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Study Abstract:

The study aimed to learn the role of marketing knowledge management in
its four dimensions (customer, competition, operations, and service) in achieving
customer loyalty in the enterprise, we have conducted a field study on some
communication and multinational institutions (Oreedoo, Djezzy, Mobilis,
Communications Algeria) relied on identification as an information-collecting
tool, where it was distributed (321) Paper and electronic form on the staff of
these institutions from the manager to the last employee, retrieved (305) A valid
form for analysis and treatment by both the Statistical Programme for Social
Sciences (spss) To see the direction and the strength of the study sample
answers, constructive equation modeling approaches (SEM/PLS) have been
relied upon to test hypotheses and evaluate the study model and structural

model. The study also found several results, the most important of which are:

- The results of the simple decline showed that there is a positive impact of all
the essential factors for managing marketing knowledge on the customer's

loyalty.

- The results of the study, according to the views of the study sample
individuals, indicated a statistically significant effect of three dimensions of
marketing knowledge management (after knowledge of competition, after the

process, after the service) in achieving the customer's loyalty.

Keywords: knowledge, knowledge management, marketing knowledge

management, customer loyalty.
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Sl Syl 511 BL) 7l 104 o) ookl

oS Sl 1=

Statistics
N Mean Std.
valid | Missing Deviation
el S5l Sllrale Al Gl aiatily Hlixile sleallilad peaadliuws salle i | 305 0 3.90 1.257
Dl il 3llie Laanainillie slaallipaaivius salla s | 305 0 3.86 1.253
O3 Mialgalailian altile slealliyiaiious salla 58 | 305 0 3.62 1.513
Ot ltlals sillhia gle jlgilatiasaaidiun sallbel 55 ] 305 0 4.10 1.222
¢3S sl ¢ sasalliilell( pUaiil g Hlliatla sheallalal peas R IYLATY UL galadiulal | 305 0 3.65 1.473
e s S s el o
b il ais ey shailiily Hliatle sleall salleasins | 305 0 3.73 1.430
ClAé yraany | 305 0 3.8082 |.87438
Statistics
N Mean Std. Deviation
Valid Missing
Opilialilatiaial adllgilation Kb sallens | 305 0 3.67 1.557
A ullianll (iialliaglk dialgudilioAilids i sl | 305 0 3.70 1.368
peilans slepuilios S sl 55 | 305 0 3.91 1.421
Lepmdlia s a5 bl LudliaiCan ;8 5Slidatins salY a5 | 305 0 3.88 1.290
Leudlialaladialind] dy yud) guillisa ) jinYllghaladss it salla a3 | 305 0 3.79 1.459
Lepndliailara s Jlaalgiladd 5y shisledius salSlani | 305 0 3.80 1.388
dudlialdd mexey | 305 0 3.7913 .97976
Statistics
N Mean Std. Deviation
Valid Missing
ol )l 3atligine Lua sge U 52 LIS jralMiile duns salla j3 | 305 0 3.61 1.377
omalaiidalioglas gr0alid jealle] seanllis sadla a5 | 305 0 3.86 1.286
Gl dlaile b alallenllindd jeallauld goy ) sidedu salla a5 | 305 0 3.67 1.404
Al sae) g gile ] a) silubidig dalleallivdd jaaldl saidedun salla a3 | 305 0 3.88 1.257
Lellandllgalaloantiilldd jealdiiledius sallia a5 | 305 0 4.15 3.469
ilellss | 305 0 3.8341 1.09611
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Statistics

N Mean Std. Deviation
Valid Missing
Adliallileaslila 8 6Y gleiandlgumiaiiilily allic4dl<lad jaallivn sabal | 305 0 3.86 1.311
An siuallelgl 53 3l poa slalichlalilgiloss, y sl sallans | 305 0 3.99 1.137
)il Staedaaatlesda i seallans | 305 0 4.08 1.238
Lethaas s 53 e limdyilid el it duss sallual | 305 0 3.60 1.455
LeTlaad Tl Sl gdll 'y shealllaliililas Al jadien 5alle & | 305 0 3.78 1.514
daadllay | 305 0 3.8610 .87844
Statistics
N Mean Std. Deviation
Valid Missing
LeneABBlall ) jaialigals )V salleae il 5 e | 305 0 3.78 1.379
A pallily aales 1 jaall 5 5340 125 | 305 0 3.74 1.465
A sl Ll sallie Ll | 305 0 3.95 1.289
Lenaitallibasille yisi 5 51 SEisiatiad) Jaliaion sallas | 305 0 3.45 1.413
s sallalalaillgiliaal s i 5 llanai | 305 0 4.06 1.277
pelelaiivn i sallals saresls )Wl 5 31 el | 305 0 4.08 1.129
B9l pa yehadle st 5allialili 5y Sllags | 305 0 3.93 1.137
Al et S salllgaritillilasdl) sum s all | 305 0 3.76 1.281
A b _Silesi M palilas | 305 0 3.92 1.293
cst alls sl e ) Sl sallilesiilentnd | 305 0 3.86 1.326
b a5 5Sa Siatllulii sallibas 5 | 305 0 3.86 1.223
Lusns pallileadss saiepa ;| 305 0 4.02 1.175
il sallliedila Sl sallld | 305 0 3.78 1.277
JETCWER[FP: £k PEN PIVESE-EENGPERR Y feclols 0 3.71 1.281
Jumd¥adlades salliers jael | 305 0 3.59 1.476
oMY s | 305 0 3.8328 .69062
obodl el [2
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
GOl exan | 121 305 .105 .930 305 0.70600
Ludliallad yexey | 1175 305 .087 911 305 .088
dleallan | 1186 305 .081 778 305 .089
Leallay | 211 305 .202 .884 305 .102
Ay puiillad el lalayii ) e | .098 305 .071 .957 305 .060
usNe¥s] .140 305 .091 941 305 .053

a. Lilliefors Significance Correction
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Correlations

B0 kit ypea
ool i pea tey | dAliod 48 pes tey | dobaall aes dansll ey distin gl Ayl sl g
ool 38 e 3m Pearson Correlation 1 ETEN 275" A5 725" 288"
Sig. (2-tailed) .0oo .0oa .0oo .00o .0oo
M 304 308 308 305 304 305
Al 88 s 1ns Pearson Correlation a3 1 207" 384" 690" 505
Sig. (2-tailed) .000 .000 .00o .000 .00o
M 304 308 308 305 304 305
Al 1y Pearson Correlation 278 207 1 4347 &7 as2"
Sig. (2-tailed) .000 .000 .000 .000 .000
M 305 305 305 305 305 305
FUPETI Pearson Correlation A5 384 434" 1 783 AT
Sig. (2-tailed) .00o .00o .00o .00o .0oo
M 305 305 305 305 305 305
s gl 88 el 313 i 5p=w  Pearson Correlation 725 LR &7 783 1 561
Sig. (2-tailed) 000 000 .0oa .0oo .0oo
M 304 304 305 305 304 305
s s Pearson Correlation 288 505 ECED 47 EE1 1
Sig. (2-tailed) .0o0o .0on .000 .ooo .00o
M 304 304 305 305 304 305
** Correlation is significant atthe 0.01 level (2-tailed).
Independent Samples Test
Levene's Test for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Mean Std. Error Diffarence
Sig. (2- Differenc Differenc
F Sig. t df tailed) ] -] Lower Upper
A guill 8 yall b 18 masih =0 Equal
variances ATE B75 -1.145- 303 253 -.09433- 08238 -.25644- (06778
assumed
Equal
variances not -1.198- 232142 232 -.09433- 07876 -.24951- 06084
assumed
amll g Equal
variances 034 .B53 -2.323 303 021 -.19286- 08302 -.35623- -.02949-
assumed
Equal
variances not -2.343 210.306 .0z0 -.19286- 0823 -.35511- -.03061-
assumed
ANOVA
Sum of Squares Df Mean Square F Sig.
Between Groups | 12.705 3 4.235 9.946 .061
A guillAd jaalls )l alardi ) ya Within Groups | 128.176 301 426
Total | 140.881 304
Between Groups | 12.959 3 4.320 9.847 .090
O Within Groups | 132.038 301 439
Total | 144.997 304
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ANOVA

Sum of Squares Df Mean Square F Sig.
Between Groups | .934 3 311 .670 571
A8y puilldd 2l )l alarss ) saa Within Groups | 139.947 301 465
Total | 140.881 304
Between Groups | 3.532 3 1.177 2.505 .059
Oy s Within Groups | 141.465 301 470
Total | 144.997 304
ANOVA
Sum of Squares Df Mean Square F Sig.
Between Groups | 9.154 3 3.051 6.973 .072
Ay guatllad paalls ) aladl ) s Within Groups | 131.727 301 438
Total | 140.881 304
Between Groups | 3.180 3 1.060 2.250 .083
Us e s Within Groups | 141.817 301 471
Total | 144.997 304
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1] .561° .315 313 57252
4 suilldd yalls laleni ) sna <@, Predictors: (Constant)
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
Regression | 45.681 1 45.681 139.366 .000°
1 Residual | 99.316 303 .328
Total | 144.997 304
oY sa. Dependent Variable:
Ay puaillAd 2l 3l ) s3e b, Predictors: (Constant)
Coefficients®
Model | Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) | 1.657 187 8.849 .000
! Ay puaillad jralls lalansli ) s2e | 569 .048 .561 11.805 .000
oY sa. Dependent Variable:
201 Ot s¥y Goows B Waygg Tudiguncdl 28 pn0d) 8y13) Sl Gy




SMART PLS x5 105 o3y glol!

Cronbach’'s Alpha rho_A Composite Reliab... Average Variance Extracted (AVE)
éclient 0.570 0.641 0.770 0.537
conc-marke... 0.689 0.693 0.787 0.348
concurence 0.566 0.597 0.750 0.435
process 0.619 0.630 0.777 0.468
service__ 0.450 0.500 0.715 0.463
client conc-marke... concurence process service__
client 0.733
conc-marke... 0173 0.590
concurence 0.229 0.544 0660
process 0.306 0.400 0.438 0.684
service_ 0.384 0.513 0.290 0.504 0.680
client conc-marke.. concurence process service__
client1 0.791 0.029 0.079 0.366 0.257
client3 0.844 0.199 0.282 0.200 0.373
clientd 0.522 0,173 0.116 0.060 0,193
concur 0.356 0.200 (0.551 0.275 0,187
concur? 0.087 0.515 0.825 0.366 0.228
concur3 0.181 0.149 0.589 0.210 0,179
concurs 0.061 0.445 0.640 0.275 0177
marcet10 0.141 0.686 0.356 0.262 0.384
client conc-marke... CONCUrence process service
marcet11 0.084 0.614 0.464 0.163 0.294
marcet14 -0.027 0.488 0.192 0.226 0.281
marcet 0.067 0.529 0.134 0.206 0.262
marcett 0.164 0.648 0.373 0.153 0.235
marcet? 0.167 0.543 0.386 0.290 0.281
marcetd 0.083 0.597 0.221 0.362 0.368
processe 0.261 0.284 (0.491 0.707 0.296
processel 0.208 0.277 0.403 0.755 0.253
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processe3 0.182 0.318 0.158 0.695 0435

processed 0.180 0.201 0.091 0.566 0.419
serves 0.247 0.515 0.201 0.371 0.829
serves3 0.275 (.199 0.207 0.341 0574
servesd 0.312 0.240 0.209 0.342 0.609
Original Sample (O} Sample Mean (M) Standard Deviation... T Statistics (JO/STDEV]) P Values
client 0.537 0.506 0.080 6.751 0.000
conc-marke... 0.348 0.351 0.048 7.201 0.000
concurence 0.435 0.432 0.051 8475 0.000
process 0.468 0.462 0.048 9.800 0.000
service__ 0.463 0.456 0.062 7.484 0.000
Original Sa... Sample Me... 2.5% 97.5%
client 0.537 0.506 0.279 0.629
conc-marke... 0.348 0.351 0.263 0448
concurence 0.435 0432 0.332 0.529
process 0468 o462 0.372 0.554
service 0.463 0.456 0.341 0.578
client conc-marke... concurence process service__
client '
conc-marke... 0.320
concurence 0.478 0.771
process 0.511 0.644 0.704
service__ 0.787 0.831 0.637 0.981
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R Sqguare R Sqguare Adjusted

- client 0.094 0.084
conc-marketing O O.A17
concurence o053 o032
service 0.084 0.075

Original Sa... Sample Mean (M) Standard Deviation (STDEV) T Statistics (|O/STDEV]) P Values
;client 0.094 0.125 0.072 1.295 0.196
conc-marke... 0.441 0.495 0.078 5.614 0.000
concurence 0.053 0.079 0.057 0916 0.360
service__ 0.084 0.114 0.073 1.152 0.250
client conc-marketing concurence process service__
client 0.013 0.055
conc-market...
concurence 0.265 0.092
process 0.103 0.001
service__ 0.201
S50 SS5E O® (=1-SSE/fSSO)
{client 200.000 290.740 0.031 ;
conc-marke.. TO0.000 B810.022 0.129
COoOnCurence Rl Relele] 393.551 (0 Re =
process OO OO OO OO
service___ 00000 289.361 0.0325
Saturated ... Estirrnated
SRR L N i = .1 ==
UL s 3. 129 - i s S
L = .29 T.0=2=
il -Saguiare =T S S 2 St =
a1 . =17 .25
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Original Sa.. Sample Me... Standard D.. T Statistics (... P Values

client -> conc-marketing -0.092 -0.083 0.104 0.889 0.374
client ->= concurence 0.229 0.231 0.159 1.443 0.150
CONCUrence -= conc-mar.. 0.432 0.431 0.092 4,711 0.000
concurence -= service__ 0.290 0.320 0111 2.610 0.009
process - client 0.206 0.325 0.138 2.218 0.027
process -> conc-marketi... 0.035 0.064 0.100 0.347 0.729
service__ -= conc-market... 0.405 0.398 0.102 3.965 0.000

Original Sa.. Sample Me.. Standard D.. T Statistics (... P Values
éclient -= conc-marketing 0.034 0.050 0.152 0.223 0.823
client -= concurence 0.229 0.238 0.166 1.379 0.169
client - > service__ 0.066 0.083 0.066 1.004 0.316
concurence -> CONC-ma... 0.550 0.554 0.109 5032 0.000
CONCUrence -= Service__ 0.290 0.320 0.118 2461 0.014
process -> client 0.306 0.321 0.153 1.995 0.047
process -» conc-market... 0.045 0.074 0.101 0.447 0.655
process -> concurence 0.070 0.077 0.073 0.964 0.336
process -= service__ 0.020 0.029 0.029 0.705 0.481
service_ -» conc-marketing 0.405 0.399 0.110 3.60 0.000
Criginal Sa... Sample Me... Standard D... T Statistics (|O... P Values
categorie -... -0.146 -0.145 0.110 1.329 0.184
client -> co... -0.058 -0.047 0.111 0.518 0.604
client -> co... 0.229 0.234 0.166 1.383 0.167
concurence ... 0.430 0421 o113 2.805 0.000
concurence .. 0.290 0324 o110 2.631 0.009
experience ... 0.172 0.165 0.105 1.637F o.102
level-educa... -0.001 0.000 0.106 0.008 0.994
poste -> co.. 0.146 0.146 0.083 1.763 0.078
process - = C... 0.306 0.338 o119 2.569 0.010
process - > C... 0.036 0.055 0.115 0.3212 0.755
service__ -> ... 0.392 0.376 0.120 3.265 0.001
sex - > conc... -0.049 -0.036 0.077 0.634 0.526
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