the competition
in the market. Therefore, every company needs to be more innovative and aggressive to
ensure competitive advantage in the market that can improve its performance. In relation
to this, the insurance industry can be seen as a thriving sector, with the growing demand
and the increase in the consumer awareness on businesses and individual risks. Referring
to the statistics by Life Insurance Association of Malaysia (LIAM), the Malaysian
population covered by various life insurance policies show an increase of eight per cent
from figures in 2011 at RM946 billion. As at December 2012, the figure increased to
chart the amount of RM1.02 trillion sum insured in the form of various life policies.

The insurance industry has grown in line with country economic development to
meet the more knowledgable people at this time (Guan, 2013). Therefore, the insurance
companies have learned to develop their knowledge assets in their effort to improve the
insurance industry in Malaysia. The emerging fluctuation of the Malaysian insurance and
investment market has also directly incorporated the idea of using knowledge and

information as sources of differentiation strategy. According to Huang and Lai (2010), in
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