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The role of knowledge management processes in the quality of banking services,
An exploratory study of the opinions of a sample of private bank employees in
Tikrit
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Abstract: This study aimed to identify the impact of knowledge management processes in its i
: dimensions (diagnosing knowledge, generating knowledge, storing knowledge, distributing :
¢ knowledge, applying knowledge) on the quality of banking services in its dimensions (dependency,
! response, safety, empathy, tangibility) for a number of operating private banks. in the city of Tikrit. :
The researchers used the descriptive analytical approach in the study, where the study population
: consisted of bank employees (Ashur Bank, Bank of Economy, Investment and Finance, Gulf :
i Investment Bank, Iragi Bank for Investment and Finance, United Investment Bank, Mosul Bank).
¢ Finance and Investment, Bank of Baghdad). A questionnaire was distributed to a random sample of
(50) employees from the mentioned banks. The results showed a statistically significant correlation !
i between knowledge management processes and the quality of banking service from the point of :
i view of the study sample members. The study also recommended the necessity of building a solid :
i knowledge bank’s employees to meet the needs and desires of their customers. Keywords: :
knowledge management base in the banks that were surveyed and documenting all data related to
i their customers while working to enhance and develop the skills of the processes, quality of :
¢ banking services. :
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Tests of Normality
Kolmogorov-Smirnova Shapiro-Wilk
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Correlations
Spearman's rho Loalaicyl LYl cabo el ol ool
Correlation " . - .
.503 634 .366 525 432%*
Coefficient
Wyall kil
Sig. (2-tailed) .000 .000 .009 .000 .000
N 50 50 50 50 50
Correlation » » » » »
474 651 492 534 675
Coefficient
ayall udgs
Sig. (2-tailed) .001 .000 .000 .000 .000
N 50 50 50 50 50
Correlation - " - . -
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Sig. (2-tailed) .000 .000 .000 .000 .000
N 50 50 50 50 50
Correlation ” - - - -
.394 551 .562 324 525
Coefficient
adyall asies
Sig. (2-tailed) .005 .000 .000 000. .000
N 50 50 50 50 50
Correlation » - . o -
471 .705 .603 .738 .580
Coefficient
4yl Gudas
Sig. (2-tailed) .001 .000 .000 .000 .000
N 50 50 50 50 50
**_ Correlation is significant at the 0.01 level (2-tailed).
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