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Abstract:

The study aimed to identify the role of knowledge management in improving the quality of
services in economic institutions.

Where we conducted a field study in the Operational Directorate of Algeria Telecom in El-
Oued Province. To achieve the objectives of the study, the descriptive analytical method was
used due to its suitability to the nature of the study, relying on the case study method.
application), and the second axis is related to the quality of services, and the sample size
relied upon in this study was equal to 40 working individuals. The number of valid
questionnaires for statistical analysis reached 32 with a response rate of 80%, where the data
were analyzed and the study hypotheses were tested using the statistical analysis program
Spss v.21. Some of the results of the study showed that there is a statistically significant effect
of the dimension of knowledge diagnosis, knowledge generation, knowledge storage, and
knowledge distribution in improving the quality of services, while after applying knowledge
has no effect in improving the quality of services because its significance was not significant.
On the basis of these results, the study presented a set of recommendations that support the
adoption of economic institutions for knowledge management and to benefit from its positive
repercussions on improving the quality of their services.

Keywords: knowledge, knowledge management, service quality, JEL classification..
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