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Summary:

The study aims to identify the impact between managing customer
knowledge and developing the quality of banking services in a sample of
banks in the state of Ghardaia. Banking, and the study concluded with a set
of results recommending the interest of banks in conducting training
courses for employees that enable them to increase their efticiency, and also
work to improve the quality of services and products provided. The study
also recommended working on the psychological and behavioral side of the

customer, making him feel the value of the bank, and always working to

satisfy him and fulfill his desires.

Keywords:

Customer knowledge management, quality of banking services,
quality, customer, knowledge of the customer, knowledge about the

customer,
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Correlations

JsY aadl) SN ) Gl aadl &l 2l JsY o) Jane

Js¥) an) Pearson Correlation 1 ,556™ ,459” ,367" ,749”

Sig. (2-tailed) ,000 ,000 ,001 ,000

N 78 78 78 78 78

Gl el Pearson Correlation ,556™ 1 ,562" 409" ,810"

Sig. (2-tailed) ,000 ,000 ,000 ,000

N 78 78 78 78 78

Gl ) Pearson Correlation ,459” ,562™ 1 ,503™ ,8317

Sig. (2-tailed) ,000 ,000 ,000 ,000

N 78 78 78 78 78

&Il Pearson Correlation ,367" ,409” ,503" 1 724"

Sig. (2-tailed) ,001 ,000 ,000 ,000

N 78 78 78 78 78

Js¥) (¥l J=a  Pearson Correlation 749" ,810” 8317 724" 1
Sig. (2-tailed) ,000 ,000 ,000 ,000

N 78 78 78 78 78

**. Correlation is significant at the 0.01 level (2-tailed).

127



‘5.?-7\-»-5\ doi D

: 5 Ol N e 3L ST Jolas 14 o) Goelad!

Reliability Statistics
Cronbach's
Alpha N of Items
877 22

Reliability Statistics
Cronbach's
Alpha N of Items
,684 5

(S ) Flig ST folns

Reliability Statistics
Cronbach's
Alpha N of Items
770 6

) dl 'C\.gj;wi Jolas

Reliability Statistics
Cronbach's
Alpha N of Items
74 6

TR LRERY 'Cuj;wi ol

Reliability Statistics
Cronbach's
Alpha N of Items
,700 5
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Reliability Statistics
Cronbach's

Alpha N of Items

, 794 14

15N Ol Beaseddl SULA (gylomedl 1 puitlly glewsdd) Jamsgiall 16 4By Gouked)

Gdadl
Cumulative
Frequency Percent Valid Percent Percent

Valid S8 51 65,4 65,4 65,4

il 27 34,6 34,6 100,0

Total 78 100,0 100,0

el
Cumulative
Frequency Percent Valid Percent Percent

Valid 4530 e 8 6 7,7 7,7 7,7

440 I 31 oo 31 39,7 39,7 47,4

4 50 41 o 20 25,6 25,6 73,1

451 e I 21 26,9 26,9 100,0

Total 78 100,0 100,0

el (g giual)
Cumulative
Frequency Percent Valid Percent Percent

Valid  Jils 55 13 16,7 16,7 16,7

ool i 6 7,7 7,7 24,4

ol 19 24,4 24,4 48,7

e 12 15,4 15,4 64,1

Sl 25 32,1 32,1 96,2

bLle il 5 3 3,8 3,8 100,0

Total 78 100,0 100,0
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A5
Cumulative
Frequency Percent Valid Percent Percent

Valid <5 ge 08 15 19,2 19,2 19,2

Q5 10 N 6 e 19 24,4 24,4 43,6

415 111 oo 13 16,7 16,7 60,3

4w 15 o s 31 39,7 39,7 100,0

Total 78 100,0 100,0

oAb sl) (5 gieaal)
Cumulative
Frequency Percent Valid Percent Percent

Valid = b sl 13 16,7 16,7 16,7

L 45 57,7 57,7 74,4

aSaS oy se 11 14,1 14,1 88,5

ST (e 9 11,5 11,5 100,0

Total 78 100,0 100,0

1 S Ol st UL (6)laedl Bl oty gluod! owgzddl 17 o3y 3okl

Qi)
Cumulative
Frequency Percent Valid Percent Percent

Valid S8 64 82,1 82,1 82,1

Sl 14 17,9 17,9 100,0

Total 78 100,0 100,0

and)
Cumulative
Frequency Percent Valid Percent Percent

Valid 430 o J 14 17,9 17,9 17,9

.40 S 31 e 16 20,5 20,5 38,5

4. 50 41 o 24 30,8 30,8 69,2

Lu 51 e S 24 30,8 30,8 100,0

Total 78 100,0 100,0
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Statistics
Sle il pa
i jlxall (e kLY O A el
JSs i) Laiiay s lempans &5 A i) 8 bl pe il Gl 380
Lo JS il G ymy oo Aadall e ladll cle s alala ad GeadSa gl dlalay e
iy 3 Glaty axe Jelay G0 IS ol g )5 agdlals Gl e i JsY) 2l
N Valid 78 78 78 78 78 78
Missing 0 0 0 0 0 0
Mean 3,95 4,18 4,03 4,14 3,73 4,0051
Std. Deviation 771 ,922 72 ,864 ,848 ,55640
Statistics
Sl ol g
ki) dia JUERE P
Claglea ety ol el gy &gl 4y sl
i) oy dsalllagydi e audlise (S Os200 an sall
Ol Clapas AaSsdeall e AV Sle syl G e el pady IS s s il o
Qi atlend e el plBY) Glpdi S e clala g 33055 il e glad) @l dulic gla
Jrain Ol o, ol ol ailerdy aieD) S el
N Valid 78 78 78 78 78 78 78
Missing 0 0 0 0 0 0 0
Mean 4,41 4,15 4,10 3,79 4,03 4,17  4,1090
Std. Deviation ,612 722 ,766 ,843 ,720 , 746 ,50311
Statistics
il o &) e lall gy
oo il S allan el Jigy sl O (58l O 5B sall Jeany
Jon 4l s derys slSall A8 pal dflalinl - deaati e GO i il Sy el iy ) e
Al L) e e il iy s aedlls apdlal Bl Cleadll e aiily ) A8 jaall Gl
aelBle kil el aY daay Gileadl) e Sl Jga My s,AY clalay ddldl)
Gh e i) Aadiall alexd g, Gl cle ys Gl
N Valid 78 78 78 78 78 78 78
Missing 0 0 0 0 0 0 0
Mean 4,29 4,01 3,50 3,79 3,74 3,31 3,7756
Std. Deviation , 791 ,655 ,802 ,873 ,813 1,073 57787

131



‘5.’-7\-»-5\ doi D

Statistics
S el sl e G G JuadYl Al il g,
DR (e 23a 5 Jaill il s aal Wl Gl el e dalag Al @l adiaial (Sa
ped 8 AU GlE il s il glall sl Al @53l ol apai gIBa el by il 5 S
Uany aled SrAY) bl AL o il glall, &b sall 8 i &0 )
N Valid 78 78 78 78 78 78
Missing 0 0 0 0 0 0
Mean 4,06 3,95 3,91 3,87 3,53 3,8641
Std. Deviation 779 ,820 1,059 ,709 ,864 ,57614
Statistics
JsY) axdl) P V| Gl aad) &l axdl S Gty Jaxa
N Valid 78 78 78 78 78
Missing 0 0 0 0 0
Mean 4,0051 4,1090 3,7756 3,8641 3,9322
Std. Deviation ,55640 ,50311 57787 ,57614 ,44850
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Statistics
G0
yanll
e d
e
Leasl)
A daso
i) )
Dlarled e
ey 1S ) Ak JSLad
e i) P < sihse e
Daeadll - @8l Bl 3G sila ga dauals il 55k
@Al 8 <l &y (el Ll dileg
Apldl B el shse el gp30 e palsl
& Gl adled g i e el ey < s ey Jladiid - J
IEIE R UV E: P | i) gy Ll A bl Al dadll gl o dpaall gl
Gl e gl Gl s Ay sl da A, GO el Gl GO sy Jee Jaas
i Leasl) X 25 5a ool e B Geay a8 by acledl Jslaes a0 el awY)
Baally @ samal elias ey bl At Aldadl e Radgdl 5 das S A o
Aedaall, SN, elaal clll anl, s, Ol aglSlie el il Sl
N Val 78 78 78 78 78 78 78 78 78 78 78 78 78 78 78
id
Mi 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Ssi
ng
Mean 3,91 3,88 3,94 314 387 428 4,06 422 450 4,04 406 4,00 332 3,82 3,932
2
Std. 776 ,821 888 1,402 ,888 ,719 671 832 ,734 591 566 ,624 875 1,235 ,4485
Deviati 0
on
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Statistics
I gl Jama D liin¥) Jana g saxall
N Valid 78 78 78
Missing 0 0 0
Mean 3,9388 3,9322 3,9363
Std. Deviation ,43158 ,44850 ,38016

b el Sledstl) 83gm9 Ot Jg 80 pmedl (o lout) Jkows il 11103, goudadl
Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,3902 ,152 141 ,41565

a. Predictors: (Constant), Js¥) !

ANOVA-®
Model Sum of Squares df Mean Square F Sig.
1 Regression 2,359 1 2,359 13,653 ,000P
Residual 13,130 76 173
Total 15,489 77

a. Dependent Variable: S8 gluin¥) Jaea
b. Predictors: (Constant), Js¥) 2l

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,672 ,344 7,764 ,000
Js¥) axd) ,315 ,085 ,390 3,695 ,000

a. Dependent Variable: Ul gluiwy) Jaza
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i o) Slads) 8349 Oyl 8 pmedl oyl Jkow il 112 03y el

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,487° ,238 ,228 ,39418
a. Predictors: (Constant), Gl 2l
ANOVA-®
Model Sum of Squares df Mean Square F Sig.
1 Regression 3,680 1 3,680 23,683 ,000P
Residual 11,809 76 ,155
Total 15,489 77
a. Dependent Variable: Ul gluiny) Jaza
b. Predictors: (Constant), Gl 2l
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,147 ,370 5,809 ,000
S ) ,435 ,089 ,487 4,867 ,000

a. Dependent Variable: A gluiny) Jaza
b paod) Sladsd| 8349 Ol o B el e JlouY) Jhow il

Model Summary

113 3y ol

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,2942 ,086 ,074 ,43153
a. Predictors: (Constant), cutil) axll
ANOVA=®

Model Sum of Squares df Mean Square F Sig.
1 Regression 1,336 1 1,336 7,176 ,009°

Residual 14,152 76 ,186

Total 15,489 77

a. Dependent Variable: S8 gluin¥) Jaes
b. Predictors: (Constant), <t adl
Coefficients?®
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Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 3,071 ,325 9,451 ,000
et (e | ,228 ,085 ,294 2,679 ,009

a. Dependent Variable: A gluiwy) Jaa

i o)l Sbads) 8349 Ol Ol (o B jaedl p Hou) Jou ils 114 3y elal)

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,3542 ,126 ,114 ,42213

a. Predictors: (Constant), &l 2=l

ANOVA-®
Model Sum of Squares df Mean Square F Sig.
1 Regression 1,946 1 1,946 10,923 ,001°
Residual 13,542 76 ,178
Total 15,489 77

a. Dependent Variable: S8 gluin¥) Jaea
b. Predictors: (Constant), !l =)

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,866 ,326 8,787 ,000
&IV 2=l ,276 ,083 ,354 3,305 ,001

a. Dependent Variable: 8l gluin¥) Jaea

b el Slads) 8349 Ol B pms §y13) o Jlou) Jolow il 115 03, gkl

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
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1 ,4842 ,234 ,224 ,39501
a. Predictors: (Constant), Js¥ gluiw¥) Jaes
ANOVA=®
Model Sum of Squares df Mean Square F Sig.
1 Regression 3,630 1 3,630 23,265 ,000°
Residual 11,859 76 ,156
Total 15,489 77
a. Dependent Variable: S gluiny) Jaza
b. Predictors: (Constant), Js¥! latu¥) Jaxs
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,951 413 4,720 ,000
Js¥) Gainl Jana ,503 ,104 ,484 4,823 ,000

a. Dependent Variable: S8 gluin¥) Jaea

t ) s o b el ekl B34 B B9l 116 03y gokad)

Group Statistics

Std. Std. Error

oindl N Mean Deviation Mean
O] Jaea S 51 3,9706 41037 ,05746
o il 27 3,8598 ,51335 ,09880

Independent Samples Test

Levene's Test for

Equality of
Variances t-test for Equality of Means
Std. 95% Confidence
Mean Error Interval of the
Sig. (2- Differenc Differenc Difference
F Sig. t df tailed) e e Lower Upper
Equal variances 4,888 ,060 1,039 76 ,302  ,11080  ,10669 -,10169  ,32329

assumed
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Jaza Equal variances ,969 43,95 ,338 ,11080 ,11429  -11955 ,34115
ol not assumed 2
‘iﬂ\

Zfo.d\ R e 3.;3}.&0.“ RPN 834 &'g éjji‘\ 17 (.3) @?M‘

ANOVA
el
Sum of Squares df Mean Square F Sig.
Between Groups 22,112 21 1,053 1,237 ,259
Within Groups 47,683 56 ,851
Total 69,795 77
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