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Abstract

The study dealt with the role of knowledge management in improving service quality. The problem
of the study lies in the typicality of banking services, the challenges in the environment in which the
bank operates, the complexity of procedures, as well as intense competition. Knowledge
management has emerged as a competitive weapon that helps boil excellence. The study problem is
summarized in the following question: Does knowledge management have a role in improving
Quality of service? The study aimed to know the knowledge management system followed in the
bank and its role in improving service quality. The historical method was used to collect data for the
theoretical part, previous studies, and the (SPSS) program to analyze the questionnaire data The
study hypothesized that there is a statistically significant relationship between knowledge

management and improving service quality. The study concluded with several results, including:
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The knowledge management system used in the bank works to diversify the services that serve the
desires of current and new customers, the devices used in the bank work to provide information to
customers with the speed and quality required. The study came out with a number of
recommendations, the most important of which are: The bank’s senior management should provide
the latest equipment to answer customers’ questions and inquiries to meet their requests
immediately, the bank’s management must work to win customers’ loyalty by simplifying and
facilitating procedures
Keywords: knowledge management, Service Quality, Quality
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