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Abstract

The objective of this paper was to design a model of the impact of customer knowledge on corporation performance and
analogy with performance aspects based on the Balanced Scorecard framework in IT security companies. For this purpose,
IT industry security experts were interviewed based on the grounded theory approach. The model of the effect of customer
knowledge on the performance of the organization by open, axial, and selective coding with a paradigmatic approach was
drawn and the components of this model were compared with the balanced scorecard model. The results of this study, in
addition to presenting the model of the effect of customer knowledge on the corporation performance aspects, showed that
customer knowledge affected all four aspects of financial performance, customer, internal processes, and growth and
learning based on the BSC model. This study also showed that in order to influence performance by customer knowledge,
knowledge maturity and customer knowledge maturity are needed. According to research results, IT security companies can
improve the financial performance index in addition to improving performance indicators by creating and developing
customer knowledge management. This article is one of the first studies regarding the impact of customer knowledge on the
performance of corporations in the four perspectives of the BSC model that thoroughly shows the effect of customer
knowledge on the performance of the corporation.

Keywords: Customer Knowledge, Corporation Performance, IT Security, Grounded Theory, Balanced Scorecard.
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