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i 

ABSTRACT 

Studies pertaining to the organisational performance of large-scale organisations 

focused on factors that can be extracted from annual reports and used mainly financial 

indicators. Knowledge management (KM) has not been adequately investigated in 

the literature, especially in developing countries. The purpose of this study is to 

investigate the moderating effect of organisational trust and organisational support 

on the relationship between KM and the performance of organisations in Abu Dhabi, 

UAE. The population of this study is made up of large-scale organisations in the 

United Arab Emirates (UAE). A purposeful sampling technique is deployed in this 

study. The data is collected using a questionnaire. A total of 412 private organisations 

in the UAE have participated in this study, with a response rate of 76%. Data is 

analysed using Statistical Package for Social Science (SPSS) and Smart Partial Least 

Square (Smart PLS), which are embedded in Structural Equation Modeling (SEM). 

The results confirm that the KM process and KM infrastructure have a positive effect 

on organisational performance. Organizational trust and organisational support 

moderate the effect of KM processes and KM infrastructure on organisational 

performance. The study contributes to the knowledge management literature by 

developing a theoretical model of knowledge management based on underlying 

dimensions of process and infrastructure. From the managerial viewpoint, this study 

provides a valid and applicable model for organisations to enable the implementation 

of KM supported by trust and support by the organisation to improve organisational 

performance among executives in the organization, especially the local workers. 

Practical contribution indicates that creating sustainable performance through better 

understanding of the role of the knowledge management capability of employees in 

improving organisational performance. An important implication of this study for the 

government of the UAE is enhancing the creation of an organisational environment 

that supports the sharing, acquiring, applying, and protecting of knowledge for the 

betterment of organisations.
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ABSTRAK 

 

 

 

 

 

 

 

Kajian yang berkaitan dengan prestasi organisasi syarikat berskala besar difokuskan 

pada penggunaan faktor-faktor yang dapat diambil dari laporan tahunan dan 

digunakan sumber utama petunjuk kewangan. Pengurusan ilmu (KM) belum dikaji 

dengan baik dalam sorotan kajian dan terutamanya di negara-negara membangun. 

Tujuan kajian ini adalah untuk mengetahui kesan penyederhanaan kepercayaan 

organisasi dan sokongan organisasi terhadap hubungan antara KM dan prestasi 

organisasi di Abu Dhabi, UAE. Populasi kajian ini adalah syarikat berskala besar di 

Emiriah Arab Bersatu (UAE). Teknik pensampelan bertujuan digunakan dalam 

kajian ini. Data dikumpulkan menggunakan borang soal selidik. Soal selidik tersebut 

diemailkan kepada 412 syarikat swasta di UAE dengan kadar tindak balas 76%. Data 

dianalisis menggunakan Pakej Statistik Sains Sosial (SPSS) dan Smart PLS, yang 

bersepadu di dalam Pemodelan Persamaan Struktur (SEM). Keputusannya 

mengesahkan bahawa proses KM dan infrastruktur KM mempunyai kesan positif 

terhadap prestasi organisasi. Kepercayaan organisasi dan sokongan organisasi 

menyederhanakan pengaruh proses KM dan infrastruktur KM terhadap prestasi 

organisasi. Kajian ini menyumbang kepada literatur pengurusan ilmu dengan 

mengembangkan model teori pengetahuan pengurusan berdasarkan dimensi proses 

dan infrastruktur. Dari sudut pandangan pengurusan, kajian ini memberikan model 

yang sah dan boleh diguna pakai untuk organisasi bagi membolehkan pelaksanaan 

KM yang disokong dengan kepercayaan dan sokongan oleh organisasi untuk 

meningkatkan prestasi organisasi di kalangan eksekutif di syarikat terutamanya 

pekerja tempatan. Sumbangan praktikal menunjukkan bahawa mewujudkan prestasi 

lestari melalui pemahaman yang lebih baik mengenai peranan kemampuan 

pengurusan ilmu pekerja dalam meningkatkan prestasi organisasi. Implikasi penting 

kajian ini kepada pemerintah UAE adalah meningkatkan penciptaan persekitaran 

organisasi yang menyokong perkongsian, pemerolehan, penerapan dan perlindungan 

pengetahuan untuk peningkatan organisasi.
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CHAPTER 1 

 

INTRODUCTION 

 

 Background 

Soelton et al. (2021) stated that organisational performance is concerned with 

the processes that must be carried out to ensure optimal performance. It has been one 

of the most studied dependent variables during the past three decades due to the fact 

that organisational performance is a key economic indicator and affects gross domestic 

product (GDP), the unemployment rate, and foreign direct investment (FDI) (Shah and 

Jan, 2014). On the other hand, the weak performance of organisations such as large 

privately owned organisations are a sign of a crisis in the economy. The world has 

witnessed the financial collapse of some major organisations in the United States (US), 

which led to slow economic growth, an increased unemployment rate, and ultimately 

the financial crisis in the world (Elyasiani et al., 2014). 

Prior studies have been dominated by the secondary data strategy, which is 

mostly based on historical financial indicators connected to a specific period and does 

not provide any insight into future organisations’ performance (Kaplan and Norton, 

1996). The majority of these studies focus on the effects of factors that are extracted 

from annual reports. These factors include Chief Executive Officer (CEO) duality and 

succession, organisation size, board size, gender, board diversity, capital structure, and 

corporate governance (Hasan and Butt, 2009; Nguyen et al., 2014; Zabri et al., 2016). 
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In the past thirty years, knowledge management (KM) has gained a lot of 

prominence. The benefits that economies and organisations can get by controlling their 

knowledge are primarily to blame for this (Grant, 1996; Abualoush et al., 2018). 

According to the knowledge-based perspective hypothesis, managing knowledge 

effectively will result in a superior competitive advantage and eventually higher 

organisational performance. Knowledge is viewed as an organization's most valuable 

asset (Abubakar et al., 2019). According to the knowledge-based perspective 

philosophy, KM is the process of exchanging, producing, managing, and utilising 

information and knowledge inside an organisation (Soniewicki, 2015). It is a 

multidisciplinary strategy for achieving organisational goals by making the best use of 

knowledge (Hislop et al., 2018). 

The study of KM can be traced back to the 1990s. Pieces of evidence from the 

literature support the effective function of KM in achieving better administrative 

outcomes. This includes several outcomes such as improving the innovation of the 

organisations (Inkinen et al., 2015; Ode and Ayavoo, 2019), better and more informed 

decision-making (Bharadwaj et al., 2015; Abubakar et al., 2019; Antunes and Pinheiro, 

2020), and faster responses to changes in the market (Kahreh, 2011; Tseng, 2014; 

Byukusenge et al., 2016; Farooq, 2019). The KM capability model, developed by Gold 

et al. (2001), is one of the most prominent models in KM (Mao et al., 2016). The authors 

pointed out that KM capabilities can be divided into KM infrastructure and KM 

processes. The knowledge protection, conversion, application, and acquisition 

processes are all part of the KM process, whereas the infrastructure comprises the 

technology infrastructure, structure, and culture. 
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These two capabilities constitute the KM capabilities, and they have been linked 

to several outcomes such as increasing the competitiveness of the organisation, 

innovation, and new product development, as well as better organisational performance 

(Mills and Smith, 2011; Ha et al., 2016; Mao et al., 2016). Gold et al. (2001) indicated 

that the two capabilities together form the KM capabilities. However, later studies 

focused either on the KM process (Wu and Chen, 2014; Liu and Deng, 2015; 

Abusweilem and Abualoush, 2019) or the capacities of the infrastructure (Tubigi and 

Alshawi, 2012; Abualoush et al., 2018). Only a few studies have investigated the impact 

of both capacities and compared their effects on organisational performance (Mills and 

Smith, 2011). Previous studies also used these capabilities either as mediators or 

moderators, while a few limited studies examined the direct effect of these capabilities 

(Nguyen et al., 2019; Payal et al., 2019; Rehman and Iqbal, 2020; Shehzad et al., 2021). 

The United Arab Emirates (UAE) and other Gulf Cooperation Council (GCC) 

nations, including Qatar, Saudi Arabia, Kuwait, Bahrain, and Oman, heavily rely on 

foreign consultants and specialists because the local human capital does not have the 

essential management capabilities to run the local organisations. Due to the high 

reliance on foreign workers and the localization goal to exclusively hire locals, there is 

a possibility that they could lose knowledge if they leave the company or the nation. 

Keeping and applying information in local organisations has become crucial for the 

nation and organisations as a result (Biygautane and Al-yahya, 2011; Dubai School of 

Government, 2011). 

This study analyses the KM and organisational performance of sizable privately 

owned businesses in Abu Dhabi, United Arab Emirates (UAE). Due to the several 

economic crises that affected local businesses and forced drastic labour reductions and 
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reorganisations, the UAE and these organisations were chosen (Arabian Business, 

2017; Gulf News, 2017). Researchers asserted that organisations lose resources and 

capacities as a result of downsizing because human knowledge and expertise are lost. 

This supports the resource-based view (RBV) paradigm, which asserts that downsizing 

would have an adverse effect on organisations' resources and capabilities (Zorn et al., 

2017). 

Additionally, KM was used in the UAE prior to 2008 (Boumarafi and Jabnoun, 

2008; Siddique, 2012; Project Management Institute, 2015). As a result, the UAE 

government launched the Vision of 2021, which intends to transition the country to a 

knowledge-based and diversified economy (UAE, 2018). In an effort to strengthen their 

competitive position with cutting-edge services and products in the UAE's increasingly 

globalised economic climate, the government initiatives aim to inspire and push private 

organisations to investigate knowledge management (KM) theory and practise 

(Siddique, 2012). 

Researchers suggested including mediating and moderating variables to have a 

better comprehension of the impact of KM on organisational performance (Chuang et 

al., 2015). However, in the management context, trust is a new variable, and research 

on the topic is still scarce (Botwe et al., 2016; Wang et al., 2014). Prior research has 

concentrated on trust's indirect and direct effects (Wat and Shaffer, 2005; Kath et al., 

2010; Niu, 2010; Yoon et al., 2016), while few have investigated its moderating effect. 

Although it receives less attention in the KM environment, organisational 

support is another crucial aspect in the literature. According to social exchange theory 

(SET), trust and organisational support are key signs of social exchange (Hur et al., 

2015), as they inspire workers to act in ways that boost their performance, commitment, 
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and involvement (DeConinck and Johnson, 2009). Similar to trust, little research has 

looked at how organisational support might act as a moderator (Zheng and Wu, 2018). 

Investigating the moderating effects of these two variables is the purpose of this study. 

Consequently, the goal of this research is to examine the moderating effect of 

organisational trust and organisational support on the relationship between KM and the 

performance of organisations in Abu Dhabi, UAE. The KM components include 

knowledge sharing, knowledge acquisition, knowledge protection and application, 

structure, culture, technology infrastructure, and KM human resources. In addition, 

organisational performance includes financial indicators, internal business processes, 

and customer satisfaction. 

 

 Problem Statement  

In the United Arab Emirates (UAE), there has been a tremendous desire for 

excellence over the past 15 years (Waal, Mroueh, and Schiavo, 2017). Organizations in 

the UAE, however, face intense regional and international rivalry. The Ministry of 

Economy reports that there were 475,000 organisations registered in the nation in 2016, 

an increase of 13% from 2015. (Ministry of Economy, 2017). To remain relevant in 

their context, local organisations must boost their performance and sharpen their 

competitiveness. According to news reports, businesses are restructuring and reducing 

their workforces as a result of rising costs and intense competition (Gulf News, 2017; 

Arabian Business, 2017). 

Until today, the UAE heavily relied on foreign experts to manage organisations. 

There is increasing knowledge loss due to the exit of these individuals and their leaving 

the country, which may have an impact on work quality as well as staff productivity 
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and ultimately affect organisational performance (Biygautane and Al-yahya, 2011; 

Dubai School of Government, 2011). In the meantime, Khalife (2016) also reported 

that downsizing in the UAE is high. Not only that, but the turnover intention among 

employees is higher than in other regional countries, such as the Gulf Countries Council 

(GCC), and above the universal average (Nair, 2017). 

Leaving the job in the UAE has caused knowledge loss and affected the 

organisational performance of organisations, which spend more than US$ 2.7 billion 

annually to cover the direct and indirect costs of turnover among employees (Khalife, 

2016). The main reason for leaving the job is a lack of trust and weak organisational 

support in terms of salaries and rewards that employees gain from their employers (Al-

Gamrh et al., 2020; Ababneh, 2020; Zeffane and Melhem, 2017).  

The above situation shows the necessity to understand further the organisational 

performance in the UAE context. As stressed by AlShehhi et al. (2021), the 

organisation’s performance needs to be measured with sufficient indicators in many 

sectors, and that is a gap in the previous research. AlShehhi et al. (2021) noted that 

empirical research is tightly focused and that their investigation into organisational 

performance is restricted to a single country or a small area within a country based on 

a survey of the literature. Numerous businesses from various fields are looked into in 

some studies (Zhang et al., 2008). However, in some research on organisational 

performance, only one industry is looked at (Prajogo & McDermott, 2011), and in some 

instances, only one business is looked at (Xenikou & Simosi, 2006). When the study is 

implemented in the UAE, where a very small number of research studies on 

organisational performance are undertaken and limited to a certain industry, this 

research gap becomes more apparent (AlShehhi et al., 2021). 
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KM has been associated with a competitive advantage and better organisational 

performance (Alaarj et al., 2016; Grant, 1996). KM can justify a considerable part of 

the diversity in the performance of an organisation and contribute to quality 

performance, employee satisfaction, and operational performance (Ooi, 2014; Al-

Dhaafri and Al-Swidi, 2016; Honarpour, Jusoh, and Long, 2017b; Psomas et al., 2017). 

Organizational performance is strongly influenced by KM. However, Obeidat et al. 

(2016) noted that there has been scant study on KM and its effects on organisational 

performance. A review of 31 papers was used to support the claim made by Obeidat et 

al. (2016). The effect of KM on organisational performance has also received minimal 

research attention. A few studies have examined the KM effect on the organisational 

performance of large private organisations (Alaarj et al., 2016; Obeidat et al., 2016). 

The previous studies were dominated by service and manufacturing industries, and 

most of these investigations took place in developed nations (Serenko, 2013; Alaarj et 

al., 2016; Bajaj et al., 2018; Prashar and Antony, 2018). 

Besides, this study also revealed the scarcity of KM research in underdeveloped 

nations, which demands quick attention from scholars. According to meta-analysis 

research, most publications on KM published in peer-reviewed papers originate from 

the USA, Spain, Australia, Germany, Canada, and the UK (Serenko, 2013). However, 

according to Alaarj et al. (2016), the majority of KM studies were done in Taiwan and 

industrialised nations. 

Therefore, according to the researchers, an upcoming study on the impact of KM 

on organisational performance should be conducted in developing economies. The use 

of descriptive and correlational analysis instead of regression analysis or cause-and-

effect analysis is the third issue. A prior meta-analysis revealed that the majority of 
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papers published from 2002 to 2012 were descriptive studies (Doeleman et al., 2014). 

In a study of 31 papers, it was discovered that research focused more on the relationship 

between KM processes and organisational performance measures, and a large number 

of papers are conceptual (Boumarafi and Jabnoun, 2008; Aboyassin et al., 2011). 

Previous studies measured the performance using only financial indicators and 

focused on variables that could be extracted from annual reports (Nguyene et al., 2014; 

Zabri et al., 2016). Few of the previous studies deployed mediators or moderators. 

Furthermore, the use of SPSS rather than the second generation of statistics such as 

SEM-PLS or AMOS is frequent in previous studies (Khanam et al., 2013; Chuang et 

al., 2015). Organisational support and trust are emerging variables in the literature, and 

incorporating them as moderators can help in better understanding the organisational 

performance of organisations (Hur et al., 2015; Cheng & Yi, 2018; Oh, 2018). 

Theories like knowledge-based and resource-based views and the social 

exchange theory suggest that using organisations' resources and capabilities, 

implementing a culture of trust, and supporting the capabilities of the employees will 

lead to better organisational performance (Grant, 1996; Barney, 2001; Liang et al., 

2008). Thus, there is a need to bridge the gaps in the literature in this area. Following 

that, this study explores the moderating effect of organisational trust and organisational 

support on the relationship between KM and the performance of organisations in Abu 

Dhabi, UAE. 
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 Purpose of the Study 

The vision for 2021 in the UAE aims to transform the country into an economy 

based on knowledge. However, KM implementation in the country is still in its infancy. 

Theories such as the resource-based view and the knowledge-based view implied that 

organisations might depend on their capabilities and resources to boost their 

organisational performance and build a competitive advantage. Therefore, knowledge 

is the most critical asset for organisations. However, in the UAE, there is knowledge 

loss resulting from downsizing and the exit of foreign individuals who work in the 

country. In spite of this, there are only a few studies in the country that focus on KM. 

As a result, the purpose of this research is to investigate the moderating effect 

of organisational trust and organisational support on the relationship between KM and 

the performance of organisations in Abu Dhabi, UAE. Other theories in the literature, 

such as the Social Exchange Theory, suggest that trust and organisational support are 

essential for exchange behaviour. Accordingly, this study incorporates these two 

variables and examines their moderating effect among the variables. 

 

 Research Questions 

The primary aim of this research is to investigate the moderating effect of 

organisational trust and organisational support on the relationship between KM and the 

performance of organisations in Abu Dhabi, UAE. Thus, the specific research questions 

of this research are: 

a) What are the effects of the KM process (knowledge acquisition, sharing, 

application, and protection) and KM infrastructure (organisational culture, 
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organisational structure, KM human resources, and technology infrastructure) 

on the organisational performance of organisations in Abu Dhabi, UAE? 

b) Is there a moderating effect of organisational trust on the relationship between 

KM and the performance of organisations in Abu Dhabi, UAE??  

c) Is there a moderating effect of organisational support on the relationship 

between KM and the performance of organisations in Abu Dhabi, UAE? 

 

 Research Objectives 

By referring to the primary aim and three specific research questions listed in 

the previous section, three specific objectives of this study are: 

a) To examine the effects of KM processes (knowledge acquisition, sharing, 

application, and protection) and KM infrastructure (organisational culture, 

organisational structure, KM human resources, and technology infrastructure) 

on the performance of organisations in Abu Dhabi, UAE.  

b) To examine the moderating effect of organisational trust on the relationship 

between KM and the performance of organisations in Abu Dhabi, UAE.  

c) To examine the moderating effect of organisational support on the relationship 

between KM and the performance of organisations in Abu Dhabi, UAE.  

 

 Scopes of the Study 

This study was conducted in the UAE. The study collects data from executives’ 

employees in private organisations (family-owned organisations and privately owned 

organisations). Small and medium enterprises (SMEs) are not involved in this study 

due to their size and financial capabilities to deploy KM. The data is collected from 
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senior executive managers, for example, the Chief Knowledge Officer (KMO), CEO, 

and Chief Financial Officer (CFO). In other words, the data was gathered from top 

management-level staff. Operational management and middle management employees' 

levels and customers are not part of this study. 

The study investigates KM and, in particular, the KM capabilities process and 

infrastructure. Other areas of KM are not included in this study, such as KM 

measurements or technical applications of KM. For organisational performance, the 

study is measuring it using a self-reporting technique. Secondary data is not used. 

Indicators of organisational performance in this study are financial performance, 

internal business processes, and customer satisfaction, which are extracted from the 

balance scorecard (BSC) proposed by Kaplan and Norton (1992). The study deploys 

theories such as knowledge-based views, resource-based views, and social exchange 

theories. Other theories are not part of this study. 

 

 Significances of the Study 

This study is significant because it enriches the body of knowledge related to 

KM, trust, organisational support, and organisational performance in developing 

countries. KM is an emerging field that has received less attention from researchers in 

the UAE and developing countries. The research examines the impact of KM and its 

aspects on organisation performance in the UAE. A few studies have looked at the 

possible impact of KM on organisational performance in the context of emerging 

nations. As a result, this research adds to the body of literature in this field. 

The research also studies non-financial and financial indicators (customer 

satisfaction and internal business processes) and gathers primary data instead of 
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secondary data to examine organisational performance. By doing so, the study 

contributes to organisational performance by providing up-to-date information about 

the performance of the organisations rather than relying on historical data that provides 

information about the past performance of organisations. Further, this study 

investigates large-scale organisations, including listed and privately owned 

organisations, across all economic sectors. Previous studies either focused on 

manufacturing or high-tech industries, and few investigated the listed organisations, 

which are the pillars of the economy. The study also validates the usability and 

applicability of the social exchange theory, resource-based view, and knowledge-based 

view in the context of developing countries. 

From a practical perspective, this study is important for employees, 

organisations, citizens, and the government. For employees, a knowledge organisation 

is more sustainable. It can ensure the job security of the employees so that they do not 

need to look for job opportunities somewhere else. For organisations, a knowledge-

based organisation can reduce operational costs and increase their reputation as well as 

revenues. Furthermore, involving the organisation in knowledge processes such as 

acquiring, sharing, and applying the knowledge across the organisation leads to a 

reduction in cost because, when knowledge is shared, organisational members can have 

this knowledge and solve contemporary issues rather than starting a new investigation 

to solve the problem, which already has a solution. 

For citizens, this study is important because a knowledge organisation is more 

productive and can manage to increase its organisational performance. Thus, these 

organisations will contribute to employment and the government's revenues in terms of 

taxes paid based on their profits. The revenue boost will result in an increase in gross 
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domestic product (GDP), which will attract more investors and more foreign direct 

investment (FDI). In this sense, the government also benefits from this study. The study 

is also important because it supports the government's agenda and vision for 2021 to 

create a knowledge-based and competitive economy. Lastly, decision-makers can 

utilise the findings of this study to enhance their organisational performance and better 

comprehend KM's mechanisms as well as trust and organisational support. 

 

 Operational Definitions 

While there are many acceptable operational definitions for each terminology 

discussed by previous scholars, this section presents the operational definitions of the 

terminologies used in this study. The rationale is to provide a clear, explicit, intelligible, 

and agreed-upon explanation of what will be observed and measured. This allows users 

to collect, analyse, and interpret data in a consistent manner. 

Knowledge: In the context of the UAE, the federal authority for government 

human resources defined "knowledge as the consequence of mixing the information 

with perceptions and personal experience" (Federal Government UAE, 2018). In the 

context of this study, knowledge is the combination of expertise and experience of the 

top management of privately owned large organisations in the UAE. 

KM: "The systematic management of knowledge assets at the organisation, to 

build enhanced values and satisfy strategic priorities, encompasses all systems, 

initiatives, and processes that contribute to knowledge acquisition, production, storage, 

classification, use or re-use, and dissemination" (Federal Government UAE, 2018). It 

is also described as "the process of sharing, creating, managing, and using the 

information and knowledge of an organisation" (Soniewicki, 2015). In this study, it is 
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defined as the process and infrastructure used to handle an organisation's knowledge to 

attain better organisational performance. 

KM Processes: Miranda et al. (2011) defined KM processes as "the ability of 

an organisation to gather essential knowledge resources and handle their exploitation 

and assimilation." The current research identifies an organisation's ability to develop, 

share, and utilise knowledge within the organisation. 

Knowledge Acquisition: According to Mills and Smith (2011), knowledge 

acquisition is "the extent to which the organisation creates or develops knowledge 

resources spanning functional boundaries." In this study, this terminology is defined as 

the process by which organisations extract knowledge from external and internal 

sources to create new knowledge. 

Knowledge Sharing: Knowledge sharing is "the primary method by which 

personnel can participate in knowledge utilization, development, and, eventually, the 

competitive advantage of organisations." (Jackson et al., 2006). In the current research, 

it is described as the process of distributing organisational knowledge among 

organisational members and departments. 

Knowledge Application: Knowledge application is defined as "a 

comprehensive construct that signifies the extent to which the pool of 

available expertise and knowledge is engaged and leveraged inside an organisation" 

(Sung and Choi, 2012). In this study, it is the process of utilising organisational 

knowledge in decision-making and process adjustment to achieve better organisational 

performance. 

Knowledge Protection: Lin (2003) defined knowledge protection as the 

process of having clear instructions for incentives and policies to protect knowledge. In 
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this study, it refers to the procedures that are applied in organisations to protect the 

knowledge of employees. 

KM Infrastructure: It is defined as "a unique dynamic capability that a 

corporation deliberately builds to govern its knowledge base across time" (Chen and 

Fong, 2012). This study refers to the resource-based organisational capability that the 

organisation established to facilitate and benefit from knowledge activities. 

Infrastructure Technology: Technology infrastructure is defined as "the 

technical systems inside a corporation that dictate how knowledge circulates within the 

organisation and how it is accessed" (Chang and Chuang, 2011). It refers to the systems 

owned by the organisation, such as the internet, intranet, and extranet, as well as other 

systems such as the expert system that facilitate knowledge activities in the 

organisation. 

Organisational Culture: It is defined as “the extent to which a organisation 

supports the concept of knowledge as a significant resource and asset, known as 

organisational culture” (Chang and Chuang, 2011). In this study, it refers to the norms, 

values, and established routines in the organisation that support the knowledge 

activities. 

Organisational Structure: Organisational structure is defined as "the 

command and operational framework of the organisations, both unofficial and official, 

and it comprises work design, incentive system, rules, regulations, and practices, as 

well as the management support policy of the administrators" (Yang and Chen, 2007). 

In this study, it refers to the hierarchy of the organisation and its established work 

design and reporting, as well as the governed policies and regulations. 
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Human KM resources: Human KM resources refer to the ability of the 

employee to combine various domains of knowledge and their application (Chuang, 

2004). This study refers to the term "tasks" as the tasks that shape the knowledge of 

employees and how they interact with each other. 

Organisational Performance: Lebas and Euske (2007) defined organisational 

performance as "a set of non-financial and financial indicators that provide data on the 

extent of achievement of results and objectives." It is defined in this study as the 

financial and non-financial indicators that give the management and other stakeholders 

information about the organisation's performance and achievement of goals. 

 

 Organisation of the Thesis 

This thesis was segmented into five chapters. Chapter one, as the introductory 

chapter, introduces the topic of this study via the background of the study. Besides, this 

chapter also highlighted some issues and problems that arose from this topic and led to 

the creation of research questions and research objectives. Besides, this chapter also 

emphasises the scope and significance of the study before highlighting the operational 

definitions of the key terminologies used in this study. 

Chapter two presents the literature related to the topic of this study. This chapter 

begins with the literature on organisational performance as the dependent variable, 

followed by KM as the independent variable. The chapter then reviews the literature on 

organisational support and trust. These two factors are the moderating variables in this 

study. This chapter's presentation is followed by the theoretical framework, existing 

model, and conceptual model of this study. 
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Chapter three outlines the research methodology used to answer the research 

questions and fulfil the research objectives. This chapter then covered the research 

design, as well as the population, sampling technique, and sample size of the 

respondents in this study. Further, this chapter described the instrumentation used in 

this study, as well as the validity and reliability of these instruments. Besides, the 

discussion in this chapter emphasised the data gathering and data analysis methods 

employed in this study. 

Chapter three describes the research methods utilised to answer the research 

questions and achieve the research objectives. This chapter then went through the 

research design, as well as the population, sampling technique, and sample size of the 

respondents in this study. This chapter also addressed the instruments utilised in this 

investigation, as well as their validity and reliability. Furthermore, the discussion in this 

chapter emphasised the data collection and analysis used in this study. 

Chapter five presents the final discussion on the findings of this study and thus 

concludes the study. This chapter begins with a brief recapitulation of the study, 

followed by the discussion on the KM process and organisational performance, KM 

infrastructure and organisational performance, as well as the final discussion on 

organisational trust and organisational support as the moderator. Other than that, this 

chapter also emphasised the contributions of this study, particularly in terms of 

theoretical and practical contributions. Then, this chapter also provides suggestions for 

future studies with the purpose of adding to the findings of this existing study. Finally, 

this chapter concludes the study.
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CHAPTER 2 

 

LITERATURE REVIEW 

 

 Overview 

This chapter reviews the literature related to the topic of this study. This chapter 

begins with the literature on organisational performance as the dependent variable, followed 

by KM as the independent variable. Then, this chapter reviews the literature on 

organisational support and organisational trust. These two elements are the moderating 

variables in this study. The presentation of this chapter is followed by the theoretical 

framework, existing model, and conceptual model of this study. 

 

 Organisational Performance (Dependent Variable) 

One of the aspects that management studies have the closest ties to is organisational 

performance. Employees, citizens, governments, shareholders, and organisations are just a 

few of the stakeholders for whom it is a crucial indicator. According to Richard et al. (2009), 

organisational performance is important for academics working in the management sector. 

In order to analyse firms over time and evaluate them against rival companies, managers and 

academics need a comprehensive framework. Contrary to the central place that 

organisational performance occupies in management domains, Richard et al. (2009) pointed 

out that academics give little thought to what an effect is and how it is measured. 

There have been numerous studies done to examine organisational performance. The 

majority of research, however, has concentrated on internal constructs such as board size, 

gender, structure, ownership, CEO duality and succession, board diversity, governance, and 
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capital structure. Few studies also exclusively examined the relationship between 

performance and novel and developing factors, such as knowledge management (KM), trust, 

and organisational support (Alaarj et al., 2016; Obeidat et al., 2016). The primary data 

approach, rather than the secondary data strategy that predominated earlier studies, is used 

in this study to analyse organisational performance. The concept of organisational 

performance and methods for evaluating it are discussed in this section. 

 

 

2.2.1 Definition of Organisational Performance 

Over time, the idea of organisational performance has developed. Performance was 

gauged during the production era by how much a company could generate in terms of goods 

or services. The emphasis in the 1980s and 1990s was on efficiency and effectiveness. 

During this time, the bulk of definitions emphasised achieving organisational objectives 

while adhering to budgetary constraints (Lusthaus and Adrien, 1998). In this scenario, 

revenue became one of many performance criteria. Recent definitions take performance into 

account from several angles. Lebas and Euske's (2007) definition of examining both non-

financial and financial aspects of organisational performance emphasise the 

multidimensionality of performance. 

Success is defined by the author as "a combination of non-financial and financial 

measurements that provide information on the extent to which aims and outcomes have been 

attained." According to Richard et al. (2009), another interpretation of performance is that it 

must take into account financial performance measures like sales, return on investment 

(ROI), and return on assets (ROA). Additionally, investment returns that assess performance 

include the return on sales and earnings per market share. Last but not least, Richard et al. 
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(2009) stated that the outcomes for the investors, such as economic added value and total 

shareholder return, must be taken into account. 

The concept of performance also emphasised the elements of both financial and non-

financial performance mentioned in Popova and Sharpanskykh's definition (2010). They 

suggested that both qualitative and quantitative techniques should be used to evaluate 

performance. These concepts are consistent with the balanced scorecard (BSC) idea that 

Kaplan and Norton (1992) created. The BSC emphasised that the financial component 

cannot be included in the performance evaluation. However, it must be expanded to 

incorporate additional non-financial aspects, such as internal organisational procedures, 

customer satisfaction, and learning and growth. 

In studies like Tseng (2016) and Qasrawi et al. (2017), researchers used these four 

key opinions as both non-financial and financial variables. This study looks into trust and 

other intangible factors like KM infrastructure and practises. The premise of this study does 

not meet the financial definition of organisational performance, which concentrates 

primarily on financial indicators, which are impartial measures of performance. For this 

study to include organisational success, non-financial metrics must be added. The definition 

of Lebas and Euske (2007) adopts an approach that explicitly exposes the non-financial and 

financial dimensions of success because the study uses the BSC as an assessment of 

performance. 
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2.2.2 Measurement of Organisational Performance 

The best way for organisations to achieve their goals is by measuring their 

performance. The most recent developments in performance assessment, such as the non-

financial and financial indicators, focus on the quantitative and qualitative components of 

performance (Popova and Sharpanskykh, 2010). Performance is a key metric for both people 

and organisations. Holsapple and Wu (2011) highlighted the function of a special resource 

and referred to it as the performance driver. The commonality of scholars' viewpoints on 

performance definitions was noted by Evans and Davis (2005). The author said that 

researchers had evaluated performance using a variety of factors and had come to the 

conclusion that performance measurements should be based on the study subject. 

In this study, organisational performance, trust, and support are all predicted by KM. 

Researchers that studied these variables used both non-financial and financial indicators to 

gauge organisational success. For instance, Qasrawi et al. (2017) looked into the role of KM 

as a mediator between the factors. The authors gauged organisational performance using 

financial and operational performance. Quality, operational, and economic-financial 

measures of organisational performance were used by Calvo-Mora et al. (2014). Mensah et 

al. (2012) also included organisational effectiveness, market and financial success, as well 

as employee and customer satisfaction. Psomas and Jaca (2016) used operational 

performance, financial performance, customer satisfaction, and product and service quality. 

From the studies mentioned above, it is clear that financial performance is a crucial 

metric for assessing performance. It is also demonstrated that academics typically employ 

customer satisfaction and the commercial process of generating high-quality goods and 

services as indices of organisational performance. Financial performance, customer 

satisfaction, and internal company processes are the three metrics that make up BSC. 
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Learning and growth, the fourth indicator, were not employed in any prior study. As a result, 

the BSC is used in this study together with internal business processes, customer satisfaction, 

and financial performance as measures of organisational performance. 
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 Knowledge Management (Independent Variable) 

When oral tradition was passed down through the generations in antiquity, 

knowledge may have had its origins. Knowledge, the most crucial element for both 

organisational and individual contributions, has long been one of the fundamental core 

competences in today's organisations (Pereira and Bamel, 2021; Caputo et al., 2019). 

Additionally, controlling organisational information is essential for gaining a competitive 

edge and improving organisational performance (Mei and Yang, 2022; Fernandes et al., 

2022). This is why working knowledge has signified a paradigm shift from data and 

information to knowledge exploitation because a good KM system communicates the right 

message to the right audience so they can make the best decision possible (Weng, 2021; 

Mjahed Hammami et al., 2021). A discussion of knowledge and KM is presented in this 

section. 

 

2.3.1 Definition of Knowledge and Knowledge Management 

There are numerous ways to define "knowledge." However, the focus of this study is 

KM in the UAE. Knowledge is described as "a product of mixing data with personal opinions 

and experiences" by the federal body for government human resources (Federal Government 

UAE, 2018). The top management of privately held major organisations in the UAE has a 

combination of competence and experience, which is referred to in this study as knowledge. 

Numerous academics have defined KM as well. The systematic management of knowledge 

assets at an entity in order to contribute value and achieve strategic goals is how KM is 

defined in the UAE. It includes systems, processes, and all actions that support the creation 

of knowledge as well as its use or repurposing, dissemination, storage, classification, and 

acquisition (Federal Government UAE, 2018). It is also described as the process by which 



24 

 

information and knowledge inside an organisation are produced, disseminated, utilised, and 

managed (Soniewicki, 2015). 

Both definitions place an emphasis on the tasks needed to manage knowledge in order 

to accomplish a task. However, Soniewicki (2015)'s definition is primarily concerned with 

organisational performance. The definition from Soniewicki (2015) is used in this study 

since it relates KM to organisational performance. The techniques and infrastructure used to 

manage an organisation's knowledge in order to improve organisational performance are 

referred to as "KM" in this study. 

 

2.3.2 Knowledge Management Cycle 

People can learn new things or maintain their current skills when information is 

shared among team members. This demonstrates how the processes that produce knowledge 

are interconnected. The development, updating, and creation of the organisations' and their 

members' collective knowledge is an ongoing activity. The input comes from shared 

knowledge. To stay relevant to its surroundings, knowledge must always be updated 

(Singhaputtangkul et al., 2016). The KM cycle has six steps, which are shown in Figure 2.1, 

according to Singhaputtangkul et al. (2016). 
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Figure 2.1: Knowledge Management Cycle (Singhaputtangkul et al., 2016) 

 

In accordance with Singhaputtangkul et al. (2016), the first step is the generation of 

knowledge. People acquire knowledge when they put it to use in their daily lives to make 

decisions, come up with novel solutions, or acquire new skills. At this point, new information 

can also be created by drawing on outside knowledge. Capturing the knowledge is the second 

step. It is necessary for the newly developed or created knowledge to be significant, valuable, 

and presented in an acceptable manner. The third step is knowledge refinement. In order for 

decision-makers to base their decisions on freshly generated knowledge, the knowledge must 
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be usable. The human experience, insights, and ideas must be incorporated into the process 

after the knowledge has been contextualised and made usable. 

Storing the knowledge is the fourth step. All members of the organisation should be 

able to access the important knowledge that is preserved in a specific way. In other words, 

the information that has been generated with the aid of human insight must be transformed 

into explicit knowledge that can be preserved in books or by other means and made available 

to everyone inside the organisation. Managing knowledge is the fifth step. For the 

organisation to remain accurate and relevant in the environment in which it operates, 

knowledge must be handled and assessed on a regular basis. Finally, it is important to spread 

knowledge. It is important to properly transmit organisational information to other members 

of the organisation. This is so that new knowledge can be developed and existing knowledge 

can be improved upon using the information that has been distributed. Any employee of the 

company must therefore have appropriate access to knowledge (Singhaputtangkul et al., 

2016). 

The KM capability process is illustrated by the steps above. KM was split into 

infrastructure and processes by other researchers, including Gold et al. (2001), who are 

recognised as the founders of KM capabilities. In contrast to organisational characteristics, 

design, and technology advancement, processes include protection, application, conversion, 

and knowledge acquisition. These skills collectively represent the KM skills that gauge an 

organisation's daily knowledge (Gold et al., 2001). In this study, KM is operationalised into 

these two competencies. 
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2.3.3 Knowledge Management Capability 

The KBV theory was used by Gold et al. (2001) to create the KM capability model, 

which separated KM capability into processes and infrastructures. The growth of the 

knowledge infrastructure is influenced by culture, structure, and technology. The capabilities 

of an organisation's knowledge acquisition, conversion, application, and protection are all 

included in KM processes. The KMC structure described by Gold et al. (2001) is shown in 

Figure 2.2. 

 

Figure 2.2: KMC structure (Gold et al., 2001) 
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Three groups can be used to organise previous studies on KM capability. A person 

falls into the first group if they fully or partially adopt the Gold et al. (2001) model. One of 

the full adopters of the Gold et al. (2001) paradigm, for instance, is Fan et al. (2009). The 

authors used a fuzzy linguistic approach and discovered that KM initiation depends on an 

organisation's KM competence. To examine how KM competence affects organisational 

performance in Jamaican organisations, Mills and Smith (2011) also fully adapted the Gold 

et al. (2001) model. The results demonstrated a direct relationship between organisational 

performance, structure, and application. Additionally, several of the researchers' models 

were developed using the Gold et al. (2001) model. 

For instance, in the study by Chang and Chung (2011), the authors operationalised 

the KM capabilities into processes and infrastructure when using the Gold model. The 

infrastructure consisted of organisational culture, organisational structure, and technological 

infrastructure, whereas the process involved knowledge sharing, information storage, 

knowledge access, and knowledge choice. Additionally, a further dimension—the human 

KM resource—was included. The study's conclusions showed that process capabilities and 

infrastructure capabilities are closely related. Process capabilities also had an impact on how 

well organisations performed organisationally. 

The study by Miranda et al. (2011) also took advantage of the new human resource 

factor in KM capabilities. They conducted a study on how Korean organisations' 

performance was affected by KM skills. By controlling knowledge flows and building up 

knowledge stocks, the authors operationalised KM capabilities. Internal, external, and 

institutional learning processes are all examples of knowledge flows. Human resources, 

strategic templates, and technological infrastructure were among the stocks that resembled 

knowledge development capabilities (Gold et al., 2001). The results demonstrated that more 
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investment in KM capabilities enhances organisational performance in Korean businesses. 

Ozbag et al. (2013) evaluated the association between human resource (HR) innovation and 

capabilities as a mediator and included KM capability as a unidimensional construct. The 

results demonstrated a connection between HR and KM competencies, which has an impact 

on Turkish organisations' capacity for innovation. 

In other research, including Singh Sandhawalia and Dalcher's (2011) case study, it 

was discovered that KMC processes and infrastructure are crucial for putting KM efforts 

into practise. Chen and Fong (2015) set out to assess the effectiveness of KM and how it 

affected the financial performance of Hong Kong-based construction organisations. They 

incorporated organisational and technological, routine, and learning governance methods, 

like acquisition, identification, distribution, and utilisation. The research showed a strong 

correlation between KM competency and company performance. The use of three 

perspectives—universalism, complementarity, and contingency—was examined by Cohen 

and Olsen (2015). The IT system, codification procedures, information retention, and 

knowledge sharing are components of KM capacity. The results showed that 

complementarity and contingency are recognised KM qualities. Performance was dependent 

on the organisation's business plan. 

The study of KM processes falls within the second group. The great majority of 

earlier studies focused on the possible function of KM process. For instance, Chen and Fong 

(2012) addressed the acquisition, dissemination, and usage stages. The results demonstrated 

that KM process could serve as a bridge between knowledge governance systems and 

operational efficiency. Similar to this, Liu and Deng (2015) looked into how KM practises 

affected the outsourcing of company operations. This included acquisition, conversion, 
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application, and protection in China. They discovered that the four KM process parameters 

had a favourable impact on business process outsourcing. 

In the study by Ju et al. (2006), the authors carried out a research project to develop 

a contingency model that can show the causal linkages between many factors, including 

knowledge process capabilities, organisational learning, knowledge integration, and KM 

strategies. The author classified the knowledge process into three categories for their study: 

acquisition, application, and conversion. The results showed that KM processes had a 

significant impact on innovation. The effects of knowledge application (KM processes) and 

supply chain learning on the organisational performance of Malaysian manufacturing were 

also found to be considerable by Sambasivan et al. (2009). 

Liu et al. (2004) conducted research in Taiwan to look at how KM processes relate 

to an organisation's ability to compete in its respective industry. Acquiring, modifying, 

storing, and sharing knowledge were all part of the KM process. The research results 

demonstrated that the four knowledge competencies significantly impacted competitiveness. 

In Taiwanese industrial organisations, Wu and Chen (2014) tried to create and assess a model 

for the value of KM. They covered integration, transfer, and development processes as well 

as application procedures. According to the findings, knowledge assets and business process 

capabilities were interacted with through the use of KM strategies. In order to promote 

innovation in Spanish industrial organisations, Donate and Sánchez de Pablo (2015) looked 

into the kind of leadership used in KM initiatives. There were KM processes for storing, 

creating, transferring, and applying. As a result of the findings, it is clear that leadership is 

crucial in promoting KM processes. 
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Zheng et al. (2011) used KM processes such as data acquisition, generation, and 

combination to look into the effectiveness of manufacturing in Chinese organisations. The 

results demonstrated that KM processes have a big impact on innovation performance. Tseng 

and Lee (2014) investigate how KM practises like transfer and protection impact both 

organisational performance and dynamic capacities. The dynamic skills of Taiwanese 

technological companies were enhanced by KM processes, which raised their OP. 

Conversion and protection capabilities were taken into account by Tseng (2014), who 

discovered that they significantly affect the organisational performance of Taiwanese 

technological firms. Lai and Lin (2012) looked at the possibility that KM enhances 

innovation and product development in Taiwanese manufacturing companies. KM process 

included aspects for creation, acquisition, diffusion, integration, and storage. The study 

found that the three types of knowledge—diffusion, acquisition, and creation—all impacted 

technological innovation. 

Iranian SMEs' performance in relation to KM processes was examined by 

Gharakhani and Mousakhani (2012). Each step of the KM process—acquisition, sharing, 

and application—was important. The findings showed that customer satisfaction, efficiency, 

and sales growth were significantly impacted by KM processes. Nieves and Haller (2014) 

looked at the origins of dynamic capacities in the Spanish hotel sector. They discovered that 

the dynamic capacities in the hotel industry include sensing, learning, integrating, and 

coordinating. Finally, a literature review was carried out by Freeze and Kulkarni (2007) to 

understand the components of the KM process. The results showed that there are five 

components: knowledge, lessons learned, policies and procedures, and papers containing 

data and knowledge. 
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The KM infrastructure is in the third group. For instance, Pandey and Dutta (2013) 

used a qualitative study approach to examine the impact of KM infrastructure on achieving 

KM excellence in Indian technical organisations. Culture, structure, and infrastructure were 

components of the KM infrastructure. The results showed that excellent KM is strongly 

correlated with culture, organisation, and infrastructure. Chuang (2004) gathered 

information from 177 Taiwanese industrial organisations and added HR skills to the KM 

infrastructure of Gold et al. (2001). The results demonstrated that those knowledge 

capabilities' components had a strong relationship with competitive advantage. 

Cepeda and Vera (2007) conducted a study in Spain to determine the effects of KM's 

operational and dynamic capacities. The writers once again made reference to the 

components, people, processes, and technology that make up the KM infrastructure. The 

vision and the proposition were also mentioned under knowledge capabilities. The research's 

conclusions showed that knowledge infrastructure skills significantly affect Spanish 

organisations' operational capabilities. 

The literature has looked at other varieties of skills. For instance, Chen et al. (2015) 

looked at the importance of corporate entrepreneurship and competitive intensity at the 

business level. IT abilities include things like IT management, IT business alignment, IT 

integration, and IT infrastructure adaptability. The results show that corporate 

entrepreneurship completely interferes with the effect of IT competencies on the success of 

product development and that fierce competition mediates the relationships between the 

variables. 

In order to appreciate KM capacity components and pinpoint the conceptual 

underpinnings that support the growth of these capabilities, researchers also conducted a 

literature review. In order to synthesise and provide indications of KM competence for 
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assessing KM effectiveness, Aujirapongpan et al. (2010) studied the literature. The results 

indicated that there are two main KM capacity elements that are crucial for knowledge 

effectiveness. The results showed that there are basically two KM views. In contrast to the 

knowledge-based approach, which is centred on processes like expertise, information, and 

learning, the resource-based perspective considers factors like structure, technology, and 

culture. 

Knowledge development, which is comparable to knowledge acquisition and 

creation, knowledge combination, and knowledge use, was included as one of the 

competences of KM by Nielsen (2006) in a literature review analysis. After reviewing the 

literature, Zahra and George (2002) concluded that processes including transformation, 

exploitation, acquisition, and assimilation are crucial elements for KM capabilities. Eight 

knowledge-based dynamic capacities were identified by Denford (2013) after examining 

seven frameworks: creation, integration, reconfiguration, replication, developing, 

assimilation, synthesising, and imitation. 

Previous research shows that the KM processes were looked into more often than the 

KM infrastructure. A few people looked into both of them. To be sure, both the capabilities 

of the KM process and the KM infrastructure must be taken into account, as noted by Gold 

et al. (2011), Mills and Smith (2011), and Alaarj et al. (2016). This is due to the fact that 

these two capabilities provide a thorough overview of KM operations within organisations. 

As a result, both capacities are considered and examined in this study. The KM infrastructure 

and processes are covered in the next section. 
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2.3.4 Knowledge Management Infrastructure Capabilities (Independent Variable 1) 

and Organisational Performance 

The KM infrastructure of an organisation is defined as a special dynamic capability 

that it develops in order to manage its knowledge and understanding over time (Chen and 

Fong, 2012). A KM infrastructure was created by Gold et al. (2001) and consists of 

organisational structure, organisational culture, and technical infrastructure. Many 

academics have advocated for three dimensions (Fan et al., 2009; Mills and Smith, 2011; 

Alaarj et al., 2016). According to the operational definition used in this study and the 

requirements of the majority of the research, the KM infrastructure is operationally described 

as including the organisational structure, organisational culture, and technology 

infrastructure. 

Infrastructure for KM has been the subject of numerous studies. According to Cepeda 

and Vera's research (2007), KM infrastructure has a significant impact on knowledge 

configuration. Chuang (2004) asserts that cultural, structural, and human variables play a 

significant role in determining Taiwanese enterprises' competitive advantage. According to 

Chang and Chuang (2011), Taiwan's KM process and company performance are positively 

impacted by KM infrastructure. In this study, the organisational performance of 

organisations in the UAE is predicted to be significantly impacted by KM infrastructure. In 

light of this, it is hypothesised that: 

H2: KM infrastructure significantly affects the organisational performance of 

organisations in Abu Dhabi, UAE. 

 

2.3.4.1 Technology Infrastructure, and Organisational Performance 

"Technology infrastructure" refers to the internal technological framework of a 

business that controls how knowledge is shared and made available (Chang and Chuang, 
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2011). The technology component of knowledge infrastructure consists of the IT processes 

that allow knowledge and information to be incorporated into the organisation as well as the 

generation, transfer, and maintenance of the knowledge resource (Mills and Smith, 2011). 

IT has a big role in KM (Sher and Lee, 2004). A company can gather data about its 

competitors and the overall economy, for instance, using business intelligence technologies. 

Technologies for applying knowledge help businesses make the most of their current 

knowledge (Chang and Chuang, 2011). 

The importance of an organisation's information technology skills in producing 

appropriate dyadic quality performance was highlighted by Yang et al. (2009). Miranda et 

al. (2011) provided illustrations of technological infrastructure, including reports that detail 

how to conduct business activities and database interfaces and data entry displays. 

Technology infrastructure also functions as a channel for the exchange of knowledge 

through electronic discussion boards and information archives. Technology infrastructure 

was included in the list of KM infrastructure components by Miranda et al. (2011). The 

results demonstrated that the return on assets is positively impacted by technology 

infrastructure. IT infrastructure has an impact on an organisation's IT skills, according to 

Chen et al. (2015). 

According to Gold et al. (2001) and Chen et al. (2015), previous studies have 

discovered that technical infrastructure has a positive effect on the OP. Nevertheless, 

contradictory results from other investigations were obtained. For instance, Mills and Smith 

(2011) examined how technical infrastructure affected performance and found that there was 

a weak, insignificant correlation between the variables. Technology infrastructure, according 

to Hooff and Huysman (2009), has little impact on the structural and cognitive social capital 

of Dutch enterprises. Additionally, several studies have been unable to establish a connection 
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between performance and technological infrastructure (Powell and Dent-Micallef, 1997; 

Schlemmer and Webb, 2006). Based on the foregoing discussion, it is anticipated that the 

technological infrastructure will significantly affect the organisational performance of 

organisations in Abu Dhabi, UAE, in this study. This leads to the following hypotheses: 

H2a: Technology infrastructure significantly affects the organisational performance 

of organisations in Abu Dhabi, UAE. 

 

2.3.4.2 Organisational Culture and Organisational Performance 

Organisational culture refers to how much a company promotes the idea that 

information is a valued resource and asset (Chang and Chuang, 2011). Organisational culture 

is seen in the KM framework as a crucial group of symbols, behaviours, attitudes, and values 

that have an impact on KM in organisations (Ho, 2009). It is believed that changing the 

business culture is necessary to implement KM projects (Bhatt, 2001). The culture of an 

organisation affects its capacity to learn, retain information, and exchange knowledge 

(Turban et al., 2007). Positive cultural changes will therefore probably have an effect on 

business performance and give other ongoing improvements more traction (Mills and Smith, 

2011). 

It has been demonstrated that knowledge-based cultures are beneficial for procedures 

involving knowledge, such as knowledge selection and storage (Chang and Chuang, 2011). 

Experts assert that collaborative cultures facilitate the reuse of information acquired by an 

organisation (Miranda et al., 2011). Organisational culture helps to define the organisational 

context, which influences employee behaviour and the flow of knowledge inside the 

organisation (Verona and Ravasi, 2003). Excellent KM relies on a strong organisational 

culture that inspires individuals to create and share information (Wu and Chen, 2014). 
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Sin and Tse (2000) found a high correlation between organisational cultural 

traditions, including creativity, informality, service standards, and customer-centricity, and 

marketing effectiveness. Aydin and Ceylan (2009) found that cultural factors were also 

connected to business performance. Organisational culture has a considerable impact on the 

OP, according to Chang and Chung (2011) and Gold et al. (2001). According to Pandey and 

Dutta (2013), culture is crucial to gaining knowledge superiority. But according to Mills and 

Smith (2011), organisational culture has little impact on how well organisations perform in 

Jamaica. According to this study, organisational culture significantly affects an 

organisation's success in the UAE. As a result, this study hypothesised that: 

H2b: Organisational culture significantly affects the organisational performance of 

organisations in Abu Dhabi, UAE. 

 

2.3.4.3 Organisational Structure and Organisational Performance 

Organisational structure includes incentive systems, work designs, administrators' 

management support policies, laws, rules, and practises. It also reveals an organisation's 

command structure and activities, both official and unofficial (Yang and Chen, 2007). These 

structural factors have an impact on the organisational leadership process and KM (Chen 

and Huang, 2007; Zheng et al., 2010). 

Four categories—functional, divisional, matrix, and flat—were used by Nisar et al. 

(2016) to classify the various organisational structure types. The flat was characterised as 

strategic in nature and capable of facilitating organisational routine. They recommended that 

an open organisational structure would benefit the organisation and foster creativity. 

Effective KM would benefit from a system that has a minimum hierarchy and promotes 

group behaviour rather than individual behaviour (Aujirapongpan et al., 2010). Information 

management efficacy may be shown by group behaviour among employees, knowledge 
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sharing, and the ability to access knowledge across functional boundaries (Pandey and Dutta, 

2013). 

The organisational structure includes reporting relationships, rules and regulations, 

and organisational hierarchy (Hearth, 2007). According to studies, a company's 

organisational structure should be simplified to boost the effectiveness of KM in order for it 

to benefit from knowledge-related activities and technology (Aujirapongpan et al., 2010; 

Pandey and Dutta, 2013). Organisations with a flattened organisational structure will have 

more chances for knowledge exchange and acquisition and will be better able to adapt to 

different circumstances. A further benefit of the knowledge fusion process is that it will 

increase organisational effectiveness, competitiveness, and corporate value, all of which will 

help to improve organisational performance (Chang and Chuang, 2011). 

Because of this, KM experts have concluded that organisational structural changes, 

such as moving away from hierarchical structures and toward flatter, linked ones, are 

essential for the effective sharing and creation of knowledge (Grant, 1996; Nonaka et al., 

1996; Gold et al., 2001; Beveren, 2003). By extension, these changes have been connected 

to better results in terms of both money and services (Baxter et al., 2009; Storey and Kahn, 

2010; Chen et al., 2012). 

Organisational performance (Gold et al., 2001; Chang and Chung, 2011; Mills and 

Smith, 2011), competitive advantage (Chuang, 2004), and KM effectiveness have all been 

connected to organisational structure in previous studies (Aujirapongpan et al., 2010). 

Organisational structure, according to Pandey and Dutta (2013), promotes and directs the 

development of a knowledge culture. However, Fan et al. (2009) discovered that the 

significance of structure is significantly less than that of other KM infrastructure 

components. According to Hooff and Huysman (2009), organisational structure has no 
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bearing on the structural and cognitive social capital of Dutch enterprises. This study predicts 

that the organisational structure will improve the organisational performance of businesses 

in the UAE. This study concludes that: 

H2c: Organisational structure significantly affects the organisational performance 

of organisations in Abu Dhabi, UAE. 

 

2.3.4.4 Knowledge Management Human Resource and Organisational Performance 

Organisational memory is retained by people using their beliefs, values, assumptions, 

causal diagrams, and brains. Both written and unwritten information are tracked by them. 

Knowledge transfer is essential to effective organisational functioning, but critical 

components of firm knowledge are frequently only present in isolated communities inside 

organisations (Miranda et al., 2011). 

For the development of new knowledge resources, human resources are required. Its 

impact on different organisational outcomes has previously been studied. Chuang (2004) 

found that a company's ability to compete is significantly impacted by its human KM 

resources. According to Chang and Chuang (2011), human KM resources have a significant 

impact on organisational performance and KM processes. According to Ozbag et al. (2013), 

the KM process and organisational innovation are also connected to human KM resources. 

Human KM resources are essential, according to Cohen and Olsen (2015), who also found 

that their engagement with other activities improves customer relations. 

According to this study, the organisational performance of privately held UAE 

enterprises will be significantly impacted by human KM resources. The following is 

therefore hypothesised: 
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H2d: Human KM resources have a significant impact on the organisational 

performance of organisations in Abu Dhabi, UAE. 

 

2.3.5 Knowledge Management Processes, Capabilities (Independent Variable 2), 

and Organisational Performance 

To match the context of their research, researchers have created a variety of 

definitions. Bose (2003), for example, defined KM processes as an organisation's capacity 

to generate novel insights by utilising current information through continuous learning. KM 

processes were defined by Miranda et al. (2011) as an organisation's capacity to collect 

significant knowledge resources and manage their utilisation and absorption. Last but not 

least, Chuang (2004) defined it as the capability to mobilise and utilise KM-based resources 

in addition to other talents and resources. 

The three definitions above concentrated on the steps that make up KM processes. 

These knowledge production, absorption, and exploitation processes were mentioned by 

Miranda et al. (2011) and Bose (2003). On the other side, Chuang (2004) saw KM processes 

as the use of all organisational resources, even those that are not KM-based. This study thus 

focuses on the KM processes, which start with the generation or acquisition of information 

from external or internal sources, are followed by the sharing of that knowledge among 

organisational departments and members, and last but not least, are the application of that 

knowledge in decision-making that can enhance organisational performance. As a result, 

Miranda et al. (2011)'s definition is used in this study because it fits the setting of the 

research. 

The KBV theory is used by Gold et al. (2001) to create the KM capabilities model 

(KMC). The authors separated KMC into infrastructures and methods. Knowledge 
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infrastructure includes things like organisational culture, organisational structure, and 

technological infrastructure. The organisational capacities of knowledge acquisition, 

knowledge application, knowledge conversion, and knowledge protection are all included in 

KM process. The model was empirically tested by Gold et al. (2001) using US financial 

institution executives. They discovered that in order to increase their organisational 

effectiveness, organisations must concentrate on KM process capabilities. 

Researchers have employed Gold et al. (2001), who are regarded as one of the pioneer 

developers of KM processes, to evaluate the impact of KM process on various organisational 

outcomes. Users of the Gold et al. (2001) model have applied the four KM process 

components of knowledge collection, knowledge preservation, knowledge application, and 

knowledge conversion (Fan et al., 2009; Mills and Smith, 2011). Incorporating 

characteristics that suited the setting of their study, several researchers changed the Gold et 

al. (2001) model. For instance, Chen and Fong (2015) added KM process components for 

use, distribution, identification, and acquisition. The diffusion, utilisation, and acquisition 

procedures were all taken into account by Chen and Fong (2012). The results showed that 

KM techniques might connect different types of knowledge. For instance, Chen and Fong 

(2015) covered KM processes' identification, acquisition, dissemination, and utilisation 

components. The processes of acquisition, dissemination, and utilisation were included by 

Chen and Fong (2012). According to the research, KM techniques may serve as a link 

between democratic accountability, knowledge, and organisational success. 

Similar to this, Liu and Deng (2015) looked into how KM processes—including 

protection, application, conversion, and acquisition—affected the Chinese business 

outsourcing process. They discovered that the four KM process parameters had a favourable 

impact on business process outsourcing. In order to illustrate the connections between 
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innovation, KM processes, organisational learning, knowledge integration, KM strategy, and 

knowledge characteristics, Ju et al. (2006) set out to create a potent contingency model. KM 

processes were defined as knowledge application, conversion, and acquisition. The results 

showed that KM process had a significant impact on innovation. According to Sambasivan 

et al. (2009), there was a considerable impact of supply chain learning and knowledge 

acquisition and application (KM processes) on the organisational performance of Malaysian 

manufacturing. 

The relationship between Taiwanese industry competitiveness and KM processes 

was examined by Liu et al. (2004). Knowledge acquisition, refining, storing, and sharing 

were all covered in KM processes. The information showed that competitiveness was 

significantly impacted by the four KM process. In Taiwanese industrial organisations, Wu 

and Chen (2014) aimed to develop and assess a framework for KM value. They included the 

application, integration, transfer, and development processes. The findings demonstrate that 

the impact of intellectual capital on business process competences was tempered by KM 

methods. In order to accomplish innovation in Spanish industrial organisations, Donate and 

Sánchez de Pablo (2015) looked into the kind of leadership used in KM efforts. Storage, 

creation, transfer, and application were all KM operations. Results indicated that leadership 

is crucial in promoting KM processes. 

Zheng et al. (2011) employed the KM processes of combination, generation, and 

acquisition to analyse the innovation performance of Chinese manufacturing organisations. 

The findings showed that the effectiveness of innovation is significantly impacted by KM 

practises. Tseng and Lee (2014) examined the effects of KM processes like security and 

transfer on the efficiency and dynamics of organisations. Taiwanese technology companies' 

organisational performance was improved by KM processes, which increased their capacity 
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for change. Conversion and protection processes were taken into consideration by Tseng 

(2014), who found that they had a significant impact on the organisational performance of 

Taiwanese technological businesses. Lai and Lin (2012) looked into whether KM enhances 

product development and innovation in Taiwanese manufacturing companies. Creation, 

acquisition, dissemination, integration, and storage were the components of KM processes. 

The study shows that integration, information transmission, acquisition, and knowledge 

creation have an impact on technological innovation. 

The effect of KM processes on the performance of SMEs in Iran was examined by 

Gharakhani and Mousakhani (2012). The three KM processes were application, sharing, and 

acquisition. The findings showed that KM process had a significant impact on customer 

satisfaction, effectiveness, and revenue growth. Alaarj et al. (2016) conducted an analysis of 

the effect of KM processes on the organisational performance of Malaysian publicly traded 

companies. They found that the utilisation, sharing, and acquisition of KM processes had an 

effect on organisational performance. 

Previous studies revealed that they concentrated on developing a value chain of KM 

processes where knowledge is first produced, disseminated, and utilised. The invention's 

creators, however, must be acknowledged, and the knowledge must be protected. The 

components of KM processes considered in this study are knowledge acquisition, protection, 

application, and sharing. These four KM methods were selected because they work well 

together. In other words, information from both internal and external sources should be 

obtained first. The members of the organisation must then be informed of the information. 

Decisions should be made using this information, and organisational procedures should be 

updated. 
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The knowledge must also be safeguarded because it gives the organisation a 

competitive advantage. The decision to use KM processes is in line with Miranda et al.'s 

(2011) definition of KM processes. They defined KM as processes for gathering relevant 

knowledge, disseminating it, and using it. The elements of KM processes and their effects 

on organisational performance are addressed in the sections that follow. Based on the prior 

explanation, it is projected in this research that the influence of the KM process will be 

favourable and significant. The following is therefore hypothesised: 

H1: KM processes significantly affect the organisational performance of 

organisations in Abu Dhabi, UAE. 

 

2.3.5.1 Knowledge Acquisition and Organisational Performance 

Acquisition is the ability of a firm to find, access, and gather information (internal or 

external) that is essential to its operations (Gold et al., 2001). Knowledge acquisition, 

according to Mills and Smith (2011), refers to how much a firm develops or acquires 

knowledge resources outside of its functional boundaries. Knowledge growth is facilitated 

by processes and activities like benchmarking, interaction, feedback, invention, and 

brainstorming. Organisations need to be capable of acquiring knowledge to ensure their 

survival (Chandler and Lyon, 2009). It exhibits its capacity to leverage its experience to its 

advantage (Friesl, 2012). 

The authors claim that there is a connection between knowledge acquisition and 

performance measurements. For instance, Song (2008) found a link between knowledge 

acquisition strategies and organisational improvement. Additionally, when knowledge is 

appropriately utilised, there is a positive and significant association between organisational 

success and knowledge acquisition (Seleim and Khalil, 2011). Knowledge acquisition is 
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positively correlated with organisational success, according to Chen and Fong's (2012) 

research. 

According to studies by Gold et al. (2001), Ju et al. (2006), and Fan et al. (2009), 

knowledge acquisition significantly affects KM capabilities, innovation, and organisational 

effectiveness. Knowledge acquisition has a significant impact on organisational 

performance, as Mills and Smith (2011) observed. According to Chen and Fong (2015), the 

speed at which knowledge is acquired has an impact on how it is disseminated, which has 

an impact on how well business’ function. According to Liu and Deng (2015), acquisition, 

which has an impact on the business process of outsourcing, is the second-most crucial 

capacity. 

According to the studies mentioned above, knowledge acquisition will likely have a 

favourable impact on the organisational performance of private organisations in the UAE. 

Thus, this study hypothesised that: 

H1a: Knowledge acquisition significantly affects the organisational performance of 

organisations in Abu Dhabi, UAE. 

 

2.3.5.2 Knowledge Sharing and Organisational Performance 

According to Jackson et al. (2006), sharing knowledge is the most fundamental 

approach for employees to focus on applying their knowledge, innovating, and, inevitably, 

enhancing the competitive advantage of their organisations. Cummings (2004) defined 

knowledge sharing as the interchange of task knowledge and knowledge to collaborate and 

support others in carrying out rules and regulations, coming up with new ideas, or solving 

problems. 
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Explicit and tacit knowledge are the two categories. Between organisational 

members, the explicit part can be easily exchanged, but the tacit part can be challenging 

(Holste and Fields, 2010). The exchange of tacit knowledge, which presents opportunities 

for the transfer of knowledge and skills and empowers and inspires people to maximise their 

performance at work, is what, however, is necessary for the development of human capital 

(Hsu, 2008; Wang et al., 2009; Cockrell and Stone, 2010). Knowledge exchange also 

promotes cooperation in problem-solving and delivering customer service, enabling firms to 

take advantage of their workforce's pooled experience (Law and Ngai, 2008; Monica Hu et 

al., 2009). Additionally, the interaction and dialogue that occur during knowledge exchange 

foster transparency and promote greater cooperation and understanding among staff 

members, creating a more favourable work atmosphere. As a result of the interaction and 

conversation that occur during knowledge sharing, employees are also encouraged to work 

together more effectively and to understand one another better, which improves the working 

environment (Chris Storey and Kelly, 2002). 

According to research that examined the effect of knowledge sharing on 

organisational outcomes, including non-financial and financial performance, innovation, and 

competitiveness, knowledge sharing is essential for organisations to achieve exceptional 

performance. For instance, Liu et al. (2004) found that one of the most important elements 

determining the success of Taiwanese enterprises is knowledge sharing. Knowledge sharing, 

according to Chang and Chung (2011), has a significant influence on the business orientation 

of Taiwanese manufacturing companies. Gharakhani and Mousakhani (2012) found that 

knowledge sharing significantly impacted customer satisfaction, quality enhancement, and 

sales growth in Iranian SMEs. According to this study, knowledge sharing will have a 
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favourable impact on the organisational performance of private companies in the UAE. This 

study hypothesised that: 

H1b: Knowledge sharing significantly affects the organisational performance of 

organisations in Abu Dhabi, UAE. 

 

2.3.5.3 Knowledge Application and Organisational Performance 

KM is made up of three distinct processes: knowledge sharing, knowledge 

acquisition, and knowledge use or responsiveness (Darroch, 2003). Knowledge application 

is the most crucial element given all the benefits from the earlier phases (sharing and 

acquisition) that should accrue in the hiring process and present significant prospects for the 

organisation (Salojärvi et al., 2010). The ability of an organisation to mobilise and use its 

pool of readily available knowledge and skills is referred to as "knowledge application," 

which is a broad notion (Sung and Choi, 2012). 

Experts have demonstrated that merely possessing knowledge within an organisation 

does not ensure respectable improvement if it is not utilised or incorporated (Austin, 2003; 

Griffith and Sawyer, 2010; Sung and Choi, 2012). To improve the efficiency of work 

processes, knowledge must be applied to those processes. As a result, a potential skill may 

be transformed into an actual and flexible capability that affects business performance 

through the use of prior knowledge (Seleim and Khalil, 2007). 

In Taiwanese high-tech companies, it was found that knowledge application was a 

significant predictor of innovation performance (Hung et al., 2010). The effect of knowledge 

application on organisational performance was also discovered to be significant in Jordanian 

telecommunications organisations (Qasrawi et al., 2017). Additionally, the research by Yusr 

et al. (2017) discovered that knowledge application significantly affects the innovation 
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successes of Malaysian manufacturing organisations. In light of this, it is anticipated that 

knowledge application will have a favourable and considerable impact on the organisational 

performance of private enterprises in this study. Thus, this study hypothesised that: 

H1c: Knowledge application significantly affects the organisational performance of 

organisations in Abu Dhabi, UAE. 

 

2.3.5.4 Knowledge Protection and Organisational Performance 

The KM capabilities model by Gold et al. (2001) conceptualised knowledge 

protection as a crucial component. Knowledge protection, according to the author, is a 

process that guards against the misuse, unauthorised access, and theft of knowledge within 

an organisation. In order for an organisation to gain a competitive advantage, Gold et al. 

(2001) suggested that knowledge must be protected. Few studies concentrate on or include 

knowledge protection, despite the significance of this aspect. 

Mills and Smith (2011) looked at how processes and infrastructure affect an 

organisation's productivity. The protection of knowledge was found to be a weak predictor 

of organisational effectiveness. On the other hand, Tseng and Lee (2014) and Tseng (2014) 

looked into how knowledge protection affected organisational performance and found that 

it had a significant effect. By including preservation, application, conversion, and acquisition 

as parts of the KM process, Liu and Deng (2015) investigated the effect of KM on business 

process outsourcing. According to the results, knowledge application ranks higher in 

importance than knowledge protection as the most crucial aspect of the KM process. 

It is anticipated in this study that knowledge protection will be essential to enhancing 

organisational performance. This is so that organisations may keep their competitive 

advantage and perform better by preserving their information. Therefore, it is anticipated in 
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this study that knowledge protection will have a favourable and significant impact on the 

organisational performance of businesses in the UAE. As a result, the following hypothesis 

is made: 

H1d: Knowledge protection has a significant effect on the organisational 

performance of organisations in Abu Dhabi, UAE. 

 

 Organisational Support (Moderating Variable 1) 

The most common definition of organisational support is the extent to which 

employees feel that their employer values their commitments and cares about their health 

(Eisenberger et al., 1986). Social exchange theory serves as a foundation for organisational 

support (DeConinck and Johnson, 2009). "Social exchange" refers to people doing 

something voluntarily in the expectation of receiving a perceived benefit that is normally 

supplied once the desired activity has been completed (Hur et al., 2015). The social exchange 

theory states that employees who receive organisational assistance are more loyal to the 

company (DeConinck and Johnson, 2009). 

Numerous studies have examined the role of organisational support as a moderator. 

The role of organisational support in modulating the effects of psychological work on job 

satisfaction and performance was examined by Duke et al. (2009). They found that the 

impact of emotional labour on job performance and job satisfaction was regulated by 

organisational support (Alleyne et al., 2018). Additionally, Rineer et al. (2017) found that 

the impact of organisational justice on performance was reduced by organisational support. 

Joiner (2007) found that in Australia, organisational support reduced the impact of 

TQM on the performance of the motor vehicle industry. This study predicts that high 

organisational support will promote KM capabilities and encourage employees to share their 
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ideas and put them to use to increase productivity. As a result, it is hypothesised in this 

research that organisational support would moderate the impact of KM infrastructure and 

processes on organisational performance. 

H3a: Organisational support moderates the effect of KM processes on the 

organisational performance of organisations in Abu Dhabi, UAE. 

H3b: Organisational support moderates the effect of KM infrastructure on the 

organisational performance of Abu Dhabi, UAE. 

 

 Organisational Trust (Moderating Variable 2) 

According to the definition of trust, it is people's positive expectations of the goals 

and deeds of numerous organisational members based on those individuals' relationships, 

experiences, positions, and interdependencies with those members (Shockley-Zalabak et al., 

2000). Because of this, trust was deemed "brittle" by Hackman and Johnson (2013). 

Attempts to establish a culture of trust can simply be derailed by a single act of dishonesty 

(Hackman and Johnson, 2013; cited in Holmes and Holmes, 2016). For corporate 

information exchange to be promoted, trust is essential (Singh Sandhawalia and Dalcher, 

2011). Learning, sharing, and other KM process are made simpler through trust (Holste and 

Fields, 2010). When there is a lack of trust, it affects the willingness of employees to share 

their explicit and tacit knowledge (Holste and Fields, 2010; Gharakhani and Mousakhani, 

2012). 

Previous studies have demonstrated that trust may support a company's efforts to 

strengthen ties, obtain information on the market and technological advancements, and foster 

beneficial knowledge exchange (Romijn and Albaladejo, 2002). If an organisation fosters a 

culture of trust, collaboration, involvement, and information sharing are all achievable 
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(Miles, 2007). The effects of organisational trust, both good and bad, on organisational 

results have been the subject of prior research. For instance, researchers linked 

organisational trust to member creativity in Korean ICT organisations (Jo et al., 2015), 

organisational commitment in UAE retailers (Al-Nasser, 2016), project outcome in US high 

tech organisations (Ko, 2014), and the desire to properly exchange and implement unspoken 

knowledge in US organisations (Holste and Fields, 2010). Several studies looked into how 

trust mediates conflict. A partial mediation function for trust was discovered by Alaarj et al. 

(2016) in their investigation of the relationship between trust, KM processes, and 

organisational performance. 

Several studies have determined that trust can mediate factors in the organisational 

context (Wat and Shaffer, 2005; Kath et al., 2010; Niu, 2010; Yoon et al., 2016). However, 

there hasn't been much study done on the role of trust as a moderator. For instance, Fairhurst 

(2016) discovered that the influence of buying intention on the volume of purchases in US 

grocery stores was mitigated by trust. In Ertürk and Vurgun (2015), it was found that trust 

was a moderator of the impact of organisational support, and the leader and members had a 

discussion about turnover intentions. 

Studying the possible effects of trust in organisational contexts is necessary, 

according to Wang et al. (2014), who noted that research into trust in the management 

environment is still in its infancy. The relationship between trust, KM, and organisational 

effectiveness in emerging economies should also be better understood, according to Alaarj 

et al. (2016). This study examines the moderating impact of trust on the performance of an 

organisation's organisational infrastructure and processes. A high level of trust is expected 

to improve the impact of KM infrastructure and KM processes on organisational 

performance. Thus, this study hypothesised that: 
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H4a: Trust moderates the effect of the KM process on the organisational 

performance of organisations in Abu Dhabi, UAE. 

H4b: Trust moderates the effect of KM infrastructure on the organisational 

performance of organisations in Abu Dhabi, UAE. 

 

 Theoretical Framework 

Ocholla and Le Roux (2011) defined the theoretical framework as “a component of 

a research study that provides a set of empirical findings as well as the lines of investigation 

and procedures used to test them.” According to Johnson and Christensen (2000), in order 

for a study to reach a logical and systematic conclusion, the analysts must take into account 

existing models, theories, and concepts relevant to the phenomena of the study. The 

resource-based view (RBV), knowledge-based view (KBV), and social exchange theory 

(SET) are the theories that can explain the link between the variables in this study and 

organisational performance. These theories were chosen because they can explain the causal 

effect between the variables in this study. 

 

2.6.1 The Resource-Based View (RBV) 

RBV acknowledges organisational resources and talents with outstanding 

performance. According to RBV, an organisation is made up of a variety of resources and 

competencies. Stocks of achievable components that are kept or managed by an organisation 

are referred to as "resources." They consist of concrete elements like physical and financial 

assets like plant and equipment as well as intangible elements like top management 

expertise, technological know-how, patents, and human capital (Lai et al., 2010; Amit and 

Schoemaker, 1993; Freeman et al., 2021). On the other hand, capabilities are defined as "an 
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organisation's ability to deploy its resources to achieve a specific aim" (Amit and 

Schoemaker, 1993). In the same way as organisational processes develop intermediate goods 

to increase production efficiency, they do the same (McGahan, 2021; Davis and DeWitt, 

2021). Additionally, capabilities are intangible assets—physical or intangible organisational 

processes that are formed over time and cannot simply be purchased but rather require 

development (Teece et al., 1997). 

RBV predicts that organisations will have a range of materials and levels of 

capability. To obtain a competitive edge, organisations must be able to produce new 

resources, build upon their capability’s platform, and enhance capabilities in ways that are 

distinctive from other businesses (Greve, 2021; Pereira and Bamel, 2021). The RBV has 

been widely used in strategic management literature, operations, and marketing to 

understand the interaction between these functional capabilities and their impact on 

performance improvement (McGahan, 2021; Greve, 2021). 

RBV theory can be used to explain how KM affects organisational performance, 

according to McFadden et al. (2014). The basic tenet of RBV, according to the researchers, 

is that organisations will eventually learn how to use resources more effectively if they 

combine their KM capabilities with quality management measures, enabling them to be more 

creative and perform better over time (Eisenhardt and Martin, 2000; Teece, 2009). 

There are two categories of KM capabilities: infrastructure capabilities and process 

capabilities. According to academics, resource-based infrastructure capabilities include 

organisational, cultural, and technological infrastructure (Aujirapongpan et al., 2010). 

According to Aujirapongpan et al. (2021), the impact of organisational KM infrastructure 

capabilities such as technology infrastructure, culture, and structure may be explained using 

a resource-based approach. As a result, it is anticipated that the concept of a resource-based 
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approach will be able to explain how KM infrastructure affects organisational performance 

in this study. This research developed this notion by using the RBV to explain the effect of 

KM infrastructure on the organisational performance of organisations in the UAE. 

 

2.6.2 Knowledge-based View 

The knowledge-based view (KBV), which Grant developed in 1996, is focused on 

the value of intangible assets. This notion holds that knowledge is essential for an 

organisation to be long-lastingly sustainable. It has been determined that certain workers' 

tacit knowledge is of strategic value to firms given the unstable nature of the global market 

(Quinn, 1992). It's crucial to understand each employee's tacit knowledge, which calls for 

KM. The primary duty of management is to combine the specialised expertise of different 

people and departments both within and outside of the organisation (Grant, 1996). 

Organisational performance is mostly derived from the integration of knowledge 

across the entire organisation, not from knowledge per se. Knowledge interdependence is 

anticipated to be a component of organisational design and subject to strategic choices after 

KBV (Khosravani et al., 2022; Yang et al., 2021). It is asserted that the value of 

organisational and individual knowledge rests primarily in its deployment because of the 

permanence and tacitness of knowledge (Grant, 1996; Spender, 1996). 

The RBV has been used in organisational performance research earlier than the KBV. 

The inclusion of both tangible and intangible resources and talents in RBV may be the cause 

of this. Nevertheless, Gold et al. (2001) used the KBV theory to build the KM capability 

model. According to the authors, the idea can account for variations in organisational 

efficiency. This notion was used by Blome et al. (2014) to study the influence of complexity 

and knowledge transfer on supply chain flexibility. The hypothesis was also used in Pollitte 
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et al.'s (2015) study to pinpoint the resurgence of strategic knowledge alliances between 

American and Chinese businesses. 

The theory is used in this study because it contends that managing organisational 

knowledge produces a competitive advantage and superior results (Fernandes et al., 2022; 

Pereira & Bamel, 2021; Yang et al., 2021). The KBV theory, which incorporates KM 

processes as a domain, is anticipated to be used in this study to describe the impact of KM 

processes on organisational performance. This is in line with the conclusions reached by 

Aujirapongpan (2010), who studied pertinent literature and came to the conclusion that KM 

processes are knowledge-based and that the KBV theory may help to explain their effects on 

the organisational performance of organisations in the UAE. 

 

2.6.3 Social Exchange Theory (SET) 

SET is a theoretical framework developed to investigate how people interact with one 

another in terms of resource exchange. The idea was invented in 1958 by George Homans. 

Homans (1958) defined SET as the exchange of behaviours between at least two individuals, 

whether they are physical or immaterial, costly or lucrative. Other theorists improved the 

theory and used it in the sociology field (Calhoun, 2012). As an illustration, Blau (1964) 

defined social interchange as the voluntary actions of people motivated by the expected 

rewards they are anticipated to receive from others, which they typically perform. SET has 

been widely used to explain how people acquire, share, and apply knowledge, as well as 

other behaviours and practises that are knowledge-based (Liang et al., 2008). 

This theory holds that an individual's behaviours are motivated by a desire to 

maximise income while minimising expenses and that the basic human intellect is primarily 

concerned with the individual's best interests. As a result, people seek to maximise the profit-
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to-cost ratio in social contacts (Cropanzano and Mitchell, 2005; Lioukas and Reuer, 2015). 

After conducting a cost-benefit analysis, if the social exchange is beneficial, the person is 

more likely to engage in an interchange connection (Mital et al., 2010). 

Altruism, which is defined as acting in the interests of others without taking into 

account one's own needs, is deemed an impossibility by the SET. Charity is frequently just 

a disguised desire, according to Krok's (2010) analysis. Liang et al. (2008) conducted a meta-

analysis assessment of the use of SET in research. The authors came to the conclusion that 

many factors related to SET were used in earlier studies. The following are some factors to 

take into account: incentive systems, organisational support, organisational effort, trust, 

social interaction, interpersonal contact, perceived advantages, organisational devotion, and 

individual cognition. 

Trust, which is the core idea of social trade, serves as the cornerstone of interpersonal 

and interorganisational transactions (Dyer and Chu 2011). Therefore, in philosophy, trust 

acts as a link between partners in addressing both internal and external relationships (Soares 

and Mosquera, 2019; Sun and Bunchapattanasakda, 2019). One of the SET's core 

components is trust. Adobor (2006) used the theory to explain the relationship between 

ambiguity and trust as well as how these factors affect the effectiveness of alliances. The 

relationship between confidence, indirect supervision, and organisational trust, as well as 

organisational justice, was explained in Saudi Arabia by Tlaiss and Elamin (2015) using the 

social exchange theory. The researchers assert that SET properly accounted for the 

relationship between the variables. 

A meta-analysis and comprehensive literature review on the results of trust were 

undertaken by Delbufalo (2012). 37% of the 78 publications the author analysed used social 

exchange theory as an underlying theory to support the development of trust as a variable. 
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In addition, the author contended that trust may have a moderately positive direct or indirect 

effect on organisational performance. The moderating effect of trust on the variables utilised 

in this study is discussed using the SET. According to Liang et al. (2008), organisational 

support is a crucial organisational element that SET has utilised. It is defined as the widely 

held belief that a company values the efforts and well-being of its employees (Soares and 

Mosquera, 2019; Al-Ajlouni et al., 2019). 

According to Liang et al. (2008), employee-employer relationships are based on the 

trade of devotion and labour for benefits like recognition, help, and compensation. Support 

from the organisation is one of the crucial elements of SET, according to other researchers. 

From social exchange theory, organisational support is derived (DeConinck and Johnson, 

2009). The term "social exchange" refers to people acting voluntarily in the hope of receiving 

an apparent reward that is usually granted after they successfully complete the desired action 

(Hur et al., 2015). According to SET, organisation members who receive organisational 

support put in more effort because of their increased commitment to the organisation 

(DeConinck and Johnson, 2009). 

Organisational support is used in this study as a moderator between KM processes, 

KM infrastructure, and organisational performance. It is thought that the SET can explain 

how organisational support interacts with the study's factors to predict organisational 

performance. 
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 Existing Models 

To comprehend the research of other scholars in the areas of KM, trust, organisational 

performance, and organisational support, a review of the 31 articles was done. According to 

the evaluation's research findings, prior studies mostly examined how the KM process 

affected organisational outcomes like supply chain learning, the adoption of total quality 

management, collaborative commerce adoption, innovative performance, and organisational 

performance (Boumarafi and Jabnoun, 2008; Chong et al., 2010; Hung et al., 2010; 

Aboyassin et al., 2011; Loke et al., 2012). 

Large UAE organisations were the subject of a study by Boumarafi and Jabnoun 

(2008), which revealed a correlation between KM practises and organisational performance. 

Akdere (2009) hypothesised that KM influences performance improvement. Loke et al. 

(2012) discovered that KM significantly influences supply chain learning in the industrial 

and service sectors in Malaysia. 
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Query: KM, KM process, infrastructure, trust, organisational support, organisational 

performance 

Science Direct, Emerald, Taylor and Francis, and Springer as well as Scopus and Web of 

Science 

Total articles: 251 

First screening: Remove 

duplicate, outdated article, non-

English (147 removed) 

Total: 104 

Total: 64  

Second Screening: Title and 

Abstract (40 removed) 

31 articles included in the review 

Third screening: Full reading 

(33 articles removed) 

Figure 2.3: Process of Selecting and Refining the Articles 
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Ng and Jee (2012) discovered that concurrent engineering and KM both have an 

impact on the manufacturing performance of Malaysian organisations. According to Alaarj 

et al. (2016), trust acted as a mediator between the effects of KM process and infrastructure 

on organisational performance in Malaysian publicly traded companies. Last but not least, 

Qasrawi et al. (2017)'s study of Jordanian telecommunication companies revealed that KM 

processes have an impact on organisational performance. 

The reviewed publications on the KM process and other elements like organisational 

support and trust are summarised in Table 2.1. The table shows the authors and the years 

when their works were published, as well as the independent variable (IV) or KM process 

and how frequently it was applied in earlier works of literature. The research pertaining to 

the KM infrastructure is also covered in the following section. 
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Table 2.1: Summary of KM Process Articles  

A
u

th
o

r/
 

y
ea

r 

IV. KM PROCESS 

O
rg

an
is

at
io

n
al

 

C
u

lt
u

re
 

 O
rg

an
is

at
io

n
al

 

In
fr

as
tr

u
ct

u
re

 

 T
ec

h
n

ic
al

 

In
fr

as
tr

u
ct

u
re

 

 M
an

ag
em

en
t 

S
u

p
p

o
rt

 

 R
ew

ar
d

 

V
is

io
n

 C
la

ri
ty

 

A
cq

u
is

it
io

n
 

 C
o

n
v

er
si

o
n
 

A
p

p
li

ca
ti

o
n

 

 S
ec

u
ri

ty
 

C
re

at
io

n
 

 S
to

ra
g

e 

T
ra

n
sf

er
 

S
h

ar
in

g
 

D
ia

g
n

o
si

n
g
 

 C
h

o
ic

e 

A
cc

es
s 

P
ro

te
ct

io
n
 

D
is

se
m

in
at

io
n
 

U
ti

li
za

ti
o

n
 

Boumarafi and 

Jabnoun (2008) 
KM Practices  

 Organisational culture 

 Organisational 

infrastructure 

 Technical infrastructure 

 Management support 

 Reward  

 Vision clarity 

/ / / / / /               

Fan  et al. 

(2009) 
KM infrastructure  

 Infrastructure  

 Culture  

 Structure  

      / / / /           

Hung et al. 

(2010) 
TQM 

 Top management 

support  

 Employee involvement  

 Continuous 

improvement  

 Customer focus  

        /  / / /        

Chong et al. 

(2010)  
TQM practices  

 Top management 

commitment 

 Customer focus  

 Education and training 

 Teamwork  

      /  /     /       
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Aboyassin et al. 

(2011) 

 

 Storing  

 Application        /  /  / /  / /      

Chang and 

Chuang 

(2011) 

KM Infrastructure  

 Culture 

 Structure 

 Technology  

 Human resource 

           /  /  / /    

Mills and Smith 

(2011)  
KM Infrastructure  

 Technology  

 Culture  

 Structure   

      / / /         /   

Peng Wong and 

Yew Wong  

(2011) 

KM Infrastructure  

 Structure  

 Culture 

 IT infrastructure  

KM Processes 

                    

Loke et al. 

(2012) 
TQM Practices  

 Leadership  

 Strategic planning  

 Customer focus  

 Process management  

 Information analysis  

 HR focus  

KM Practices  

 KM process  

 Leadership in KM 

 KM culture  

 KM technology 

 KM measurement  

/ / / /                 
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Honarpour et al. 

(2012) 
TQM Practices  

 Customer focus  

 Leadership  

 People management  

 Supplier relationship  

 Continuous 

improvement 

KM Processes  

 Knowledge acquisition  

 Knowledge 

dissemination 

 Knowledge application 

      /  /          /  

Duran et al. 

(2014) 
 Quality certificate 

 Quality culture  
      /            /  

Chuang et al. 

(2015) 
 Anticipated reciprocal 

relationship  

 Perceived ethics  

 Self-efficacy  

 Attitude toward 

knowledge sharing  

 Subjective norm 

 Knowledge sharing 
intention  

             /       

Alaarj et al. 

(2016) 

KM infrastructure  

 Organisational culture  

 Organisational structure  

 Technology 

infrastructure  

 Trust  

      /       /      / 
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Shih and Tsai 

(2016) 
KM Infrastructure 

 Structure 

 Culture 

 IT support 

 

      /  /   /  /       

Chiu and Chen 

(2016) 
KM infrastructure  

 Structure  

 Culture  

 Information technology   

      /       /      / 

Alaarj et al. 

(2017) 
KM Process  

 Acquisition  

 Sharing  

 Utilization  

 Trust  

      /       /      / 

Qasrawi et al. 

(2017) 
TQM practices  

 Leadership  

 Strategic planning  

 Customer focus  

 Teamwork  

 Process management  

 Information and analysis   

      /  /     /       

Yusr et al. 

(2017) 
TQM Practices  

 Top management 

commitment  

 Customer focus  

 People management  

 Processes management  

 Supplier management  

 Quality data reporting  

      /  /          /  

Frequency 2 2 2 2 1 1 12 2 9 1 2 4 1 8 1 1 1 1 3 3 
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Table 2.2 provides an overview of the articles that have looked at the KM 

infrastructure. A list of papers on KM infrastructure can be found in this table. It 

demonstrates that the majority of studies have looked at infrastructure, structure, and culture. 

However, recent KM infrastructure components like IT support and human resources were 

less often utilised in earlier studies. 

 

 

Table 2.2: Summary of Articles of KM Infrastructure 

 

Following is a summary of previous research findings: Organisational performance 

is strongly influenced by KM. However, Obeidat et al. (2016) noted that there has been scant 

study on KM and its effects on organisational performance. A review of 31 papers was used 

to support the claim made by Obeidat et al. (2016). The effect of KM on organisational 

performance has also received minimal research attention. 

A
u

th
o
r/

 

y
ea

r
 

In
fr

as
tr

u
ct

u
re

 

 

S
tr

u
ct

u
re

 

C
u
lt

u
re

 

 

T
ec

h
n
o
lo

g
y

 

 

H
u
m

an
 

re
so

u
rc

e 

 

IT
 s

u
p

p
o
rt

 

Boumarafi and Jabnoun (2008) / / /    

Fan et al. (2009) / / /    

Chang and Chuang 

(2011) 
 / / / /  

Mills and Smith (2011)   / / /   

Peng Wong and Yew Wong (2011) / / /    

Alaarj et al. (2016) / / / / /  

Shih and Tsai (2016)  / /   / 

Chiu and Chen (2016)  / /   / 

Frequency 4 8 8 3 2 2 
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The second issue is the scarcity of KM research in underdeveloped nations. 

According to meta-analysis research, most publications on KM published in peer-reviewed 

papers originate from the USA, Spain, Australia, Germany, Canada, and the UK (Serenko, 

2013). However, according to Alaarj et al. (2016), the majority of KM studies were done in 

Taiwan and industrialised nations. Therefore, according to the researchers, an upcoming 

study on the impact of KM on organisational performance should be conducted in 

developing economies. 

The use of descriptive and correlational analysis instead of regression analysis 

or cause-and-effect analysis is the third issue. A prior meta-analysis revealed that the 

majority of papers published from 2002 to 2012 were descriptive studies (Doeleman et al., 

2014). In a study of 31 papers, it was discovered that research focused more on the 

relationship between KM processes and organisational performance measures, and a large 

number of papers are conceptual (Boumarafi and Jabnoun, 2008; Aboyassin et al., 2011). 

The heavy usage of SPSS software is the fourth issue that has been identified in prior 

research (Joiner, 2007; Boumarafi and Jabnoun, 2008; Aboyassin et al., 2011; Ng and Jee, 

2012; Siddique, 2012; Psomas and Jaca, 2016; Panuwatwanich and Nguyen, 2017; Qasrawi 

et al., 2017). This was also observed in Khanam et al. (2013), revealing that SPSS is the 

most commonly used program. Bajaj et al. (2018) also noted that factor analysis and 

exploratory factor analysis were the most widely used techniques in previous studies. 

Finally, prior research has shown that utilising a moderator or mediator to understand 

the impact of KM practises on organisational performance is unlikely. The results of Chuang 

et al. (2015), who proposed to insert a moderator or mediator to understand the influence of 

KM on organisational performance properly, corroborate this argument. Few researchers 

have looked at the organisational performance and moderating impact of trust, and additional 
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study is needed to examine the moderating role of these factors. These points are deployed 

to develop the theoretical research approach. 

The gaps in the literature are addressed by developing a framework of KM, trust, and 

organisational support in the context of developing countries such as the UAE. By doing 

this, the study is filling the gaps in the literature. In the following sections, discussions of 

the KM as well as the other variables of this study are given. 

 

 Conceptual Model 

This research focuses on the moderating effect of organisational trust and 

organisational support on the relationship between KM and the performance of organisations 

in Abu Dhabi, UAE. Based on the literature review and the theories of RBV, KBV, and SET, 

this study proposes that the KM capability affects businesses’ organisational performance in 

the UAE directly. Based on the findings of Tables 2.1 and 2.2, most of the prior research 

was descriptive in nature. Furthermore, a vast amount of KM research in the industrial and 

manufacturing sectors was done in industrialised countries. Thus, this study aims to find to 

what degree these KM constructs affect organisational performance in Abu Dhabi, UAE. 

The study also proposed that trust and organisational support have been slightly 

deployed in previous studies. Therefore, there is a need to employ mediators and moderators 

to assess the impact of KM on organisational performance. Thus, the study proposes that 

trust and organisational support will moderate the effect of KM on organisational 

performance. The conceptual framework for this study is shown in Figure 2.4. 
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 Chapter Summary 

This chapter provides an initial overview and understanding of the variables involved 

in this study and their relationship based on past literature. Following that, several 

hypotheses were proposed. The following chapter presents the methodologies used in 

answering those hypotheses. 

 

Figure 2.4: Conceptual Model 

KM Infrastructure  

 Technology infrastructure 

 Organisational culture  

 Organisational structure  

 Human KM resource  

KM Processes 

 Knowledge acquisition 

 Knowledge sharing 

 Knowledge application  

 Knowledge protection  

Organisational Performance  

 Financial performance  

 Internal business process 

 Employee development 

 Organisational support 

 Organisational trust 

Independent Variable 1 

Independent Variable 2 

Dependent Variable 

Moderating Variables 
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CHAPTER 3 

 

RESEARCH METHODOLOGY 

 

 Overview 

This chapter outlines the research methodology used to answer the research questions 

and fulfil the research objectives. Following that, this chapter discussed the research design 

as well as the population, sampling technique, and sampling size of the respondents in this 

study. Besides, this chapter also discussed the instrumentation adopted by this study, 

followed by the validity and reliability of these instruments. Not only that, but the discussion 

of this chapter also emphasised the data collection and data analysis used in this study. 

 

 Research Design 

The study's design is a key step in reflecting the study's methodological approach. 

According to Saunders et al. (2009), two major paradigms are commonly addressed in social 

scientific literature, one of which is the research onion diagram (Figure 3.1). It depicts the 

most typical research guidelines, such as philosophy, approach, method, strategy, time 

horizon, and subsequent techniques, that represent how researchers see the world. 

Furthermore, it delivers the optimum response to the research objectives and queries 

(Hollweck, 2016; Mazhar et al., 2018). The research design's objective is to manage the flow 

of the study and analyse the research question in order to maximise the study's validity 

(Jiménez and Alon, 2018). 

 

 



70 

 

 
Figure 3.1: Research Onion Diagram (Saunders et al., 2009) 

 

When using the research onion, one must move from the outer to the inner layer. If 

the philosophical problem is not recognised and understood, Aithal and Kumar (2016) 

reported that the research aspects can be actively changed. The research philosophy, which 

precedes and determines the research technique, is the peripheral layer that will be 

implemented as a research approach in the future. 

The positivist component of this study is that it identifies research questions that can 

be examined and validated. Positivism is defined as a traditionalist, objectivist, 

experimentalist, and a paradigm that applies quantitative approaches to explore phenomena 

(Easterby-Smith et al., 2008; Collis and Hussey, 2009). Positivism's fundamental premise 

emphasises comprehension and knowledge interpretation, which are typically focused on the 

context presented as the real source. In contrast, phenomenology is concerned with the 
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immediate interaction with knowledge by perceiving and constructing this knowledge based 

on the researcher's experience and perception (Kothari et al., 2014). Positivism is the 

research theory that underpins this study. This is because it is an objective study that employs 

a quantitative technique, and the researcher is impartial. 

Path elements include deductive realms. This thesis took a deductive approach, 

imitating questions from existing literature and seeking support for the questions and 

theories. One of the social studies categories based on logical argument is the deductive 

approach (Burrell and Morgan, 1979). A deductive approach is related to building a test 

process to test the hypothesis and then constructing a hypothesis based on an existing one. 

The procedure begins with a hypothesis and progresses to another speculation. This theory 

is put to the test by subjecting it to multiple senses, which either confirm or deny the 

hypothesis. Table 3.1 explains the Sekaran (2016) based deductive technique. 

 

Table 3.1: Deductive Approach (Sekaran, 2016) 

Deductive 

Reasoning 
Classification Approach 

Theory 

 

 

Usually begin with a theory-driven 

hypothesis, which guides data 

collection and analysis. 

Begins with a theory. 

Hypothesis 

 

The hypothesis is supported 

by the initial. 

Observation The hypothesis may be 

supported or rejected by 

observation. 

Confirmation 
A well-supported hypothesis 

may become a theory. 
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Based on Table 3.1, the deductive approach indicates the research tests a theory, 

where the research questions or hypotheses reflect the concept. The variables and concepts 

are then operationalised with a mechanism utilised via the breadth of the variables in the 

concept and confirmation of the concept (Sekaran, 2016). A survey method was employed 

in this study because it is generally combined with a deductive method. A survey is a 

research technique for collecting data from a predetermined group of respondents in order 

to collect data and knowledge bits on a variety of topics of interest.  

They can serve a variety of objectives, and experts can direct them from several 

perspectives, depending on the approach used and the research goal. The data is usually 

collected utilising normalised approaches to ensure that every respondent can answer the 

questions on an equal level, avoiding one-sided sentiments that could affect the research or 

study's outcome. The research justifies the ontological paradigm by focusing on 

understanding and acknowledging the interaction between organisational performance and 

KM factors. In the positivist paradigm, the relationship between KM factors and 

organisational performance was examined. 

Sekaran and Bougie (2013) differentiated between three categories of studies. These 

are exploratory, descriptive, and explanatory. Exploratory research is mainly based on 

qualitative data such as interviews and focus groups, while descriptive research is based on 

describing the study variables' attributes such as age, gender, marital status, and educational 

level. Finally, quantitative data is used in an explanatory study. Hence, the study design for 

this study focused on exploratory research that formulates problems more precisely through 

developing hypotheses through literature searches and clarifying the concepts through a 

deductive approach that developed a hypothesis based on the existing resource-based view 

theory that explained causal interactions between the variables of the study and concepts. 



73 

 

Furthermore, the research utilises a positivist approach to study a society that relies 

specifically on KM. 

This research is quantitative and explanatory in nature. Explanatory research is 

described as an effort to comprehend and explain why something occurs (Kothari et al., 

2014). The research goal is to gain a better comprehension of the implications of KM for the 

organisational performance of private organisations in the UAE by investigating the 

interrelationships between the variables in this study. Accordingly, an explanatory research 

design, which belongs to the category of hypothesis-testing studies that use relevant theories 

and historical empirical evidence to postulate relationships, was the most appropriate in this 

study. 

The decision to utilise a survey in this research was influenced by several aspects. 

First, this strategy allows researchers to analyse a large number of variables in a single 

experiment. Second, in comparison to other methods (for example, action inquiry, 

experiment, case study, and established theory), the survey is the most appropriate method 

for documenting patterns or determining correlations between underlying components with 

the goal of generalising the results (Saunders and Tosey, 2012). Furthermore, because of the 

brief data collection period or cross-sectional nature of the current study, a survey technique 

was deemed the best data collection strategy because it enabled the collection of significant 

volumes of data in a short amount of time (Forza, 2002; Sekaran and Bougie, 2013). 

The research process was conducted with many factors being considered, such as the 

unit of analysis (data collection), the time dimension, and the research focus (orientation). 

The process of research design is somewhat similar to the process of architecture design, 

where the skills of architecture can be manifested on a block of concrete and tangible 

performance such as buildings or constructions (Sekaran, 2016). 
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Figure 3.2 depicts the research process in order to better comprehend the study's 

application and theories. The research process adopted (Yin, 2003) consists of three (3) 

stages: Stage 1: Literature Review, Field Study, and Development of Questionnaires; Stage 

2: Distribution of Survey Questionnaires; Data Collection; Statistical Analysis; and Analysis 

of the Survey Data; and lastly, Stage 3: Evaluation of the Research Objectives. Stage one 

included reviewing current and previous studies by determining the suitable literature 

combination of social exchange theory, resource-based view theory, and knowledge-based 

view theory that was adapted toward the conceptual model development for this thesis about 

the research fluctuation from the interaction between organisation performance and KM. 

Therefore, the theoretical framework from RBV and KBV was adopted. In addition, 

questionnaires were refined based on current and prior publications on the interaction 

context between organisational performance and KM. 

In stage two, the online survey questionnaire was distributed to respondents. The data 

collected were discussed. The statistical analysis was performed in order to find out the 

answers to the proposed study objectives. Data analysis was the final element in this stage. 

Finally, phase three comprised the evaluation of research objectives. This phase marked the 

conclusion of the thesis. The study also detailed the contribution of the knowledge to the 

field and community, the direction for future study, and the limitations of the study. The 

research process is also referred to as a broad method by which researchers will go about 

explaining the research questions (Savino et al., 2017). The research process caters to the 

comprehensive guidance of the research and how the study is regulated (Saunders et al., 

2009). 
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Figure 3.2: Research Process 
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 Population and Sampling  

The population is defined as the number of individuals who live in a country and have 

the opportunity to interact with one another (Hollweck, 2016). Saunders et al. (2009) stated 

that selecting a study population is an activity that involves choosing a group of individuals 

that meet certain characteristics of a sample that reflects the characteristics of the target 

population. While the primary aim of this research is to investigate the moderating effect of 

organisational trust and organisational support on the relationship between KM and the 

performance of organisations in Abu Dhabi, UAE, the population in this study is the large-

scale private organisations in the UAE. These organisations are large and have KM systems. 

This justifies the reasons for selecting these organisations. 

According to the Ministry of Economy (2017), in the UAE, there are no official 

statistics regarding privately owned organisations and their classifications. The ministry's 

report also indicates that there are 2981 privately owned organisations registered in the 

country. The same reports indicated that there are 475,000 SMEs in the country. However, 

these SMEs are not included in this study. Thus, the population of this study is 2,981 

organisations.  

 

3.3.1 Sampling Technique 

Sampling is defined as "a method of choosing a number of individuals from a 

population, ideally in such a way that the individuals represent the broader group from which 

they were chosen" (Fraenkel and Wallen, 2005). According to Sekaran and Bougie (2013), 

the analysis unit is determined by the study's research objectives. In this study, the unit of 

analysis is the organisation, particularly large-scale enterprises in the UAE, and their 

representatives to respond to the survey of this study are executives working for these 

organisations. The executive was chosen because themes such as KM, trust, organisational 
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support, and organisational performance necessitate a particular level of education and 

knowledge in strategy, management, and decision-making. Furthermore, previous studies 

that investigated KM capabilities and their impact on organisational performance indicated 

that executives must be the study's target respondents due to their knowledge and experience, 

as well as their positions in the organisation, which entitle them to be familiar with the 

subject. 

A probability sampling technique could not be used because it is difficult to identify 

organisations that have KM. As a result, non-probability sampling was used in the current 

study. Non-probability sampling is comprised of two widely used strategies: convenience 

and purposive sampling. Purposive sampling is a viable option since it delivers more 

representative sample data than convenience sampling. This is due to the fact that 

convenience sampling is defined as gathering information from people of the population 

who are eager to supply it. Purposive sampling, on the other hand, comprises picking 

participants who are best positioned to offer the necessary data (Sekaran and Bougie, 2013) 

and when the researcher is solely interested in researching specific subject kinds (Cooper 

and Schindler, 2014). 

Purposive sampling is justified since the current research's targeted respondents or 

data should come from executives of organisations that have implemented KM, and the 

executives must be familiar with the organisations' performance and strategic activity. 

Purposive sampling, on the other hand, is limited to specific types of individuals or groups 

of respondents who can provide the necessary information. They are picked because they 

are either the only ones who have the knowledge required by the researcher, or they match 

the standards established by the researcher (Saunders et al., 2009). 
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3.3.2 Sample Size 

The Kerjice and Morgan (1970) formula is used as a guide for the sample size because 

it is uncertain how many businesses meet the inclusion requirements of this study. The 

sample size for a population of 3142 people with a 95% confidence level and a 5% margin 

of error is 342, according to this formula. Therefore, to account for the low response rate, 

the sample size must be increased by 10% to 30%. (Bartlett et al., 2001). The sample size 

for this study is 445 after adding an additional 30% to account for the poor response rate. 

According to Sekaran and Bougie (2013), any academic study can benefit from 

receiving more than 30 but fewer than 500 responses. According to Reisinger and Turner 

(1999), maximum likelihood estimation yields reliable results even with a sample size of 50. 

However, the typically recommended minimum samples for structural equation modelling 

(SEM) are 100 to 200 (Hair et al., 2010). Kline (2013) noted that 200 replies serve as the 

standard sample size when employing the SEM. Since the sample size in this study is 445, 

it is considered acceptable. 
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 Instrumentations 

In practice, the study operationalised the quantitative approach employed by the 

survey for collecting data from respondents. By investigating a sample of a population, 

survey research provides a numerical or quantitative depiction of that population's opinions, 

trends, or attitudes (Creswell, 2013). A survey study furnishes a numeric or quantitative 

explanation about directions, approaches, or assumptions about a population by investigating 

a sample of that population (Sekaran, 2016). A questionnaire is a tool of a survey approach 

for this thesis by gathering data on the relationship between the impacts of KM factors on 

organisation performance in private organisations in the UAE. This tool is used by many, as 

it is very effective in gathering data from survey participants (Creswell, 2013). With the 

questionnaires, researchers will have more information regarding the opinions, preferences, 

and knowledge of the participants (Hollweck, 2016). 

The explanatory survey is used to link cause and effect and draw inferences between 

constructs or concepts (Kothari et al., 2014). It is also utilised to clarify the causal relation 

between variables, verify predefined concepts, theories, or test hypotheses (Eisenhardt et al., 

2007). Exploratory survey research fills in a generating theory (Yin, 2003). It can be 

conducted when the purpose becomes more intimate through obtaining exploratory intuition 

toward the aspect of activity and providing support for an extra-detailed survey (Timothy et 

al., 2011). In order to develop a questionnaire, five (5) steps are recommended to be taken 

when designing and performing the survey questionnaire, as shown in Table 3.2. A set of 

questionnaires was used to conduct a self-administered survey in order to obtain data from 

the chosen participants. There was no need to translate the questionnaire into the local Arabic 

language because the chosen participants are literate and can understand and read the English 

language. 
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Table 3.2: Steps to Design and Perform Survey Questionnaire 

Steps Classification References 

1 

The objective of the research is to provide a platform for designing the questionnaire. Thus, researchers must have 

clear research problems and objectives. This thesis objective was to examine the relationship between KM factors 

and the organisational performance of private organisations in the UAE. 

(Creswell, 2013) 

2 

Clarifying the concept of the question Based on this argument, a literature review has been developed that discusses 

and identifies the related theories and dedicated constructs of the relationship between KM factors and 

organisational performance. In addition, several articles were published in respected publications such as ISI and 

Scopus to measure the validity of arguments between scholars. Having vast knowledge of the past literature is 

significant to confirm the validity and reliability of the survey mechanism and facilitate the analysis section. 

(Hollweck, 2016) 

3 

The questionnaire design is based on a closed-ended questionnaire in a form that enables a quick answer from the 

respondents and expresses their opinion about the relationship between KM factors and organisational performance. 

Furthermore, the layout of the questionnaire is effectively managed by arranging the questions in relevant sections, 

and the words used are short, simple, and empty of a negative statement. 

(Kothari et al., 

2014) 

4 
Emphasis is on the process of questionnaire content validity, which is done by an expert before sending the 

questionnaire to the real population. 
(Yin, 2003) 

5 
Content validity is conducted when an academic expert is requested to provide his or her opinion about the validity 

of the measurement. 

(Brochado et al., 

2019) 
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3.4.1 Operational Measure for Questionnaire  

The questionnaire contained seventy-seven (77) questions in five (5) sections: 

Section one (1) of the demographic profile of the employee; Section two (2) of KM 

capability towards KM processes; Section three (3) of KM capability towards KM 

infrastructure; Section four (4) of organisational trust and support measuring the moderating 

effect; and Section (5) of organisational performance, as shown in Table 3.3. The study used 

structured questionnaires to ensure minimum variation, increase the response rate, and ease 

the coding and transcription of the data. A questionnaire is a tool used in this study's survey 

approach to collect data from private organisations in the UAE. In addition, the wording of 

the questionnaire was modified to suit the study context of the UAE. 

 



82 

 

Table 3.3: Operational Measure for Questionnaire 

Section Construct Operational measure References 

1 Demographic 

profile of 

participant 

Personal information on age, gender, position, education background, working 

experience, applying KM, and awareness of KM practices 

(Saunders et al., 

2009; Uma, 2016; 

Saunders et al., 2018)  

2 KM capability: 

KM processes 

(independent 

variable) 

1. Knowledge Acquisition: process to develop, obtain, modify, store, and value the 

acquired knowledge in the organisation  

2. Knowledge Application: process to apply knowledge to develop new products or 

services, solve new problems, change competitive conditions, improve efficiency, 

and learn from mistakes 

3. Knowledge Sharing: process to encourage, ease, and praise knowledge sharing 

activities 

4. Knowledge Protection: the process of having processes, incentives, and policies 

to protect knowledge 

(Barney, 1991; 

Cockrell and Stone, 

2010; Lin 2013; Wu 

and Chen, 2014). 

3 KM capability: 

KM 

infrastructure 

(independent 

variable) 

1. Organisational Structure 

The capability of the infrastructure to facilitate interaction and knowledge sharing 

promotes collective behaviour, facilitates knowledge creation, provides a rewards 

system, and facilitates knowledge exchange. 

2. Organisational Culture 

(Chuang, 2004; Hooff 

and Huysman, 2009)  
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The capability of the infrastructure to register and transmit knowledge, encourage 

innovation, training and learning are appreciated, ask others, and encourage 

interaction 

3. Technology Infrastructure 

The capability of IT facilities to ease contributions to employee productivity and 

effectiveness, cooperate within and outside of the organisation, provide a positive 

contribution to the development of employees' knowledge, support knowledge 

sharing, get in contact with employees, and have relevant knowledge 

4. Human KM Resources 

The capability of the infrastructure to understand their tasks, make suggestions 

about others' tasks, communicate throughout the organisation, and become experts 

in their field. 

4 Organisational 

trust  

 (moderating 

variable) 

1. Trust throughout organisation 

2. Trust for managers 

3. Keep the promise 

(Huff and Kelley, 

2005) 

 

5 Organisational 

support  

1. Support employee's opinion 

2. Support employee's well-being 

3. Support employee's goals and values 

(Alleyne et al., 2018) 
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(moderating 

variable) 

4. Support employee's when he/she is facing a problem 

5. Forgive employee's mistake 

6. Take advantage of employee 

7. Not concern the employees 

8. Support employee's special request 

9. Values employee's integrity 

6 Organisational 

performance   

(dependent 

variable) 

1. Financial performance  

2. Internal business process  

3. Customer satisfaction  

(Tseng and Lee, 

2014; Tseng, 2016) 
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3.4.2 Constructs of the Survey Questions  

The constructs of the survey questions are presented in Tables 3.4 through 3.8. A 

sample of the questionnaire is provided in Appendix A. Multiple-choice questions were 

asked in Section 1 to obtain respondents' profiles. Sekaran (2016) stated that multiple-choice 

questions offer the option of choosing one or extra on certain matters. In contrast, 

dichotomous questions are structured questions with only two reply options: yes or no. 

The questionnaire consists of three parts. The first part provides the purpose of the 

questionnaire. It assures the respondents that the information they give is confidential and 

that the questionnaire collects no personal data about the respondents or their organisations. 

The cover letter included a question asking about the experience and implementation of KM 

in their organisations. The question was, "Do you have or apply KM in your organisation?" 

If the respondents answer yes, they are directed to the following step: Respondents are 

requested to refrain from answering the questionnaire if their response is no. 

Because it can record all of the essential data regarding attitudes, a five-point Likert-

type scale was employed to assess the answers to the questions (Bryman, 2008) and improve 

the answers' comparability. Furthermore, the Likert scale spanned from (1) to (5), with (1) 

denoting "strongly disagree" and (5) denoting "strongly agree." 
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Table 3.4: Construct and operational measure for questionnaire 

Objectives Constructs Operational measures 

Question/Location of 

questions in the 

questionnaire  

Respondents 

profile 

Demographic Multiple-Choice Questions  Section 1: Q1-Q7 

KM capability: 

KM processes 

Knowledge Acquisition adapted from (Barney, 1991). 

Knowledge Application adapted from (Wu and Chen, 

2014). 

Knowledge sharing adapted from (Cockrell and 

Stone, 2010). 

Knowledge Protection adapted from (Lin 2013). 

Five-point Likert scale indicating the 

capability of resources in 

determining the KM process. 

Section 2: Q8 to Q28 

 

Strongly Disagree (1) to 

Strongly Agree (5) 

KM capability: 

KM 

infrastructure 

Organisational culture adapted from (Hooff and 

Huysman, 2009). 

Technology infrastructure adapted from (Hooff and 

Huysman, 2009). 

Human KM Resources adapted from (Chuang, 2004). 

 

Five-point Likert scale indicating the 

capability of resources in 

determining the KM infrastructure. 

Section 3: Q29 to Q52 

 

Strongly Disagree (1) to 

Strongly Agree (5) 
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Objectives Constructs Operational measures 

Question/Location of 

questions in the 

questionnaire  

Moderating 

effect 

Organisational trust adapted from (Huff and Kelley, 

2005). 

Organisational Support adapted from (Alleyne et al., 

2018). 

Five-point Likert scale indicating the 

moderating effect between KM and 

organisational performance. 

Section 4: Q53 to Q65 

 

Strongly Disagree (1) to 

Strongly Agree (5) 

Organisational 

performance 

Financial Performance adapted from (Tseng and Lee, 

2014). 

Internal Business Process adapted from Tseng 

(2016). 

Employee development adapted from Tseng (2016). 

Five-point Likert scale indicating the 

success of KM implementation 

towards organisational performance. 

Section 5: Q66 to Q77 

 

Strongly Disagree (1) to 

Strongly Agree (5) 
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3.4.2.1 Constructs and Items Measuring for Adoption Factors of KM Process 

Capability 

The KM process consists of knowledge acquisition, application, sharing, and 

protection. Thus, Table 3.5 shows the constructs and items measuring the adoption factors 

of the KM process. These constructs and items were adopted from Barney (1991), Wu and 

Chen (2014), Cockrell and Stone (2010), and Lin (2013). 

 

Table 3.5: Constructs and Items Measuring for Adoption Factors of KM Process Capability 

KM Processes Factor 

Items Authors 

Knowledge Acquisition 

1. My organisation has capability to develop knowledge from 

internal knowledge workers. 

2. My organisation periodically utilized formal procedures to 

obtain employee knowledge. 

3. My organisation has capability to codify acquired knowledge 

into accessible and applicable formats. 

4. My organisation has capability to store acquired knowledge into 

an organisational knowledge repository. 

5. The organisation contained considerable valuable employee 

knowledge. 

(Barney, 1991) 

Knowledge Application  

1. My organisation has capability to apply knowledge to develop 

new products/services. 

2. My organisation has capability to apply knowledge to solve new 

problems. 

3. My organisation has capability to apply knowledge to change 

competitive conditions. 

4. The organisation uses shared knowledge to improve efficiency. 

(Wu and 

Chen, 2014) 
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KM Processes Factor 

Items Authors 

5. The organisation applies knowledge learned from mistakes  

Knowledge Sharing 

1. The organisation promotes the trust that is needed to encourage 

knowledge sharing among employees. 

2. The organisation has a knowledge-sharing rather than a 

knowledge-hoarding culture. 

3. The organisation makes it easy to share ideas with others. 

4. The organisation encourages people who work in groups and 

teams to share knowledge with one another. 

5. Knowledge-sharing activities earn praise that indicates people 

are doing their jobs well if they share knowledge. 

6. Knowledge-sharing activities earn praise that indicates what a 

good employee should do. 

7. The organisation does things that make sharing knowledge with 

others fun. 

(Cockrell and 

Stone, 2010) 

 

Knowledge Protection  

1. Our organisation has processes to protect knowledge from 

inappropriate use inside the organisation. 

2. Our organisation has processes to protect knowledge from 

inappropriate use outside the organisation.  

3. Our organisation has incentives that encourage the protection of 

knowledge. 

4. Our organisation has extensive policies and procedures for 

protecting organisational knowledge. 

Lin (2013)  
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3.4.2.2 Constructs and Items Measuring for Adoption Factors of KM Infrastructure 

Capability  

Measurements of KM infrastructure are shown in Table 3.6, which consists of 

organisational structure, organisational culture, and technology infrastructure, as well as 

human KM resources. These constructs and items were adopted from Hooff and Huysman 

(2009), Abualoush et al. (2018), and Chuang (2004). 

 

Table 3.6: Constructs and Items Measuring for Adoption Factors of KM Infrastructure 

Capability 

KM Infrastructure 

Items Authors 

Organisational Structure 

1. The structure of our organisation impedes interaction and 

knowledge sharing. 

2. The structure of our organisation promotes collective behavior 

over individual behavior. 

3. The structure of our organisation facilitates the development of 

new ideas/ processes/products, such as knowledge creation. 

4. This organisation uses a standardized reward system for 

knowledge sharing. 

5. The structure of our organisation facilitates the exchange of 

knowledge across formal functional boundaries, like 

departments. 

6. The staff in this organisation are approachable. 

(Hooff and 

Huysman, 

2009) 

 

Organisational culture   

1. The management of our organisation expects everyone to 

actively contribute to the registration and transmission of 

knowledge. 

2. Staff are encouraged to innovate, investigate and experiment. 

(Hooff and 

Huysman, 

2009) 
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KM Infrastructure 

Items Authors 

3. On-the-job training and learning are highly appreciated in this 

organisation. 

4. In this organisation, staff are encouraged to ask others for help 

whenever necessary. 

5. Interaction between different departments is encouraged in this 

organisation. 

6. The goals and vision of this organisation are clearly 

communicated to the employees. 

7. The management of this organisation stresses the importance of 

knowledge to the success of the organisation. 

 

Technology Infrastructure  

1. The IT facilities within this organisation provide a positive 

contribution to my productivity and effectiveness. 

2. Our IT facilities make it easier to cooperate with others within 

our organisation. 

3. Our IT facilities make it easier to cooperate with others outside 

our organisation. 

4. The IT facilities within this organisation provide a positive 

contribution to the development of my knowledge. 

5. The IT facilities within this organisation provide important 

support for knowledge sharing. 

6. IT makes it is easier for me to get in contact with employees 

who have knowledge that is important to me. 

7. IT makes it is easier for me to have knowledge that is relevant 

to me at my disposal. 

(Hooff and 

Huysman, 

2009; 

Abualoush et 

al., 2018) 

 

Human KM Resources  

1. Employees can understand not only their own tasks but also 

others' tasks. 

2. Employees can make suggestions about others' tasks. 

(Chuang, 

2004) 
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KM Infrastructure 

Items Authors 

3. Employees can communicate not only with their own 

department members but also with other department members. 

4. Employees are specialists in their own part. 

 

3.4.2.3 Constructs and Items Measuring for Adoption Factors of Organisational 

Trust and Support  

The measurements of organisational trust and organisational support are presented 

in Table 3.7. These constructs and items were adopted from Huff and Kelley (2005) and 

Alleyne et al. (2018). 

 

Table 3.7: Constructs and Items Measuring for Adoption Factors of Organisational Trust 

and Support 

Organisational Trust Authors 

1. There is a very high level of trust throughout this organisation. 

2. In this organisation, subordinates have a great deal of trust for 

managers. 

3. If someone in this organisation makes a promise, others within 

the organisation will almost always trust that the person will do 

his or her best to keep the promise. 

4. Managers in this organisation trust their subordinates to make 

good decisions. 

(Huff and 

Kelley, 2005) 

Organisational Support  

1. My organisation cares about my opinions. 

2. My organisation really cares about my well-being. 

3. My organisation strongly considers my goals and values. 

4. Help is available from my organisation when I have a problem. 

(Alleyne et 

al., 2018) 
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5. My organisation would forgive an honest mistake on my part. 

6. If given the opportunity, my organisation would take advantage 

of me. 

7. My organisation shows very little concern for me. 

8. My organisation is willing to help me if I need a special favour. 

9. My organisation values my integrity. 

 

3.4.2.4 Constructs and Items Measuring for Adoption Factors of Organisational 

Performance 

This subsection lists the constructs and items for organisational performance. These 

constructs and items were adopted from Tseng and Lee (2014), Abualoush et al. (2018) as 

well as Tseng (2016). 

 

Table 3.8: Constructs and Items Measuring for Adoption Factors of Organisational 

Performance 

Items Authors 

Financial Performance 

1. Our sales amount is very high. 

2. Our profit rate is very high. 

3. Our revenue is very high. 

4. Our return on investment is very high. 

(Tseng and Lee, 2014; 

Abualoush et al., 2018) 

Internal Business Process 

1. Our organisation introduces new products or services in a 

timely manner. 

2. Our organisation is equipped with the ability to develop 

new and high-quality products. 

(Tseng, 2016) 
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3. Our organisation launches new products much faster than 

our competitors. 

4. Our organisation possesses a much higher level of 

sophistication in automation. 

Employee Development 

1. Our organisation is able to retain outstanding staff. 

2. Our organisation actively nurtures the leadership skills of 

our staff 

3. Our organisation focuses on employee satisfaction in our 

corporate measures. 

4. Our organisation has a comprehensive staff welfare policy. 

(Tseng, 2016) 

 

 

3.4.3 Content Validity 

The validity of an instrument is established through validity review and is indicative 

of the instrument's accuracy as well as the degree to which it is applicable to what 

systematics is (Maier et al., 2012). The applicability of elements of the theory utilised 

within the research was examined over content validity, which was established using a 

measurement scale. In this research, the content validity of the questionnaire was tested in 

the pilot test stage. Sekaran (2016) remarked that content validity investigates whether the 

items on a questionnaire accurately assess the concept under investigation. Therefore, to 

develop an initial evaluation of the validity of an instrument, an analysis stage of research 

was performed to gather the propositions and opinions of scholars and experts in order to 

initiate a basic judgement about the instrument's validity. 

Kothari et al. (2014) noted that a researcher could employ one to ten experts to 

validate the content of a questionnaire. Although this technique helps increase morale by 

demonstrating that the instruments being used are appropriate for the study approach, it is 

deemed judgmental and subjective. In order to address ambiguities, inappropriate wording, 
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improper grammar, complex terminology, typographical errors, and overlong sentences 

that may prove difficult to some respondents, several modifications were made to the 

questionnaire designs. The survey instruments' validity was therefore reviewed in light of 

the aforementioned concerns, and these were resolved before the final dissemination.  

The purpose of this stage was to help review and incorporate the experts' opinions 

on constructs and items, ensuring that each item or question was free of errors. Finally, 

prior to their use in obtaining data for the primary research, the students' questionnaires 

were assessed by utilising pilot studies. All items selected for the components in either 

questionnaire design was evaluated by experts in the fields to ensure the instrument's 

content validity. 

 

3.4.4 Questionnaire Presentation 

The questionnaire consisted of eight pages with seven sections, as indicated in 

Appendix A. First, a summary of the research background was presented. Next, the later 

pages consisted of items relating to the constructs. Section 1 contained seven questions 

regarding respondents' demographic data, while Section 2 had 21 questions on KM 

capability toward processes and factors that affect organisational performance. Section 3 

had 24 questions about KM capability and infrastructure factors that affect organisational 

performance. Section 4 comprised 13 questions on organisational trust and organisational 

support factors that influence organisational performance, and Section 5 comprised 12 

questions on organisational performance, including financial, internal business, and 

employee development. 
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3.4.5 Pre-test 

In this research, two stages of the pilot study were performed to ensure the 

consistency of each item in the questions and measure the respondents' perceptions of the 

proposed constructs. The initial stage rests on the face-to-face interview on the content 

validation for each item, which is conducted by two academic experts in the fields of 

questionnaire design and one manager from the industry (Saunders et al., 2009). In sum, 

the questionnaire required revision up to four times during the reviewing process. All 

comments and suggestions received during the reviewing stage were integrated to generate 

a valuable questionnaire. The second stage of the pilot study was conducted in an attempt 

to measure the format of the questions used, their length, layout, the sequencing of 

questions, and the number of lines to leave for replies, as suggested by Hunt et al. (1982). 

They were then distributed to the selected organisations by using purposive sampling 

through the drop-and-collect procedure. 

 

3.4.6 Stage 1: Expert Opinion 

Measuring the validity and reliability of the questionnaire and performing 

amendments (if required) is an essential part of a successful study design (Hunt et al., 

1982). For this purpose, besides drawing the questionnaire's items from previous research, 

the content of the survey questionnaire and the framework were validated through a pre-

test by presenting the questionnaire to six academics. These academics were considered 

experts, with a minimum of five years of work background in the academic field in the 

UAE. They also do research in the business field. The experts were requested to review all 

items in the questionnaire and suggest modifications according to their observations 
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(Lawshe, 1975). The experts' comments regarding the framework and items of the 

questionnaire are summarised in Table 3.9. 

 

Table 3.9: The experts' opinions and suggestions 

Pilot test Preliminary investigation or pre-test After pilot 

test Section 1 2 3 4 5 6 

Cover page OK OK OK OK OK OK OK 

Section 1 OK OK OK OK OK OK OK 

Section 2 OK  layout OK OK 
*Re-layout 

to section 2 

*Re-layout to 

section 2 

Section 3 OK 
Grammar 

error 
OK OK OK 

*Re-layout 

to section 3 

*Re-layout to 

section 3 

Section 4 OK OK OK OK OK OK OK 

Section 5 OK OK  OK OK OK OK 

 

A panel of six experts (see Appendix B) vetted the questionnaire, and their total 

experience encompassed a wide range of management domains, including KM, engineering 

management, and financial management. This is consistent with Venkatesh et al.'s (2003, 

2003) proposal that survey instruments have to be examined by six to nine experts with 

terminal degrees so that the survey items can be appropriately finalized. Improper grammar, 

ambiguities, overlong sentences, unsuitable wording, typographical errors, and complex 

phrasing that may be difficult for some respondents were all addressed in the questionnaire 

designs.  

As a result, the survey instruments' validity was investigated in relation to the 

aforementioned concerns, and these were resolved before the final dissemination. The 

purpose of this stage was to help evaluate and incorporate experts' opinions on constructs 

and items, ensuring that each question or item was free of errors. Finally, prior to collecting 
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data for the primary study, the questionnaires for both academic and technical employees 

were evaluated using pilot tests. 

 

3.4.7 Pilot Testing of the Instrument: Validity and Reliability 

A pilot study is performed to contemplate the practicability of a method designed to 

be utilised within larger-scale research (Leon et al., 2011). A pilot study, also known as an 

investigation, preliminary, test, try, experimental, or exploratory study, is small-scale 

research (Saunders et al., 2009). The primary goal of the pilot study was to verify the 

instrument (survey questionnaires). Furthermore, instead of acting as a feasibility study to 

predict the upcoming research design, a pilot study deals with the proper process of data 

collection in terms of the operative sampling frame and technique, adequate budget 

allocation, management research protocol, and reliability and validity of construct 

development (Sekaran, 2016). 

The questionnaire was finalised after conducting a pilot study. It is important to 

conduct a pilot study prior to the real collection of data (Yin, 2003), as it helps to improve 

the reliability of the content validity and measurement instrument (Hollweck, 2016). The 

pilot study's sample size was determined based on the recommendation that a good sample 

size for a pilot study is between 15 and 30 (Saunders et al., 2009). Sekaran (2016) noted 

that the minimum sample size is 30. These analyses were executed to systematically show 

how well a respondent perceives all elements within the construct. In addition, the study 

regulated an analysis of the reliability coefficient for variables by utilising the Cronbach 

alpha. The result gathered from the pilot study can be expressed as acceptable if the value 

of the coefficient is greater than 0.7 (Sekaran, 2016), as shown in Table 3.10. 
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Table 3.10: Determining Cronbach Alpha (Sekaran, 2016) 

Cronbach's Alpha Value of Coefficient 

α ≥ 0.9 Excellent 

0.7 ≤ α ≤ 0.9 Good 

0.6 ≤ α ≤ 0.7 Acceptable 

0.5 ≤ α ≤ 0.6 Poor 

α ˂ 0.5 Unacceptable 

 

 

For researchers to have confidence in the measurement's accuracy, they must 

validate and test the instrument's reliability (Hair et al., 2010; Sekaran and Bougie, 2013). 

Hence, the validity and reliability of the measurements evaluated in this research must be 

assured to assure that they are reliable and valid for the objectives of this investigation. The 

validity and reliability of the questionnaire were tested before the collection of field data. 

For reliability, a pilot study was conducted by sending 45 emails to respondents working 

in large organisations. This has resulted in 31 responses. One of the responses was empty 

and deleted. Therefore, 30 responses were included in the pilot study. The Cronbach's alpha 

for the pilot study is presented in Table 3.11. All of the constructs have a value coefficient 

greater than 0.7, indicating the internal consistency of the items is reliable. 
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Table  3.11: Cronbach Alpha for Pilot Test 

Construct Number Items Cronbach's Alpha 

Knowledge acquisition   5 0.885 

Knowledge application  5 0.877 

Knowledge sharing 7 0.910 

Knowledge protection 4 0.897 

Organisational structure 6 0.895 

Organisational culture 7 0.831 

Technology infrastructure 7 0.893 

Human KM resources 4 0.872 

Organisational trust 4 0.921 

Organisational support 9 0.913 

Financial performance 4 0.836 

Internal business process 4 0.881 

Employee development 4 0.864 

 

 Data Collection 

Utilizing questionnaires allows the subject and the researcher to communicate 

(Brace, 2018). There are ways to direct the questionnaires through online platforms, 

mailings, interviews, or websites that employ social media or online discussion forums 

(Sekaran, 2016). This would help people react to the questions more effectively (Regmi et 

al., 2016). The layout of the questionnaire was created using a variety of software 

programmes, including word processors' survey writer and key survey (Otusanya and 

Lauwo, 2019). This programme creates electronic forms and question sheets that seem 

professional (De Vaus, 2016). 

In this study, Google Forms was used for the survey, which got underway on April 

1st. A web-based survey tool called Google Forms enables respondents to complete 

questions from the convenience of their homes directly on online platforms. Additionally, 

Google Forms allows for the creation of reports and results from the respondents, which 
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are subsequently delivered to researchers in the form of charted data or descriptive statistics 

(Luu et al., 2019). 

This phenomenon offers a practical and trustworthy source for storing the data 

(Otusanya and Lauwo, 2019). The data was sent and stored with the results for further 

review. With the help of this feature, researchers can quickly create their own surveys by 

using unique panels and diagrams on websites or sending them via email to participants 

(Krambia, 2019). This method makes it easier for responders because it allows them the 

convenience of answering in their free time and gives them as much time as they need to 

consider and react (Rahi, 2017). Table 3.12 provides an illustration of the specifics of 

controlling a survey technique through the questionnaire. 

 

Table 3.12: The Chronology of Survey Administration 

Date Actions 
Completed 

questionnaires 

From the 1st of April 2019 

to the 22nd of August 2019. 

The survey was launched 

through Google Forms-

Emailed to 445 private 

organisations in UAE. 

331 

31st August 2019. Survey closed. - 

Total 331 
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 Data Analysis  

The techniques for data analysis used to answer the research questions are discussed 

in this section. As discussed later, the data analysis used to answer the study's questions is 

divided into two parts. This research's data analysis was performed using Smart-PLS and 

SPSS version 25.0. The details of the analysis are detailed in the next sections. 

 

3.6.1 Descriptive Analysis 

SPSS Version 25 was used by the researchers for descriptive analysis. To obtain 

information such as mean value, percentage, and standard deviation that is necessary for 

describing the respondents, the variables were examined using descriptive analysis. 

SmartPLS software was used for assessing the measurement and structural model as well 

as the hypothesis testing (Ringle et al., 2005). The researchers used smartPLS software to 

analyse discriminant validity for the Fornell-Larcker criteria (Ringle et al., 2015). Further 

details about the usage of Smart PLS are shown in the next section. 

 

3.6.2 Partial Least Square Analysis 

The structural equation model (SEM) and, more specifically, variance-based 

structural equation modelling were used in the study. This is a sophisticated statistical 

analysis technique from the second generation of data analysis (Hair et al., 2010). The PLS 

is suitable for this study because it makes no assumptions about the distribution of the 

variables and has the advantage of smaller sample sizes (Kock and Hadaya, 2016). Also, 

the PLS enables researchers to investigate moderating and mediating variables as well as 

the variables' indirect effects (Hair et al., 2012). However, the main reason researchers use 

PLS-SEM is that this study is exploratory rather than confirmatory, and as such, PLS-SEM 
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is more appropriate (Hair et al., 2011). This is because a new path, such as the moderators, 

was included. In addition, PLS is more efficient in testing a continuous moderator (Lowry 

and Gaskin, 2014), as in this study, trust and organisational support are continuous 

moderators. 

SEM can be used to perform a wide range of analyses, including EFA, CFA, linear 

regression, covariance, and hypothesis testing. In this current study, SEM was used to 

determine its reliability and validity (Hair et al., 2006). Because of the nature of this study, 

the two-stage SEM approach proposed by Gerbing and Anderson (1988) was used. The 

stage-one approach is based on the measurement model, whereas the second-stage 

approach is based on the structural model. According to Kline (2005) and Meyers et al. 

(2016), the two-stage approach assists researchers in evaluating the reliability of individual 

variables and reducing their interactional effects. 

PLS-SEM was used in this study to test the measurement and structural model 

advocated by Hair et al. (2011). The validation of the proposed conceptual model was 

accomplished through confirmatory factor analysis of the outer model in the measurement 

model. The structural model was then analysed using path analysis of the inner model in 

the second step. The measurement model's reliability, internal consistency (composite 

reliability, Cronbach's alpha), convergent validity (AVE), and discriminant validity, as well 

as the collinearity using the variation inflation factor (VIF), were all evaluated. The 

assessment of the measurement model conducted in this study is demonstrated in Figure 

3.3. 
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Figure 3.3: Assessment Process 

 

3.6.2.1 Assessment of the Measurement Model 

Indicator reliability, internal consistency reliability, discriminant validity, and 

convergent validity are all factors to consider when evaluating a measurement model (Hair 

et al., 2011). Composite reliability and Cronbach's alpha are used to determine internal 

consistency reliability. The threshold value that shows acceptable reliability is.70 for both 

tests (Hair et al., 2017). To demonstrate the reliability of loading on its latent variable, the 

factor loading of the items and the variable must be greater than 0.70. Any indicator loading 

of less than 0.70 should be considered for removal (Hair et al., 2017). 
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Discriminant validity and convergent validity are two further criteria used to 

evaluate a measurement model. First, convergent validity is determined using the average 

variance extracted (AVE). The AVE cut-off value is 0.50, implying that the latent variable 

accounts for at least half of the variance in an indicator. Next, cross-loadings are used to 

examine discriminant validity, which verifies discriminant validity at the indicator level 

(Henseler et al., 2009). When each indicator's loading on its assigned latent variable is 

larger than all of its cross-loadings, discriminant validity is established (Hair et al., 2017). 

 

3.6.2.2 Assessment of the Structural Model 

After establishing a valid and reliable measurement model, the following step is to 

evaluate the PLS-SEM path model's structural model. In PLS-SEM, collinearity is 

determined by VIF values and tolerance. When the tolerance is less than 0.20 and the VIF 

values are greater than 5.0, the presence of collinearity among predictor constructs is 

evident (Hair et al., 2014). Assume that the VIF value or tolerance indicates a collinearity 

problem among the predictor constructs based on level. To overcome this issue, the 

constructs should be merged, eliminated, or created as high order constructs.  

As per Hair et al. (2014), the coefficient of determination (R2) value of the 

endogenous latent variable and the estimate for path coefficients are the fundamental 

criteria for assessing a structural model in Smart PLS modelling. The R2 of the endogenous 

latent variable is critical in determining the model's ability to explain endogenous latent 

variables and maintain the theoretical foundation (Henseler et al., 2009). R2 values of 0.75, 

0.50, and 0.25, according to Hair et al. (2011), are substantial, moderate, and weak, 

respectively. 



106 

 

The structural model is also assessed by looking at the model's estimated path 

coefficients. The evaluation includes the magnitude and statistical significance of a path 

and its sign (Henseler et al., 2009). When the sign is similar to the hypothesis sign, it 

suggests partial support for the theoretical argument (Hair et al., 2011).  

 

3.6.2.3 Moderator testing 

Moderator testing in PLS-SEM is conducted using two methods (Hair et al., 2017). 

The first method uses the sub-group when the moderator is a categorical variable such as 

age or gender. However, in this study, the moderator is a continuous variable measured 

using a five-point Likert scale. Thus, the second method is applicable. Furthermore, this 

method suggests that the indicator of the independent variable (i) must be multiplied with 

the indicator of the moderator (j) to create a moderator effect (i*j). Therefore, in this study, 

the indicators of KM infrastructure were multiplied with the indicators of trust and 

organisational support to create moderating effects such as KM infrastructure*trust and 

KM infrastructure*organisational support, respectively. Similarly, the indicators of the KM 

process were multiplied by the indicators of trust and organisational support to create two 

moderating effects: KM processes*trust and KM processes*organisational support, 

respectively. 
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 Chapter Summary 

This chapter highlighted the steps taken to answer the study questions and achieve 

the research goals. The chapter has discussed in detail the research design followed by the 

population of this study. The sampling process, sampling technique, and size, as well as the 

data collection techniques, were discussed. A questionnaire was used as this study's 

instrument. The questionnaire was adopted from reliable sources. A validity and reliability 

processes were conducted to ensure that the questionnaire was reliable and valid for this 

research's goals. The data analysis was conducted using SPSS and PLS-SEM for measuring 

the structural model and measurement model. Finally, the hypotheses of this study were 

tested using the outcome of the structural model. 
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CHAPTER 4 

 

RESULTS AND DISCUSSION 

 

 Overview 

This chapter presents the results and discussion of this study. The empirical analysis 

was carried out using SmartPLS software version 3.2.8. These analyses are based on the 

statistical methods and techniques of structural equation modelling (SEM), discussed 

previously in Chapter 3. In the realm of social sciences, the usage of the SEM-PLS approach 

has lately become more sophisticated and prominent, as well as recommended by earlier 

research (Chin, 1998; Hair Jr et al., 2014). The structural model’s authenticity is 

accompanied by the validity and reliability of the measurement model as part of empirical 

data analysis. Eventually, the empirical data will be summarised in this chapter. 

 

 Data Screening 

During April until August 2019, data for the current study was obtained by 

disseminating 445 questionnaires (sample size) to employees of UAE’s large-scale 

organisations in Abu Dhabi, UAE. A total of 331 questionnaires were collected after three 

months, yielding a response rate of 74.3%. Nevertheless, 36 of the 331 questionnaires were 

insufficient, with missing values of greater than 15%, and were therefore omitted from the 

data collection. 

Furthermore, according to their standard deviation value of 0, seven questions were 

classified as uninvolved answers. As a result, 43 out of 331 questionnaires were eliminated, 

leaving 288 acceptable for statistical data analysis. Since SmartPLS does not require that 
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research data be evenly disseminated as a pre-requisite for statistical analysis, the complete 

data was not evaluated for normality checks (Hair Jr et al., 2014). 

 

 Organisational Profiles of the Organisations and the Demographic Profiles of 

the Representatives  

As explained in the previous chapter, the unit of analysis is the organisation, 

particularly large-scale enterprises in the UAE, and their representatives to respond to the 

survey of this study are executives working for these organisations. Thus, this section 

presents both the organisational profiles of these organisations and the demographic profiles 

of their representatives. 

 

4.3.1 Organisational Profiles of the Organisations  

Table 4.1 presents the organisational profiles of the organisations involved in this 

study. According to this table, it can be concluded that all organisations employ more than 

250 employees. A total of 37.15% of organisations are older than 20 years, while 29.86% 

are older than 10 years and less than 15 years. 19.45% are in the age group between 16 and 

20 years; 12.5% are less than 10 years old; and 1.04% are less than five years old. In terms 

of sector, 63.54% of the organisations are in the service sector, 25.35% in the industrial 

sector, and 11.11% in the financial sector. 
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Table 4.1: Organisational Profiles of the Organisations 

Variables Frequency Valid (%) 

Type of organisations  Private  288 100 

No. of employees  

Less than 250 0 0 

More than 250 288 100 

Establishment period of the 

organisation 

Less than 5 years  3 1.04 

5-10 years  36 12.5 

11-15 years  86 29.86 

16-20 years  56 19.45 

More than 20 years  107 37.15 

Sector  

Industrial  73 25.35 

Service  183 63.54 

Financial  32 11.11 
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4.3.2 Demographic Profiles of the Organisations’ Representatives 

Table 4.2 presents the demographic profiles of the organisations’ representatives, 

including their age, gender, job title, and educational level. Their age was classified into five 

categories, which are: less than 30 years, 30–40 years, 41–50 years, 51–60 years, and more 

than 60 years old. With a proportion of 22.59% and a frequency of 65, most of the 

respondents were under 30 years old. The 30- to 40-year-old group came in second with 

26.73% and a frequency of 77. The 41–50-year-old group came in third with 25.69% and a 

frequency of 74. The 41–50-year-old group came in next with 15.62% and a frequency of 

45. The last category, those over 60 years old, had 10.76% and a frequency of 31.  

Because of the regular age distribution in society, the bulk of the features belonged 

to the group of people from 30 to 40 years old. This indicates that almost half of the sample 

is younger than 40 years old. Most of them were male, accounting for 89.24% of the total 

with a frequency of 257. The female group came in second, with 10.76% and a frequency of 

31. Because of the society’s culture, the distribution of features, with the majority adhering 

to the masculine group, is typical. 
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Table 4.2: Demographic Profiles of the Representatives 

Variables Frequency Valid (%) 

Age 

Less than 30 years 65 22.59 

30-40 years 77 26.73 

41-50 years 74 25.69 

51-60 years 45 15.62 

More than 60 years 27 9.37 

Gender 
Female 31 10.76 

Male 257 89.24 

Job position  

CEO 2 0.69 

Head of department 16 5.56 

Junior Executive 75 26.04 

Senior Executive 187 64.93 

Senior Manager 6 2.08 

Vice president 2 0.69 

Education Level 

High school or less 24 8.33 

Diploma 8 2.78 

Bachelor degree 144 50 

Master degree 81 28.13 

PhD 31 10.76 

Working Experience 

Less than 1 years 88 30.55 

From 1 to 5 years 64 22.22 

From 6 to 10 years 99 34.38 

From 11 to 15 years 15 5.21 

More than 15 years 22 7.64 
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Variables Frequency Valid (%) 

Knowledge management 

application in the 

organisation 

Yes 288 100 

No 0  

Awareness of the KM 

practices in the organisation 

Yes 288 100 

No 0 0 

 

 

Head of Department, Junior Executive, Senior Executive, Senior Manager, and Vice 

President are the five types of job positions. With a proportion of 64.93% and a frequency 

of 187, the greater part of the respondents belonged to the senior executive category. With 

26.04% and a frequency of 75, the respondents belonged to the junior executive group. With 

5.56% and a frequency of 16, the rest of the respondents belonged to the Head of Department 

group. With 2.08% and a frequency of 6, the great majority of the respondents belonged to 

the senior manager group. With a proportion of 0.69% and a frequency of 2, the majority of 

the respondents belonged to the vice president group. With 0.69% and a frequency of 2, the 

CEO and Vice President groups are the least frequent. 

Educational levels are also being classified into five categories: high school or less, 

diploma, bachelor’s degree, master’s degree, and PhD. With 50% and a frequency of 144, 

the majority of the respondents were in the bachelor's degree category. The Master’s degree 

group came in second with a proportion of 28.13% and a frequency of 81. In comparison, 

the PhD group is ranked third with a proportion of 10.76% and a frequency of 31. High 

school or less is the fourth category, with an 8.33 percent prevalence rate and a frequency of 

24. Finally, the diploma is the least popular group, with a proportion of 2.78% and a 

frequency of 8. 
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Related to their working experience, less than one year, from 1 to 5 years, from 6 to 

10 years, 11 to 15 years old, and over 15 years old are the five classifications. With a 

proportion of 34.38% and a frequency of 99, the majority of the respondents were in the 6- 

to 10-year-old experience category. The group of people who have less than 1-year 

experience came in second, with a proportion of 30.55% and a frequency of 88. The category 

of 1 to 5 years’ experience is ranked third, with a proportion of 22.2% and a frequency of 

64. Conversely, people with more than 15 years of experience are in the fourth category, 

with a 7.64% prevalence rate and a frequency of 22. With a proportion of 5.21% and a 

frequency of 15, the 11–15-year-old group is ranked fifth. 

 

 Descriptive Statistics Results of the Variable of this Study 

The descriptive statistics of every construct were presented using SPSS version 25 

statistical software. The mean and standard deviation of every construct in this investigation 

were discussed in the following section. 

 

4.4.1 KM Processes (KMP) – Knowledge Acquisition (PAC) 

To address the measurement of KM processes (KMP), four constructs were designed 

using the 5-point scale from strongly disagree to strongly agree. The first construct is 

knowledge acquisition (PAC), which consists of four items ranging from not executed to 

fully executed on a 5-point scale. According to Table 4.3, the aggregate mean of all the 

indicators is 3.6255, indicating that knowledge acquisition is greater than the scale’s median 

(3). The highest mean (M = 3.669, S.D = 1.78) corresponds to “My organisation has the 

capability to codify acquired knowledge into accessible and applicable formats,” as seen in 

Table 4.3, preceded by “The organisation contained considerable valuable employee 
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knowledge” (M = 3.647, S.D = 1.794), followed by “My organisation periodically utilised 

formal procedures to obtain employee knowledge” (M = 3.61, S.D = 1.786), followed by 

“My organisation has the capability to develop knowledge from internal knowledge 

workers” (M = 3.576, S.D = 1.869) have the lowest mean score. 

 

Table 4.3: Descriptive statistic for related items to KM Processes (KMP) – Knowledge 

Acquisition (PAC) (n=288) 

No Item Code Mean SD 

1 
My organisation has the capability to develop 

knowledge from internal knowledge workers. 
PAC1 3.576 1.869 

2 
My organisation periodically utilised formal 

procedures to obtain employee knowledge 
PAC2 3.61 1.786 

3 

My organisation has the capability to codify 

acquired knowledge into accessible and 

applicable formats. 

PAC3 3.669 1.78 

4 
The organisation contained considerable 

valuable employee knowledge. 
PAC4 3.647 1.794 

Total 3.6255  

 

4.4.2 KM Processes (KMP) – Knowledge Application (PAP) 

To address KM Processes (KMP) measurement, four constructs were designed using 

the 5-point scale, varying from strongly disagree to strongly agree. The second construct is 

knowledge application (PAP), which contains four items utilising the 5-point scale varying 

from strongly disagree to strongly agree. According to Table 4.4, the aggregate mean of all 

the variables is 3.50, indicating that knowledge application is greater than the scale’s median 

(3). As shown in Table 4.4, the highest mean belongs to “The organisation applies 

knowledge learned from mistakes” (M = 3.582, S.D = 1.751), preceded by “My organisation 
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has the capability to apply knowledge to develop new products and services” (M = 3.529, 

S.D = 1.79), preceded by “The organisation uses shared knowledge to improve efficiency” 

(M = 3.517, S.D = 1.779), followed by “My organisation has the capability to apply 

knowledge to solve new problems” (M = 3.375, S.D = 1.842) have the lowest mean score. 

 

Table 4.4: Descriptive statistic for related items to KM Processes (KMP) – Knowledge 

Application (PAP) (n=288) 

No Item Code Mean SD 

1 
My organisation has the capability to apply 

knowledge to develop new products/services. 
PAP1 3.529 1.79 

2 
My organisation has the capability to apply 

knowledge to solve new problems. 
PAP2 3.375 1.842 

3 
The organisation uses shared knowledge to 

improve efficiency 
PAP3 3.517 1.779 

4 
The organisation applies knowledge learned 

from mistakes 
PAP4 3.582 1.751 

Total 3.500  

 

4.4.3 KM Processes (KMP) – Knowledge Sharing (PSH) 

To address the measurement of KM processes (KMP), four constructs were designed 

using the 5-point scale, varying from strongly disagree to strongly agree. The third construct 

is knowledge sharing (PSH), which contains five items utilising the 5-point scale varying 

from not executed to full execution. According to Table 4.5, the total mean of all the markers 

is 3.601, indicating that knowledge sharing is greater than the scale’s median (3). The 

greatest mean, as indicated in Table 4.5, corresponds to “Knowledge-sharing activities earn 

praise that indicates what a good employee should do.” having (M=3.734, S.D=1.831), 
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preceded by “Knowledge-sharing activities earn praise that indicates people are doing their 

jobs well if they share knowledge.” which accords to (M=3.656, S.D=1.76).  

Then subsequently “The organisation makes it easy to share ideas with others” 

(M=3.591, S.D=1.808), followed by “The organisation promotes the trust that is needed to 

encourage knowledge sharing among employees.” which accords to (M=3.539, S.D=1.89), 

preceded by “The organisation encourages people who work in groups and teams to share 

knowledge with one another.” with (M=3.489, S.D=1.778) have the lowest mean score. 

 

Table 4.5: Descriptive statistic for related items to KM Processes (KMP) – Knowledge 

sharing (PSH) (n=288) 

No Item Code Mean SD 

1 
The organisation promotes the trust that is needed to 

encourage knowledge sharing among employees.  
PSH1 3.539 1.89 

2 
The organisation makes it easy to share ideas with 

others.  
PSH2 3.591 1.808 

3 

The organisation encourages people who work in 

groups and teams to share knowledge with one 

another.  

PSH3 3.489 1.778 

4 

Knowledge-sharing activities earn praise that 

indicates people are doing their jobs well if they share 

knowledge.  

PSH4 3.656 1.76 

5 
Knowledge-sharing activities earn praise that 

indicates what a good employee should do.  
PSH5 3.734 1.831 

Total 3.601  
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4.4.4 KM Processes (KMP) – Knowledge Protection (PPR) 

To address KM Processes (KMP) measurement, four constructs were designed using 

the 5-point scale, varying from strongly disagree to strongly agree. The fourth construct is 

knowledge protection (PPR), which contains four items using a 5-point scale varying from 

strongly disagree to strongly agree. According to Table 4.6, the aggregate mean of all the 

markers is 3.548, indicating that knowledge protection is greater than the scale’s median (3). 

The highest mean, as indicated in Table 4.6, corresponds to “Our organisation has extensive 

policies and procedures for protecting organisational knowledge,” which accords to (M = 

3.672, S.D = 1.797). 

Subsequently, “Our organisation has processes to protect knowledge from 

inappropriate use inside the organisation” (M = 3.545, S.D = 1.763), preceded by “Our 

organisation has incentives that encourage the protection of knowledge” (M = 3.536, S.D = 

1.817), followed by “Our organisation has processes to protect knowledge from 

inappropriate use outside the organisation” with (M = 3.44, S.D = 1.818) having the lowest 

mean score. 
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Table 4.6: Descriptive statistic for related items to KM Processes (KMP) – Knowledge 

Protection (n=288) 

No Item Code Mean SD 

1 

Our organisation has processes to protect 

knowledge from inappropriate use inside the 

organisation. 

PPR1 3.545 1.763 

2 

Our organisation has processes to protect 

knowledge from inappropriate use outside the 

organisation 

PPR2 3.44 1.818 

3 
Our organisation has incentives that encourage 

the protection of knowledge.  
PPR3 3.536 1.817 

4 

Our organisation has extensive policies and 

procedures for protecting organisational 

knowledge. 

PPR4 3.672 1.797 

Total 3.548  

 

4.4.5 KM Infrastructure (KMI) - Organisational Structure (IOS) 

To address KM infrastructure (KMI) measurement, four constructs were designed 

using a 5-point scale varying from strongly disagree to strongly agree. The first construct is 

organisational structure (IOS), which contains five items utilising the 5-point scale ranging 

from strongly disagree to strongly agree. According to Table 4.7, the aggregate mean of all 

the markers is 3.256, indicating that the organisational structure level is greater than the 

scale’s median (3). The greatest mean, as indicated in Table 4.7, corresponds to “The 

structure of our organisation impedes interaction and knowledge sharing” (M = 3.536, S.D 

= 1.934), followed by “The structure of our organisation promotes collective behaviour over 

individual behaviour” (M = 3.325, S.D = 1.889). 
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Subsequently “The staff in this organisation are approachable” (M = 3.238, S.D = 

1.887), and afterwards “This organisation uses a standardised reward system for knowledge 

sharing” (M = 3.111, S.D = 1.892), preceded by “The structure of our organisation facilitates 

the development of new ideas, processes, such as knowledge creation” (M = 3.071, S.D = 

1.887).  

 

Table 4.7: Descriptive statistic for related items to KM Infrastructure (KMI) – 

Organisational structure (IOS) (n=288) 

No Item Code Mean SD 

1 
The structure of our organisation impedes 

interaction and knowledge sharing.  
IOS1 3.536 1.934 

2 
The structure of our organisation promotes 

collective behaviour over individual behaviour.  
IOS2 3.325 1.889 

3 

The structure of our organisation facilitates the 

development of new ideas/ processes/products, 

such as. knowledge creation.  

IOS3 3.071 1.09 

4 
This organisation uses a standardised reward 

system for knowledge sharing.  
IOS4 3.111 1.892 

5 The staff in this organisation are approachable.  IOS5 3.238 1.887 

Total 3.256  
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4.4.6 KM Infrastructure (KMI) - Organisational Culture (IOC) 

To address KM infrastructure (KMI) measurement, four constructs were designed 

using a 5-point scale ranging from strongly disagree to strongly agree. The second construct 

is organisational culture (IOC), which contains four items utilising the 5-point scale ranging 

from strongly disagree to strongly agree. According to Table 4.8, the total mean of all the 

variables is 3.496, indicating that organisational culture is greater than the scale’s median 

(3). The greatest mean, as indicated in Table 4.8, corresponds to “Staff are encouraged to 

innovate, to investigate, and to experiment” (M = 3.619, S.D = 1.728), followed by “The 

management of our organisation expects everyone to actively contribute to the registration 

and transmission of knowledge” (M = 3.523, S.D = 1.805), and subsequently “The goals and 

vision of this organisation are clearly communicated to the employees” (M = 3.48, S.D = 

1.737). After that, “interaction between different departments is encouraged in this 

organisation” (M = 3.365, SD = 1.826) has the lowest mean score. 

 

Table 4.8: Descriptive statistic for related items to KM Infrastructure (KMI) – 

Organisational culture (IOC) (n=288) 

No Item Code Mean SD 

1 

The management of our organisation expects 

everyone to actively contribute to the registration 

and transmission of knowledge.  

IOC1 3.523 1.805 

2 
Staff are encouraged to innovate, investigate and to 

experiment.  
IOC2 3.619 1.728 

3 
Interaction between different departments is 

encouraged in this organisation.  
IOC3 3.365 1.826 

4 
The goals and vision of this organisation are clearly 

communicated to the employees.  
IOC4 3.48 1.737 

Total 3.496  
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4.4.7 KM Infrastructure (KMI) – Technology Infrastructure (ITI) 

To address KM infrastructure (KMI) measurement, four constructs were designed 

using a 5-point scale ranging from strongly disagreeing to strongly agreeing. The third 

construct is technology infrastructure (ITI), which contains six items utilising the 5-point 

scale ranging from not implemented to full implementation. The total mean of all the 

variables in Table 4.9 is 3.581, indicating that the level of technology infrastructure is greater 

than the scale’s median (3). As depicted in Table 4.9, the greatest mean corresponds to “IT 

makes it easier for me to get in contact with employees who have knowledge that is important 

to me” (M = 3.709, S.D = 1.762).  

After that, “The IT facilities within this organisation provide a positive contribution 

to the development of my knowledge,” which records (M = 3.641, S.D = 1.847), 

subsequently, “The IT facilities within this organisation provide important support for 

knowledge sharing,” of (M = 3.613, S.D = 1.869). Afterwards, “IT makes it easier for me to 

have knowledge that is relevant to me at my disposal” (M = 3.613, S.D = 1.765), and then 

“The IT facilities within this organisation provide a positive contribution to my productivity 

and effectiveness” (M = 3.505, S.D = 1.864), preceded by “Our IT facilities make it easier 

to cooperate with others within our organisation” (M = 3.406, S.D = 1.837), have the lowest 

mean score. 
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Table 4.9: Descriptive statistic for related items to KM Infrastructure (KMI) – Technology 

infrastructure (ITI) (n=288) 

No Item Code Mean SD 

1 

The IT facilities within this organisation provide a 

positive contribution to my productivity and 

effectiveness.  

ITI1 3.505 1.864 

2 
Our IT facilities make it easier to cooperate with others 

within our organisation.  
ITI2 3.406 1.837 

3 

The IT facilities within this organisation provide a 

positive contribution to the development of my 

knowledge.  

ITI3 3.641 1.847 

4 
The IT facilities within this organisation provide 

important support for knowledge sharing.  
ITI4 3.613 1.869 

5 

IT makes it is easier for me to get in contact with 

employees who have knowledge that is important to 

me.  

ITI5 3.709 1.762 

6 
IT makes it is easier for me to have knowledge that is 

relevant to me at my disposal. 
ITI6 3.613 1.765 

Total 3.581  

 

4.4.8 KM Infrastructure (KMI) – Human KM Resources (IHR) 

To address KM infrastructure (KMI) measurement, four constructs were designed 

using a 5-point scale ranging from strongly disagree to strongly agree. The fourth construct 

is Human KM Resources (IHR), which contains four items utilising the 5-point scale ranging 

from not implemented to full implementation. According to Table 4.10, the total mean of all 

the variables is 3.641, indicating that the human KM resources level is above the scale’s 

median (3). As shown in Table 4.10, the greatest mean corresponds to “Employees can make 

a suggestion about others’ tasks” with (M = 3.718, S.D = 1.738), preceded by “Employees 
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can communicate not only with their own department members but also with other 

department members” with (M = 3.681, S.D = 1.791). 

Afterwards, “Employees are specialists in their own part” with (M = 3.585, S.D = 

1.884), followed by “Employees can understand not only their own tasks but also others’ 

tasks” with (M = 3.582, S.D = 1.795) have the lowest mean score. 

 

Table 4.10: Descriptive statistic for related items to KM Infrastructure (KMI) – 

Organisational structure (IHR) (n=288) 

No Item Code Mean SD 

1 
Employees can understand not only their own tasks 

but also others’ tasks 
IHR1 3.582 1.795 

2 
Employees can make a suggestion about others’ 

task 
IHR2 3.718 1.738 

3 

Employees can communicate not only their own 

department members but also with other 

department members 

IHR3 3.681 1.791 

4 Employees are specialists in their own part IHR4 3.585 1.884 

Total 3.641  
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4.4.9 Organisational Performance (OP) – Financial Performance (OPF) 

To address the measurement of organisational performance (OP), three constructs 

were designed using a 5-point scale varying from strongly disagree to strongly agree. The 

first construct is Financial Performance (OPF), which contains four items utilising the 5-

point scale varying from strongly disagree to strongly agree. According to Table 4.11, the 

aggregate mean of all the parameters is 3.989, indicating that financial performance is greater 

than the scale’s median (3). As shown in Table 4.11, the greatest mean corresponds to “our 

revenue is very high” with (M = 3.155, S.D = 1.754), followed by “our profit rate is very 

high” with (M = 3.957, S.D = 1.608), followed by “our sales amount is very high” with (M 

= 3.932, S.D = 1.735). The lowest mean score is for “Our return on investment is very high,” 

with M = 3.913 and SD = 1.74. 

 

Table 4.11: Detailed figure for Organisational Performance-related elements (OP) – 

Financial Performance (OPF) (n=288) 

No Item Code Mean SD 

1 Our sales amount is very high OPF1 3.932 1.735 

2 Our profit rate is very high OPF2 3.957 1.608 

3 Our revenue is very high OPF3 3.155 1.754 

4 Our return on investment is very high OPF4 3.913 1.74 

Total 3.989  
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4.4.10 Organisational Performance (OP) – Internal Business Process (OPI) 

To address the measurement of organisational performance (OP), three constructs 

were designed using a 5-point scale varying from strongly disagree to strongly agree. The 

second construct is Internal Business Process (OPI), which contains four items utilising the 

5-point scale ranging from strongly disagree to strongly agree. Based on Table 4.12, the 

parameters' total mean is 3.061, which indicates that the internal business process level is 

higher than the median of the scale (3).  

As shown in Table 4.12, the greatest mean corresponds to “Our organisation is 

equipped with the ability to develop new and high-quality products” with (M = 3.118, S.D 

= 1.62), followed by “Our organisation launches new products much faster than our 

competitors” with (M = 3.074, S.D = 1.726), followed by “Our organisation introduces new 

products or services in a timely manner” with (M = 3.043, S.D = 1.691), followed by “Our 

organisation possesses a much higher level of sophistication in automation” with (M = 3.009, 

S.D = 1.653), which has the lowest mean score. 

 

Table 4.12: Descriptive statistic for related items to Organisational Performance (OP) – 

Internal Business Process (OPI) (n=288) 

No Item Code Mean SD 

1 
Our organisation introduces new products or 

services in a timely manner 
OPI1 3.043 1.691 

2 
Our organisation is equipped with the ability to 

develop new and high-quality products 
OPI2 3.118 1.62 

3 
Our organisation launches new products much 

faster than our competitors 
OPI3 3.074 1.726 

4 
Our organisation possesses a much higher level of 

sophistication in automation 
OPI4 3.009 1.653 

Total 3.061  
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4.4.11 Organisational Performance (OP) – Employee Development (OPE) 

To address the measurement of organisational performance (OP), three constructs 

were designed using a 5-point scale varying from strongly disagree to strongly agree. The 

third construct is employee development (OPE), which contains four items utilising the 5-

point scale ranging from strongly disagree to strongly agree. Based on Table 4.13, the 

indicator's total mean is 3.942, which indicates that the employee's development level is 

greater than the scale’s median (3).  

As shown in Table 4.13, the highest mean belongs to “Our organisation has a 

comprehensive staff welfare policy” (M = 3.997, S.D = 1.764), preceded by “Our 

organisation actively nurtures the leadership skills of our staff” (M = 3.972, S.D = 1.721), 

followed by “Our organisation focuses on employee satisfaction in our corporate measures” 

(M = 3.926, S.D = 1.653), and subsequently, “Our organisation is able to retain outstanding 

staff” (M = 3.873, S.D = 1.684), which has the lowest mean score. 

 

Table 4.13: Detailed figure for Organisational Performance-related elements (OP) – 

Employee development (OPE) (n=288) 

No Item Code Mean SD 

1 Our organisation is able to retain outstanding staff OPE1 3.873 1.684 

2 
Our organisation actively nurtures the leadership 

skills of our staff  
OPE2 3.972 1.721 

3 
Our organisation focusses on employee satisfaction 

in our corporate measures 
OPE3 3.926 1.653 

4 
Our organisation has a comprehensive staff welfare 

policy 
OPE4 3.997 1.764 

Total 3.942  
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4.4.12 Organisational Support (OS) 

To address the measurement of organisational support (OS), the constructs were 

designed using a 5-point scale varying from strongly disagree to strongly agree. The 

construct is organisational support (OS), which contains four items utilising the 5-point scale 

varying from strongly disagree to strongly agree. According to Table 4.14, the aggregate 

mean of all parameters is 3.185, indicating that organisational support (OS) is greater than 

the scale’s median (3). The greatest mean, as indicated in Table 4.14, corresponds to “Help 

is available from my organisation when I have a problem” (M = 3.347, S.D = 1.498). 

This is followed by “If given the opportunity, my organisation would take advantage 

of me” (M = 3.176, S.D = 1.588), followed by “My organisation really cares about my well-

being” (M = 3.152, S.D = 1.585), followed by “My organisation cares about my opinions” 

(M = 3.13, S.D = 1.619), and “My organisation is willing to help me if I need a special 

favour” (M = 3.124, S.D = 1.655) have the lowest mean score. 

 

Table 4.14: Descriptive statistic for related items to Organisational Support (OS) (n=288) 

No Item Code Mean SD 

1 My organisation cares about my opinions OS1 3.13 1.619 

2 My organisation really cares about my well-being OS2 3.152 1.585 

3 
Help is available from my organisation when I 

have a problem 
OS3 3.347 1.498 

4 
If given the opportunity, my organisation would 

take advantage of me 
OS4 3.176 1.588 

5 
My organisation is willing to help me if I need a 

special favour  
OS5 3.124 1.655 

Total 3.185  
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4.4.13 Organisational Trust (OT) 

To address the measurement of organisational trust (OT), the constructs were 

designed using a 5-point scale varying from strongly disagree to strongly agree. The 

construct is organisational trust (OT), which contains four items utilising the 5-point scale 

varying from strongly disagree to strongly agree. According to Table 4.15, the aggregate 

mean of all the markers is 3.173, indicating that organisational trust is greater than the scale’s 

median (3). The greatest mean, as indicated in Table 4.15, refers to “Managers in this 

organisation trust their subordinates to make good decisions.” (M = 3.207, S.D = 1.537). 

This is followed by “In this organisation, subordinates have a great deal of trust for 

managers.” (M = 3.176, S.D = 1.573), followed by “If someone in this organisation makes 

a promise, others within the organisation will almost always trust that the person will do his 

or her best to keep the promise.” (M = 3.164, S.D = 1.582), and “There is a very high level 

of trust throughout this organisation.” (M = 3.146, S.D = 1.622) have the lowest mean score. 

 

Table 4.15: Descriptive statistic for related items to Organisational Trust (OT) (n=288) 

No Item Code Mean SD 

1 
There is a very high level of trust throughout this 

organisation. 
OT1 3.146 1.622 

2 
In this organisation, subordinates have a great deal 

of trust for managers. 
OT2 3.176 1.573 

3 

If someone in this organisation makes a promise, 

others within the organisation will almost always 

trust that the person will do his or her best to keep 

the promise. 

OT3 3.164 1.582 

4 
Managers in this organisation trust their 

subordinates to make good decisions. 
OT4 3.207 1.537 

Total 3.173  



130 

 

 Research Model Analysis 

The current study’s research model was validated using Smart PLS. The software 

was employed as a programme to conduct SEM data analysis for the evaluation of 

measurement and structural models. 

 

4.5.1 Measurement Model Assessment 

The measurement model was evaluated depending on validity as well as reliability 

estimations, which were calculated using convergent validity values, indicator loading, 

internal consistency, and discriminant, as described in Chapter 3. Convergent validity was 

determined using average variance extracted (AVE) and composite reliability (CR) values 

for every latent variable. Discriminant validity was established using the cross-loading 

values as well as the Fornell-Larcker criterion. The following parts go over these metrics in 

detail. 

 

4.5.1.1 Internal Consistency 

The internal consistency of items on a scale employed in a research instrument was 

utilised to determine its reliability. Cronbach’s alpha is the most commonly employed metric 

for determining internal consistency, which defines a scale’s dependability (Hair Jr. et al., 

2014). A measurement model’s internal consistency reliability is indicated by values of 0.8 

or 0.9 in the early stages of study, whereas values beneath 0.6 suggest low reliability. Higher 

composite reliability (CR) indicates that the items are consistent. Table 4.16 illustrates that 

the current study's composite reliability (CR) and Cronbach alpha (CA) values are higher 

than 0.8 and 0.9, respectively. These values suggested a high level of construct reliability, 



131 

 

indicating that the items used to express constructs in the current research instrument have a 

high level of internal consistency. 

 

Table 4.16: Internal consistency measures 

 Variable Cronbach's Alpha Composite Reliability 

IHR 0.76 0.86 

IOC 0.87 0.91 

IOS 0.94 0.95 

ITI 0.88 0.91 

KMI 0.94 0.95 

KMP 0.91 0.92 

OFP 0.93 0.95 

OP 0.93 0.94 

OPE 0.83 0.89 

OPI 0.85 0.90 

PAC 0.80 0.87 

PAP 0.84 0.89 

PPR 0.86 0.91 

PSH 0.89 0.92 
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4.5.1.2 Indicator Reliability 

In this research, the independent variable, dependent variable, and moderating 

variable were checked for outer loading, and the outcomes are presented in Table 4.17. 

 

Table 4.17: Indicator Outer Loadings (Before Elimination) 

  IHR IOC IOS ITI OFP OPE OPI PAC PAP PPR PSH 

IHR1 0.73                     

IHR2 0.33                     

IHR3 0.83                     

IHR4 0.77                     

IOC1   0.83                   

IOC2   0.83                   

IOC3   0.85                   

IOC4   0.86                   

IOS1     0.90                 

IOS2     0.91                 

IOS3     0.92                 

IOS4     0.89                 

IOS5     0.68                 

ITI1       0.82               

ITI2       0.81               

ITI3       0.80               

ITI4       0.78               

ITI5       0.72               

ITI6       0.84               

OFP1         0.91             

OFP2         0.91             

OFP3         0.90             

OFP4         0.89             

OPE1           0.83           

OPE2           0.76           

OPE3           0.82           

OPE4           0.83           

OPI1             0.85         

OPI2             0.81         

OPI3             0.85         

OPI4             0.82         

PAC1               0.78       

PAC2               0.76       

PAC3               0.84       
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PAC4               0.77       

PAP1                 0.80     

PAP2                 0.82     

PAP3                 0.81     

PAP4                 0.84     

PPR1                   0.94   

PPR2                   0.93   

PPR3                   0.89   

PPR4                   0.92   

PSH1                     0.82 

PSH2                     0.83 

PSH3                     0.76 

PSH4                     0.88 

PSH5                     0.86 

 

The outer or factor loading values of every item were used to measure indicator 

reliability. An item with an indicator value of 0.70 or higher is deemed appropriate and 

excellent. Nevertheless, if an indicator's value is less than 0.40, it should be evaluated for 

removal, as stated by Hair Jr et al. (2014). If the AVE (average variance extracted) and CR 

(composite reliability) values rise, an item with a value between 0.40 and 0.70 should be 

evaluated for removal (Hair Jr et al., 2014). 

When removing an item, a scholar should be cautious because it should only be 

evaluated to improve the AVE and CR beyond the minimal target value; otherwise, it should 

be preserved (Henseler et al., 2009; Hair Jr et al., 2014). Items with outer loading values of 

fewer than 0.50–0.60 were deleted in this research to see if eliminating them had any impact 

on AVE and CR, as shown in Tables 4.17. 
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Table 4.18 displays the indicator values of items with indicator values around 0.50 

and 0.60, as well as a list of items that were deleted due to low indicator values (outer 

loadings). Items IOC5 and PAP5 have outer loading values ranging from 0.20 to 0.50. As a 

result, these items were regarded for deletion one at a time to see how they influenced the 

AVE value. As a result, the items with the lowest indicator values (IOC5 and PAP5) were 

removed, raising the AVE value above 0.50. Table 4.18 displays the indicator values after 

items have been eliminated. 

 

Table 4.18: List of eliminated items 

Items 
Indicator 

Loading 

AVE (Before 

Elimination) 
Treatment 

AVE (After 

Elimination) 

IHR2 0.33 0.51 Eliminated 0.65 

IOS5 0.68 0.72 Eliminated 0.72 
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Table 4.19 shows the items after eliminating the items with low factor loading. It 

shows that all the items have a factor loading greater than 0.70.  

 

Table 4.19: Indicator outer loadings (after elimination) 

  IHR IOC IOS ITI OFP OPE OPI PAC PAP PPR PSH 

IHR1 0.79                     

IHR3 0.84                     

IHR4 0.83                     

IOC1   0.83                   

IOC2   0.83                   

IOC3   0.85                   

IOC4   0.86                   

IOS1     0.92                 

IOS2     0.92                 

IOS3     0.93                 

IOS4     0.90                 

ITI1       0.82               

ITI2       0.81               

ITI3       0.80               

ITI4       0.78               

ITI5       0.72               

ITI6       0.84               

OFP1         0.91             

OFP2         0.91             

OFP3         0.90             

OFP4         0.89             

OPE1           0.83           

OPE2           0.76           

OPE3           0.82           

OPE4           0.83           

OPI1             0.85         

OPI2             0.81         

OPI3             0.85         

OPI4             0.82         

PAC1               0.78       

PAC2               0.76       

PAC3               0.84       

PAC4               0.77       

PAP1                 0.80     

PAP2                 0.82     
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PAP3                 0.81     

PAP4                 0.84     

PPR1                   0.80   

PPR2                   0.85   

PPR3                   0.83   

PPR4                   0.88   

PSH1                     0.82 

PSH2                     0.83 

PSH3                     0.76 

PSH4                     0.88 

PSH5                     0.86 

 

After deleting the low item loading, Figure 4.1 shows the finalised measurement 

model. It shows that all the items have a factor loading greater than 0.70. 

 

Figure 4. 1: Factor Loadings After Eliminations 
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4.5.1.3  Convergent Validity 

Convergent validity, as stated by Hair Jr et al. (2014), is the degree to which a 

mechanism corresponds with an effective mechanism of a similar construct. As a result, 

convergent validity assures that an item accurately assesses the construct it is supposed to 

test. The value of average value extracted (AVE) was used to determine convergent validity 

in this investigation, as indicated by Waddock and Graves (1997). Adequate convergent 

validity was demonstrated by an AVE value of 0.50 or higher. The AVE values of the 

constructs' convergent validity utilised in this investigation are listed in Table 4.20. Because 

all of the values met the AVE's minimal limit value of 0.50, the measurement model in this 

current research had satisfactory convergent validity. 

 

Table 4.20: Average variance extracted (AVE) values 

Variables  Average Variance Extracted (AVE) 

IHR 0.67 

IOC 0.72 

IOS 0.84 

ITI 0.63 

KMI 0.59 

KMP 0.58 

OFP 0.82 

OP 0.57 

OPE 0.66 

OPI 0.69 

PAC 0.62 

PAP 0.67 

PPR 0.71 

PSH 0.69 
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4.5.1.4 Discriminant Validity 

Discriminant validity is a term used by Urbach and Ahlemann (2010) to explain how 

constructs differ from one another. The constructs' discriminant validity can be evaluated 

using two approaches: the criterion (Fornell and Larcker, 1981) and cross-loadings of 

construct elements. When the square root of the AVE of a construct is higher than its 

association with other constructs, the value is determined using the first technique (Fornell 

and Larcker, 1981). In the second approach (cross-loading), a larger number implies that the 

loadings of the items of their respective constructs are greater than those of the other 

constructs. These numbers represent a measuring model's discriminant validity. The 

discriminant validity values were acquired using the Smart PLS software's running 

algorithm feature. The values computed using the Fornell-Larcker criterion for evaluating 

discriminant validity are shown in Table 4.21. 

 

Table 4.21: Fornell-Larcker criterion 

  KMI KMP OP 

KMI 0.669  
 

KMP 0.133 0.711  

OP 0.410 0.387 0.674 

 

The cross-loadings derived using an algorithm built into Smart PLS software are the 

second metric used to determine discriminant validity. Table 4.22 shows the cross-loading 

values among constructs. These figures revealed that the value of every measurement item 

is greater for its respective construct than for the others. It also revealed that each construct's 

block of values includes higher values compared to other blocks in identical rows and 



139 

 

columns, clearly distinguishing every latent variable from the others. As a result, the cross-

loading measure supported the discriminant validity of this study's measurement model.
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Table 4.22: Cross Loadings 

  IHR IOC IOS ITI OFP OPE OPI PAC PAP PPR PSH 

IHR1 0.79 0.50 0.47 0.45 0.34 0.42 0.31 0.33 0.54 0.48 0.50 

IHR3 0.84 0.70 0.55 0.57 0.41 0.48 0.38 0.42 0.47 0.47 0.50 

IHR4 0.83 0.69 0.51 0.50 0.33 0.42 0.31 0.36 0.41 0.43 0.44 

IOC1 0.67 0.83 0.50 0.46 0.31 0.32 0.28 0.34 0.41 0.37 0.40 

IOC2 0.61 0.83 0.48 0.43 0.33 0.42 0.36 0.28 0.43 0.40 0.45 

IOC3 0.68 0.85 0.49 0.53 0.32 0.37 0.28 0.37 0.38 0.40 0.41 

IOC4 0.66 0.86 0.53 0.54 0.38 0.41 0.30 0.37 0.38 0.41 0.41 

IOS1 0.55 0.52 0.92 0.56 0.49 0.45 0.40 0.53 0.57 0.49 0.52 

IOS2 0.58 0.55 0.92 0.57 0.46 0.47 0.42 0.49 0.50 0.51 0.53 

IOS3 0.55 0.51 0.93 0.59 0.53 0.48 0.45 0.52 0.55 0.50 0.52 

IOS4 0.60 0.59 0.90 0.60 0.47 0.48 0.41 0.60 0.56 0.58 0.60 

ITI1 0.48 0.48 0.53 0.82 0.48 0.46 0.43 0.43 0.48 0.43 0.46 

ITI2 0.49 0.48 0.49 0.81 0.46 0.45 0.40 0.49 0.47 0.50 0.51 

ITI3 0.49 0.42 0.49 0.80 0.48 0.49 0.46 0.49 0.49 0.46 0.47 

ITI4 0.51 0.45 0.44 0.78 0.41 0.44 0.45 0.41 0.46 0.43 0.45 

ITI5 0.44 0.43 0.49 0.72 0.38 0.39 0.38 0.41 0.41 0.40 0.48 

ITI6 0.57 0.52 0.57 0.84 0.52 0.59 0.57 0.56 0.58 0.52 0.56 

OFP1 0.34 0.32 0.45 0.49 0.91 0.53 0.52 0.42 0.42 0.35 0.39 

OFP2 0.38 0.38 0.44 0.52 0.91 0.56 0.51 0.44 0.44 0.40 0.43 

OFP3 0.42 0.34 0.54 0.50 0.90 0.57 0.51 0.48 0.43 0.44 0.47 

OFP4 0.46 0.39 0.49 0.56 0.89 0.65 0.58 0.52 0.48 0.43 0.46 

OPE1 0.42 0.36 0.43 0.50 0.51 0.83 0.68 0.45 0.36 0.35 0.43 
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OPE2 0.41 0.37 0.31 0.44 0.48 0.76 0.63 0.47 0.36 0.36 0.42 

OPE3 0.45 0.36 0.42 0.48 0.53 0.82 0.60 0.46 0.39 0.47 0.49 

OPE4 0.47 0.38 0.49 0.50 0.56 0.83 0.62 0.41 0.42 0.45 0.50 

OPI1 0.40 0.31 0.43 0.50 0.48 0.63 0.85 0.32 0.38 0.37 0.42 

OPI2 0.23 0.23 0.28 0.38 0.40 0.57 0.81 0.42 0.23 0.23 0.24 

OPI3 0.37 0.35 0.39 0.46 0.52 0.61 0.85 0.35 0.34 0.32 0.37 

OPI4 0.35 0.29 0.41 0.52 0.53 0.66 0.82 0.56 0.28 0.33 0.38 

PAC1 0.31 0.30 0.38 0.39 0.34 0.39 0.41 0.78 0.32 0.36 0.36 

PAC2 0.34 0.26 0.38 0.37 0.38 0.33 0.26 0.76 0.39 0.41 0.38 

PAC3 0.45 0.39 0.57 0.59 0.51 0.52 0.50 0.84 0.52 0.55 0.58 

PAC4 0.32 0.31 0.48 0.47 0.36 0.46 0.38 0.77 0.37 0.43 0.44 

PAP1 0.45 0.38 0.51 0.50 0.36 0.38 0.31 0.43 0.80 0.53 0.56 

PAP2 0.46 0.38 0.46 0.51 0.38 0.41 0.33 0.41 0.82 0.44 0.51 

PAP3 0.49 0.38 0.54 0.46 0.45 0.36 0.27 0.41 0.81 0.44 0.47 

PAP4 0.49 0.41 0.43 0.53 0.41 0.40 0.31 0.46 0.84 0.48 0.49 

PPR1 0.41 0.33 0.46 0.45 0.34 0.38 0.28 0.43 0.39 0.80 0.67 

PPR2 0.47 0.40 0.44 0.45 0.31 0.40 0.29 0.48 0.53 0.85 0.67 

PPR3 0.46 0.39 0.50 0.54 0.42 0.46 0.41 0.50 0.46 0.83 0.67 

PPR4 0.54 0.45 0.50 0.48 0.42 0.44 0.29 0.48 0.55 0.88 0.60 

PSH1 0.45 0.37 0.47 0.55 0.44 0.48 0.42 0.49 0.46 0.66 0.82 

PSH2 0.48 0.42 0.45 0.46 0.33 0.45 0.33 0.46 0.54 0.68 0.83 

PSH3 0.41 0.32 0.48 0.46 0.35 0.43 0.31 0.42 0.40 0.61 0.76 

PSH4 0.51 0.44 0.51 0.48 0.42 0.46 0.30 0.49 0.54 0.62 0.88 

PSH5 0.58 0.49 0.53 0.58 0.45 0.53 0.42 0.52 0.63 0.69 0.86 
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To summarise the reliability and validity metrics, the data analysis tests revealed that 

the measurement model used in this study is valid and can be used to analyse the structural 

model. 

 

4.5.2 Structural Model Assessment 

The structural model in SEM is employed to examine the proposed variables' 

supposed relationships. It is critical to give solid proof that the model provided by the 

structural model has theoretical importance (Chin, 1998). The importance of suggested 

correlations among variables is usually determined using the five criteria listed below. 

a) Multicollinearity 

b) Path coefficients 

c) Coefficient of determination 

d) Effect size 

 

The goodness of a structural model is determined by the coefficient of determination 

(𝑅2) (Hair Jr et al., 2014). The value of 𝑅2 also determines the degree of variance in the 

dependent variable induced by the independent variable(s). As a result, a greater 𝑅2 value is 

preferable. 𝑅2 values of 0.02 to 0.12 are deemed low, 0.13 to 0.25 are medium, and 0.26 or 

above are significant (Cohen, 1988). Nevertheless, according to Hair Jr et al. (2014), the 

optimal value of 𝑅2 is determined by the research study's structure. Because the current 

research deploys both KM processes and infrastructure capabilities and their link with 

organisational performance. 
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 As a result, the amount of variance recorded in the performance of the KM stage and 

infrastructure capabilities will be determined by the determination (𝑅2) value coefficient. In 

the event of a strong correlation between (KMI, KMP, and OP), the influence (amount of 

variation) of KMI and KMP is determined by 𝑅2 value. The data employed to verify the 

structural model of this research is described in the following sections. Path coefficients, 

multicollinearity, coefficient of determination (𝑅2), and effect size (𝑓2) were used to 

evaluate the structural model's validity, as indicated previously in Chapter 3. Furthermore, 

the moderating effect, as postulated in this research, was examined using these metrics. 

 

4.5.2.1 Multicollinearity 

When two or more independent parameters in current research have a high 

association, this is known as "multicollinearity." The variance of inflation factors (VIF) 

values was analysed to find whether there was any possibility for multicollinearity amongst 

the variables in this research. As stated by Hair Jr et al. (2014), VIF values of 0.20 or lower 

and 5 or higher VIF values signify the presence of collinearity between independent 

variables. Table 4.23 shows the VIF values assessed for the independent factors in this 

investigation. 
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Table 4.23: VIF Values 

Item VIF  Item VIF 

IHR1 1.46 OFP4 2.63 

IHR3 1.52 OPE1 2.00 

IHR4 1.69 OPE2 1.56 

IOC1 2.02 OPE3 1.82 

IOC2 1.95 OPE4 1.86 

IOC3 2.24 OPI1 2.15 

IOC4 2.14 OPI2 2.00 

IOS1 2.03 OPI3 2.12 

IOS2 3.78 OPI4 1.87 

IOS3 3.24 PAC1 1.75 

IOS4 3.12 PAC2 1.60 

ITI1 2.14 PAC3 1.76 

ITI2 2.23 PAC4 1.61 

ITI3 1.94 PAP1 1.82 

ITI4 2.03 PAP2 1.90 

ITI5 1.74 PAP3 1.63 

ITI6 2.38 PAP4 1.98 

OFP1 3.92 PPR1 1.88 

OFP2 3.75 PPR2 2.46 

OFP3 3.12 PPR3 1.81 

  PPR4 2.69 

  PSH1 1.96 

  PSH2 2.53 

  PSH3 1.79 

  PSH4 3.02 

  PSH5 2.61 

 

Because all of the VIF values for the independent variables utilised in this research 

are within the permitted range of less than 5.00, it can be firmly concluded that there are no 

difficulties with multicollinearity among the variables in this research. 
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4.5.2.2 Path Coefficients 

Path coefficients are also used to analyse the structural model of this research. Path 

coefficient values can be used to determine the strength and relevance of a link between two 

recent variables. To get values for evaluating relationships (paths) among independent and 

dependent variables, SmartPLS employs a process known as "bootstrapping." Furthermore, 

t-statistics and p-values are calculated to ensure that all routes between these variables are 

relevant. When the empirically observed statistical t-value is higher than the critical value, 

the coefficient is deemed important at a given confidence level, according to (Hair Jr et al., 

2014). At a significance level of 0.05, a t-value of 0.95 is employed in this current research. 

PLS-SEM uses a nonparametric statistical test termed bootstrapping to quantify the 

relevance of predicted path coefficients, according to Hair Jr et al. (2014). Furthermore, they 

noted that coefficient values are between -1 and +1. Thus, path coefficients near +1 

suggested a significant association, but coefficients near -1 suggested a low correlation. 

Table 4.24 shows the empirically measured t-values, p-values, and path coefficient values 

among variables in the current investigation. Path assessments were used to determine if a 

hypothesis should be accepted or rejected. As a consequence of the current study's findings, 

all hypotheses were found to be validated at a significance level of 0.05. 

 

Table 4.24: Path coefficients 

Hypothesis  Path Path Coefficient SE t-Value p-Value Conclusion  

H1 KMI → OP 0.413 0.052 6.604 0.000 Supported  

H2 KMP → OP 0.345 0.056 4.851 0.000 Supported  
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4.5.2.3 Hypotheses Testing 

The structural model was utilised to prove the hypothesis of the current research study 

depending on the outcomes acquired by PLS-SEM. To examine the theory, path coefficients, 

t-values, and p-values were calculated at a significance level of 0.05. All of the current 

study's hypotheses were approved based on these values. This research aimed to test seven 

hypotheses about the direct and indirect correlations between the variables. The current 

research proposes the following hypotheses: 

a) H1: KMI and OP have a substantial positive association. The path coefficient 

between KMI and OP was found to be 0.413. The t-value of 6.604 was deemed 

substantial since it was more than the critical value of 1.96, and the p-value of 0.000 

was also relevant because it was less than the 0.05 limit value. As a result, there was 

enough empirical evidence to support hypothesis H1, and the current research found 

a substantial positive association between KMI and OP. 

b) H2: KMP and OP have a considerable positive association. The route coefficient 

among KMP and OP was found to be 0.345. The t-value of 4.851 was judged to be 

important since it was higher than the critical value of 1.96, and the p-value of 0.000 

was also relevant because it was lower than the 0.05 threshold value. As a result, 

there was enough empirical evidence to support hypothesis H2, and the current 

research found a substantial positive association between KMP and OP. 
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4.5.2.4 Coefficient of Determination (𝑹𝟐) 

 The coefficient of determination (𝑅2) number is used to describe the amount of 

variance in the dependent variable that is induced by the independent variables. The 

structural model's predictive ability is indicated by greater 𝑅2 values. The intensity of  𝑅2 

values, on the other hand, is dependent on the complexity of the research model 

complexity and the form of the subject (Hair Jr et al., 2014). In order for the variance 

described by a given endogenous construct to be judged acceptable, 𝑅2 values must be 

equivalent to or higher than 0.10 (Falk and Miller, 1992). 

 

Table 4.25: Coefficient of Determination 

Predictors Variable R Square Result 

KM OP 0.509 Moderate  

KM, Trust OP 0.538 Moderate 

KM, organisational support OP 0.522 Moderate 

 

According to the PLS algorithm analysis findings, KMI and KMP accounted for 

50.9% of the variance in OP, as can be seen in Table 4.25. As a result, the model has 

sufficient OP predictive power. The R-square has increased to 0.538 when trust is included 

as a moderator and 0.522 when organisational support is tested as a moderator. This 

indicated that the R-square is moderate. 
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4.5.2.5  Effect Size (𝒇𝟐) 

The 𝑓2 value, which describes the effect size, was used to assess the quality of the 

proposed research model in this research. Cohen (1988) defines the value of 𝑓2 as an 

improvement in 𝑅2 proportionate to the fraction of variance of the endogenous variable that 

is still undetermined. He went on to say that 𝑓2 values between 0.02-0.14 have a minor 

influence, 0.15-0.34 have a considerable impact, and 0.35 and above have a large effect. 

Model fitness was assessed using 𝑓2 in this work, and the values achieved for every path are 

shown in Table 4.26. 

Table 4.26: 𝑓2 Values for Each Path 

Path Effect size Results 

KMI - OP 0.182 Moderate 

KMP - OP 0.157 Moderate 

 

4.5.3 Moderator Assessment (OS Over KMP and OP) 

The current study also postulated that a high level of organisational support 

moderates the link between the KM process and organisational performance (H3a). The 

moderating effect of organisational support on the connection between KMP and OP was 

examined in this research using a two-stage technique similar to that employed in PLS-SEM 

to assess ongoing moderating impacts. As stated by Hair et al. (2013), an ongoing moderator 

variable can influence the intensity of an association between two variables as well as its 

orientation. As stated by Hair et al. (2014), an ongoing moderator can be a broad type of 

multi-group analysis.  

Specifically, in cases where an ongoing moderator variable is changed to a 

categorical variable by separating the moderator variable into two groups depending on its 

values, such as "high" and "low," As a result, the “high” and “low” categories are specified 
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so that a positive path coefficient seems to have observations with high moderator variable 

values. In contrast, a negative path coefficient seems to have observations with low 

moderator variable values. The two-stage strategy was utilised in PLS-SEM for the ongoing 

moderator, divided into "high" and "low." The “high” degree of organisational support was 

expected to moderate and positively increase the link between KMP and OP. 

Figure 4.2 depicts the moderator model as well as the independent, dependent, and 

moderating variable values determined using a two-stage SmartPLS technique. Because the 

value of the moderating effect was calculated to discuss the effect of the moderating variable, 

the positive value (0.129) indicated that organisational support positively enhanced the 

connection between KMP and OP. This implies that a one-unit standard deviation rise in OS 

will improve the connection between KMP and OP by 12.9 %. 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4. 2: OS moderating impact on KMP and OP 
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The relevance of the moderating impact was further confirmed using the SmartPLS 

bootstrapping mechanism. The moderating impact is important at the 0.05 level of 

confidence (t-value = 2.113 and p-value = 0.035), as shown in Table 4.27. Because these 

data demonstrated the relevance of OS's moderating influence, H3a of this research was 

supported. 

 

Table 4.27: Significance of moderating effect of OS over KMP and OP 

Path Path Coefficient t-value p-value 

Moderating Effect 0.129 2.113 0.035 

KMP → OP 0.243 4.078 0.000 

OS → OP 0.341 5.779 0.000 

 

 

4.5.4 Measuring Two-Way Interaction Term (OS on KMP and OP) 

The path coefficient values of independent and moderator values, as well as the value 

of interaction effect (moderating effect), were entered into Jeremy Dawson's Microsoft Excel 

worksheet to compute the two-way interaction term (jeremydawson.co.uk). Because the 

current research postulates (H3a) that a high level of organisational support will increase the 

association between KMP and OP, the lines in Figure 4.3 indicate that when OS is low, so 

are KMP and OP. When the OS is upgraded from a low to a high level, the KMP and OP 

values rise. This suggests that as the level of organisational support increased, the link 

between KMP and OP increased as well. 

In conclusion, organisational support positively regulated the link between KMP and 

OP, according to these findings. As a result, the current study's hypothesis H3a was 

approved. 
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Figure 4. 3: Two-Way Interaction Term 

 

4.5.5 Moderator Assessment (OS on KMI and OP) 

The current research additionally postulates that a high level of organisational support 

moderates the connection between KM infrastructure and organisational performance (H3b). 

The moderating impact of organisational support on the connection between KMI and OP 

was examined in this research using a two-stage technique similar to that employed in PLS-

SEM to evaluate ongoing moderating impacts. As stated by Hair et al. (2013), a continuous 

moderator variable can influence the intensity of a relationship between two variables as 

well as its orientation. As stated by Hair et al. (2014), an ongoing moderator is a type of 

multi-group analysis that divides the moderator variable into two groups depending on its 

values, such as "high" and "low."  
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As a result, the “high” and “low” groups are specified so that a positive path 

coefficient seems to have observations with high moderator variable values. In contrast, a 

negative path coefficient seems to have observations with low moderator variable values. 

The two-stage strategy was utilised in PLS-SEM for the continuous moderator, divided into 

"high" and "low." The “high” level of organisational support was hypothesised to regulate 

and increase the link between KMI and OP positively. 

Figure 4.4 depicts the moderator model as well as the independent, dependent, and 

moderating variable values determined via a two-stage SmartPLS technique. Because the 

value of the moderating effect was calculated to discuss the effect of the moderating variable, 

the positive value (0.106) indicated that organisational support positively enhanced the 

connection among KMI and OP. This implies that a rise of one standard deviation in OS 

would enhance the connection between KMI and OP by 10.6%. 

 

Figure 4. 4: Moderating Effect of OS over KMI and OP 
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The relevance of the moderating impact was further confirmed using the SmartPLS 

bootstrapping mechanism. The moderating impact is relevant at the 0.05 level of confidence 

(t-value = 1.977 and p-value = 0.048), as shown in Table 4.28. Because these data 

demonstrated the relevance of OS's moderating influence, H3b of the current research was 

approved. 

 

Table 4.28: Significance of Moderating Effect of OS between KMI and OP 

Path Path Coefficient t-value p-value 

Moderating Effect 0.106 1.977 0.048 

KMI → OP 0.331 6.579 0.000 

OS → OP 0.337 5.534 0.000 

 

Moreover, the moderating influence of organisational support has been investigated 

separately for the KMI dimensions of organisational structure, organisational culture, 

technology infrastructure, and human KM resources. 

 

4.5.6 Measuring Two-Way Interaction Term (OS between KMI and OP) 

The unregulated route coefficient values of independent and moderator values, as 

well as the value interaction term (determined in the earlier stages), were entered into Jeremy 

Dawson's Microsoft Excel worksheet to calculate the two-way interaction term 

(jeremydawson.co.uk). Because the current research postulates (H3b) that a high level of 

organisational support will increase the association between KMI and OP, the lines in Figure 

4.5 verify that when OS is low, so are KMI and OP. Nevertheless, when OS progresses from 

low to high, both KMI and OP values rise. This suggests that as the level of organisational 

support increased, the link between KMI and OP enhanced as well. 
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In conclusion, organisational support positively regulated the link between KMI and 

OP, according to these findings. As a result, the current research's hypothesis, H3b, was 

supported. 

 

Figure 4. 5: Term for a Two-Way Connection 

 

4.5.7 Moderator Assessment (OT on KMP as well as OP) 

The current research also postulates that a high level of organisational trust moderates 

the link between the KM process and organisational performance (H4a). The moderating 

influence of organisational trust on the association between KMP and OP was examined in 

this research using a two-stage technique similar to that employed in PLS-SEM to measure 

continuous moderating impacts. As stated by Hair et al. (2013), a persistent moderator 

variable can influence the intensity of a connection between two variables as well as its 
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orientation. As stated by Hair et al. (2014), a continuous moderator can be a broad type of 

multi-group evaluation.  

Specifically, in cases where a continuous moderator variable is changed to a 

categorical variable by separating the moderator variable into two groups depending on its 

values, for example, "high" and "low," As a result, the “high” and “low” categories are 

specified so that a positive path coefficient seems to have observations with high moderator 

variable values. In contrast, a negative path coefficient seems to have observations with low 

moderator variable values. The two-stage strategy was utilised in PLS-SEM for the ongoing 

moderator, divided into "high" and "low." The “high” degree of organisational trust was 

hypothesised to modulate and positively increase the link between KMP and OP. 

Figure 4.6 depicts the moderator model as well as the independent, dependent, and 

moderating variable values determined using a two-stage SmartPLS technique. Because the 

value of the moderating impact was calculated to discuss the effect of the moderating 

variable, the positive value (0.130) indicated that organisational trust positively intensified 

the correlation among KMP and OP. This implies that a one-unit standard deviation rise in 

OT will enhance the connection between KMP and OP by 13%. 
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Figure 4. 6: Moderating Effect of OT over KMP and OP 

 

The relevance of the moderating impact was further confirmed using the SmartPLS 

bootstrapping mechanism. The moderating impact is relevant at the 0.05 level of confidence 

(t-value = 2.113 and p-value = 0.035), as shown in Table 4.29. H5 of the current research was 

approved because these data demonstrated the relevance of OS's moderating influence. 

 

Table 4.29: Significance of Moderating Effect of OT between KMP and OP 

Path Path Coefficient t-value p-value 

Moderating Effect 0.130 2.098 0.036 

KMP → OP 0.248 4.118 0.000 

OT → OP 0.313 4.995 0.000 
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4.5.8 Evaluating Two-Way Interaction Term (OT on KMP as well as OP) 

The path coefficient values of independent and moderator values, as well as the value 

of the interaction term (derived in the earlier stages), were entered into the Microsoft Excel 

worksheet produced by Jeremy Dawson to compute the two-way interaction term 

(jeremydawson.co.uk). Because the current study hypothesised (H4a) that a high level of 

organisational trust would increase the association between KMP and OP, the lines in Figure 

4.7 indicated that when OT is low, so are KMP and OP. When OT changes from the low to 

the high end, both KMP and OP values rise. This suggests that as the amount of 

organisational trust increased, the link between KMP and OP increased. 

In conclusion, organisational trust favourably moderated the link between KMP and 

OP, according to these findings. As a result, the current study's hypothesis H4a was 

approved. 

 

Figure 4. 7: Two-Way Interaction Term 
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4.5.9 Moderator Assessment (OT on KMI as well as OP) 

The current research additionally postulates that a high level of organisational 

trust moderates the link between KM infrastructure and organisational performance (H4b). 

The moderating impact of organisational trust on the association between KMI and OP was 

examined in this research using a two-stage technique similar to that employed in PLS-SEM 

to assess ongoing moderating impacts. As stated by Hair et al. (2013), a persistent moderator 

variable can influence the intensity of an association between two variables as well as its 

orientation. Furthermore, as stated by Hair et al. (2014), an ongoing moderator can be a 

broad type of multi-group evaluation.  

Specifically, in cases where a continuous moderator variable is changed to a 

categorical variable by separating the moderator variable into two groups depending on its 

values, for instance, "high" and "low," As a result, the “high” and “low” groups are specified 

so that a positive path coefficient seems to have observations with high moderator variable 

values. In contrast, a negative path coefficient seems to have observations with low 

moderator variable values. The two-stage strategy was utilised in PLS-SEM for the 

continuous moderator, divided into "high" and "low." The “high” degree of organisational 

trust was hypothesised to moderate and positively increase the link between KMI and OP. 

Figure 4.8 depicts the moderator model as well as the independent, dependent, and 

moderating variable values determined using a two-stage SmartPLS technique. Because the 

value of the moderating impact was calculated to discuss the effect of the moderating 

variable, the positive value (0.102) indicated that organisational trust positively intensified 

the connection among KMI and OP, implying that a one-unit standard deviation rise in OT 

will enhance the connection among KMI and OP by 10.2%. 
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Figure 4. 8: Moderating Effect of OT over KMI and OP 

The relevance of the moderating impact was further confirmed using the SmartPLS 

bootstrapping mechanism. The moderating impact is relevant at the 0.05 level of confidence 

(t-value = 1.978 and p-value = 0.048), as shown in Table 4.30. Because these data 

demonstrated the importance of OT's moderating influence, H4b of the current investigation 

was supported. 

 

Table 4.30: Significance of moderating effect of OT over KMI and OP 

Path Path Coefficient t-value p-value 

Moderating Effect 0.102 1.978 0.048 

KMI → OP 0.329 6.552 0.000 

OT → OP 0.309 4.935 0.000 
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4.5.10 Assessing Two-Way Interaction Term (OT on KMI as well as OP) 

The unregulated route coefficient values of independent and moderator values, as 

well as the value interaction term (determined in the earlier stages), were entered into Jeremy 

Dawson's Microsoft Excel worksheet to compute the two-way interaction term 

(jeremydawson.co.uk). Because the current research hypothesised (H5) that a high level of 

organisational trust would increase the association between KMI and OP, the lines in Figure 

4.9 verified that when OT is low, so are KMI and OP. When OT travels from the low to the 

high end, both KMI and OP values rise. This suggests that as organisational trust increased, 

the link between KMI and OP increased as well. 

In conclusion, organisational trust moderated the link between KMI and OP, 

according to these findings. As a result, the current research's hypothesis H5 was validated. 

 

 

Figure 4. 9: A term for Two-Way Connection 
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Overall, this study achieved its purpose by testing its hypotheses. Table 4.31 shows 

a summary of all hypotheses. 

 

Table 4.31: Summary of Research Questions and Key Findings 

Research questions Research hypotheses Paths Path 

coefficient 

Results 

What are the effects 

of the KM process 

(knowledge 

acquisition, sharing, 

application, and 

protection) and KM 

infrastructure 

(organisational 

culture, 

organisational 

structure, KM 

human resource, and 

technology 

infrastructure) on 

the organisational 

performance of 

organisations in Abu 

Dhabi, UAE? 

H1: KM processes 

affect significantly the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE  

KM process 

capabilities  

Organisational 

performance 

0.345 Supported 

H2: KM Infrastructure 

affect significantly the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE.   

KM 

infrastructure 

capabilities  

Organisational 

performance 

0.413 Supported 

What is the effect of 

KM on the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE 

moderated by trust? 

H3a: Trust moderates 

the effect of the KM 

process on the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE. 

Organisational 

trust  

Organisational 

performance 

0.102 Supported 
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H3b: Trust moderates 

the effect of KM 

infrastructure on the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE. 

What is the effect of 

KM on the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE 

moderated by 

organisational 

support? 

H4a: Organisational 

support moderates the 

effect of KM 

processes on the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE. 

Organisational 

support  

Organisational 

performance 

0.129 Supported 
H4b: Organisational 

support moderates the 

effect of KM 

infrastructure on the 

organisational 

performance of 

organisations in Abu 

Dhabi, UAE. 
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 Chapter Summary 

This part included data analysis, empirical findings, and an explanation of the current 

research's hypothesis. The SmartPLS software version 3.2.8 was used to analyse the 

information for this research. The structural and measurement models were both evaluated 

as part of the data evaluation. To report the parameters' importance for both direct and 

indirect correlations among variables provided in this research, the empirical outcomes are 

displayed in the form of figures and tables. Moderation analysis and hypothesis testing were 

all covered in the conclusion.  

The findings of the analysis showed that KM processes and KM infrastructure play 

an essential role in improving the performance of organisations in Abu Dhabi, UAE. The 

findings also showed that trust and organisational support played a moderating role in KM 

and organisational performance. The increase in KM practises in Abu Dhabi, UAE, is 

desirable and will lead to better performance for organisations in the country.
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CHAPTER 5 

 

CONCLUSION 

 

 Overview 

This chapter presents the final discussion on the findings of this study and thus 

concludes the study. This chapter begins with a brief recapitulation of the study, followed 

by the discussion on the KM process and organisational performance, KM infrastructure and 

organisational performance, as well as the final discussion on organisational trust and 

organisational support as the moderator. Other than that, this chapter also emphasised the 

contributions of this study, particularly in terms of theoretical and practical contributions. 

Then, this chapter also provides suggestions for future studies with the purpose of adding to 

the findings of this existing study. Finally, this chapter concludes the study. 

 

 Recapitulation of the Study 

This study makes an attempt to empirically address issues around the moderating 

impact of organisational support and trust on the relationship between KM and business 

success in Abu Dhabi, UAE. This study looks at the KM model, which takes into account 

the infrastructure and process of KM, both of which are thought to have an impact on how 

well an organisation performs. The "resource-based organisational capacity" built by the 

organisation to support and profit from information activities was referred to as the "KM 

infrastructure" evaluated in this study. They were evaluated on four criteria: organisational 

structure, organisational culture, technology infrastructure, and human KM resources. 

KM and organisational performance in Abu Dhabi, UAE, are associated in a way that 

is moderated by organisational support and trust. This study aims to provide empirical 
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answers to these concerns. The KM process and KM infrastructure, which are thought to 

have an impact on an organisation's performance, are taken into account in this study of the 

KM model. The "resource-based organisational capacity" created by the organisation to 

support and profit from information activities is what the KM infrastructure under study in 

this study was referred to as. They were evaluated on four criteria, including the 

organisation's structure, culture, and use of technology, as well as its human resource pool 

for KM. 

 

 Discussion  

The research's findings are covered in this section. To deal with the issue of this study, 

three objectives were devised. The goals were to determine how KM affects organisational 

performance and to look at how trust and organisational support play a moderating role. A 

discussion of the study's results can be found in the sections below. 

 

5.3.1 KM Processes and Organisational Performance  

The first objective of this study was to examine the effect of KM processes and KM 

infrastructure on the organisational performance of organisations in Abu Dhabi, UAE. This 

section discusses organisational performance and KM process. The research demonstrates 

that a organisation's ability to effectively manage its KM processes has a favourable impact 

on its success. The KM process has a positive effect on organisational performance, 

according to the results of the most recent research. Due to the expansion of KM processes, 

which include knowledge acquisition, knowledge sharing, knowledge application, and 

knowledge protection, organisational performance of enterprises in Abu Dhabi, UAE, has 

improved. 
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The notion that KM implementation in Abu Dhabi, UAE, promotes knowledge 

exchange, knowledge acquisition, knowledge protection, and knowledge application among 

the executive staff as a whole may be connected to the notion that the KM process has a 

favourable effect on organisational performance. A transition in the economy toward more 

knowledge-based businesses is called for in the UAE's strategy for 2021. The nation is 

currently working to achieve this goal. Knowing how to acquire, share, apply, and safeguard 

knowledge is essential for achieving this objective. As a result of the expansion of both of 

these components and the major build, the nation's businesses will perform better. Given 

this, it can be claimed that organisations that pay greater attention to internal knowledge 

asset management can greatly impact their operations and interactions with internal business 

processes, finance, and staff development. As a result, performance improves. 

The findings are in line with past studies' findings regarding how KM practises 

impact organisational performance. The KM process increases an organisation's 

effectiveness (Mills and Smith, 2011; Honarpour et al., 2012; Alaarj et al., 2016; Shih and 

Tsai, 2016; Yusr et al., 2017). For instance, Mills and Smith (2011) carried out a meta-

analysis of the interactions between organisational performance and KM practises in various 

Jamaican industries. They identified a strong correlation between the elements and the 

importance of KM techniques. In order for employees to benefit from their involvement in 

the KM process, they must be able to access it, according to Abusweilem and Abualoush's 

(2019) research. If human resources aren't leveraged in KM activities, losses will be greater. 

Even though some studies have found no significant correlation, the majority of prior 

research, some of which has been reviewed in this section, supports the conclusion that the 

KM process influences organisational performance. 
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5.3.2 KM Infrastructure and Organisational Performance  

The second part of the first research objective aimed to examine the effect of KM 

infrastructure on the organisational performance of organisations. The idea that KM 

infrastructure improves organisational performance was put to the test in this study. 

Empirical evidence supports this viewpoint. Some organisations rely more on fundamental 

components like technology to make sure that organisations manage knowledge internally. 

To support and profit from knowledge activities, others, on the other hand, focus on 

managing infrastructure and knowledge in a process-oriented approach. Organisational 

success and KM infrastructure are significantly and profitably related. 

The positive effect of KM infrastructure on organisational performance might be 

connected to the assumption that having a strong KM infrastructure will promote knowledge 

activities and boost organisational productivity. When management staff and employees are 

encouraged to manage knowledge as part of the organisational culture, it is easier for them 

to comprehend the advantages of KM and to create a knowledge culture that appreciates the 

abilities and expertise of individuals. The use of technological infrastructure also facilitates 

employees' ability to collaborate, learn from, and share knowledge with one another, track 

rivals, and create new chances with partners and allies. 

Accordingly, the study's conclusion about the KM infrastructure is that better 

investments should be made in initiatives to improve KM, especially those that strengthen 

the KM infrastructure's structure, culture, human resources, and information technology. 

Most earlier studies—some of which have been discussed in this section—support them. 

This outcome is in line with earlier research that showed KM infrastructure has a big impact 

on an organisation's performance (Fan et al., 2009; Chang and Chuang, 2011; Mills and 

Smith, 2011; Wong and Wong, 2011; Shih and Tsai, 2016).  
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For instance, Fan et al. (2009) found a link between KM infrastructure and Chinese 

organisational performance. A mechanism to evaluate KM characteristics is provided by KM 

infrastructure, which also improves KM capabilities.In their study of the industrial industry, 

Wong and Wong (2011) frequently found that KM infrastructure is positively correlated with 

business success. They observed that in order to flourish in the market, organisations may 

invest money on both the KM process dimension and the KM infrastructure (IT, structure, 

and culture). Shih and Tsai (2016) also revealed results that were consistent with those of 

the current study. 

However, the current findings contradict the earlier findings of Chiu and Chen 

(2016). It was shown that there was no statistically significant correlation between 

organisational effectiveness and Taiwan's public sector's KM infrastructure. The results are 

attributed to various contexts, levels of analysis, and performance indicators. Even though 

some studies did not show a significant link, these results point to areas that require more 

research. 

Overall, this synthesis model's adequacy for explaining dependent variables is 

evaluated using the coefficient of determination. This synthesis model seeks to explain as 

much as R2 = 0.509 in light of the research that has been done (50.9%). This illustrates that 

the diversity in organisational performance may be accounted for by KM process and KM 

infrastructure, two separate factors, to the tune of 50.8%. Furthermore, the outcome indicates 

that exogenous factors of KM processes (β = 0.365, p < 0.05) and KM infrastructure (β = 

0.399, p < 0.001) imply that the KM infrastructure and KM processes possess a positive and 

significant relationship among the organisational performance. 
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5.3.3 Organisational Trust as a Moderator  

The second objective of this study was to investigate the function of organisational 

trust as a moderating variable between KM and organisational performance. Businesses with 

more KM infrastructure and processes are better able to support increasing organisational 

performance because organisational trust has a moderating effect. The study found that the 

relationship between KM processes and infrastructures and an organisation's success is 

mediated by organisational trust. According to findings, an organisation's performance can 

also be enhanced by KM process capabilities and infrastructure if there is a high degree of 

mutual trust between employers and employees, as well as between employees and 

employers. 

Businesses in Abu Dhabi, UAE, that promote a high level of trust among 

organisational members would consequently have a better relationship between KM 

processes, KM infrastructure, and organisational performance. The belief that downsizing is 

on the rise in the UAE and that having faith in management will lead to job stability will 

have a moderating effect on employee productivity and overall organisational performance. 

These conclusions are supported by the results, which also support the Social 

Exchange Theory. Trusting management to behave in the best interests of the workforce may 

have advantages that outweigh the costs. Most earlier studies agree that the relationship 

between KM practises and organisational performance is mediated by organisational trust 

(Holste and Fields, 2010; Ko, 2014; Jo et al., 2015; Al-Nasser, 2016; Alaarj et al., 2016). 

For instance, Alaarj et al. (2016) discovered that organisational trust played a significant role 

in mediating the impact of the KM process on organisational performance. 

Similar findings were made by Al-Nasser (2016), who found that in UAE retailers, 

trust acted as a mediator in the relationship between organisational and leadership 
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commitment. Large-scale enterprises in general are included in the current study as opposed 

to the service sectors used by Alaarj et al. (2017), which could be the reason for the study's 

inconsistent results. In order to improve infrastructure at all levels and conduct KM activities 

within the organisation, trust is obviously a prerequisite. Regarding the aforementioned 

subject, it is crucial to pragmatically acknowledge that organisational trust regulates how 

KM methods and infrastructures affect an organisation's performance. 

In an effort to explain how organisational trust interacts with KM variables to 

improve organisational performance, this study has successfully supported the social 

exchange hypothesis. These findings confirm past studies demonstrating the need for 

organisations to create trust in order to implement effective KM processes and increase 

infrastructure capacity to enhance organisational performance (Koohang et al., 2016). How 

well an organisation performs is influenced by the level of trust within that organisation. 

Employees may not be clear on the goal and vision of the organisation if they lack faith in 

KM activities like information sharing, which would hinder overall performance. 

The degree to which KM has been applied in the various organisations has an impact 

on this contribution. In organisations where there is less trust among the workforce, the KM 

process and the notion to innovate and generate new products and services are hindered, 

which eventually lowers organisational performance. In contrast, if employees have greater 

confidence in their coworkers, they will be more motivated to learn, share, store, use, and 

protect knowledge. This inspiring environment will also benefit from a robust KM 

infrastructure. This result highlights the diverse educational backgrounds of the workforce 

and is consistent with Kmieciak (2020). 

To have a beneficial impact on a number of organisational performance factors, 

leaders or managers should continuously improve the KM process and infrastructure 
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competence. Yet another important aspect is the role that leaders play in a organisation. 

According to a study by Asencio (2016), CEOs must constantly enhance their leadership 

skills, especially those that are related to building trust, if they want to see improvements in 

performance inside their organisations. When there is mutual trust among the employees, 

this inspires them to produce and share more knowledge within the organisation. This is in 

line with the assertions made by Sankowska (2013) and Farooq (2019), who both assert that 

organisational culture, organisational memory, trust, and reward are essential success aspects 

that empower and incentivize employees to share information and be more creative. The 

integrity of the organisation and the confidence of its stakeholders are necessary for 

accountability and the preservation of knowledge and information (Tuan, 2011). 

For instance, when they create clear goals, develop strong KM capabilities, and give 

employees the freedom to make decisions, employers may successfully improve their 

internal business processes, become more competitive, and pay close attention to the welfare 

of their employees. These findings are consistent with the core tenet of KBV, which states 

that good knowledge resource management may enhance corporate performance, and further 

show that KBV has similar validity in large-scale situations. This study furthers the claim 

made by Shahzad et al. (2016) that an organisation's efforts are directed toward enhancing 

its performance and that, when properly implemented, KM process may be a substantial 

source of sustained competitive advantage and higher organisational performance. 

 

5.3.4 Organisational Support as a Moderator  

The third objective is to assess the function of organisational support to strengthen 

the relationships between organisational performance and KM in Abu Dhabi, UAE, 

organisations. The study claims that the relationship between KM infrastructures and 
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processes and organisational performance is moderated by organisational support. An earlier 

study discovered that organisational support significantly modifies the association between 

organisational performance and KM in enterprises in Abu Dhabi, UAE. The link between 

KM and organisational performance will therefore be strengthened as a result of an 

improvement in organisational support. 

The idea that empowering staff and encouraging their ideas will result in a favourable 

perception of the organisation and motivate them to share and use their knowledge can be 

used to explain the moderating effect of organisational support. They will also be inspired 

to innovate and be creative in order to produce new information. Organisations in the UAE 

support creative thinking, which may be crucial to employees' loyalty to the organisation 

and the growth of their organisations. 

This conclusion is in agreement with social exchange theory. Benefits frequently 

outweigh expenses in organisations that support their employees. Many literary works agree 

that assistance and information sharing afforded by technology are crucial (Antunes, 2019). 

The results of the current study show that factors other than the gathering, storing, sharing, 

and safeguarding of knowledge can significantly predict organisational effectiveness. 

Organisational structure, technology, culture, and human resources are some of these 

variables. These findings are consistent with past research that arrived at similar conclusions. 

For instance, the study by Ismail et al. (2019) looked at how organisational support affected 

professors at a polytechnic in Nigeria. 

Iqbal et al. (2015) examined the perceptions of 125 project managers at Pakistan's 

TCS Express and Logistics regarding the capacity of leaders to influence the chances of a 

project's success. They found that by supplying resources on time, organisational support 

increased the link between project success and organisational support. Research by 
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Pasamehmetoglu et al. (2017) confirmed once again how the performance of service 

organisations was impacted by organisational support. The study by Pasamehmetoglu et al. 

(2017) found that when coworkers feel encouraged by their managers, assisting behaviours 

improve, errors are managed more effectively, and service quality improves.  

Based on a comparison of the findings from the current study and those from other 

studies, this study is confident that organisational support for KM processes and 

infrastructure can lead to an increase in organisational performance. High organisational 

support in enterprises will accelerate performance, even though KM infrastructure and KM 

processes can successfully improve the organisation's performance. 

 

 Contributions of the Study 

The contributions of this study can be discussed in two ways, which are theoretical 

contribution and practical contribution. The following subsections discuss these 

contributions in detail. 

 

5.4.1 Theoretical Contributions 

This study has added to the body of knowledge and expanded our understanding of 

how trust and organisational support affect KM and organisational performance. The 

performance of an organisation is impacted by aspects connected to the KM process and 

infrastructure capabilities, according to the current study. The current study examined how 

organisational trust and support function as moderators of organisational success. The 

constructs were chosen because organisational management theory makes extensive use of 

them. However, a cross-check of KM literature revealed that they were hardly ever 

employed. This encouraged the researcher to employ them in the present study. 
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The majority of KM research has been carried out in public organisations, the 

educational sector, and wealthy nations. As a result, the study's knowledge-sharing through 

a model of privately owned large organisations in developing nations is a significant 

practical contribution. At the individual level of analysis, the distinctive combination of 

constructs from previously created models of KM is also made possible by the distinctive 

layout of the constructs. Through the use of the empirical research presented in Chapter 4, 

the study has helped to improve understanding of the KM process and infrastructure 

capability of large businesses in Abu Dhabi, UAE. Additionally, this study has made a 

special contribution to the subject of KM related to organisational performance through its 

research efforts. 

A KM conceptual paradigm improves organisational effectiveness in privately held 

large organisations. This is established and empirically confirmed by combining widely used 

social exchange theories (SET), research-based view theories (RBV), and knowledge-based 

view theories (KBV) with organisational support and trust as moderating elements vital to 

organisational performance. Many researchers have presented various foundations for 

evaluating an organisation's success through KM. The current study, on the other hand, 

empirically demonstrated that statistically identified organisational support and 

organisational trust (moderating factors) do really influence individual KM and 

organisational performance. This understanding is useful because the determinants of KM 

are still unknown, particularly in developing nations. 

Furthermore, the empirical study confirmed that the KM process is heavily reliant on 

technology. To have a good impact on an organisation's performance, the KM technological 

infrastructure must be supported by organisational structure, organisational culture, and 

employees' KM resources. An organisational structure assists an organisation in optimising 
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its KM process and ensuring that KM is properly applied inside the organisation. 

Organisational support is deeply ingrained and influences structural changes inside the 

organisation.  

According to the findings, organisational support for KM within the organisation is 

thought to increase the association between KM and organisational performance in Abu 

Dhabi, UAE. Technology infrastructure is essential to facilitate knowledge activities in large 

organisations in order to manage knowledge. Furthermore, organisational support assists 

employees in understanding the task, making suggestions for improvement, communicating 

across divisions, and developing more specialists within the organisation. The results show 

that the constructs selected are good indicators of the KM infrastructure. 

This study validated the theory's application in the setting of Abu Dhabi, UAE, and 

large private firms. The study further added to the literature by investigating organisations 

using financial and non-financial metrics. Furthermore, one of the additions to the literature 

was the use of primary data. Furthermore, this study added to the literature on developing 

nations and resolved a conflict in the literature regarding the effect of the variables included 

in this study. Finally, the study responded to calls for more KM research and testing complex 

relationships like moderation, which improved our understanding of why and under what 

conditions this link occurs. 

 

5.4.2 Practical Contributions 

To the best of the researchers' knowledge, this is the first research for significant Abu 

Dhabi, UAE, organisations, and it is consistent with research conducted elsewhere. Large 

businesses in Abu Dhabi, UAE, are starting to recognise the value of KM as a competitive 

advantage. It is also essential since communicating with Emiratis from important 
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organisations in Abu Dhabi, UAE, that are predominately managed by foreigners, is 

important. If managers want to increase each employee's KM proficiency, they should 

simultaneously implement two different actions (Schneider and White, 2004). Both 

directions are mutually reinforcing. 

KM must first be implemented by managers through training and development. 

Managers should also encourage staff employees to participate in internal and externally 

sponsored workshops and conferences. To improve knowledge or resource protection, 

managers and upper management should support intellectual property across the 

organisation. Second, managers must support top management and foster staff KM 

competencies. Each individual's performance is impacted by this reinforcement, which also 

has a cumulative impact on an organisation's performance as a whole. Thirdly, the goal of 

employee incentives and the use of different models for producing employee awards is to 

encourage staff members' capacity for KM. 

The present study's overarching objective is to support privately held large 

organisations in attaining sustainable performance by increasing employee understanding of 

the contribution that KM capabilities make to improving organisational performance. 

Additionally, it makes suggestions for employee growth and awards. The study also 

emphasises how crucial organisational culture, structure, and technology infrastructure are 

to the long-term success of a corporation. The results of the study will be used by managers 

in the private service sector generally and specifically in developing countries to create an 

organisational environment that promotes the sharing, acquiring, using, and protecting of 

knowledge for the benefit of organisations. 
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 Suggestions for Future Studies 

This study is only one small contribution to the private organisations in Abu Dhabi, 

UAE, and the results show there is a significant interaction between organisational 

performance and KM. However, it has some limitations that may suggest further possibilities 

for empirical research. Although this study shows positive results on the influence of 

organisational support and organisational trust on KM capability and organisational 

performance, future studies should consider a reciprocal effect. According to Kmieciak 

(2020), it depends on to what extent KM processes and infrastructure increase trust and 

support among employees. 

It would be interesting if other dimensions of KM, such as tacit and explicit 

knowledge of knowledge sharing, could be examined and equally used to measure 

organisational performance. Furthermore, additional research on this interaction could add 

more understanding by incorporating other moderating elements, such as leadership styles, 

to add further explanation to the literature (Masa'deh et al., 2016). This study focuses on 

private organisations in general. Thus, as a suggestion for future research, the impact of other 

KM process on organisation innovation across specific businesses should be examined. 

Future research can also take a longitudinal approach to look at the effect of these KM 

strategies over time. 

Despite these shortcomings, this research has offered useful empirical findings to 

assist organisations in Abu Dhabi, the UAE, and other Middle Eastern countries in 

empowering KM planning. The findings reached might be compared to the results of this 

study and extend its outcomes. 
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 Conclusion  

This chapter discusses the conclusion obtained from the previous chapters, the 

research summary, and the research questions discussed in this chapter. Moreover, research 

contributions, practical implications, beneficiaries, and future work were also discussed in 

this chapter. This research has endeavoured to produce significant contributions to KM 

capability and organisational performance. The study integrates a combination of individual 

capability and organisational capability factors to study how this KM capability affects 

organisational performance in the Arab world, especially the UAE, and how to enhance it.  

The research model used in this work is considered a good foundation for future 

studies on organisations that practise KM. The findings of current research indicated the 

importance of knowledge acquisition, sharing, application, protection, organisational 

culture, organisation structure, technology infrastructure, human KM resources, 

organisational trust, and support on organisational performance at privately owned large 

organisations in Abu Dhabi, UAE. 
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APPENDIX A 

 

Questionnaire of Organisational Performance of Organisations in UAE 

 

Dear Respondents 

The purpose of this survey is to investigate the moderating effect of organisational 

trust and organisational support on the relationship between KM and the performance of 

organisations in Abu Dhabi, UAE. Since you have the required knowledge and you are 

working in these organisations in the managerial level, you are invited to participate in this 

study.  

I would like to assure you that the answers that you give would be treated with strict 

confidentiality. No one except the researcher and his supervisor will be able to view your 

answers. The answer that you give will be used for statistical purposes. The estimated time 

to answer the questionnaire is 20-25 minutes. I really appreciate your time, efforts, and 

cooperation in furthering the endeavor of this research. The questionnaire consists of four 

sections as follows:  

 

Section A: Background Information  

Section B: Knowledge Management Capability  

Section C: Organisational Trust and Support  

Section D: Organisational Performance.  

 

Section A: Background Information 

 

Please answer the following questions 

1- What is your age?  

 Less than 30 years  

 30-40 years  

 41-50 years  

 51-60 years  

 More than 60 years  
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2- What is your gender  

 Male  

 Female  

3- What is your position  

 Executive  

 Head of department  

 Vice president  

 CEO  

 Other: Please specify  

4- What is your highest level of education?  

 No formal education  

 High school or less  

 Diploma  

 Bachelor degree  

 Master degree  

 Ph.D. 

5- How long have you been working for this organisation?  

 Less than 1 years  

 From 1 to 5 years  

 From 6 to 10 years  

 From 11 to 15 years  

 More than 15 years  

 

6- Do you have or apply knowledge management in your organisation? 

 Yes  

 No 

 

7- Are you aware of knowledge management practices in your organisation? 
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 Yes  

 No 

 

Section B: Knowledge Management Capability   

Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Knowledge Acquisition   

My organisation has capability to develop knowledge from internal 

knowledge workers. 

1 2 3 4 5 

My organisation periodically utilized formal procedure to obtain 

employee knowledge 

     

My organisation has capability to codify acquired knowledge into 

accessible and applicable formats. 

     

My organisation has capability to store acquired knowledge into 

organisational knowledge repository. 

     

The organisation contained considerable valuable employee knowledge.      

 

Knowledge Application  

My organisation has capability to apply knowledge to develop new 

products/services.  

1 2 3 4 5 

My organisation has capability to apply knowledge to solve new 

problems.  

     

My organisation has capability to apply knowledge to change 

competitive conditions 

     

The organisation uses shared knowledge to improve efficiency      

The organisation applies knowledge learned from mistakes      

  

Knowledge sharing  

The organisation promotes the trust that is needed to encourage 

knowledge sharing among employees.  

1 2 3 4 5 
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The organisation has a knowledge-sharing rather than a knowledge-

hoarding culture.  

     

The organisation makes it easy to share ideas with others.       

The organisation encourages people who work in groups and teams to 

share knowledge with one another.  

     

Knowledge-sharing activities earn praise that indicates people are doing 

their jobs well if they share knowledge.  

     

Knowledge-sharing activities earn praise that indicates what a good 

employee should do.  

     

The organisation does things that make sharing knowledge with others 

fun. 

     

 

Knowledge Protection 

Our organisation has processes to protect knowledge from 

inappropriate use inside the organisation. 

1 2 3 4 5 

Our organisation has processes to protect knowledge from 

inappropriate use outside the organisation 

     

Our organisation has incentives that encourage the protection of 

knowledge.  

     

Our organisation has extensive policies and procedures for 

protecting organisational knowledge. 

     

 

Organisational structure  

The structure of our organisation impedes interaction and knowledge 

sharing.  

1 2 3 4 5 

The structure of our organisation promotes collective behavior over 

individual behavior.  

     

The structure of our organisation facilitates the development of new 

ideas/ processes/products, such as knowledge creation.  

     

This organisation uses a standardized reward system for knowledge 

sharing.  
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The structure of our organisation facilitates the exchange of knowledge 

across functional formal boundaries, like departments.  

     

The staff in this organisation are approachable.       

 

Organisational culture  

The management of our organisation expects everyone to actively 

contribute to the registration and transmission of knowledge.  

1 2 3 4 5 

Staff are encouraged to innovate, to investigate and to experiment.       

On-the-job training and learning are highly appreciated in this 

organisation.  

     

In this organisation staff are encouraged to ask others for help whenever 

necessary.  

     

Interaction between different departments is encouraged in this 

organisation.  

     

The goals and vision of this organisation are clearly communicated to 

the employees.  

     

The management of this organisation stresses the importance of 

knowledge to the success of the organisation.  

     

 

Technology infrastructure  

The IT facilities within this organisation provide a positive contribution 

to my productivity and effectiveness.  

1 2 3 4 5 

Our IT facilities make it easier to cooperate with others within our 

organisation.  

     

Our IT facilities make it easier to cooperate with others outside our 

organisation.  

     

The IT facilities within this organisation provide a positive contribution 

to the development of my knowledge.  

     

The IT facilities within this organisation provide important support for 

knowledge sharing.  

     

IT makes it is easier for me to get in contact with employees who have 

knowledge that is important to me.  
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IT makes it is easier for me to have knowledge that is relevant to me at 

my disposal. 

     

 

Human KM Resources  

Employees can understand not only their own tasks but also others’ tasks 1 2 3 4 5 

Employees can make suggestion about others’ task      

Employees can communicate not only their own department members 

but also with other department members 

     

Employees are specialists in their own part      

 

Organisational Trust and Support 

Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Organisational Trust  

There is a very high level of trust throughout this organisation. 1 2 3 4 5 

In this organisation, subordinates have a great deal of trust for managers.      

If someone in this organisation makes a promise, others within the 

organisation will almost always trust that the person will do his or her 

best to keep the promise. 

     

Managers in this organisation trust their subordinates to make good 

decisions. 

     

 

Organisational Support  

My organisation cares about my opinions 1 2 3 4 5 

My organisation really cares about my well-being      

My organisation strongly considers my goals and values      

Help is available from my organisation when I have a problem      

My organisation would forgive an honest mistake on my part      

If given the opportunity, my organisation would take advantage of me      

My organisation shows very little concern for me      

My organisation is willing to help me if I need a special favour       
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My organisation values my integrity      

 

Section C: Organisational Performance 

Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Financial Performance  

Our sales amount is very high 1 2 3 4 5 

Our profit rate is very high      

Our revenue is very high      

Our return on investment is very high      

 

Internal Business Process  

Our organisation introduces new products or services in a timely 

manner 

1 2 3 4 5 

Our organisation is equipped with the ability to develop new and high-

quality products 

     

Our organisation launches new products much faster than our 

competitors 

     

Our organisation possesses a much higher level of sophistication in 

automation 

     

 

Employee development  

Our organisation is able to retain outstanding staff 1 2 3 4 5 

Our organisation actively nurtures the leadership skills of our staff       

Our organisation focusses on employee satisfaction in our corporate 

measures 

     

Our organisation has a comprehensive staff welfare policy      

 

 

 

Thank you very much for your time and effort. We highly appreciate your 

contribution to this research. 
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APPENDIX B 

 

Validation Form of Questionnaire 

 

Dear Prof. / Assoc. Prof. / Dr.  

 

I am Ph.D. student at Universiti Teknikal Malaysia Melaka (UTEM). Due to 

your reputation in the field and your knowledge and academic publications, I would 

like to ask for your kind help in validating the questionnaire of my study.  

The purpose of this study is examining the effect of knowledge management 

capability on performance of organisations in UAE. The study also aims to test the 

moderating effect of trust and organisational support. Based on the knowledge-based view 

and resource-based view as well as social exchange theory, this study proposed that 

knowledge management infrastructure (technology infrastructure, organisational culture and 

structure, and human KM resources) as well as knowledge management process (knowledge 

acquisition, sharing, application, and protection) will have significant positive effect on 

organisational performance. In addition, the study proposed that organisational support and 

trust will moderate the effect of knowledge management process and infrastructure on 

organisational performance. The conceptual framework is presented in Figure 1.  
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Figure 1: Conceptual Model 

 

Based on the variables of this study, the questionnaire was developed. All the measurements 

are adopted from previous studies and minor changes were made to suit the context of this 

study. Please find the source of measurements at the end of this document. Please comment 

on the suitability of the questions and statements to measure the variables of this study.  
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Questionnaire of organisational performance of Organisations in UAE 

 

Dear Respondents 

The purpose of this survey is to investigate the effect of knowledge management on 

the organisational performance of large-scale organisations in UAE. Since you have the 

required knowledge and you are working in these organisations in the managerial level, you 

are invited to participate in this study.  

I would like to assure you that the answers that you give would be treated with strict 

confidentiality. No one except the researcher and his supervisor will be able to view your 

answers. The answer that you give will be used for statistical purposes. The estimated time 

to answer the questionnaire is 20-25 minutes. I really appreciate your time, efforts, and 

cooperation in furthering the endeavor of this research. The questionnaire consists of four 

sections as follows:  

 

Section A: Background Information  

Section B: Knowledge Management Capability  

Section C: Organisational Trust and Support  

Section D: Organisational Performance.  

 

Section A: Background Information  

Please answer the following questions 

1- What is your age?  

 Less than 30 years  

 30-40 years  

 41-50 years  

 51-60 years  

 More than 60 years  

2- What is your gender  

 Male  

 Female  

3- What is your position  

 Executive  
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 Head of department  

 Vice president  

 CEO  

 Other: Please specify  

4- What is your highest level of education?  

 No formal education  

 High school or less  

 Diploma  

 Bachelor degree  

 Master degree  

 Ph.D.  

5- How long have you been working for this organisation?  

 Less than 1 years  

 From 1 to 5 years  

 From 6 to 10 years  

 From 11 to 15 years  

 More than 15 years  

 

6- Do you have or apply knowledge management in your organisation? 

 Yes  

 No 

 

7- Are you aware of knowledge management practices in your organisation? 

 Yes  

 No 

 

Please comment here:  
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Section B:  

Knowledge Management Capability towards knowledge process (Barney, 1991; 

Cockrell and Stone, 2010; Lin, 2013; Wu and Chen, 2014)  

 

Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Knowledge Acquisition   

My organisation has capability to develop knowledge from internal 

knowledge workers. 

1 2 3 4 5 

My organisation periodically utilized formal procedure to obtain 

employee knowledge 

     

My organisation has capability to codify acquired knowledge into 

accessible and applicable formats. 

     

My organisation has capability to store acquired knowledge into 

organisational knowledge repository. 

     

The organisation contained considerable valuable employee knowledge.      

 

Please comment here:  

 

 

 

Knowledge Application  

My organisation has capability to apply knowledge to develop new 

products/services.  

1 2 3 4 5 

My organisation has capability to apply knowledge to solve new 

problems.  

     

My organisation has capability to apply knowledge to change 

competitive conditions 

     

The organisation uses shared knowledge to improve efficiency      

The organisation applies knowledge learned from mistakes      
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Please comment here:  

 

 

 

Knowledge sharing  

The organisation promotes the trust that is needed to encourage 

knowledge sharing among employees.  

1 2 3 4 5 

The organisation has a knowledge-sharing rather than a knowledge-

hoarding culture.  

     

The organisation makes it easy to share ideas with others.       

The organisation encourages people who work in groups and teams to 

share knowledge with one another.  

     

Knowledge-sharing activities earn praise that indicates people are doing 

their jobs well if they share knowledge.  

     

Knowledge-sharing activities earn praise that indicates what a good 

employee should do.  

     

The organisation does things that make sharing knowledge with others 

fun. 

     

(Cockrell and Stone, 2010) 

Please comment here:  

 

 

 

Knowledge Protection  

Our organisation has processes to protect knowledge from 

inappropriate use inside the organisation. 

1 2 3 4 5 

Our organisation has processes to protect knowledge from 

inappropriate use outside the organisation 
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Our organisation has incentives that encourage the protection of 

knowledge.  

     

Our organisation has extensive policies and procedures for 

protecting organisational knowledge. 

     

 

Please comment here:  

 

 

 

Knowledge Management Capability towards knowledge infrastructure (Hooff and 

Huysman, 2009); (Chuang, 2004) 

Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Organisational structure  

The structure of our organisation impedes interaction and knowledge 

sharing.  

1 2 3 4 5 

The structure of our organisation promotes collective behavior over 

individual behavior.  

     

The structure of our organisation facilitates the development of new 

ideas/ processes/products, such as knowledge creation.  

     

This organisation uses a standardized reward system for knowledge 

sharing.  

     

The structure of our organisation facilitates the exchange of knowledge 

across functional formal boundaries, like departments.  

     

The staff in this organisation are approachable.       

 

Please comment here:  
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Organisational culture  

The management of our organisation expects everyone to actively 

contribute to the registration and transmission of knowledge.  

1 2 3 4 5 

Staff are encouraged to innovate, to investigate and to experiment.       

On-the-job training and learning are highly appreciated in this 

organisation.  

     

In this organisation staff are encouraged to ask others for help whenever 

necessary.  

     

Interaction between different departments is encouraged in this 

organisation.  

     

The goals and vision of this organisation are clearly communicated to 

the employees.  

     

The management of this organisation stresses the importance of 

knowledge to the success of the organisation.  

     

 

Please comment here:  

 

 

 

 

 

Technology infrastructure  

The IT facilities within this organisation provide a positive contribution 

to my productivity and effectiveness.  

1 2 3 4 5 

Our IT facilities make it easier to cooperate with others within our 

organisation.  

     

Our IT facilities make it easier to cooperate with others outside our 

organisation.  

     

The IT facilities within this organisation provide a positive contribution 

to the development of my knowledge.  
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The IT facilities within this organisation provide important support for 

knowledge sharing.  

     

IT makes it is easier for me to get in contact with employees who have 

knowledge that is important to me.  

     

IT makes it is easier for me to have knowledge that is relevant to me at 

my disposal. 

     

 

Please comment here:  

 

 

 

 

Human KM Resources  

Employees can understand not only their own tasks but also others’ tasks 1 2 3 4 5 

Employees can make suggestion about others’ task      

Employees can communicate not only their own department members 

but also with other department members 

     

Employees are specialists in their own part      

(Chuang, 2004) 

 

Please comment here:  
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Organisational Trust and Support (Huff and Kelley, 2005; Alleyne et al., 2018) 

 
Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Organisational Trust  

There is a very high level of trust throughout this organisation. 1 2 3 4 5 

In this organisation, subordinates have a great deal of trust for managers.      

If someone in this organisation makes a promise, others within the 

organisation will almost always trust that the person will do his or her 

best to keep the promise. 

     

Managers in this organisation trust their subordinates to make good 

decisions. 

     

 

Please comment here:  

 

 

 

 

 

Organisational Support  

My organisation cares about my opinions 1 2 3 4 5 

My organisation really cares about my well-being      

My organisation strongly considers my goals and values      

Help is available from my organisation when I have a problem      

My organisation would forgive an honest mistake on my part      

If given the opportunity, my organisation would take advantage of me      

My organisation shows very little concern for me      

My organisation is willing to help me if I need a special favour       

My organisation values my integrity      
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Please comment here:  

 

 

 

Section C: Organisational Performance (Tseng and Lee, 2014; Tseng, 2016)  

 

Please tick the number to indicate your level of agreement with the following statements 

1 – Strongly Disagree; 2 – Disagree; 3 – Neural; 4– Agree; 5 – Strongly Agree 

 

Financial Performance  

Our sales amount is very high 1 2 3 4 5 

Our profit rate is very high      

Our revenue is very high      

Our return on investment is very high      

(Tseng and Lee, 2014) 

 

Please comment here:  

 

 

 

Internal Business Process  

Our organisation introduces new products or services in a timely 

manner 

1 2 3 4 5 

Our organisation is equipped with the ability to develop new and high-

quality products 

     

Our organisation launches new products much faster than our 

competitors 

     

Our organisation possesses a much higher level of sophistication in 

automation 

     

Tseng (2016) 
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Please comment here:  

 

 

 

Employee development  

Our organisation is able to retain outstanding staff 1 2 3 4 5 

Our organisation actively nurtures the leadership skills of our staff       

Our organisation focusses on employee satisfaction in our corporate 

measures 

     

Our organisation has a comprehensive staff welfare policy      

(Tseng, 2016) 

Please comment here:  

 

 

 

 

Thank you very much for your time and effort. We highly appreciate your 

contribution to this research. 
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