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The role of customer knowledge management in improving the marketing

performance of banking institutions
-A field study of some banking agencies in Skikda state-
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Abstract:

This study aims to reveal the role of customer knowledge management in improving the
marketing performance of banks in the state of Skikda by identifying and analyzing the relationship
between them. The study was conducted on a sample of managers and employees of the banking
agencies under study. The descriptive analytical approach was relied upon, and the questionnaire
was also used. As a tool for collecting data from a deliberate sample, which consisted of 34
employees.

After testing the study hypotheses, it was concluded that there is a statistically significant
relationship to customer knowledge management in improving the marketing performance of these
banks. The study also presented a number of important recommendations on the subject, such as the
need to pay attention to customer complaints and build interactive relationships with them in order
to retain them and attract potential customers.

Keywords: Customer, customer knowledge management, marketing performance, marketing
performance indicators.
JEL Classification: M31 <P36
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