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Abstract

The study aimed to determine the effect of knowledge management processes which are represented by
knowledge acquisition, knowledge sharing, knowledge application, knowledge retention, and knowledge
storage in the banking services quality including reliability, assurance, connection, responsiveness,
empathy and tangibility. The population of the study is lragi commercial banks, while the sample consisted
of 121 senior managers of them. Results of regression analysis and multiple linear regression analysis
showed a limited effect of knowledge management processes in the banking services’ quality. The study
recommended the necessity of enhancing the managers’ awareness to make sure of the sustainability of the
banking services quality in terms of improving and reengineering the knowledge management processes
that are compatible with the changes in the Iragi banks environment in light of electronic and virtual
business world so as to achieve excellence in the knowledge economy and the virtual economy.
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Introduction

The late of the twentieth century and the early of the first-twenty century have witnessed growth of some
organizations and the decline of others. The growth of some organization is attributed to the attention they
have paid to Intangible resources as knowledge and the intellectual capital whereas the other organizations
ignored these resources. The importance of knowledge has increased in all the fields of business especially
in light of the great technological development in the businesses environment to the contrary of the
situation in the first half of the twentieth century till the eighties. The interest of this field has increased
recently after the growth of the importance of knowledge especially in the business field and it has become
significant as other administrative sciences. Additionally, it has been considered by some people more
important for the role which knowledge plays in the business organization stability and sustainability.
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Recently, some intellectuals have argued that knowledge is a phenomenon can be measured, developed,
shared and transferred (Jaradat, Almaani and Alshleh, 2011).

knowledge management processes which are considered one of the organization’s intangible assets, its
importance has increased though application and sharing knowledge in addition to its role in raising the
employees’ efficiency and developing the businesses organizations’ competitive ability including the
organizations’ and the employees’ accumulative experience in addition to the management distinguished
ways and whatever they need to do their work. In other words, it is the solution to the complicated
problems facing the organizations. Using traditional methods to acquire knowledge and skills to do the
organization’s activities in light of business environment which changes continuously has no longer
considered the appropriate methods, as it has become a necessity to acquire and update knowledge
according to work requirements so as to enhance the employees’ skills and experience to be more
interactive and ready to solve problems facing them. And because the commercial banks are one of the
important factors in the local and international economic systems for its role in the social and economic
development field, knowledge plays a significant role in the sustainability of the commercial banks because
it affects greatly the banking services quality.

Accordingly, knowledge gets involved in all the commercial activities starting from attracting the customer
and gaining his loyalty till making critical decisions concerning the commercial banks. The increase of the
interest in the services industries was in line with the increase of the awareness of the scholars in the
services sector (including the commercial banks) in the quality importance and its role in increasing
productivity, market share, excellence in the market, gaining the customers’ satisfaction and return
on investment. Noticeably, the quality through the concentration on the customer has become very
important in the current era. In the international competitive commercial area, the customers look for goods
and services with high value. Therefore, it has become an obligation for the business organizations’
management to maintain, continuously, its efficiency in providing services that meet its customers or
otherwise these organizations will lose their reputation and rank in the market, while its process of
innovation probably drive for profits (Grant et al. 2002).

The Iraqi commercial banking sector is new compared to the banking sector in the regional and
international countries because Iraq was a socialist country where the government banks have the major
role in the Iraq economic sector’s activities. After the political changes had taken place in Iraq, the private
commercial banks sector role started to be significant in the Iragi economic growth.

Theoretical Background

There is no doubt of the practice of knowledge management in banking, Chiran (2008) reviewed prevailing
literature on knowledge management in banking industries, lately Faruk, Al-Faruque and Akhter (2015)
analysed the different knowledge management practices used in different banks in Bangladesh, and Tholath
(2013) examined the extent of investing knowledge in the Indian baking sector and determined its readiness
in terms of its possession to the success elements of this investment. Results revealed common elements
indicating variance in the banks’ investment of the knowledge. Additionally, the private commercial bank’s
readiness to invest knowledge management was higher than others because they were equipped by
information technology systems, besides, Rasoulinezhad (2011) improved understanding on the knowledge
management process practiced in Iranian banks, while, Wang and Hussain (2011) examined the gainful
effects of the use of knowledge management and it’s impact on banking performance in China, thus Al,
Ali and Ahmad (2006), discussed a model called: Banking Knowledge Management Model (BKMM) at
Malaysian banking operations., while Yamagata (2002) compared between US banks and Japanese banks
in last decades in terms of knowledge management as core competencies to restructuring and revived as
corresponding to turbulent situations.
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Gulati and Khera (2013) tested the role of knowledge management tools and the human resources’
practices in sharing knowledge, focuced on the importance of Tacit Knowledge sharing and its reflection in
the employees’ behaviors towards the customers of the Indian banks, it concluded sharing knowledge
between the employees affects positively reduction of the work average turnover. It recommended the
necessity of appointing individuals who are expert and skillful in dealing with the customers.

Mean while, Hamed (2011) discussed the impact of knowledge management on taking management
decisions in the Saudi banking sector. The status of knowledge management and management decisions
taking of the biggest ten Saudi commercial banks was diagnosis in terms of capitals and number of the
employees. Results showed positive relation between management knowledge with management decisions-
making and between knowledge sharing and availability with decisions making in particular, whereas
Alzatma (2011) investigated the impact of knowledge management requirements and its processes on the
performance of the technical institutes in Gaza Strip. Results showed that the availability of knowledge
needs of the Middle Technical Institutes was high compared to the availability of cognitive awareness and
the impact of management knowledge on performance was limited.

Algehewi (2010) diagnosed the role of knowledge management strategy in achieving the organizational
goals of telecommunications corporations. It pointed to the limitation of organizational goals’ achievement
in the telecommunications corporations according to a survey compared to some international corporations
in addition to the managers’ lack of awareness of strategic choices of knowledge management and some
managers’ weakness in investing and enhancing results of achieving the corporations and its employees’
goals as a result to the knowledge management practices’ limitation.

On the other hand, Ahmadi, Daraei and Kalam (2012) analyzed the effective elements in the knowledge
sharing in the banking sector in Iran specially the effective elements in knowledge sharing between the
employees (trust, information systems, organization culture, incentive system). The study also investigated
the efficiency of the organized culture in the employees’ attitudes towards knowledge sharing and results
showed weakness in the banking work culture and the incentives system has major role in addicting the
employees’ attitudes towards knowledge sharing. The study recommended greater role to the banks’
managers in improving the culture of knowledge sharing though having the employees’ relations improved
and developed.

Significance of the Study

The previous studies were the motive to expand thinking of the management knowledge processes in terms
of acquisition, retention, sharing, application and storage and to analyze their effect in the banking services
quality dimensions represented by Reliability, assurance, connection, Responsiveness, Empathy and
tangibility, since this study consider a remarkable to examine and checked the study variables theoretically
and practically in the Iragi banks sector either in general and the commercial ones in particular. The study
aimed to identify these banks’ managers’ awareness of knowledge management processes and the banking
services quality using a questionnaire that was scenically arbitrated by the previous studies and a group of
experts and arbitrators in the banking field. The study was limited to the Iraqi commercial banks including
their location and their managers in addition to the study’s variables. Although this study varies from
previous studies in terms of goals, attitudes and results but they all addressed the issue of knowledge
management and quality in general and the banking services quality with electronic trend in particular.

Dialectical of the Study and its Model

Iragi commercial banking sector faces competitive pressures in the business and e-commerce fields as a
result of accelerated technical changes and the political changes in the regional and international areas
especially in Irag. Privatization has appeared in different areas of the Iraqi economy and as a result business
sector including commercial banks started to adopt programs of sustaining development and improvement
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of goods and services in line with the customers’ needs specially after legislating new laws that allow the
foreign banks to have its branches inside the Iraqi banking sector. The foreign banks’ long experience in
the field of banking work obligates the management of Iragi commercial banks to develop itself and get
benefit of every available opportunity specially in information technology sector trying at the same time to
use is knowledge to support its services quality. Consequently, this study came to analyze the effect of
knowledge management processes in the services quality in the Iragi commercial banks.

The Study’s Model
The model’s idea based on the possibility of improving the banking services quality relying on knowledge

management processes approach which gives the banks the capability to achieve its goals and be pioneer in
the competitive markets.
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Hypotheses of the Study

Based on the study’s problem, and previous studies’ attitudes, and current study’s goals, the following null
hypotheses were proposed as expected solutions:

HO: There was no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes (acquisition, retention, application, sharing and storage knowledge) in the
banking services quality and its dimensions (reliability, assurance, connection, responsiveness,
empathy and tangiblity) in the Iraqi commercial banks.

HO; There is no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes in reliability.

HO, There is no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes in assurance.

HO; There is no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes in connection.

HO, There is no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes in responsiveness.

HOs There is no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes in empathy.
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HOs There is no statistical significant effect at the level of significance (a=0.05) of the knowledge
management processes in tangiblity.

Methodology of the Study

The descriptive Approach was used to describe the Iraqi commercial banks’ managers’ opinions about
knowledge management processes (acquisition, retention, application, sharing and knowledge storage and
the banking services quality and its dimensions (reliability, assurance, connection, responsiveness, empathy
and tangiblity). Furthermore, the analytic approach was used to measure the effect of knowledge
management processes in the banking services quality and to identify the sample’s opinions about the
study’s model’s variables.

Population and Sample of the study

The population of the study which consisted of the operating mangers in the high and moderate
management of Iraqi commercial banks was 30 banks with more than 400 branches according to Iragi
central bank’s statistics. The sample of the study consisted of ten Iraqi commercial banks which were
selected using the convenience method because of the prevailing security situations in the country of the
study and the availability of the mangers (the study’s participants) in their banks. Out of 400 managers
represented high and moderate management of the commercial banks, 121 managers and manger’s assistant
were selected randomly. The questionnaires were distributed to the sample to identify their views about
services quality presented by the banks and its knowledge management processes.

Instrument of the Study

The questionnaire which was used as the basic instrument for collecting data consisted of two parts: First:
knowledge management processes including the following items: knowledge acquisition, retention,
application, sharing and storage. The study gets benefit of the previous studies (Al-Banna, 2012;
Mubaideen, 2012; Ahmadi, Daraei and Kalam 2012; Hamed, 2011). Second: Banking services quality
including the following dimensions: tangiblity, reliability, responsiveness, assurance, empathy,
professionalism, and confidentiality. The study gets benefit of the previous studies (Okoe Adjei and
Osarenkhoe 2013; Tirtar, 2012; Ankrah, 2012; Sangeetha, 2012).

Validity & Reliability of the Instrument

The face validity of the questionnaire was checked. The adequacy and appropriateness of a questionnaire’s
items were assessed by presenting them to a set of experts and arbitrators in banking, information
technology, banking services quality and applied statistics. Additionally, the reliability of the questionnaire
was checked through using Cronbach Alpha to measure the questionnaire’s items’ internal consistency. The
values of Cronbach Alpha which ranged from (0.65) to (0.85) are accepted once to adopt the questionnaire
as a tool of measurement.

Data Analysis and Results
Description of the Managers’ Perception Towards Study Variables

Results in table (1) of description of the managers’ perception towards knowledge management processes
showed that all means of knowledge management processes were higher than the value of the test criteria
with (3.68) out of (5.00) degrees indicating that the Iraqi commercial banks’ managers’ opinions
concerning the importance of the processes ,which were mentioned previously, were positive in general.
Also in table (1) the results of description of the mangers’ perception towards banking services quality
showed all the means of the six dimensions of banking services quality were higher than (3.67) which are
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considered a high degree based on the test criteria. These results revealed the Iraqi commercial banks’
managers’ high positive attitudes towards the previous processes.

Table (1) Description of the managers’ perception towards study variables

variables of study M Std | Sig rank | Siglevel | t Sig
c o knowledge acquisition | 4.32 | 0.55 | 1 high 3.696 | 0.01
g /e | knowledge sharing 424 1 0.62 | 2 high 0.051 | 0.95
S 8|2 | knowledge application | 4.22 | 0.63 | 3 high -0.522 | 0.60
§ §§ | knowledge storage 4251071 |5 high 0.547 | 0.58
= +|= =| knowledge retention 420079 | 4 high 8.766 | 0.00

reliability 411|084 |5 high 17.611 | 0.01

assurance 430|067 | 3 high 1596 | 0.59
g “ connection 4.27 1 055 | 4 high 3.005 | 0.00
g c%; 8 2\ _responsiveness 4,02 1085 |6 high 0.606 | 0.01
&S g ‘S| empathy 4471062 |1 high 5.196 | 0.31
O > 3 tangiblity 439068 |2 high 0.590 | 0.02

Results of one-sample kolmogorov — smirnov Test as showed in table (2) which indicate that the variables
of study’s model were normally distributed.

Table (2) Results of One-Sample Kolmogorov — Smirnov Test

variables of study Items Z Calculated | sig
Knowledge management processes 121 0.783 0.572
Services’ quality 121 0.743 0.506

Tabled z=1.96 at the leve of significant o = 0.05 and test 2- tailed

Results of Variance Inflation Factors as it is illustrated in table (3) showed lack of multicollinearity
between the independent variables; the knowledge management processes. These results were confirmed
by the values of VIF test criteria as the knowledge management processes’ values were less than the test’s
critical value. Additionally, Tolerance values revealed lack of multicollinearity between knowledge
management processes.

Table (3) Results of Variance Inflation Factors

. Collinearity Statistics
Independent variable VIE Tolerance
knowledge acquisition 1.190 0.841
knowledge sharing 1.315 0.761
knowledge application 1.123 0.890
knowledge storage 1.140 0.877
knowledge retention 1.125 0.889

Hypothesis Testing

As it illustrated in table (4), the calculated (F) value (24.821) was higher than the tabulated (F) value (2.52)
at the level of significance (a=0.05). Furthermore, the statistical significant value (0.000) is less than the
significance level (a=0.05) and therefore the null major hypothesis is rejected indicating the validity of the
Multiple Linear Regression Model. Accordingly, there was statistical significant effect at the level of
significance (a<0.05) of the knowledge management processes (acquisition, retention, application, sharing
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and knowledge storage) in the baking services quality and its dimensions (reliability, assurance,
connection, responsiveness, empathy and tangibility) in the Iragi commercial banks.

Table (4) Results of ANOVA test between knowledge management processes and Services’ quality

Source SOS MS DF F* sig
calculated
knowledge management | Regression 2325938 | 465.188 |5
processes in Services’ | Remains 2174.047 | 18.742 116 24.821 0.00
quality Total 4499.984 121

* table value of F=2.52 at level of significance (0.05).

Based on the results illustrated in table (5), we can conclude:

a)

b)

The Regration Coefficient (B) of the knowledge management processes on Services’ quality of;
(acquisition and retention knowledge) was statistically significant and therefore there was statistical
significance effect at the level of significance (a=0.05) to the processes mentioned previously in the
banking services quality of the Iragi commercial banks. These results were confirmed by the
calculated(t) value of the knowledge acquisition (3.989) and its significance ( 0.010) in addition to
the calculated (t) value of Sustaining knowledge process (8.768) and its significance (0.000) which
is less than the level of significance (a=0.05). Considering these results, the null hypothesis is
rejected

The coefficient of determination (R?) value (0.51) showed that sustaining knowledge interprets
(51%) of the changes in the banking services quality and (49%) of the changes could be attributed
to other variables were not included in study Model.

Table (5) Results for Multi Linear Regression of knowledge management processes in Services’ quality

knowledge management . 2
processeg dimensions ’ p i s19 z r '
constant 24.158 3.889 0.000

knowledge acquisition 1.415 3.989 0.010 | 0.238

knowledge sharing 0.015 0.051 0.959 | 0.004 0.71 051
knowledge application -0.140 -0.522 0.603 | -0.036 ' '
knowledge retention 2.003 8.768 0.000 | 0.616

knowledge storage 0.128 0.547 0.585 | 0.038

* table value of t=1.65. at level of significance (0.05).

The Results of First Sub-hypothesis Test illustrated in table (6), then we can conclude:

a)

b)

The Regration Coefficient (B) of one of the knowledge management processes (knowledge
retention) on reliability, was statistically significant and so there was statistical significance effect
at the level of significance (a=0.05) to the process mentioned previously in reliability as a
dimension of the banking services quality. These results were confirmed by the calculated (t) value
of the knowledge retention (4.839) and its signifigance (0.000) which is less than the level of
significance (a=0.05). Considering these results, the null hypothesis is rejected (partially) as the
other knowledge management processes have no effect in reliability as a dimension for the banking
services quality in Irag.

The coefficient of determination ( R? ) value (0.22) showed that sustaining knowledge interprets
(22%) of the changes in the banking services quality and (78%) of the changes could be attributed
to other variables were not included in Multiple Linear Regression Model
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Table (6) Results for Multi Linear Regression of knowledge management processes in reliability

knowledge management | B t* sig B r r’
processes dimensions

constant 5.131 1.950 0.054

knowledge acquisition 0.327 1.831 0.070 | 0.165

knowledge sharing -0.189 -1.532 0.128 | -0.144 0.46 0.22
knowledge application -0.113 -1.143 0.256 | -0.101 ' '
knowledge retention 0.097 0.857 0.393 | 0.075

knowledge storage 0.468 4.839 0.000 | 0.432

* table value of t=1.65. at level of significance (0.05).

The results of second sub-hypothesis test illustrated in table (7), then we can conclude:

a)

b)

Table (7) Results for Multi Linear Regression of knowledge management processes in assurance

The Regration Coefficient (B) of the following knowledge management processes on assurance,
were statistical significant of: knowledge sharing (0.007), knowledge application (0.008) and
knowledge retention (0.001) and so there was statistical significance effect at the level of
significance (a=0.05) to the process mentioned previously in assurance. In light of these results,
the null hypothesis is rejected (partially) and the other knowledge management processes have no
effect in assurance.

The coefficient of determination (R?) value (0.22) showed that the following processes (retention,
sharing and knowledge application) interprets (22%) of the changes in the banking services quality
and (78%) of the changes could be attributed to other variables were not included in Multiple
Linear Regression Model.

Knowledge management | B = sig B r r’
processes dimensions

Constant 9.567 4.474 0.000 -0.039

knowledge acquisition -0.062 -0.429 0.669 | 0.259

knowledge sharing 0.277 2.762 0.007 | -0.235 0.47 0.22
knowledge application -0.249 -2.692 0.008 | 0.298 ' '
knowledge retention 0.262 3.336 0.001 | 0.113

knowledge storage 0.103 1.280 0.203

* table value of t=1.65. at level of significance (0.05).

The results of third sub-hypothesis test illustrated in table (8), then we can conclude:

a)

b)

ISSN: 2306-9007

The Regration Coefficient () of two of the knowledge management processes of: (knowledge
retention and sharing) were statistically significant on connection and so there was statistical
significance effect at the level of significance (a=0.05) to the process mentioned previously in
connection. These results were confirmed by their calculated (t) value (4.454/2.629) respectively
and their signifigance value (0.010/ 0.000) was less than the level of significance (a=0.05). In light
of these results, the null hypothesis is rejected (partially) as the other knowledge management
processes have no effect in connection.

The coefficient of determination (R? value (0.25) showed that the following processes
(knowledge retention and sharing) interpret (25%) of the changes in the banking services quality
and (75%) of the changes could be attributed to other variables which are not included in Multiple
Linear Regression Model.
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Table (8) Results for Multi Linear Regression of knowledge management processes in connection

knowledge management | B i sig B r r’
processes dimensions

constant 8.033 3.752 0.000

knowledge acquisition -0.112 -0.771 0.442 | -0.068

knowledge sharing 0.264 2.629 0.010 | 0.242 0.50 0.25
knowledge application -0.146 -1.579 0.117 | -0.135 ' '
knowledge retention 0.351 4.454 0.000 | 0.389

knowledge storage 0.069 0.857 0.393 | 0.074

* table value of t=1.65. at level of significance (0.05).

The results of fourth sub-hypothesis test illustrated in table (9), then we can conclude:

a)

b)

Table (9) Results for Multi Linear Regression of knowledge management processes in responsiveness

The Regration Coefficient (B) of two of the knowledge management processes of: (knowledge
acquisition and retention) were statistically significant on responsiveness and so there was
statistical significance effect at the level of significance (a=0.05) to the processes mentioned
previously in responsiveness. These results were confirmed by their calculated (t) value
(5.807/3.177) respectively and their signifigance value (0.000/ 0.002) was less than the level of
significance (a=0.05). In light of these results, the null hypothesis is rejected (partially) as the
other knowledge management processes have no effect in responsiveness.

The coefficient of determination (R?) value (0.32) showed that the following processes
(knowledge acquisition and retention) interpret (32%) of the changes in the banking services
quality and (68%) of the changes could be attributed to other variables which are not included in
Multiple Linear Regression Model.

2

knowledge management | B t* sig B r r
processes dimensions

constant 0.103 0.040 0.968

knowledge acquisition 0.553 3.177 0.002 | 0.267

knowledge sharing -0.191 -1.587 0.115 -0.139 0.56 032
knowledge application 0.005 0.044 0.965 0.004

knowledge retention 0.547 5.807 0.000 | 0.483

knowledge storage 0.014 0.148 0.883 | 0.012

* table value of t=1.65. at level of significance (0.05).

The results of fifth sub-hypothesis test illustrated in table (10), then we can conclude:

a)

b)

ISSN: 2306-9007

The Regration Coefficient (B) of two of the knowledge management processes (knowledge
acquisition and retention) wrer statistically significant on empathy and so there was statistical
significance effect at the level of significance (a=0.05) to the processes mentioned previously in
Empathy. These results were confirmed by their calculated (t) value (4.929/5.005) respectively
and their signifigance value (0.000/ 0.000) was less than the level of significance (a=0.05). In light
of these results, the null hypothesis is rejected (partially) as the other knowledge management
processes have no effect in Empathy.

The coefficient of determination (R? value (0.40) showed that the processes (knowledge
acquisition and retention) interpret (40%) of the changes in the banking services quality and (60%)
of the changes could be attributed to other variables which are not included in Multiple Linear
Regression Model.
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Table (10) Results for Multi Linear Regression of knowledge management processes in empathy

knowledge management | B i sig B r r’
processes dimensions

constant 1.180 0.682 0.496

knowledge acquisition 0.588 5.005 0.000 | 0.395

knowledge sharing -0.097 -1.196 0.234 | -0.099 0.63 0.40
knowledge application 0.114 1.531 0.128 | 0.117 ' '
knowledge retention 0.313 4.929 0.000 | 0.386

knowledge storage 0.032 0.490 0.625 | 0.038

* table value of t=1.65. at level of significance (0.05).

The results of sixth sub-hypothesis test illustrated in table (11), then we can conclude:

a) The Regration Coefficient (B) of three of the knowledge management processes (knowledge
acquisition, retention and sharing) were statistically significant on tangiblity and so there was
statistical significance effect at the level of significance (a=0.05) to the processes mentioned
previously in tangiblity. These results were confirmed by their calculated (t) value (3.666, 2.326,
3.958) respectively and their signifigance value (0.000/ 0.002, 0.000) was less than the level of
significance (a=0.05). In light of these results, the null hypothesis is rejected (partially) as the
other knowledge management processes have no effect in tangiblity.

b) The coefficient of determination (R? value (0.30) showed that the processes (knowledge
acquisition, sharing and retention) interpret (70%) of the changes in the banking services quality
and (60%) of the changes could be attributed to other variables which are not included in Multiple

Linear Regression Model.

Table (11) Results for Multi Linear Regression of knowledge management processes in tangibility

knowledge management | B t* sig B r r’
processes dimensions

constant 0.722 0.320 0.750

knowledge acquisition 0.607 3.958 0.000 | 0.337

knowledge sharing -0.247 -2.326 0.022 | -0.206 0.55 030
knowledge application 0.190 1.945 0.054 | 0.161

knowledge retention 0.304 3.665 0.000 | 0.309

knowledge storage 0.115 1.345 0.181 | 0.112

* table value of t=1.65. at level of significance (0.05).

Discussion

Results of the Multiple Linear Regression analysis revealed partial statistical significant effect at the level
of significance (a=0.05) between the knowledge management processes and the dimensions of the banking
services quality. Additionally, these results indicate that the increase of the commercial banks’ management
interest in all the processes of knowledge management could help in improving the banking services
quality.

Discussion of the results of first sub-hypothesis:

Results of the Multiple Linear Regression analysis showed partial statistical significant effect to one of the
knowledge processes which is (knowledge retention) in the Reliability as one of the dimensions of the
banking services quality. Based on this result, it can be concluded that increasing the commercial banks
management’s awareness of knowledge retention is expected to improve significantly the banking services
quality in future.
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Discussion of the results of second sub-hypothesis:

Results of the Multiple Linear Regression analysis showed statistical significant effect to three of the
knowledge processes which are (knowledge sharing, application and retention) in assurance which is one of
the banking services quality’s dimensions. It could be concluded that increasing the commercial banks
management’s awareness of sharing and retention knowledge is expected to improve significantly the
banking services quality in future.

Discussion of the results of third sub-hypothesis:

Results of the Multiple Linear Regression analysis showed statistical significant effect to two of the
knowledge processes which are (knowledge sharing and retention) in connection which is one of the
banking services quality’s dimensions. It could be concluded that the increase in the commercial banks
management’s awareness of sharing and retention knowledge is expected to improve significantly the
banking services quality in future.

Discussion of the results of fourth sub-hypothesis:

Results of the Multiple Linear Regression analysis showed statistical significant effect to two of the
knowledge processes which are (knowledge acquisition and retention) in responsiveness as one of the
banking services quality’s dimensions. It is clearly that increasing the commercial banks’ management
awareness of acquisition and retention knowledge is expected to improve the banking services quality in
future.

Discussion of the results of fifth sub-hypothesis:

Results of the Multiple Linear Regression analysis showed statistical significant effect to two of the
knowledge processes which are (knowledge acquisition and retention) in empathy which is one of the
banking services quality’s dimensions. Based on this result, the increase of the commercial banks’
management awareness of these processes may improve the banking services in the future.

Discussion of the results of sixth sub-hypothesis:

Results showed statistical significant effect to three of the knowledge processes which are (knowledge
acquisition, sharing and sustaining) in empathy which represented one of the banking services quality’s
dimensions. It is clear that the increase of the commercial banks’ management awareness of these processes
is expected to improve the banking services quality in the future.

The previous results revealed the significance of this study, as this study try to determine the effect of
knowledge management processes in the services quality in the Iragi commercial banks as it provides
theoretical and statistical evidences for this effect. Additionally, the results showed the commercial banks
management’s interest in the knowledge management processes and knowledge sharing, retention and
acquisition were the highest in attracting the mangers’ attention. Moreover, the nature and the strength of
these processes in the banking services quality were highlighted and the significance of these processes and
their roles in improving the employees efficiency in the commercial banks were also highlighted through
clarifying the employees’ needs to learn and acquire more and new skills that are compatible with the new
businesses environment which may in turn helps the banks management to set strategies for developing
knowledge management processes for its choices and dimensions that may help in increasing the
sustainable competitive capability of the commercial banks either at present or in the future .

The results also showed the possibility to achieve the study’s goals so as to get possible solutions to the
problem of the study which is measuring the effect of knowledge management processes in the banking
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services quality. Generally, the results are compatible with the studies (Gulati and Khera, 2013; Ahmadi et
al., 2012 Hamed, 2011; Alzatma, 2011; Algehewi, 2010) and its contribution in which may attract scholars
and researchers’ attention to examine more deep of the effect of knowledge management processes in the
banking services quality

Recommendations
The following recommendations have been considered based on the results of this study:

e The commercial banks’ management should assure the significance of management knowledge
processes as a way to develop and improve the banking services quality for its benefits as increasing
the ability to meet the customers’ needs and the ability of creativity which affect positively its
competitive advantage.

e Inviting the commercial banks’ management to prepare specific and clear strategies concerning the
management knowledge processes that determine the goals that the commercial banks like to achieve
through utilizing the knowledge which the employees have and to make it a value affecting the banks’
services quality.

e There should be a confirmation on the availability of databases requirements where the necessary
information are kept. In addition to the development of the external and internal information networks
and the development of the employees’ skills of using these networks in terms of acquisition, retention,
application, sharing and knowledge storage to reengineer the banking services quality in future.

e The necessity to take think of ways to update knowledge technology ,its tools and systems to estimate
the level of quality of the presented services according to the current and new customers’ expectations
as a competitive power.

e The possibility to examine the effect of knowledge management processes in the banking services
quality based on the information technology in the Iragi commercial banks. Consequently, it is a way
to investigate the banks performance’s excellence and their goals’ achievement continuously within the
Iragi banking sector.
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