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Abstract:

The aim of this study is to demonstrate the impact of knowledge management
on improving the quality of banking services at the Agricultural and Rural
Development Bank — Mila Agency. To achieve the objectives of the study, the
Students designed a questionnaire to collect preliminary information from the

sample of 31 workers. Using Statistical Package for Social Sciences SPSS.

Numerous statistical methods were used to achieve the objectives of the study,

including simple and multiple regression analysis.

After the analysis of the study data and hypotheses, the study reached a
number of results, the most significant of which is the existence of a statistically
significant impact on the management of knowledge in its combined operations
(diagnosis and acquisition of knowledge, knowledge generation, knowledge
storage, knowledge distribution, application of knowledge) In improving the quality
of banking services at the Agricultural and Rural Development Bank - Mila

Agency at significance level (a< 0.05).
The study has recommended the following:

e necessities of giving a greater importent by the bank for knowledge
management in ordre to improve perfermence in the banking services
delivery.

e the bank should work to create a such environment of trust confidence in
this relations with customers, especially respect to the accuracy of the
completion of banking transaction over than internet.

e providing qualified competences to do good service.

Key words: knowledge management, knowledge management operations,
banking services quality, Agricultural and rural development Bank 'MILA

Agency " .
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A ) die 31 8Y duigal) g A8l & ganl) ailadl)

romind) -1
sexe
Frequency Percent | Valid Percent Cumulative
Percent
masculin 19 61,3 61,3 61,3
Valid  feminin 12 38,7 38,7 100,0
Total 31 100,0 100,0
o) -2
age
Frequency Percent Valid Percent Cumulative
Percent
moins 30 1 3.2 3,2 3,2
31-40 18 58,1 58,1 61,3
Valid  41-50 8 25,8 25,8 87,1
plus 50 4 12,9 12,9 100,0
Total 31 100,0 100,0
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niveauetude

Frequency Percent | Valid Percent Cumulative
Percent

secondaire 4 12,9 12,9 12,9

universitaire 25 80,6 80,6 93,5
Valid

etudes superieurs 2 6,5 6,5 100,0

Total 31 100,0 100,0

fonction
Frequency Percent Valid Percent Cumulative
Percent

directeur 1 3,2 3,2 3,2

sous directeur 6 19,4 19,4 22,6
Valid chef de service 8 25,8 25,8 48,4

employé 16 51,6 51,6 100,0

Total 31 100,0 100,0

expérience
Frequency Percent | Valid Percent Cumulative
Percent

moins 5 1 3,2 3,2 3,2

6-10 7 22,6 22,6 25,8
Valid 11-15 3 9,7 9,7 35,5

plus 16 20 64,5 64,5 100,0

Total 31 100,0 100,0
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Reliability Statistics

Cronbach's
Alpha

N of Items

,660

Reliability Statistics

Cronbach's
Alpha

N of Items

,809

Reliability Statistics

Cronbach's
Alpha

N of Items

,638

Reliability Statistics

Cronbach's
Alpha

N of Items

,838

Reliability Statistics

Cronbach's
Alpha

N of Items

741
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Reliability Statistics
Cronbach's N of ltems
Alpha
,867 15

Reliability Statistics

Cronbach's
Alpha

N of Items

,904

16

<48 pal) 513 cliles -6

148 yaall ciladdl) 3 ga-7

Ol -8

Reliability Statistics
Cronbach's N of Items
Alpha
,924 31
© ) Al 3131 alag¥ t Al 4 jlaall cld) A g Anlual) cilba gial) ;LG
(A8 pal) (adldl el of dadd (5 lmal) Ll Al ¢ lual) Ja giall-1
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
Q1 31 4,65 ,551 ,099
Q2 31 4,29 ,461 ,083
Q3 31 4,45 ,506 ,091
One-Sample Test
Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
Q1 46,968 30 ,000 4,645 4,44 4,85
Q2 51,770 30 ,000 4,290 4,12 4,46
Q3 48,995 30 ,000 4,452 4,27 4,64
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One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
Q4 31 4,35 ,661 ,119
Q5 31 4,45 ,675 121
Q6 31 4,32 ,599 ,108

One-Sample Test
Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper

Q4 36,697 30 ,000 4,355 4,11 4,60
Q5 36,708 30 ,000 4,452 4,20 4,70
Q6 40,160 30 ,000 4,323 4,10 4,54

43 pall o 3A0 dad of dadd (5 lmal) Cil Al lwal) Ja giall-3

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
Q7 31 4,45 ,568 ,102
Q8 31 4,45 ,506 ,091
Q9 31 4,23 ,669 ,120

One-Sample Test

Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
Q7 43,639 30 ,000 4,452 4,24 4,66
Q8 48,995 30 ,000 4,452 4,27 4,64
Q9 35,179 30 ,000 4,226 3,98 4,47

&Ja.d\ A yod el t L:é ¢ g laaall Y AN su..al.«.ud\.hujw\-4

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
Q10 31 4,32 ,791 ,142
Q11 31 4,29 ,693 124
Q12 31 4,55 ,675 ,121

One-Sample Test
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Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
Q10 30,423 30 ,000 4,323 4,03 4,61
Q11 34,494 30 ,000 4,290 4,04 4,54
Q12 37,506 30 ,000 4,548 4,30 4,80
A pal) (Gdat daal ¢ t A (o lral) i) AT ((ibuat) das gial)-5
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
Q13 31 4,23 ,669 ,120
Q14 31 4,52 ,570 ,102
Q15 31 4,45 ,624 ,112
One-Sample Test
Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
Q13 35,179 30 ,000 4,226 3,98 4,47
Q14 44,125 30 ,000 4,516 4,31 4,73
Q15 39,727 30 ,000 4,452 4,22 4,68
48 pall 5 1) cbilas Sy ¢t A (g jral) LAY ¢ bwad) b g1al)-6
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
aquisition 31 4,4624 ,39136 ,07029
creation 31 4,3763 ,54936 ,09867
stockage 31 4,3763 ,40131 ,07208
distribution 31 4,3871 ,62714 ,11264
application 31 4,3978 ,50493 ,09069
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One-Sample Test

Test Value = 0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
aquisition 63,484 30 ,000 4,46237 4,3188 4,6059
creation 44,355 30 ,000 4,37634 4,1748 45778
stockage 60,717 30 ,000 4,37634 4,2291 4,5235
distribution 38,949 30 ,000 4,38710 4,1571 4,6171
application 48,494 30 ,000 4,39785 4,2126 4,5831
A paal) claddd) 33 g daad ¢t dad (g jlmal) ) Al ¢ lwal) Ja glal)-7
One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
Q16 31 4,19 1,046 ,188
Q17 31 4,13 428 ,077
Q18 31 4,19 ,703 ,126
Q19 31 4,26 773 ,139
Q20 31 4,19 ,910 ,163
Q21 31 4,42 ,886 ,159
Q22 31 4,45 ,768 ,138
Q23 31 4,39 ,615 ,110
Q24 31 4,35 ,608 ,109
Q25 31 4,32 AT75 ,085
Q26 31 4,58 ,502 ,090
Q27 31 4,58 672 121
Q28 31 4,48 ,508 ,091
Q29 31 4,32 1,045 ,188
Q30 31 4,26 ,893 ,160
Q31 31 4,48 ,570 ,102
knowldgemanag 31 4,4000 ,36636 ,06580
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One-Sample Test

Test Value = 0
t df Sig. (2-tailed) | Mean Difference | 95% Confidence Interval of the
Difference
Lower Upper
Q16 22,317 30 ,000 4,194 3,81 4,58
Q17 53,771 30 ,000 4,129 3,97 4,29
Q18 33,199 30 ,000 4,194 3,94 4,45
Q19 30,662 30 ,000 4,258 3,97 4,54
Q20 25,660 30 ,000 4,194 3,86 4,53
Q21 27,773 30 ,000 4,419 4,09 4,74
Q22 32,289 30 ,000 4,452 4,17 4,73
Q23 39,703 30 ,000 4,387 4,16 4,61
Q24 39,867 30 ,000 4,355 4,13 4,58
Q25 50,647 30 ,000 4,323 4,15 4,50
Q26 50,844 30 ,000 4,581 4,40 4,76
Q27 37,951 30 ,000 4,581 4,33 4,83
Q28 49,144 30 ,000 4,484 4,30 4,67
Q29 23,026 30 ,000 4,323 3,94 4,71
Q30 26,542 30 ,000 4,258 3,93 4,59
Q31 43,810 30 ,000 4,484 4,27 4,69
knowldgemanag 66,868 30 ,000 4,40000 4,2656 4,5344
48 paal) Giladdl) Baga  Jo 48 mall 5 0a) il il Jalas sl

dd yaal) claddld) 3aga Jo 48 aall GluiS) g (adldd A Jasad) jlasdy) Julad zilds -1

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

Square Estimate

1 ,390° ,152 ,123 ,44218

a. Predictors: (Constant), aquisition

ANOVAa
Model Sum of Squares df Mean Square F Sig.
Regression 1,015 1 1,015 5,189 ,OSOb
1 Residual 5,670 29 ,196
Total 6,685 30

a. Dependent Variable: qualité

b. Predictors: (Constant), aquisition

106




Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 2,254 924 2,439 ,021
! aguisition 470 ,206 ,390 2,278 ,030

a. Dependent Variable: qualité

A yaal) claddl) Baga o 48 mal) ol gi il Jasead) plaaiy Julad zilii-)

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,339° ,115 ,084 45171
a. Predictors: (Constant), creation
ANOVA*®
Model Sum of Squares df Mean Square F Sig.
Regression ,768 1 ,768 3,763 ,032b
1 Residual 5,917 29 ,204
Total 6,685 30
a. Dependent Variable: qualité
b. Predictors: (Constant), creation
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 3,076 ,662 4,647 ,000
! creation ,291 ,150 ,339 4,940 ,032

a. Dependent Variable: qualité
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Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,413° ,170 ,142 ,43735
a. Predictors: (Constant), stockage
ANOVA*®

Model Sum of Squares df Mean Square F Sig.

Regression 1,138 1 1,138 5,949 ,021b
1 Residual 5,547 29 , 191

Total 6,685 30
a. Dependent Variable: qualité
b. Predictors: (Constant), stockage

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 2,227 874 2,547 ,016

! stockage ,485 ,199 413 2,439 ,021

a. Dependent Variable: qualité

A8 yaal) claddl) Baga o 48 mal) aujgh a8l Jasad) jlaady) Julad milid o4

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,488°% ,238 ,212 ,41913

a. Predictors: (Constant), distribution
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ANOVA?

Model Sum of Squares df Mean Square F Sig.
Regression 1,590 1 1,590 9,053 ,005"
1 Residual 5,095 29 ,176
Total 6,685 30
a. Dependent Variable: qualité
b. Predictors: (Constant), distribution
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 2,740 ,541 5,069 ,000
distribution ,367 ,122 ,488 3,009 ,005

a. Dependent Variable: qualité

A yaal) claddl) 33 ga o 48 mal) gkl S Jaseadd) laady) Julad xilii -5

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,566% ,321 ,297 ,39576
a. Predictors: (Constant), application
ANOVA?®

Model Sum of Squares df Mean Square F Sig.

Regression 2,143 1 2,143 13,681 ,001°
1 Residual 4,542 29 ,157

Total 6,685 30

a. Dependent Variable: qualité

b. Predictors: (Constant), application
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Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 2,023 ,633 3,194 ,003
! application ,529 ,143 ,566 3,699 ,001

a. Dependent Variable: qualité

A yaal) claddl) Baga o 48 mal) 500 cililas Sl aaatiall jlaad¥) Julad milii -6

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,636% ,405 ,286 ,39899

a. Predictors: (Constant), application, creation, aquisition, distribution,

stockage
ANOVAa
Model Sum of Squares df Mean Square F Sig.
Regression 2,705 5 ,541 3,398 ,018b
1 Residual 3,980 25 ,159
Total 6,685 30
a. Dependent Variable: qualité
b. Predictors: (Constant), application, creation, aquisition, distribution, stockage
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) ,951 ,964 6,987 ,025
aquisition ,147 ,250 ,122 4,587 ,035
creation , 106 ,162 ,123 2,651 ,021
! stockage ,016 ,264 ,014 3,062 ,031
distribution ,122 ,152 ,162 4,801 ,015
application ,381 ,183 ,408 5,080 ,016

a. Dependent Variable: qualité
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