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The impact of customer knowledge management on achieving
innovation in additional marketing mix elements
-Case study of the Directorate of Commerce of the wilaya of Setif-
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Abstract :

This study aims to know the
impact  of  customer  knowledge
management (with its two dimensions),
which are explicit knowledge and implicit
knowledge on achieving innovation in the
additional marketing mix elements and its
impact on innovation in each One of its
elements (physical evidence, individuals
and processes) .Where 80 questionnaires
were distributed to the employees of the
Directorate of Commerce of the wilaya of
Setif, all valid for statistical analysis. the
study found a statistically significant
effect of customer knowledge
management on achieving innovation in
the additional marketing mix elements
and a statistically significant effect of the
two dimensions of customer knowledge
management on achieving innovation in
(physical evidence, individuals and
processes) in the Directorate of
Commerce of the wilaya of Setif.

Keywords: customer knowledge
management; explicit knowledge; tacit
knowledge; innovation in  physical
evidence; innovation in individuals;

innovation in processes.
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Coefficients®

ANOVA®
Model Sumof Squares | _df Mean Square F sig. | Standardized
1 Regression 125566 2 o283 12418 ood’|f : . = ”C;d'"E‘ = -~ . .
ode! . Error eta ig.
Residual 8958 77 506 1 (Constant) -,347 ,509 ,681 JE
Total 51524 I g ol A4 yml) 1220 144 163 1,526 131
a. Dependent Variable: gl Jiall i <! gianal) 3 el 615 ,138 476 4,465 000
b. Predictors: (Constant), s all 4 jaall, diaall & ol a. Dependent Variable: iy g sall i Sy
ANOVA® ANOVA?
Model Sum of Squares. df Mean Square F Sig._| Model Sum of Squares df Mean Square F 5
1 Regression 18,470 2 9,235 15,180 000" 1 Regression 12,566 2 6,283 12,418 ,000°
Residual 46,843 n ,608 Residual 38,958 7 ,506
Total 65,313 79 Total 51,524 79

a. Dependent Variable: el i <y

b. Predictors: (Constant) i sall 4 jaall, dsiacall & jaall

ALY gl il polie @ K2 e Ggosll Adyan Byla) 3 Hlas¥ bl ¥l >

a. Dependent Variable:s ¥ & JI<uy!

b. Predictors: (Constant),is; sall 48 jaall, dpiecall 48 jaall

Model Summary ANOVA®
Adjusted R Std. Error of the Model Sum of Squares df Mean Square F Sig.
) 1 Regression 13,161 1 13,161 34,216 ,000°
Model R R Square Square Estimate 9
N Residual 30,002 78 ,385
1 ,552 ,305 ,296 ,62020 Total 43,164 79
a. Predictors: (Constant),cs: ) 4 je 3 513 a. Dependent Variable: Ly i sl mall 3 Ssy)
b. Predictors: (Constant), &3l 4 e 33!
Model Summary Coefficients®
Standardized
Ad]usted R Std. Error of the Unstandardized Coefficients Coefficients
Model R R Square Square Estimate Model B Std. Error Beta t Sig.
. 1 (Constant) ,056 465 121 ,904
1 300 090 078 17534 Atacall & pnal) .689 ,139 .488 4,943 .000
a. Predictors: (Constant) fa jall 4yl a. Dependent Variable: sl il s sy
Model Summary Coefficients®
Standardized
Adjusted R | Std. Error of the Unstandardized Coefficients c
Model R R Square Square Estimate Model L Std. Error Beta u Sig. |
1 (Constant) ,691 ,594 1,164 248
1 488% 238 229 70924 s all &6 el 443 159 ,300 2,776 ,007
. " .. a. Dependent Variable: gatall Jdall 3 i)
a. Predictors: (Constant) Aeall 4
Model Summary r Coefficients
Standardized
Adjusted R Std. Error of the Unstar c Tt c Tt
Model R R Square Square Estimate Model B Std. Error Beta t Sig.
1 3003 090 078 77534 1 1 (Constant) ,691 ,594 1,164 ,248
- - - - L Aoy peall 3 el ,443 ,159 ,300 2,776 ,007
a. Predictors: (Constant) As; sall 4 sl a. Dependent Variable:s Y1 & i<y
Model Summary Coefficients®
Standardized
Adjusted R | Std. Error of the Unstandardized C c s
Model R R Sguare Square Estimate Model B Std. Error Beta L Sig. |
a 1 (Constant) ,056 ,465 ,121 ,904
1 '488 ’238 '229 '70924 Aianal) 48 jaall ,689 ,139 488 4,943 ,000

a. Predictors: (Constant) diaall & jeall

a. Dependent Variable: 31 $Y & jlsiy)



