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Abstract

This paper analyzes the relationship and impact between knowledge
management processes and bridging Service quality gaps. The research
was based on two aspects. The first part included the theoretical
framework based on theses, researches and studies. A sample was
selected from the Directorate of Qayyara Municipality in Nineveh
Governorate to be a field for the application of the field side of the
research. This research is based on a hypothetical diagram showing the
relationship between the independent variable of knowledge management

.processes and the dependent variable of service quality gaps

In general, the research attempts to answer the following questions:

1.What 1s the nature of the Service quality gaps in the research sample
organization ?

2.Is there a significant correlation between proposed knowledge
management processes and bridging Service quality gaps ?

3.Do the proposed knowledge management processes affect the filling of
quality gaps in the research sample organization ?

4.Which knowledge management processes contribute most to bridging
quality gaps?

The nature of correlation and impact relationships between knowledge
management processes (knowledge generation, knowledge storage,
knowledge application) and service quality gaps. To answer these
questions, a hypothetical outline of the research was presented, which
reflects the nature of correlation and impact relationships between
knowledge management processes and the research addressed a set of key
assumptions. The study was conducted using a set of statistical methods
to process the data obtained through the respondents' responses to the

questionnaire.

Based on the diagnosis of research variables and the testing of impact and
correlation relationships, according to the results of the research model, a
number of conclusions were noted, the most important of which are:



1.The nature of work in the municipality of Qayyara depends on the need
for workers to have the skills and abilities of knowledge contribute to
bridge the quality gaps, and found that managers and workers in the
research sample have contributions to support the generation of new

knowledge will useful them in the work on bridging the quality gaps .

2.The results of the research indicate the availability of computers and
software in the organization, which in turn indicates the possibility of the
organization to take advantage of these means towards the storage of
knowledge, and benefit from them in dealing with quality gaps, and
confirmed by this conclusion what resulted in the results of research in
the acquisition of knowledge after the storage The highest degree of

correlation and impact .

3.The results of the research indicate the difficulty of applying knowledge
because of the fear of the occurrence of work errors, and this indicates the
presence of a group of workers in need of training courses, enabling them
to deal with these technologies properly, and through doing so will avoid

work errors .

Based on the conclusions of the research, a number of recommendations
were presented :

1.the need to involve workers in courses to enable them to deal properly
with modern technologies, and this enables workers to take advantage of
stored knowledge and corrected towards filling the gaps of quality .

2.The quality gaps of the researched organization and according to the
results of the research were low, and this refers to the awareness of the
research organization of the quality gaps, and here must indicate the need
to focus the management of the research organization to strive to
maintain this level and maintain the quality of service provided, and

strengthen.

3.benefit from all the experiences and ideas presented by the workers,
because of the important role in providing knowledge to the organization
researched ideas and creations, and new knowledge has a prominent role

in reducing quality gaps .
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