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Abstract:

This study investigates the role of information technology, through its main dimensions
(hardware and equipment, software, networks, and databases), in improving customer
knowledge management in banking institutions. The empirical analysis is based on data
collected from a sample of 121 employees of the Bank of Agriculture and Rural Development
in Mila, using a structured questionnaire. The results demonstrate that information technology
plays a statistically significant role in enhancing customer knowledge management. The study
also confirms that customer knowledge management is a critical component of the banking
industry. To improve its efficiency and effectiveness, banks must increasingly rely on
information technology as a strategic tool. In addition, the findings suggest that the relationship
between information technology and customer knowledge management is complementary and
closely interconnected, especially for banks

aiming to strengthen the impact of customer knowledge management and benefit from its
contribution to banking activities.

Keywords: Information Technology (IT), Customer Knowledge Management (CKM), banking
institutions.
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