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Abstract :

This study aims to highlight the role of knowledge management in enhancing
organizational performance, through a case study of the External Bank of Algeria-
Tiaret Branch. The theoretical part of the study addressed the concepts of
knowledge management, its models, processes, and its importance in supporting
in supporting decisions, and both traditional and modern evaluation methods,
especially the Balanced Scorecard.

On the practical side, the study adopted the descriptive- analytical approach and
the case study method, replying on a questionnaire directed to the bank’s
employees an data analysis using SPSS software. The results revealed a positive
relationship between the implementation of knowledge management practices
and the improvement of the bank’s performance, particularly in terms of
operational efficiency, customer satisfaction, and organizational learning.

The study concluded with several recommendations, most notably the need to

strengthen the technological infrastructure and intensify training on knowledge
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management techniques.
Key words: Knowledge Management, Organizational Performance, Operational
Efticiency, Customer Satisfaction, Organizational Learning, Balanced Scorecard,

External Bank of Algeria, Case study.
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Source : Robert Kaplan & David Norton, linking the balanced scorecard to strategy, California

Management Reviw,1996, p. 62.
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Management Reviw, 1996, p.59.
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Source: Robert Kaplan & David Norton, The balanced scorecard translating strategy

into action, Harvard business school press, Boston, 1996, P.96..
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