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Abstract: With the increasingly intense competition, a new type of alliances and networks—customers network is playing a more and more
important role in providing strategic support for effective customer relationship management. This paper makes a systematic study of the evolving
role of customers and classifies the knowledge activities in customer networks based on knowledge acquisition and leverage. Then more attention
is paid to the identification of the key factors influencing the effectiveness of knowledge transfer in customer networks and an integrated knowl-

edge management model in customer networks is developed finally.
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