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Abstract:

This study aims to measure the role Marketing Knowledge Management dimensions
(Customer Knowledge Management, Competitor Knowledge Management, Process
Knowledge Management ) in improving Customer relationship management of the
hotel; this study was conducted at the level of the Oasis Hotel Touggourt — Algeria.
The research problem came as follows:

- How much impact does the dimensions of Marketing Knowledge Management have
on improving Customer relationship Management at Oasis Hotel Touggourt?

The most important findings of the study are:

v" A high level of Marketing Knowledge Management application and its

thoughtful dimensions within the Oasis Hotel Touggourt ( Customer Knowledge

Management, Competitor Knowledge Management, Process Knowledge

Management ).

v' There is a moral correlation between the dimensions of Marketing Knowledge

Management and Customer relationship management at the Oasis Hotel Touggourt.
Key words: Marketing Knowledge, Customer Knowledge Management.
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SPSS wix s 1083 kel

Reliability Statistics

Cronbach's
Alpha

N of Items

,946

19

Reliability Statistics

Cronbach's
Alpha

N of Items

,913

14

Reliability Statistics

Cronbach's
Alpha

N of Items

,916

33

Correlations

A prall Ay 5uil) | 3 e s ) | JSS bl
Pearson Correlation 1 134 762"
43y el 4 12 ISig. (2-tailed) ,506 ,000
N 27 27 27
Pearson Correlation 134 1 743"
sl e 30 Sig. (2-tailed) ,506 ,000
N 27 27 27
Pearson Correlation 762" 743" 1
JSS (bl Sig. (2-tailed) ,000 ,000
N 27 27 27
**_Correlation is significant at the 0.01 level (2-tailed).
Cudal)
Frequency Percent | Valid Percent Cumulative
Percent
B 25 92,6 92,6 92,6
Valid il 2 7,4 7,4 100,0
Total 27 100,0 100,0
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6 Fnall (canlall)
Frequency Percent | Valid Percent Cumulative
Percent
s i 21 77,8 77,8 77,8
03585 Jaal 5 2 7,4 7,4 85,2
\Valid ouibd 3 11,1 11,1 96,3
F 1 37 37 100,0
Total 27 100,0 100,0
Agigall 5 A
Frequency | Percent | Valid Percent Cumulative
Percent
il (0 B < s 8 29,6 29,6 29,6
0= 5-10 @l s 7 25,9 25,9 55,6
Valid )
S (50 10 @l s 12 44.4 44.4 100,0
Total 27 100,0 100,0
Al gl
Frequen | Percent Valid Percent Cumulative
cy Percent
e 1 3,7 3,7 3,7
daliae ui 5 18,5 18,5 22,2
b ga 5 18,5 18,5 40,7
Valid
Ulua dale 7 25,9 25,9 66,7
ol 0= 9 33,3 33,3 100,0
Total 27 100,0 100,0
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Statistics
N Mean Std. Deviation
Valid Missing
Q1 27 0 2,74 ,66
Q2 27 0 2,89 42
Q3 27 0 2,78 ,58
Q4 27 0 2,85 ,46
Q5 27 0 2,89 42
Q6 27 0 2,56 75
Q7 27 0 2,67 ,68
Q8 27 0 2,63 ,63
Q9 27 0 2,70 54
Q10 27 0 2,59 ,64
Q11 27 0 2,37 ,69
Q12 27 0 2,41 ,69
Q13 27 0 2,44 ,70
Q14 27 0 2,44 ,70
Q15 27 0 2,48 ,70
Q16 27 0 2,37 74
Q17 27 0 2,44 ,70
Q18 27 0 2,33 73
Q19 27 0 2,33 73
Statistics
N Mean Std. Deviation
Valid Missing
B1 27 0 2,19 79
B2 27 0 2,19 ,83
B3 27 0 2,22 ,85
B4 27 0 2,04 ,85
B5 27 0 2,04 ,90
B6 27 0 2,33 ,83
B7 27 0 2,30 ,87
B8 27 0 2,26 ,90
B9 27 0 2,15 ,86
B10 27 0 2,22 ,89
B11 27 0 2,19 ,88
B12 27 0 2,00 ,96
B13 27 0 1,96 ,94
B14 27 0 2,04 ,98
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dA
Statistics
N Mean Std. Deviation
Valid Missing
O A8 jag 27 0 2,83 45
Fisal) 44 jad 27 0 2,63 ,52
Cpadliall 43 ya d 27 0 2,42 ,59
Claleal) 43 y24 27 0 2,39 61
O3l L 27 0 2,13 ,78
BED RS 27 0 2,25 81
BEBREE: | 27 0 2,05 .86
Ay suill 48 dll 27 0 2,58 ,46
Ozl wlEdle 5l 27 0 2,15 61
JSS el 27 0 2,40 ,39
Model Summary
IModeI R R Square Adjusted R Std. Error of the
Square Estimate

1 ,348° ,121 -,038 ,61706

a. Predictors: (Constant), 48 jall 44 susill | 48 a0 &g 3}, Cpudliall 48 jaa, 48 jaa piiall
ANOVA?

IModeI Sum of Squares df Mean Square F Sig.
Regression 1,157 4 ,289 ,760 563"
Residual 8,377 22 ,381
Total 9,534 26

a. Dependent Variable: 33 <8 ¢ 5 3l

b. Predictors: (Constant), 48 aall 44 gl | 48 yaa g 3, Cppuedliall 48 jaa, 48 yaa i)
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Coefficients?

IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,427 ,858 1,664 ,110
A jra g3l 272 ,606 ,200 ,448 ,658
1 4 yra il ,683 ,731 ,586 ,934 ,360
Crpulial) 48 20 -,185 ,523 -,181 -,354 727
4 all 44 guul) -,541 1,481 -,412 -,365 ,718
a. Dependent Variable: 3,ls) <&e 5 3
ANOVA
3 e a3
Sum of Squares df Mean Square F Sig.
|Between Groups 1,753 1 1,753 5,631 ,026
\Within Groups 7,781 25 311
Total 9,534 26
ANOVA
3 e (5030
Sum of Squares df Mean Square F Sig.
|Between Groups ,995 3 ,332 ,893 ,459
\Within Groups 8,539 23 371
Total 9,534 26
ANOVA
3 e a3
Sum of Squares df Mean Square F Sig.
|Between Groups ,854 2 427 1,181 324
\Within Groups 8,680 24 ,362
Total 9,534 26
ANOVA
3l clidle a3l
Sum of Squares df Mean Square F Sig.
|IBetween Groups 1,414 4 ,353 ,957 ,450
\Within Groups 8,120 22 ,369
Total 9,534 26
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