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Currently insurace and its rate of development is recognized as an index for Socio-economic growth.
Considering the nature of Insurance Services, the subject matter of Customer Knowledge Management is of
great effective tools, which can be applicable in this connection. The proposed method is emerged out of
integration of a three-phase problem-solving algorithm (knowing the status quo, determining the causes and
proposing the strategy), corresponding qualitative tools (network analysis model and datistical numerical
tools), and also by taking advantage of reengineering techniques and work processes modeling, based on the
Knowledge Management. Thru the proposed method in this research, first we obtain the necessary indexes
via the theoretical issues related to the subject and then the involved factors in the work process in three
time- phase ( before, during and after control ) are recognized and studied. Then by employing the weighing
techniques, the network analysis of priorities is obtained. That would be accomplished thru the obtained
indexesin the pervious section and with the consideration of the time phases. In this phase the status quo, the
causes and the strategy of the work process from the viewpoint of the human factor related to the subject
(manager, expert and customer) will be analyzed by the help of statistical tools. The next step is the
improvement of processes considering the acquired information and making use of the reengineering
principles in the framework of work processes modeling based on the knowledge management. Thru which
as we improve the work processes phases, the necessary knowledge structure for the execution of required
operation in each phase is also determined and compiled. Accordingly, the work process proper to the
Customer Knowledge Management as well as the related knowledge structure map will be arranged and
presented.

The aforementioned method has been put into operation at the automobile insurance industry, in Tehran.
In the final part of the paper, we will refer to the most crucial outcomes from this fieldwork.

Key words
Customer Knowledge Management (CKM), Knowledge Management (KM), Customer Relationship
Management (CRM), Insurance Industry, Iran, Process Planning
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