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Cumulative
Frequency Percent Valid Percent Percent
Valid S8 19 39,6 39,6 39,6
Sl 29 60,4 60,4 100,0
Total 48 100,0 100,0
Ay )il
Cumulative
Freguency Percent Valid Percent Percent
Valid  31-40 33 68,8 68,8 68,8
41-50 10 20,8 20,8 89,6
50 o S 5 10,4 10,4 100,0
Total 48 100,0 100,0
Lgall)_g
Cumulative
Frequency Percent Valid Percent Percent
Valid " sl 3 2 4,2 4,2 4,2
"I selue i 10 20,8 20,8 25,0
" ealae i 16 33,3 33,3 58,3
M alaa i 18 37,5 37,5 95,8
Sl aedl] L 2 4,2 4,2 100,0
Total 48 100,0 100,0
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Aanall ) g G L) 0l a1 4y 3552 05 a8 Balall

dandl) ¢l gl
Pourcentage Pourcentage
Fréquence Pourcentage valide cumulé
Valide 5 Al 10 @l s 18 37,5 37,5 37,5
S 10 @l i 30 62,5 62,5 100,0
Total 48 100,0 100,0

V) saall Gl i Jalza : 06 ) Galall

ReliabilityStatistics
Cronbach's

Alpha N of Items

,939 30

ggtﬂ\ﬁl}aud\Cﬂ*ﬁ*QY\ChLﬁcjanA 07 ?§J d?;Ld\
ReliabilityStatistics

Cronbach's

Alpha N of Items

,915 20

S i) i el ; 08 ) ala

ReliabilityStatistics
Cronbach's

Alpha N of ltems

,957 50

Zjral) et el dpbeal) cillangidl 1 09 a8 Galdl

Descriptive Statistics
N Mean Std. Deviation
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Valid N (listwise)
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48

48

48

48
48

4,44

3,75

4,21

3,54

3,94

3,9750

712

,934

,651

1,110

,954

,54363

Descriptive Statistics

Mean Std. Deviation
s e duynd) 5503 Jead 48 4,15 ,652
4yl LS dalaiall Cle) jaY)
Ledals Jae (38 JSh A paall o 48 3,40 1,144
Al o Jpand) S palis
ALt ol jaiga 5 <l 923 dus yaall it 48 3,40 1,047
A el 30y 5 Jpanll &
Al o) (g S Apaal A paall laa 48 3,60 1,162
5 A alaill iy o 85 LSy 5SIl
e
X2 48 3,6354 , 72559
Valid N (listwise) 48

Adyaal) ClaSl dalall dglaall cllavsiall : 10 ) Gala

i) A5 Aalal dgluall cillngiall + 11 48, Gald)
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Descriptive Statistics

N Mean Std. Deviation
Opanadia 5 el g A jaall (paind 48 3,52 1,130
FYVE BV SR W PO R
Al 5 53LOU g jlxa
5ol gl sl o Jelas @llia 48 3,44 1,070
s o jlae
Jal e 450 bl diay Gyl o 685 48 3,31 1,323
Sanl) 63y o aladll 5 1 sal)
el Ayl Lgaiad ) cilay il 48 3,92 1,048
B3LLY) Calide aa 48 peall aulii o
Al elasf 8
oy galall Cndl el g s y3all e 48 3,69 1,055
L gimall 5 dgalall Sl JS
x3 48 3,5750 ,81332
Valid N (listwise) 48

Descriptive Statistics

N Mean Std. Deviation
il shaall Lin 5l 935 A 3l 228503 48 3,77 973
Sl 5 Cand Y e A jaall X 48 3,42 ,942
4 paall 058l 4 gl
IS 5 @l e Al adiad 48 3,90 1,057
e cplelall 3Ly
Sle camll e sy A jaall (S 48 3,31 1,114
A pall (53 =l
S s Jamnsis das el 5l o i 48 3,31 1,035
Leie Baldiudl Lela (350 5 Lggal 53 (Al
Yy
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Descriptive Statistics

N Mean Std. Deviation
A2 e slea A0 A jaall 223005 48 3,75 ,978
A peall 3 el
Juai¥) il 5y 5 a3l o g 48 3,88 1,024
daliadl
U A paall Jols 5L abatey 48 3,77 ,805
Aprdl) JBSI0 Al g
5 EDlas ol e A jaal Qs 48 2,81 1,085
aalia e Gle subaa
oalall g Uail) alaf Jlaall G jaall s 48 3,65 1,000
Ll A e 3aliiu
x5 48 3,5708 ,75511
Valid N (listwise) 48

A jaal) Gl Aalall dglaall Cllavsial : 14 48 Gald

Descriptive Statistics

N Mean Std. Deviation
e e JS 58 5 A yaall o g 48 3,73 ,893
28 ymall Bukad g aladin
agh jlae Cada g e 53LLY) Jany 48 421 ,798
pelony alidl) sie A4l
@ gl 5 lal B Gulss 48 3,40 844
e S8 3NLLY Lpaaiy
48 jaall aas ) Ayl as 48 3,56 ,943
dee 3ok skt Pl e LSl
Lelals saaa
ped_lae JS JB ) 33LY) a 48 4,48 ,545
ERIAY
ol Al Ay el 33l wialy 48 4,19 734
pet e
X6 48 3,9271 ,47503
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172



- \l n

Descriptive Statistics

I saalls aldl) dpluall cillavsiall + 15 8, 3alal

N Mean Std. Deviation

x1 48 3,9750 ,54363
X2 48 3,6354 ,72559
X3 48 3,5750 ,81332
x4 48 3,5417 , 79462
x5 48 3,5708 ,75511
X6 48 3,9271 ,47503
X 48 3,7139 ,58463
Valid N (listwise) 48

Apalaie Y1l dalal dpbeal) cllangidll : 16 a8, Galal

Descriptive Statistics

N Mean Std. Deviation
e e Jilas 5 s (3 5k 53LLY) a2diy 48 4,19 , 704
Al clals
ol pganiy Allall (gl s 33LYI S 48 4,00 744
Fadiall Ayl
B atnall yy ohaill A jaall et 48 3,94 ,836
Faniall Fadadl) cileadlf
sa0aal) Al ) el sall s yaall o ind 48 4,19 734
yl 48 4,0781 ,50570
Valid N (listwise) 48
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Descriptive Statistics

N

3Gl sedaay ) sedally B3I o 5L

p s

Gleaad g8 M A jaall 2

maE 5 am (e Al Al 45 i)
P

Sl la Gl JSV3 ) i
(dase) 2 e el Cliaia Calidn
Gl B3 g peent () A jaal) (s
TSan Teadih bl i onnial Sl
y2

Valid N (listwise)

48

48

48

48

48
48

Mean Std. Deviation
4,21 , 743
4,35 , 758
4,29 ,798
4,15 ,850

4,2500 ,60801

AL Aalal dgluall cillangidl ¢ 18 8, sald)

Descriptive Statistics

N

Alaiul de jus d8s o A8 pdll Jig
Ll a5 ) JSLaall sy

5 sl ey o A Haall i
ainall 8 Caaat ) ol el
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s3LLY) Cah e A sthaall Ay laY)

48

48

48

Mean Std. Deviation
3,96 ,898
3,73 ,984
3,75 ,934

174



Silal B 5o )Y A il Cuaid 48 3,71 ,967
Aadial) Lasdll a5y ol 33ILLY)

y3 48 3,7865 ,79391
Valid N (listwise) 48

Calalally aldl) dulual) cillaugid) @ 19 8y aldll

Descriptive Statistics

N Mean Std. Deviation
(8 alalll 5 AL 5L & sl audy 48 4,35 ,635
Gkl ae pglalas
Aile slaa 2o 8 5O 5 oY) adEs 48 3,77 1,077
Al e la Lo pelal
Caagd 4y ) 90 Ay il ldin) ailai S 48 4,04 ,683
FRIRICAY PR e P
oo Aallall & 1ol 3ol 31 A yaall aas 48 3,42 1,007
O sdial) llall lilSa wilaii 35k
y4 48 3,8958 ,59661
Valid N (listwise) 48
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Descriptive Statistics
N Mean Std. Deviation
Lo IS il A paally s 3all o 5l 48 3,85 ,850
Allall il Gl
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Shlad

AU 4l 44 yaal) LYY Sl 48 3,98 729

Al 5 Ol ol jludtl e
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Valid N (listwise) 48

S gaall Falal Aplual) cllavsial) = 21 a8 Gald)

Descriptive Statistics

N Mean Std. Deviation

yl 48 4,0781 ,50570
y2 48 4,2500 ,60801
y3 48 3,7865 ,79391
y4 48 3,8958 ,59661
y5 48 4,0052 ,55899
y 48 4,0031 ,51099
Valid N (listwise) 48

Aoyl il Galal) yaaill Jalaa 1 22 ) Galal

Model Summary il Jalas (R-sQuare):

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 7562 572 ,562 ,33810

a. Predictors: (Constant), x
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At M A il (alal) aaeidl) laad¥) Jelas 123 a8 Gaal

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 1,549 ,317 4,886 ,000
X ,661 ,084 ,756 7,833 ,000

a. DependentVariable: y

Anova il Jeles 124 8, 3aldl

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 7,014 1 7,014 61,357 ,000°
Residual 5,258 46 ,114
Total 12,272 47

a. DependentVariable: y

b. Predictors: (Constant), x

e ) il Galal) yaail Jelaa 125 a8 Galal

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,802% ,642 ,590 ,32715

a. Predictors: (Constant), x6, x1, x4, x5, x2, x3
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Unstandardized Coefficients

Coefficients?

Standardized

Coefficients

e ) ol Galall aaaiall i) delaa 126 a8y Galdl

Model B Std. Error T

1 (Constant) 1,152 ATT 2,416 ,020
x1 -,055 ,128 -,058 -,429 ,670
X2 174 ,123 ,247 1,415 ,165
x3 ,156 ,125 ,248 1,242 ,221
x4 -,085 ,110 -,132 -, 769 ,446
x5 ,033 ,115 ,049 ,290 773
X6 ,525 ,187 ,488 2,799 ,008

a. DependentVariable:
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Résumeé de I'étude

Cette étude visait a expliquer les processus du management des connaissances et a connaitre
son réle dans I'amélioration de la qualité des services de I'enseignement supérieur selon le
modeéle servequal a I'Ecole Supérieure de Management de Tlemcen, a travers l'utilisation de
I'approche analytique descriptive pour vérifier I'effet de la variable indépendante sur la
variable dépendante au regard des hypotheses de I'étude.

La population étudiée est représentée par les (65) professeurs de I'école, tandis que
I'échantillon a I'étude comprenait (48) professeurs, et les deux étudiants se sont appuyés sur
un questionnaire contenant les deux variables de I'étude (processus du management des
connaissances et la qualité de I'enseignement supérieur selon le modéle servequal

Et aprés avoir utilise des méthodes statistiques appropriées pour le traitement et I'analyse des
données, nous avons conclu qu'il existe une relation positive et significative entre le
management des connaissances et I'amélioration de la qualité des services de I'enseignement
supérieur a I'Ecole supérieure de management timcen.
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les mots clés

Diagnostiquer les connaissances, acquérir des connaissances, généerer des connaissances,
stocker et récupérer des connaissances, diffusion et distribution des connaissances,
application des connaissances, qualité de service, enseignement supérieur, fiabilité,
tangibilite, réponse, empathie, sécurité

Summary of the study:

This study aimed to explain the processes of knowledge management and know its role in
improving the quality of higher education services according to the servequal model in the
Higher School of Management - Tlemcen, through the use of the descriptive analytical
approach to verify the effect of the independent variable on the dependent variable in the
ight of the study hypotheses

The study population is represented by the school’s (65) professors, while the study sample
included (48) professors, and the two students relied on a questionnaire containing the
study’s two variables (knowledge management processes and the quality of higher education
.according to the sevequal model

And after using the appropriate statistical methods for data processing and analysis, we found
a positif significant relationship between knowledge management and improving the quality
.of higher education services at the Higher School of Management .

key words

Diagnosing knowledge, acquiring knowledge, generating knowledge, storing and retrieval of
knowledge, dissemination and distribution of knowledge, application of knowledge, service
.quality, higher education, reliability, tangibility, response, empathy, safety
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