A, 2026 (sika/01 23l 12 Adaall /e V) by sal ) e

The Role of Customer Knowledge Management in Improving
the Quality of Healthcare Services: A Case Study of the Public
Hospital of Khemis Miliana

1-Fatiha Haffif: Doctoral Student, Khemis Miliana University, Algeria
2-Fouad Said Mansour: Professor, Khemis Miliana University, Algeria

Received:08/10/2025 Accepted :13/11/2025 Published :21/01/2026

Abstract

This study aimed to analyze the role and relationship between customer knowledge management
and healthcare service quality at the Khemis Miliana Public Hospital, as well as to measure the
combined impact of the two. To achieve this goal, the opinions of a sample of 60 employees at the
hospital were surveyed using a questionnaire.

Perhaps the most important conclusion reached by the study after analyzing it using the SMATR
PLS/V4 program is that there is a positive and statistically significant effect of three dimensions of
customer knowledge management (the dimension of knowledge from the customer, knowledge about
the customer, and the dimension of knowledge from business to the customer) on the quality of health
service at Khemis Miliana Hospital, while the dimensions of knowledge of the customer and
knowledge from customer to customer had a negative effect on the quality of health service. Finally,
this study recommended focusing on improving responsiveness by strengthening communication
channels between customers and healthcare workers, while integrating modern technology such as
smart applications to facilitate rapid responses to customer needs.

Key words: Knowledge management, knowledge of the customer, knowledge about the customer,
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