bt ) b efiantt) L) ) Ly el
République Algérienne Démocratique et Populaire
mplnd) C“_s_c_,d\ K QA\_QJ\ hgiaﬂ\ I BIBY)

Ministére de I’Enseignement Supérieur et de Ia“Recherche Scientifique
—b St = kil Ltds Atala
HMPJ_BJ@JI_}'LUJ@JMY/fJ_M%u

) "]

S “Ltunrl"‘: fcr‘ 4

Awpall il o)) Gl A e i) A8 jaa B 1) g0
Q:\Am‘ &YISJC)":\';J".A‘ da a.mbd
—Ml.j-

Ma}f [ éﬁf\/ﬁ‘“l A” 5” vlzf‘: :I "“’ u"L' ‘LT y) :" y) ‘ ; 'as L‘! i‘ 5 4 sia
1"0[ 41;4'4 ” l u“:'o' g 4 5
9% g '54

Sbabiiall ol yiul)) pppencills i i

A Lo i pa 0 3y

S0 6 g.hﬁ\ < YERYTN ] oAl <
....... /Master-GE/GO-GSO/2013 S fmiriadl] a
............................. Eli=r) fe i

2013-2012: 2als)) sy
TR Py ra.uJ'




%
e e e e e e e e e e e

olesty san

(o el @t Lylely dp peall o glell 5 5m 51 551 @ill & maall
Jazll laa 3lal @l Langs asalyll
asn slg ailglan Jaly as2ilay Ol ol "glay agle Sl gla S Jga s B0
bl glea @12 Gglagl sagll o sgall @iag lasaa o Alall 3a 9
» sl
syt oo 9l augsd ga Bntle ga J2 @Il olizalil o s2all Jy3ay angns
siablly =g 9 slygra oo aliaaly la Jolig (g Jasll laa 3lygl @2
laalog o Laslaga o35 lgle Jugs ol @ill "R gn @Lal" Rag 3210 ailgulil
ol gl o Bl gt 12 it dagall

o bunzla ga J2 2y sppuill oot mava diglal @iy ol gom

gran o isialal gran s sy 2yl lalsl Rl gl Laaally o it

Jas 32 5l gy agell agle i lags appall Lal2 ll L YL

Y3 SN

T e e e e e e e e e e e e e e e 2
o

&



wadle
s aa gl (sl e A mall sad an sl ) Wabal 0 se 3l A e 3l 50 A8 ae A ol o3 Cangs
558 ¢ leadll juaai ) oabegly edlill ooV Gaand 8 (05250 A8 yrad) sa da gl (s 3l Jsa A8 el
5 il (98) gla siud s a8 O Ah A g el CVIS o Gl 2 g (Jassall @l o) Al
SPSS zali s alasid 2 il Jilatl
Al sl ) Aol clea g
Ll oY) 5 Walad 5 sl A jra b la) o Anlayl ADle a5y v
Aahi®iie Gead Al Al g Alua ¢l e de gana Al all el LS
sdalida) cilalsl) >
aasill ¢ Om il Jsa A8 peall s da gl (5030 (e Ad prall sas an gl (s 3N A peas )l
(0520 A prall
Lopsall 50 cdudliall 568 cciladdll Juad o oudliil) Y1 >

Al Ay g el VKK, >

Abstract :

This study aimed to investigated the role of the Customer Knowledge Management
and arier dimensions (The Knowledge oriented from the customer, the knowledge
oriented about the customer, the knowledge oriented for the Customer) on the
Competitive performance and arier dimentions (services diffrentration, competition
power,the environment awred) . The application has been done on Insurance
Agencies in Batna. (98) questionnaire were distributed and combined. To analyse
data SPSS program was used.

The results assure that there are a positive relationship between customer
knowledge management with thier dimentions and competitive performance.

The study are also proposed recommendations and directions for future researchs.

> Keywords :

» Customer knowledge management, The Knowledge oriented from the
customer, the knowledge oriented about the customer, the knowledge
oriented for the customer.

» Competitive perfermonce, services diffrentration, competition power,the
environment awred .

» Insurances agencies batna.
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