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Abstract:

The objective of this study is to analyze the impact of customer knowledge management on im
proving the quality of banking services in public banks in Mila. To this end, the meta-
analysis approach and the questionnaire were used as the main tool. It was distributed to bank
employees as internal customers, with a sample of 48, which were subjected to statistical analysis
using the spss program.

Through this study, it was found that the banks in question apply customer knowledge manage
ment and seek to achieve the quality of banking services. However, customer knowledge manageme
nt does not affect the improvement of the quality of banking services in the banks in question.

Through its results, a number of recommendations were made, the most important of which
is the endeavor to integrate customer knowledge into the improvement and development of banking
services, which in turn contributes to the achievement of quality.
keywords: Customer knowledge management, bank quality, public banks, client.
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Statistiques descriptives

Minimum Maximum Moyenne | Ecart type
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x3 48 1,00 5,00 3,6875 1,16977
x4 48 1,00 5,00 3,8750 1,23124
x5 48 1,00 5,00 3,6875 1,25742
Jraadl (e 4 jrall 3000 48 1,50 5,00 3,9479 ,95783
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X7 48 2,00 5,00 4,2917 ,89819
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x10 48 1,00 5,00 4,0625 1,06003
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x12 48 1,00 5,00 4,1667 1,17298
x13 48 1,00 5,00 4,2292 ,99444
x14 48 2,00 5,00 4,2917 ,84949
x15 48 2,00 5,00 4,3958 ,79197
51 A8 jaall Jianll 48 2,00 5,00 4,3646 ,77005
Jreal) 44 j2a 3 10 48 2,50 5,00 4,3021 ,74190
N valide (liste) 48

Statistiques descriptives

Minimum Maximum Moyenne | Ecart type
y1 48 1,00 5,00 4,1250 ,98121
y2 48 1,00 5,00 3,9792 1,02084
y3 48 1,00 5,00 3,9167 1,21748
y4 48 1,00 5,00 3,8958 1,17128
y5 48 1,00 5,00 4,1458 ,94508
y6 48 1,00 5,00 3,8125 1,17882
y7 48 1,00 5,00 4,0625 ,97645
y8 48 1,00 5,00 4,3333 ,97486
y9 48 1,00 5,00 4,1250 1,08422
y10 48 2,00 5,00 4,3333 ,80776
y11 48 1,00 5,00 3,8750 1,14157
y12 48 3,00 5,00 4,3750 ,63998
y13 48 1,00 5,00 4,1458 1,18483
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y14 48 1,00 5,00 4,1667 1,26042
y15 48 1,00 5,00 3,9583 1,20210
y16 48 1,00 5,00 3,8333 1,22619
y17 48 1,00 5,00 3,8333 1,22619
y18 48 1,00 5,00 3,6667 1,07848
y19 48 1,00 5,00 3,8333 1,13613
y20 48 1,00 5,00 3,5417 1,27092
535 iladdl) 4 puaall 48 2,00 5,00 3,8333 , 73175
N valide (liste) 48
Récapitulatif des modéles
Erreur standard
Modéle R R-deux R-deux ajusté de I'estimation
1 ,300° ,090 ,071 ,70548
a. Prédicteurs : (Constante), 3,2 48 j2a &5 3
ANOVA®
Somme des

Modéle carrés ddl Carré moyen F Sig.
1 Régression 2,272 1 2,272 4,565 ,038°

Résidus 22,895 46 ,498

Total 25,167 47
48 padl cleadll 53553, Variable dépendante :
Jueall 43 20 5 5l0lp. Prédicteurs : (Constante),

Coefficients®
Coefficients
Coefficients non standardisés standardisés
Modéle B Ecart standard Béta t Sig.
1 (Constante) 2,558 ,605 4,226 ,000
Jaanl) 48 jaa 510 ,296 ,139 ,300 2,137 ,038

a. Variable dépendante : 335 cileadll 44 jadll

Statistiques de fiabilité

Alpha de Nombre
Cronbach d'éléments
,850 15
Statistiques de fiabilité
Alpha de Nombre
Cronbach d'éléments
,905 35
Statistiques de fiabilité
Alpha de Nombre
Cronbach d'éléments
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