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Abstract:
This study aims to examine the potential contribution of information and
communication technology (ICT) to enhancing knowledge management
processes within Algerian Telecommunication Company in ElI Oued. To achieve
this objective, a carefully structured and homogeneous questionnaire was
distributed among a sample of 45 employees, spanning various hierarchical
levels within the organization. Out of the total distributed questionnaires, 40
were deemed suitable for analysis, while 3 were incomplete and 2 were not
returned. Data analysis and hypothesis testing were conducted using the
Statistical Package for the Social Sciences (SPSS-V21). Upon modeling, the

study identifies significant correlations and impacts between ICT and knowledge
management processes.

Keywords:

Knowledge management, knowledge acquisition, knowledge generation,
knowledge storage, knowledge dissemination, knowledge application,
information and communication technology.
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Pooya Rasooli,knowledge management in call centers, master's
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Organizations, in R.C.Barquin et al. (Ed): Knowledge Management,
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R .C Barquin, From Bits and Bytes to Wisdom ;in R.C.Barquin et al. (ED)
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USA, 2002.
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France, 2003.
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SPSS_V21 il yies :(03) o3y 3l

19,6 Lall Jolas -

1 yall 8yls) ailkes ¥ pad

Reliability Statistics
Cronbach's
Alpha N of Items
.832 4

skl 3 JLas¥ly Sloglall LimglgiSs y9a s LNl paatl

Reliability Statistics
Cronbach's
Alpha N of Items
.793 10

HEPRRA P +iY
Reliability Statistics
Cronbach's
Alpha N of Items
q72 2
14 ydaud| Sl il -
s k|
s
Cumulative
Frequency Percent Valid Percent Percent
Valid A 36 90.0 90.0 90.0
] 4 10.0 10.0 100.0
Total 40 100.0 100.0
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: ol
s
Cumulative
Freqguency Percent Valid Percent Percent
Valid .28 I 18 4 15.0 15.0 15.0
4. 38 N 28 7 20.0 20.0 35.0
448 N 38 13 30.0 30.0 65.0
Sl 45, 48 16 35.0 35.0 100.0
Total 40 100.0 100.0
roadall Jasll
Ja s
Cumulative
Frequency Percent Valid Percent Percent
Valid g5t 25 62.5 62.5 62.5
(ol (A 4 10.0 10.0 72.5
=l 6 15.0 15.0 87.5
Lle il 5 12.5 12.5 100.0
Total 40 100.0 100.0
ERBIEPES|
5 pa
Cumulative
Frequency Percent Valid Percent Percent
Valid Jis @l 5w 5 9 22.5 22.5 22.5
s 10 N6 13 325 325 55.0
415 J 11 9 22.5 22.5 77.5
s 1504 S 9 225 22,5 100.0
Total 40 100.0 100.0
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radlet! axlall

dalaall
Cumulative

Frequency Percent Valid Percent Percent
Valid &Y dalad 2 5.0 5.0 5.0
Al daladll 13 32.5 325 375
4 jall daliadl 4 10.0 10.0 475
4l daliadll 21 52.5 52.5 100.0

Total 40 100.0 100.0
s JSU gyleall B ity Jaugil -
Statistics
i e o 5 5 aloaall

N Valid 40 40 40 40 40

Missing 0 0 0 0 0

Mean 1.1000 3.1000 1.0500 1.5750 3.1000

Std. Deviation .30382 1.10477 .22072 .50064 1.03280
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:J oW il
Al
Cumulative
Frequency Percent Valid Percent Percent
Valid G852 16 40.0 40.0 40.0
i 10 25.0 25.0 65.0
Gl se 8 20.0 20.0 85.0
55338 ga 6 15.0 15.0 100.0
Total 40 100.0 100.0
A2
Cumulative
Frequency Percent Valid Percent Percent
Valid = 3258 5a 4 10.0 10.0 10.0
G 5a 9 225 22.5 32.5
Hae 8 20.0 20.0 52.5
G 5 14 35.0 35.0 87.5
B8 ga 5 12.5 12.5 100.0
A3
Cumulative
Frequency Percent Valid Percent Percent
Valid = sa8) s e 2 5.0 5.0 5.0
Gilsa e 7 17.5 17.5 22.5
Sl 7 17.5 17.5 40.0
Gl se 15 37.5 37.5 77.5
0 ga 9 22.5 22.5 100.0
Total 40 100.0 100.0
A4
Cumulative
Frequency Percent Valid Percent Percent
Valid = sai) s e 1 25 25 2.5
Gil s e 6 15.0 15.0 17.5
Sl 6 15.0 15.0 325
G 5o 20 50.0 50.0 82.5
5588 ga 7 17.5 17.5 100.0
Total 40 100.0 100.0
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A5
Cumulative
Frequency Percent Valid Percent Percent
Valid G852 12 30.0 30.0 30.0
e 3 7.5 7.5 37.5
B1
Cumulative
Frequency ° Percent Valid Percent Percent
Valid 528l e e 1 2.5 25 2.5
Gilsa e 6 15.0 15.0 17.5
e — 6 15.0 15.0 32.5
G 5 20 50.0 50.0 82.5
52088 g 7 17.5 17.5 100.0
Total 40 100.0 100.0
B2
Cumulative
Frequency Percent Valid Percent Percent
Valid — sa8) s e 2 5.0 5.0 5.0
Gilsa e 3 7.5 7.5 12.5
Sl 8 20.0 20.0 325
Gl se 22 55.0 55.0 87.5
5 ga 5 12.5 12.5 100.0
Total 40 100.0 100.0
B3
Cumulative
Frequency Percent Valid Percent Percent
Valid = sai) s e 1 25 25 2.5
Gil s e 5 125 12.5 15.0
Sl 8 20.0 20.0 35.0
il se 21 52.5 52.5 87.5
5uad) ga 5 12.5 12.5 100.0
Total 40 100.0 100.0
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B4
Cumulative
Frequency Percent Valid Percent Percent
Valid — 5adusd) se o 1 2.5 2.5 2.5
G 5e 3 7.5 7.5 10.0
e 11 27.5 27.5 37.5
Gl e 18 45.0 45.0 82.5
82581 5a 7 17.5 17.5 100.0
Total 40 100.0 100.0
B5
Cumulative
Frequency Percent Valid Percent Percent
Valid Bad) 9oy 1 2.5 2.5 2.5
Gilse e 8 20.0 20.0 22.5
e 8 20.0 20.0 42.5
Gl se 19 47.5 47.5 90.0
2581 e 4 10.0 10.0 100.0
Total 40 100.0 100.0
C1
Cumulative
Frequency Percent Valid Percent Percent
Valid [ENE [PRES 3 7.5 7.5 7.5
(38 50 e 4 10.0 10.0 175
Sl 5 12.5 12.5 30.0
Gl se 25 62.5 62.5 92.5
52088 g 3 7.5 7.5 100.0
Total 40 100.0 100.0
C2
Cumulative
Frequency Percent Valid Percent Percent
Valid 5208 gy 3 7.5 7.5 7.5
Gil e e 6 15.0 15.0 22.5
Sl 10 25.0 25.0 47.5
Gl se 16 40.0 40.0 87.5
5uad) ga 5 12.5 12.5 100.0
Total 40 100.0 100.0
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C3
Cumulative
Frequency Percent Valid Percent Percent
Valid = sai) e e 2 5.0 5.0 5.0
GA) e 6 15.0 15.0 20.0
Hae 5 125 12.5 32.5
G 5 19 47.5 47.5 80.0
52088 g 8 20.0 20.0 100.0
Total 40 100.0 100.0
C4
Cumulative
Frequency Percent Valid Percent Percent
Valid 52088 ga p& 1 2.5 2.5 2.5
(38 50 e 4 10.0 10.0 12.5
e — 5 125 12.5 25.0
Gl s 20 50.0 50.0 75.0
52088 g 10 25.0 25.0 100.0
Total 40 100.0 100.0
C5
Cumulative
Frequency Percent Valid Percent Percent
Valid — sab) s 8 2 5.0 5.0 5.0
Al ey 6 15.0 15.0 20.0
e 12 30.0 30.0 50.0
Gl se 12 30.0 30.0 80.0
2088 g 8 20.0 20.0 100.0
Total 40 100.0 100.0
D1
Cumulative
Frequency Percent Valid Percent Percent
Valid = sai) e e 3 7.5 7.5 7.5
Gil s e 2 5.0 5.0 12.5
e 6 15.0 15.0 27.5
G 5 22 55.0 55.0 82.5
5588 ga 7 17.5 17.5 100.0
Total 40 100.0 100.0
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D2
Cumulative
Frequency Percent Valid Percent Percent
Valid 32k 5e e 4 10.0 10.0 10.0
Gilse e 3 7.5 7.5 17.5
e 5 12,5 125 30.0
G 5 21 52.5 52.5 82.5
2581 e 7 17.5 17.5 100.0
Total 40 100.0 100.0
D3
Cumulative
Frequency Percent Valid Percent Percent
Valid — sadd s e 3 7.5 7.5 7.5
G 5a 3 7.5 7.5 15.0
S 6 15.0 15.0 30.0
G 5 24 60.0 60.0 90.0
B8 ga 4 10.0 10.0 100.0
Total 40 100.0 100.0
D4
Cumulative
Frequency Percent Valid Percent Percent
Valid = saiddl s e 3 7.5 7.5 7.5
Gil e e 6 15.0 15.0 22.5
Sl 9 22.5 22.5 45.0
G 5o 20 50.0 50.0 95.0
2588 5 2 5.0 5.0 100.0
Total 40 100.0 100.0
D5
Cumulative
Frequency Percent Valid Percent Percent
Valid = sai) e e 1 25 25 25
il e e 2 5.0 5.0 7.5
s 16 40.0 40.0 47.5
G s 13 325 32.5 80.0
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RN [P 8 20.0 20.0 100.0
Total 40 100.0 100.0
) k|
V1
Cumulative
Frequency Percent Valid Percent Percent
Valid Bald) e e 1 2.5 2.5 2.5
GAl e 3 7.5 7.5 10.0
Sl 11 27.5 27.5 37.5
Gl s 13 32.5 32.5 70.0
52088 g 12 30.0 30.0 100.0
Total 40 100.0 100.0
V2
Cumulative
Frequency Percent Valid Percent Percent
Valid — sa8) s o 2 5.0 5.0 5.0
GAl e 6 15.0 15.0 20.0
e 5 125 12.5 32.5
Gl se 16 40.0 40.0 72.5
2088 g 11 27.5 27.5 100.0
Total 40 100.0 100.0
V3
Cumulative
Frequency Percent Valid Percent Percent
Valid Ulas 8 20.0 20.0 20.0
G 5 24 60.0 60.0 80.0
2588 5 8 20.0 20.0 100.0
Total 40 100.0 100.0
V4
Cumulative
Frequency Percent Valid Percent Percent
Valid 528 s 8 2 5.0 5.0 5.0
Gil e e 5 12.5 12.5 17.5
e 9 22.5 22.5 40.0
Gl se 18 45.0 45.0 85.0
2588 5 6 15.0 15.0 100.0
Total 40 100.0 100.0
V5
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Cumulative
Frequency Percent Valid Percent Percent
Valid Bald) e e 4 10.0 10.0 10.0
(38 50 e 12.5 12.5 22.5
e 7 17.5 17.5 40.0
Gl se 16 40.0 40.0 80.0
RN [P 8 20.0 20.0 100.0
Total 40 100.0 100.0
V6
Cumulative
Frequency Percent Valid Percent Percent
Valid — sa8) s o 2 5.0 5.0 5.0
G850 4 10.0 10.0 15.0
e — 10 25.0 25.0 40.0
Gl s 17 42.5 42.5 82.5
52088 g 7 17.5 17.5 100.0
Total 40 100.0 100.0
\&4
Cumulative
Frequency Percent Valid Percent Percent
Valid = sai) s e 3 7.5 7.5 7.5
Gl s e 1 2.5 25 10.0
e 10 25.0 25.0 35.0
Gilse 19 47.5 47.5 82.5
2088 g 7 17.5 17.5 100.0
Total 40 100.0 100.0
V8
Cumulative
Frequency Percent Valid Percent Percent
Valid 52088 9oyt 10.0 10.0 10.0
Gil e e 4 10.0 10.0 20.0
e 2.5 2.5 22.5
il se 23 57.5 57.5 80.0
2588 5 8 20.0 20.0 100.0
Total 40 100.0 100.0
V9
Cumulative
Frequency Percent Valid Percent Percent
Valid 088 9oyt 4 10.0 10.0 10.0
e 11 27.5 27.5 37.5
Gl se 17 42.5 42.5 80.0
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5ol 5a 8 20.0 20.0 100.0
Total 40 100.0 100.0
V10
Cumulative
Frequency Percent Valid Percent Percent
Valid 8 50 e 1 2.5 2.5 2.5
e 3 7.5 7.5 10.0
B8 5 25 62.5 62.5 72.5
ol 5a 11 275 27.5 100.0
Total 40 100.0 100.0
) P N-1 |
el Bz il
Correlations
il il
LassS  Pearson Correlation 1 848"
bl Sig. (2-tailed) .000
=¥l N 40 40
«lle  Pearson Correlation 848" 1
sl Sig. (2-tailed) .000
Bod N 40 40
**_Correlation is significant at the 0.01 level (2-tailed).
:d9¥! & yall
Correlations
1 sid) 2 aid)
Lasls&  Pearson Correlation 1 828"
cloldl - Sig, (2-tailed) .000
duai¥ls N 40 40
<L Pearson Correlation 828" 1
Mss  Sig. (2-tailed) .000
Bl N 40 40

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

1 il iall 2
Lass&  Pearson Correlation 1 700"
clesldll - Sig, (2-tailed) .000
duails N 40 40
3333 Pearson Correlation 700" 1
Gl Sig. (2-tailed) 000
N 40 40

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

1 uial il 2
Lass  Pearson Correlation 1 725"
cloldl - Sig. (2-tailed) .000
Jua¥ls N 40 40
B Pearson Correlation 725" 1
4 el Sig. (2-tailed) .000
N 40 40

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

1o ed2

ladyS  Pearson Correlation 1 493"

cleslall - Sig, (2-tailed) .001

duai¥ls N 40 40

Gl Pearson Correlation 493" 1
4yl Sig. (2-tailed) .001

N 40 40

**_Correlation is significant at the 0.01 level (2-tailed).
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