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Abstract ‘%\

According to the resource based view of the firm (Wernerfeldt, 1984, Barn %) and distributed knowledge
system view of the firm, knowledge is a critical organizational r %e that contributes to superior
performance if relevant knowledge management capabilities are buil ipplied to the knowledge resources.
The perspective that applied to knowledge is necessary for d é to take full advantage of knowledge
management programmes which is explored in this research he objective of this work is to document
empirical evidence from existing literature on the e]ﬂ% owledge management capability on job
performance of Administrative Staff in Eko and Ilkeja city Distribution Companies and to identify
opportunities for further research which can generat e knowledge to help in the understanding of this
relationship leading to the improvement of the (conti n of knowledge to performance. An empirical
literature survey method was used to collect information regarding knowledge management capability and its
effect on job performance. The results suggest knowledge infrastructure capability and knowledge process
capability have positive impact on job p, ance of administrative staff in Eko and lkeja Electricity
Distribution Companies. Arising fro hese findings, it is proposed that studies be launched to determine the
relative disposition and contrlbutlon 0 of the knowledge management measures of job performance of
Administrative Staff in Eko and Ikej tricity Distribution Companies. Such studies will guide organizations
in building knowledge manage ﬁess capabilities and infrastructure capability which can be leveraged
for sustainable job perfor

Keywords: knov‘\%; knowledge management; knowledge infrastructure capability; knowledge process
capability; job Qfo ance
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Chapter One QQ)
TR

1.1 Background to the Study

Intrgwn
Job performance is the ability of“enterprises to deliver products or services to customers using
economical processes. The co@ﬁf enhancing job performance has gained widespread recognition

cess

as a vital determinant (of for businesses spanning various sectors. It can be most aptly

characterized as the @i&e to which all divisions within an organization collaborate harmoniously to
attain their ‘cﬁn‘[al corporate objectives. The enhancement of job performance stands as a
foremost@ity for the majority of enterprises, as they perpetually strive to attain it. Elevating job
performance has assumed a central role in initiatives aimed at revolutionizing business practices.
Progressive tools, methodologies, and technologies have empowered firms to elevate their
performance levels with heightened swiftness, adaptability, and precision!. The integration of quality
principles into every facet of job performance has evolved into a strategic imperative within the ever-

changing landscape of professional roles?.



Several researchers have provided different definitions for job performance, since job performance is a
broad concept, and its meaning changes in accordance with the user’s perspective and needs.
Performance refers to the ability of an organization to create outcomes and actions atan acceptable
level. Job performance is related to organizations internal operations, such as productivity, product
quality and customer satisfaction. Job performance, measurement canbe grounded on the consumers’
expectations within an organization in terms of sales dataon what customers order *fj ost of the

&>

The potential success of an organization depends to a large degree on its peﬂ%nce, which relates to

time and what is not ordered and the handling of complaints>.

its ability to effectively implement strategies to achieve organizationé)\x‘ﬂge%tives. Job performance
reflects the way an organization takes advantage of tangible an%@ngible resources to achieve its
goals and the culmination ofan organization’s workin (% s and activities*. A definition of job
performance must encompass the entire spectrum of sgrategies and interventions applicable within the
field of industrial-organizational (I-O) psycle.(%g;t enhance human performance in workplace
settings. These strategies often revolvend aspects such as recruitment, selection, training,
development, and motivation. Addi@, there are other approaches aimed at eliminating obstacles
that hinder individuals from tfibuting to organizational goals and offering them increased
opportunities for organi@i@l ontributions, which can directly impact performance. Therefore, a
comprehensive defifition of performance should account for variances attributed to variations in
measured trai ‘ﬁng selection processes, participation in training and development initiatives,
exposure@otivational interventions, and situational constraints and opportunities®.

Job performance can be defined as the cumulative expected value that an individual's discrete
behavioral actions yield over a standard time frame. An essential concept within this definition is that

performance is an inherent attribute of behavior, specifically an aggregate characteristic derived from

numerous distinct behaviors occurring over a specified duration®.
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A secondary significant concept revolves around the notion that the attribute of behavior associated
with performance is its anticipated organizational worth. Consequently, according to this specific
interpretation, the performance construct represents a variable that discerns dissimilar sets of behaviors
executed by various individuals, as well as distinct sets of behaviors conducted by the same individual
on different occasions. This differentiation hinges on the extent to which these sets of behaviors are
likely to enhance or hinder organizational effectiveness’. In summary, variability in pe ance can
be defined as the variability in the expected organizational value of behavipr. %}&5 sment of job
performance can be approached by considering the output of an employe‘%hm a specified time
frame.. Employees are required to use their knowledge for making d@)o'ﬁs and performing tasks
perfectly for the organizational success. Knowledge has no Valueé; it consistently used or applied
in the right way at the right place and at the right time. .@ﬁ)rmance may be evaluated in terms of
the output of an employee in a specific period o Typlcally, the productivity of a given
administrative staff will be assessed relative t@% e for employees doing similar work. Because
much of the success of any organization %upon the productivity of its workforce, administrative
staff productivity is an important cﬁq&atlon for Eko and Ikeja Electricity Distribution Companies

in Lagos State, Nigeria whi &) required to use their knowledge for making decisions and
performing tasks perfec@ organizational success.

Knowledge has @ unless it consistently used or applied in the right way at the right place and at
the right ti QPerformance is defined as actions that impact the achievement of organizational
objectives.ﬁis encompasses both positive and negative behaviors concerning goal accomplishment.
Consequently, an individual's actions in the performance realm can yield diverse outcomes for the

organization, ranging from slightly positive to highly positive for supportive behaviors and from

slightly negative to highly negative for obstructive behaviors®.
Performance behaviors can have varying consequences for the organization. For instance, actions

11



resembling those depicted in critical incidents are more suitable for inclusion in the performance
domain than those resembling task activity statements. Task inventories' activity statements serve as
valuable tools for evaluating the extent to which job incumbents engage in different tasks and provide

detailed descriptions of their job requirements.

Ilustrated by examples from police officer performance, critical incidents effectively capture key
behavioral traits that distinguish contributions to organizational goal accomplishm%%ence, they
closely resemble the behavioral episodes that constitute the job performanee Q%ﬁin. There is a
growing consensus that the performance domain comprises behaviorak_episodes of varying
organizational significance'®. Two individuals could possess identical'@;erformance levels, but if

one frequently operates near their minimum threshold while ﬂ&@ consistently operates near their
maximum capacity, these distinctions may indicate %@y valuable disparities in ability and
n

motivation. Recent investigations into the fluctua

»

acknowledge the episodic nature of their @)-e}ences. According to Affective Events Theory,

f employees' emotional states over time

individuals encounter various events durie@kir workdays, and these events impact their emotional
states, which, in turn, directly affewlr performance behaviors. Fundamentally, the theory posits
that the continuum of work be, %{.&an be naturally divided into relatively short behavioral episodes,
each characterized by er}e%ate and relevant organizational objectives. Intra-individual analyses
demonstrate tha‘%%individuals experience positive emotions, they are more inclined to engage in
organizati aQitizenship behaviors, whereas negative emotions are associated with a higher
likelihoodé engaging in counterproductive work behaviors. The within-person assessment of

performance behaviors fundamentally treats job performance as a behavioral and episodic construct

that unfolds over time!'.

The definition of performance, described as the anticipated behavioral outcome within a standard

timeframe, aligns with the viewpoints of others who contend that an individual's performance can

12



fluctuate due to changes in motivational factors and situational constraints over time. The definition
does not disregard the potential significance of examining variations in individual distributions of
performance incidents, as well as typical versus maximum performance levels across time.
Nonetheless, it should be noted that the expected behavioral value definition of performance does not
incorporate distributional distinctions when quantifying the total expected value of behaviors executed

throughout the performance period!?. . \(b,,

A\

Conversely, the same behavior may lead to a favorable organizational outco @%ﬂain occasions
but not on others, contingent upon situational factors that exert a causal influence on the outcome and
are independent of an individual's behavior. Although a specific be.mzhmy genuinely benefit the
organization, it does not guarantee that all stakeholders .wit&@e organization will perceive it
positively. Consequently, even if consistently treating i \in a highly agreeable manner indeed
contributes more to organizational goals than tr?e\t&hem moderately agreeably, this distinction is
unlikely to be reflected in supervisors' eva@fi)\nﬁs of correctional officers’ performance'®. The
organizational value of a behavior is not gent upon the specific outcome of that behavior when
executed by any single individual ONngle occasion. Instead, it hinges on the anticipated outcomes
of that behavior when repea@gss numerous instances by numerous individuals. This value is
determined by multiply@?e instrumentality of a behavior in achieving a relevant organizational
outcome by the, si %ance (valence) of that outcome to the organization. There exist eight distinct
dimensio thavioral performance that sufficiently delineate the upper echelons of the latent
hierarchy acfoss all job categories'*. However, these eight factors do not possess identical structures;
they exhibit dissimilar sub-general factors and their content varies differentially across various job
roles. Job-specific task proficiency assesses one's capability to perform the essential technical tasks

that differentiate a particular job from others, while non-job-specific task proficiency measures one's

ability to execute tasks common to most or all jobs within an organization. Written and oral

13



communication proficiency can be defined as the skill in effectively writing or speaking to an audience
of any scale.

Demonstrating effort is how much someone commits to job tasks and how persistently and intensely
someone works at job tasks. Maintaining personal discipline is how much someone avoids negative
behavior such as alcohol abuse, rule breaking, and absenteeism!S. Facilitating team and peer
performance is how well someone supports, helps, and develops peers and helps the gf nction as
an effective unit. Supervision is how well someone influences subordinateg l@ face-to-face
interaction. How well someone performs other, nonsupervisory functions‘%:u\anagement such as
setting organizational goals, organizing people and resources, md@gﬁ‘g progress, controlling

S
expenses, and finding additional resources'®. Q&

Campbell did not specifically mention examples of @ral episodes with varying levels of
expected organizational value. It is not difﬁcult., hg&ver, to imagine what they might be from the
definitions he provided for the behavioral cate@% For example, in the first dimension, job-specific
proficiency are behaviors that represent & y error-free task execution would carry positive expected
value, and at the other end behavi&\)hat represent very slow or incomplete task execution would
carry negative expected Va]Q 'Pnilarly, in the sixth dimension, facilitating peer and team
performance are behavr(isj?at represent generous help and support for coworkers in need would
carry positive ¢ % value and behaviors that represent indifference toward coworkers in need, or
hostile an 1 acts toward coworkers would carry negative expected value and at the long run sum
up to a kind of job performance!’. Performance within each of the behavioral domains outlined in
Campbell's model can be determined based on the anticipated outcomes of all the behaviors
categorized under the same domain. To illustrate, performance in the domain of job-specific task
proficiency can be characterized as the aggregate of expected outcomes associated with all behaviors

related to job-specific task proficiency that an individual carries out over a standard time frame.
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The second facet of task performance encompasses activities aimed at supporting and sustaining the
technical core, such as replenishing raw materials, distributing finished products, or providing crucial
planning, coordination, supervision, or staff functions that enhance its effectiveness and efficiency.
Effective execution of these task activities yields behavioral episodes with a positive expected
organizational impact since they facilitate the production of organizational goods and services'®.
Conversely, ineffective execution can result in negative expected value, as it may pmpede the
production of organizational goods and services. Consequently, the realm, o @performance
encompasses behavioral episodes representing both well-executed and poor‘%@uted task activities,
accompanied by varying degrees of expected organizational Vﬁli\%"%@ontextual performance
underscores various aspects of the psychological, social, and or%k%tional workplace context. The
first aspect focuses on the contextual elements such as the :@Qhological states of individuals, group-
related characteristics, and the organization as a whole™~Behaviors influencing these psychological
S

states and corresponding group or organizatiQna@

impact their expected outcomes, as they.influence the likelihood of other individuals engaging in

actions that enhance organizational é%&éenesszo.

®) e : :
The second aspect centers on @tual elements related to an individual's own readiness to contribute.

N)

Behaviors inﬂuencing‘i individual's readiness can have either a positive or negative expected value,

cteristics can either positively or negatively

contingent on @ they increase or decrease the likelihood of the individual undertaking

subseque s that contribute to organizational effectiveness.

The third aspect revolves around tangible organizational resources within the context. Behaviors
affecting these elements can yield either positive or negative expected outcomes, depending on

whether they conserve or deplete organizational resources?!.

Personal support entails aiding others by providing suggestions, imparting useful knowledge or skills,

directly assisting with tasks, and offering emotional support for personal issues. It also involves

15



collaborating with others by accepting suggestions, sharing pertinent information, and prioritizing
team goals over personal interests. Additionally, it encompasses displaying consideration, courtesy,

and tact in interpersonal relations, as well as motivating and expressing confidence in others.

Organizational support involves representing the organization positively by advocating for it,
endorsing it, and demonstrating loyalty by remaining committed despite temporary challenges. It also
encompasses aligning with the organization's mission and objectives, adhering t@ les and

procedures, and proposing enhancements?!. QO

Conscientious initiative entails persisting with additional effort even in adyerse’conditions. It involves
taking the initiative to undertake tasks necessary for achieving obJect%?s,%n if they are not typically
part of one's responsibilities, and seeking additional pmqu% work when primary duties are
completed. Furthermore, it encompasses personal de@%nt through seizing opportunities both

within and outside the organization, utilizing one's ﬁlme and resources.

The fundamental distinction between task ontextual performance lies in the rationale behind
behaviors in each category, each ha ing@‘mg degrees of positive or negative expected value for the
organization. These rationales reyolve around contributing to organizational goods and services or
enhancing the psycholo@@ﬁ and organizational work context. Notably, certain behaviors can

hold expected value ﬁs&bot reasons, making it challenging to categorize them definitively into one

domain or the ot

Certain a@gave the potential to either positively or negatively impact the productivity of goods
and services, thus influencing overall job performance. These same actions may also simultaneously
affect the social, organizational, or psychological aspects of work within the administrative teams of
Eko and Ikeja Electricity Distribution Companies, thereby influencing their job performance as well.
Job performance can be defined as the cumulative expected outcome of an individual's actions over a

specified time frame in the production of organizational goods and services. When considering the
16



factors contributing to positive or negative organizational value, aside from those related to task and
contextual performance, it becomes evident that behaviors encompassed by these two dimensions

encompass the entirety of job performance*

Knowledge management is defined as the process of creating, storing, transferring, applying and
saving organizational knowledge. Knowledge management process developed employees regarding
the increment of their knowledge regarding the job performance activities as wi}\%ﬁupport to
achieve the goal of knowledge management. Knowledge acquisition is ab u@ng employee’s
attitudes and opinions and encouraging employees to up-skill, having alél-developed financial
reporting system. Knowledge acquisition refers to the knowledge t.a@h?t can try to obtain from
external and internal sources the external sources include s;u;&@}&, competitors, partners, alliances,
customers and external experts?>. This activity refers to @ion of the knowledge gained to fit the
needs of the organization as well as to identify k.n%\a\%ge task of the organization to be disseminated
and shared among individuals in the organizati@\

An organization can achieve a competit% ge by creating knowledge management processes in
business likewise, the higher the eMeness of knowledge storage in an organization has greater
effect in the knowledge man %;1? Knowledge storage refers to organizational memory processes,
where information and l@ledge are formally stored inthe knowledge management system, physical
memory syste % informally retained in the values, norms, and beliefs associated with
organizati Qllture and structure. The improvement of exchanging of knowledge affects the
knowled&nagement positively. Itwas revealed that obtained knowledge need to be distributed and
exchanged betweenpersonnel and organization including in all departments so as to indicate that the
relationship between knowledge and performance is viewed in a way that knowledge contributes

to performance through innovation®®. Knowledge management motivates people to build

communication channels and guide others to share knowledge.
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Knowledge management model which encompasses knowledge creation, knowledge retention and
knowledge sharing and more importantly, how each of these elements can be integrated in enhancing
the quality of job performance are mainly focus on knowledge creation and acquisition,
distribution and exchange of the organization information because knowledge play a very important
role in Knowledge Management capability and Job Performance of administrative staff in Eko and
Ikeja Electricity Distribution Companies in Lagos State, Nigeria. A suggested T&é@ of how
knowledge creation, knowledge sharing, and knowledge acquisition integrati é enhance the
competitive edge and job performance of Eko and lkeja Electricity Distributio '\mpanies. In general,

two research streams on Knowledge Management have been differemi& Qliterature: the static and

e >
dynamic KM". . Qh)&
Q

Q

The static dimension refers to a firm’s internal KM c Qties, which provide an inter-organizational
basis for social interaction, knowledge sto@,\ﬁ knowledge availability. The focus lies on
maintaining, replicating, and exploiting e)é@g knowledge. It is very important to adopt all efforts at
the management level to create andwgﬁe an organizational structure based on capabilities. On the
other hand, Knowledge Mana nt Capability can be defined as the implementation of integrated
strategies or systems desig o recruit, develop and retain people with the skills and attitudes
necessary to mee )@ and future organizational needs?’. It can be stated that a closer examination
of this definiti eveals an understanding that Knowledge management capability has become
synonym&ith human resources functions such as workforce planning, recruitment, learning,
development and retention.

The dynamic dimension captures a firm’s external KM capabilities, emphasizing a firm’s ability to
acquire, convert, and apply knowledge arising from sources outside the boundaries of the firm. The

focus lies on grasping external knowledge in order to analyze competitors and customers and to

identify overall market developments and trends. Both internal and external KM capabilities are
18



interdependent and responsible for the firm’s knowledge assets?®. These knowledge assets
comprehend know-how which is unique and difficult to imitate for competitors as they are mainly tacit
and not accessible in public. Thus, KM capabilities provide the tool set for leveraging internal and

external knowledge sources as such, that they can be captured and converted into productive outcomes.

Within the realm of Knowledge Management Capability, two key dimensions are identified:

knowledge infrastructure capability and knowledge process capability. These dimen?'&b&b‘hawe been

drawn from existing literature and will serve as the foundation for this researc?.‘@t dimension of

a company’s knowledge management capability, knowledge infrastructure capability which is based
[ } q
on threefactors which comprises the technology and technology—enab%*\%al ties within thecompany;

structural, that addresses formal organizational hierarchy &@'}fewards systems; and cultural

-

process capability which involves acquisition, (iog\\%ion, application and protection of company’s

knowledge. '6< \)

The Eko and lkeja Electricity Distribu@fompanies in Lagos State, Nigeria have been for long

infrastructure that is characterized by shared norms and . The second dimension is knowledge

operating in the precarious envi o%ﬁ‘t in the power sector. This begins with the extremely low
power allocation which f@&a distribution companies without exception. Distributing power
becomes a herculean s§a‘g customers find it difficult to understand why they are suddenly getting
reduced power‘%ly. As the electricity distribution companies with the largest spread covering
Lagos Soning the low power supply allocated to the companies from the grid across the
franchise have been greeted with a huge negative effect by the customers. In the last few months, what
the two companies got from the national grid was between 240 — 280 MW each which was a far below
from what is required to service the franchise areas optimally*°. The current experience with the

generation of electricity nationwide occasioned by the vandalism of gas pipelines besides the drop in

hydro-power production has exacerbated a turbulent situation for the company, as the last leg in the
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power chain, the company can only distribute what is allocated. The revenue as an electricity
distribution company depends on the energy that is allocated for distribution because the more the
supply, the more the revenue. Since power cannot be store, it is in the best interest to supply more of it
to the customers because a drop in energy distributed due to a drop in power allocation invariably
means a drop in revenue which is not beneficial to any distribution company andother stakeholders in
the value chain. However, with the efforts of the current administration and the F edc@inistry of

N

Power to find a lasting solution to the menace ofvandalism, it is hoped that the cha s are temporal.
All these daunting circumstances poses a threat to the job performance of Aﬁ%ﬁraﬁve Staff of Eko
and lkeja Electricity Distribution Companies in Lagos State, Nigeria,{&ﬁ&e'ﬂ with apathy to prompt
payment of bills, clearing of outstanding debts and outright rem&%p%y.

Most people believe they do not have to pay for utility; '\g a notion that it should be free with
hamper effect. Eko and lkeja Electricity Distriby%&?ompanies Administrative staff can no longer
carry out their legitimate duties of distribut'ng@&peciﬁcation on fault clearing, meter installations,
meter reading, bills distribution and cash tion due to threats to lives and properties which create
room for unnecessary lobby in thewng assignment of staff by the administrative unit of the two
companies. Business premise i'%nce lock-outs from aggrieved customers in which the attitude is
threatening the business &xistence and ability to render quality services to the esteemed customers?!. In
view of the ab @ussions, this study seeks to investigate the influence of Knowledge

Manage @pability on Job Performance of Administrative Staff of Eko and Ikeja Electricity

Distribution’‘Companies in Lagos State, Nigeria.

1.2 Statement of the Problem
Job performance is a product of good planning and control activities of a process. Despite the high
patronage for the Electricity Companies under investigation, preliminary investigation about

administrative job performance of Eko and Ikeja Electricity Distribution Companies in Lagos State,
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Nigeria suggests that challenges do exist that warrant investigation. The accumulating debts of
Ministries, Departments, Agencies, most residential customers and few maximum demand customers
is a huge problem which have added to the challenge of funding that has continued to negatively affect
operations such as transformers purchase and allocation, maintenance and upgrade of network
infrastructure, efficient faults clearing, purchase of more operational vehicles, concrete poles,
materials and equipment for effective service. Gradually meeting the basic ﬁnan@,obligation
becomes a pipe dream unless customers pay their bills promptly. Eko and lkeja El@ Distribution
Companies in Lagos State, Nigeria are entity established with the patr‘ﬁ%'}eal to revamp the
bourgeoning power sector. To accomplish this, Eko and Ikeja Electﬁc)%%gs?ribution Companies can
implement a systematic approach to consistently and deliberat@%tivate knowledge within their
organizations. '.Q\Q

The practice of knowledge management empowers R‘[e?ses to dismantle informational barriers by

centralizing data for convenient access by qu %ﬂ

individuals to document and share their a@:lated knowledge, safeguarding vital information even

embers. It offers a dedicated platform for

when employees transition out of t@éﬂizaﬁon. Although several studies abound in the literature as
regards Knowledge Manage Qapability and Organizational Performance. However, studies
focusing on job perfom'@f dministrative staff in the Power Sector have received less attention,
thereby suggesti @ap worthy of investigation. Hence, this study aims to investigate the
influence of 60 ledge Management Capability on Job Performance of Administrative Staff of

Electricity Bustribution Companies.

1.3 Aim and Objectives of the Study

The aim of the study is to investigate the influence of knowledge management capability on job
performance of administrative staff of Eko and Ikeja Electricity Distribution Companies in Lagos State,

Nigeria. The objectives are to:
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ii.

iil.

1v.

Vi.

identify the level of job performance of administrative staff of Eko and Ikeja Electricity
Distribution Companies in Lagos State, Nigeria;

identify the level of Knowledge infrastructure capability in Eko and Ikeja Electricity
Distribution Companies in Lagos State, Nigeria;

identify the level of Knowledge process capability in Eko and Ikeja Electricity Distribution
Companies in Lagos State, Nigeria; . (b,,
ascertain the influence of Knowledge Infrastructure Capability on job perfor; zh%of
administrative staff of Eko and Ikeja Electricity Distribution Compame%l‘\agos State, Nigeria;
determine the influence of Knowledge Process Capability on job‘\p\?%r?nance of administrative
staff of Eko and Ikeja Electricity Distribution Companies irég%s State, Nigeria and

establish the combined influence of Knowledge In:ra@lre Capability and Knowledge
Process Capability as indicators of Knowledg gement Capability on job performance of

administrative staff of Eko and Ikeja El@ stribution Companies in Lagos State, Nigeria.

1.4 Research Questions Q()b'

1. What is the level of job perforrg%:g\ of administrative staff of Eko and Ikeja Electricity Distribution

Companies in Lagos State; I@%

2. What is the level of ‘K&owledge Management Capability in Eko and Ikeja Electricity Distribution
Companies in L te, Nigeria?

1.5 Hypothe@Q

The null hypotheses of this study will be tested at 0.05 level of significance.

Hol:

H021

There will be no significant influence of Knowledge Infrastructure Capability onjob performance
of administrative staff of Eko and Ikeja Electricity Distribution Companies in Lagos State,

Nigeria.

There will be no significant influence of Knowledge Process Capability on jobperformance of

22



administrative staff in Eko and Ikeja Electricity Distribution Companies in Lagos State, Nigeria.

Ho3:  There will be no significant combined influence of Knowledge Infrastructure Capability and
Knowledge Process Capability on job performance of administrative staff in Eko and Ikeja

Electricity Distribution Companies in Lagos State, Nigeria.

1.5 Significance of the Study

The study will be relevant to the following stakeholders: Electricity Distributi:@()mpanies,

administrative staff, customers, the regulating body of Electricity Distributiog ’C\@ny, as well as

researchers.
[ } ﬂ
This study will enhance Eko and Ikeja Electricity Distribution Co \mes to clearly understand the

level of the administrative job performance and how Well@%) can boost their performance by
enhancing standard operating procedure, team integﬁ@%d inventory management, which will
assist them in rendering the best service to th ﬁk{a mers and eventually result in feasible higher
revenue growth. It will ensure better retenti% owledge, as the exit of a staff will not pose a great
threat on the functionality of the com(@ﬁt large. This study will help the administrative staff to
perform optimally, and ensure ﬁ%gelivery of services to their respective customers through the

workforce. This study W:H@'%

instrument for policy f&

enefits to prospective Electricity Distribution Companies as an

ation and implementation.

QO
Finally, this sédy% an entry point to future researchers who might be interested ininvestigating the
inﬂuence@mowledge Management Capability on Job Performance of Administrative Staff of Eko
and Ikeja Electricity Distribution Companies. This study will be of immense value to the body of
knowledge; empirically, theoretically and conceptually as it will give further insight of how

Knowledge Management Capability can foster job performance.

1.6 Scope of the Study
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The study will focus on the influence of knowledge management capability on job performance of
administrative staff of Eko and Ikeja Electricity Distribution Companies in Lagos State, Nigeria. The
primary independent variable in this study encompasses knowledge management capability,
comprising both knowledge infrastructure capability and knowledge process capability. The dependent
variable under examination is job performance, with the study participants consisting of administrative
staff employed by Eko and Ikeja Electricity Distribution Companies. Metrics from vati eories of
the three variables which are information technology use, knowledge structure an %vledge culture
for knowledge infrastructure, acquisition, storage, dissemination and a@"\lon for knowledge
process capability and task proficiency, demonstrating effort and@ss'dnal discipline for job
performance will be examined to establish the influence of knov%%g%management capability on job
performance of administrative staff of Eko and Ikeja Ele%g@mstrlbutlon Companies in Lagos State,

Nigeria.

Q;@

1.7 Limitation of the Study

The project is still in its initial state@ 1tations encountered will be stated at the final stage.

1.8 Operational Definition of Term%o\

Job Performance is th@%t of all administrative staff in Eko and Ikeja Electricity Distribution
Companies in L é\d‘te, Nigeria to ensure they are working together to achieve core business
goals with o embers of staff which can be view from task and contextual performance of

ampbelQeasures of job performance. The measuresof job performance that will be adapted from
Campbell theory of job performance which are relevant to this work are; Task Proficiency,

Demonstrating Effort and Personal Discipline.

Task Proficiency refers to the level of competency exhibited by administrative personnel at Eko and
Ikeja Electricity Distribution Companies in Lagos State, Nigeria in performing tasks that constitute the
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fundamental technical prerequisites of their roles and distinguish one position from another within the

organization..

Demonstrating Effort is how much administrative staff of Eko and Ikeja Electricity Distribution
Companies in Lagos State, Nigeria commits themselves tojob and how persistently and intensely they

works for the growth of the organization.

D

Personal Discipline is the level at which the administrative personnel of Eko an a Electricity
Distribution Companies in Lagos State, Nigeria refrain from engaging.i \dqeamental actions,
including alcohol misuse, violation of rules, and absenteeism within @rganization, is crucial for

fostering an environment of orderliness and facilitating the achievel@f the company's objectives..

Knowledge Management Capability is the effectivem@@Eko and Ikeja Electricity Distribution

and key information inputs to achieve the goa@

Lagos State, Nigeria. ’6
P

Knowledge Infrastructure Capalmmvolves the technology, structure and culture of Eko and

'\
Ikeja Electricity Distributi@lpanies knowledge to enhance optimal performance of the

Companies’ administrative staff to perform knowled&r esses using resources of intellectual capital

and lkeja Electricity Distribution Companies in

administrative staff of{th pany.

Information @logy Use is the technological dimensions is seen as those that are part of
effective@gdge management, including business intelligence, collaboration, distributed learning,
knowledge discovery, knowledge mapping, opportunity generation, and security of knowledge among
Eko and Ikeja Electricity Distribution Companies’ staff members.

Knowledge Structure is the structural dimension of Eko and lkeja Electricity Distribution
Companies’ administrative staff to mobilize social capital for the creation of knowledge among all

staff members of the company.
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Knowledge Culture is the supportive capability for the valuation oforganizational knowledge and
builds an interactive, collaborative atmosphere among the administrative staff and other members of
staff of Eko and Ikeja Electricity Distribution Companies.The Eko and Ikeja Electricity Distribution
Companies culture is considered a complicated set of values, beliefs, behaviors, and symbols affecting

the knowledge management among staff members.

Knowledge Process Capability involves the acquisition, conversion, application a@&tection of

Eko and Ikeja Electricity Distribution Companies knowledge to enhance optis' rmance among

.)ﬁﬂ

Knowledge Acquisition Process is concerned with seeking g@}dge outside Eko and Ikeja

administrative staff of the companies and other staff members.

Electricity Distribution Companies and creating new knov&@ from the interaction between new

knowledge and previous knowledge among admirf@% staff in Eko and lkeja Electricity

Distribution Companies. C.J\\%

Knowledge Storage Process is a golden r@é‘@ of processes and procedures adopted by Eko and Ikeja
Electricity Distribution Companies “@are stored in a system for all to access, which can
improve employee onboardin %Sraining. This also preserves information, preventing processes

from getting muddled 0@ and increased collaboration.

WV

Knowledge Di%&tion Process is an important process of knowledge management capability in
Eko and %ectricity Distribution Companies’ settings and it refers to thetransfer of knowledge to

locations where it is needed and can be used via in-service training.

Knowledge Application Process is the knowledge use process by Eko and lkeja Electricity
Distribution Companies. Process characteristics that have been associated with the application of
knowledge include storage, retrieval, application, contribution and sharing among administrative staff

in Eko and Ikeja Electricity Distribution Companies, Lagos State, Nigeria.
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2.1.1 Job Performance

Job performance is the capacity of organizations to provide goods or services to customers efficiently.
It has gained widespread recognition as a pivotal success factor for companies spanning various
sectors. It is essentially the degree to which all business units within an organization collaborate to
attain core business objectives. Numerous approaches exist to gauge a company's performance and
assess its overall health!. One of the most prevalent methods involves examining its gr@vnet profit.
However, this approach may not always offer a dependable assessment of a cerr@?%s performance.
Consider, for instance, the net income or loss of the company, which is calculated by subtracting

. . . " .. .
operating expenses from gross profit. Operating expenses encompass @g expenses, administrative

costs, and miscellaneous expenditures®. In some cases, a s@m may arise where net income
increases, yet operating expenses or gross profit also risec ently. Alternatively, gross profit may
remain static while operating expenses steadily i 1ncr hese scenarios are less than ideal and can

easily be overlooked if attention is solely foc%}n gross and net income figures. This is where the
concept of job performance becomes crué)%
N

Job performance objectives ‘%)eat the specific areas of performance that a company seeks to
enhance to align with it@orate strategy. After defining its corporate strategy, a company identifies
pertinent job perfo ¢ objectives for measurement and configures its environment to facilitate their
achievement. %er are five primary job performance objectives: speed, quality, costs, flexibility, and
dependabili

The speed objective assesses how quickly a company can deliver products and generate sales quotes. It
encompasses factors such as manufacturing and processing times for the company's products or the

time required for research and development of new products®.
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Quality, on the other hand, extends beyond conformity to product specifications. It encompasses the
appeal of product features, reliability, durability, serviceability, functionality, and customer perception
of value. All of these aspects are pertinent indicators of quality®.

Costs are a vital consideration in job performance. This objective examines variations in the unit cost
of a product, influenced by factors like product volume and variety. Greater product variety typically
corresponds to lower volumes and higher unit costs, affecting product pricing, produtx%,expenses,
and profitability®. . Q)

Flexible operations are crucial for adapting to diverse requirements and swiﬂ%justing product lines
to meet new demands. This objective is closely linked to the speed obje@fi?, it enables companies to
respond promptly to changing market conditions and dehvery sch

Lastly, dependability measures the company's reliability ehverlng products on time and in

2

accordance with planned pricing and costs. C0n31ste a product's ability to function as intended

over an extended period is also a key facet of @)1 ity®.

Consider a manufacturing company t ¢s millions of dollars because of an underperforming
logistics operation. When orders arexx%ble to be shipped, lack of consistent and efficient processes
creates challenges to comp@e ?1d adjust priorities, resources and tasks’. Job performance is
synonymous with bus%ﬁs&ccess. The relationship between the four core focus areas is more than
superficial. Str%@yendencies dictate the level of performance achievable from strategic IT
initiative gh companies may not have the resources to simultaneously pursue improvement in

more than one area, strategic and measured improvement initiatives with smaller scopes will produce

meaningful results and greater competitive advantage!'°.

Job performance can be best explained as the synergy between various company units and the ability
to produce greater output together. In other words, it is the level where all business departments

collaborate to accomplish specific business goals'!. A Job Key Performance Indicator (KPI) or metric
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is a discrete measurement that a company uses to monitor and evaluate the efficiency of its day-to-day

operations!%!3

. Performance management refers to planning, organizing, and controlling all resources
and activities to provide goods and services, which applies equally to manufacturing and services in
the private and public sectors and even governments'4.

Analyzing and enhancing business performance can be comprehensively assessed across three distinct
tiers!®: organizational performance, team performance, and individual performance. Jol@t,formance,
defined as an organization's capacity to efficiently deliver products or seryic%d&customers, is
universally acknowledged as a pivotal determinant of success for CO@S spanning various
sectors16, 17. Job performance management (JPM) is the alignment @s%usiness units within an

organization to ensure that they are working together to achieve t@gﬁs of the organization'®,
Job efficiency is the ability of an organization to redu@n time, effort and materials as much as
possible, while still producing a high-quality. Job @mance is primarily a metric that measures the

efficiency of profit earned as a function 'ef ating costs'. It is best described as the level of

performance which refers to the measu@' aspects of the outcomes of an organization's processes,

such as reliability, production cyj%eti 20,21,
'\

2.1.2 Knowledge Male)@th apability

Knowledge mana e&é@ ivolves a structured and organizationally defined process for obtaining,
arranging, and disseminating employee knowledge. This facilitates the utilization of this knowledge by
other sta@embers, enhancing their efficiency and productivity in their roles*?. Knowledge
management underscores the significance of safeguarding knowledge assets and encompasses
activities related to their acquisition, organization, sharing, and utilization?®. It emphasizes the
coordination of individual knowledge within an organization through effective management of

existing institutional knowledge and the generation of new knowledge.
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In the pursuit of becoming a knowledge-based organization, senior executives have encountered
challenges in transforming their companies, especially when dealing with well-established processes
and a tradition of business success?*. Consequently, organizations must enhance their capacity to
successfully implement knowledge management initiatives and harness knowledge for sustainable
competitive advantages. In addition to devising capabilities for knowledge management processes,
organizations should establish and execute strategies centered on these knowledg@gnagement
processes to ensure that knowledge contributes to their competitive edge?’. . Q)

The fundamental premise underpinning organizational knowledge managerﬁ%\that factors leading
to superior performance, including organizational innovation, operation\!@xl'\iency, and the quality of
products and services, improve when knowledge is readily accessé@d competently utilized?®. It has
been argued that the knowledge management infrastructu es as the cornerstone of knowledge
management?’. This assertion aligns with an earlier o glon that nearly all successful organizations
adopting knowledge management recogniz @e essity and significance of an explicit and
supportive infrastructure to facilitate J%» ledge management practices. Consequently, it is
acknowledged that the effective a’ﬁ@on of knowledge management necessitates a robust and

appropriate knowledge manag t“infrastructure?®, comprised of four key components: technology,

organizational culture, o@ti nal structure, and intellectual capital®.
2.1.3 Knowledge In@ure Capability

Estabhsh@and sustaining Knowledge Infrastructure Capabilities (KIC) is essential for the
development and ongoing support of general capabilities that are commonly utilized across
organizational tasks and functions. Evaluating knowledge infrastructure capabilities encompasses an
examination of three principal components: structural infrastructure, technical infrastructure, and
cultural infrastructure®. In this research, we have applied the three criteria derived from the theory of

knowledge infrastructure capabilities as outlined below. Structural infrastructure pertains to the
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physical arrangement and the hierarchical structure of the organizationA proper physical structure,
such as office design and office locations, is favorable for knowledge sharing. Flexible hierarchical
structures, such as matrix teams or flattened organizations, can also increase communication with
individuals and sharing behavior within the organization. Enterprises can establish strategies to form a
knowledge sharing culture, which creates a desire for knowledge among their employees that keeps

the enterprises themselves steady with regard to the continual application, distribution; reation of

&>

%\%

Knowledge management infrastructure encompasses the factors .a@)htext that facilitate the

knowledge?!.

development of knowledge and promote its creation and %@ within an organization. It
encompasses elements such as the organizational cultu@ structure of the organization, the
individuals within it, and the utilization of informatien)technology®?. The process of managing
knowledge infrastructure involves the gatheri ,.Gém' ation, sharing, and analysis of information in
a manner that is readily accessible to em l'%es. This information encompasses technical resources,
frequently asked questions, training&{agdals, and interpersonal skills**. An often-overlooked aspect
of a knowledge infrastructure i&%énheren‘[ capability for assessment. Demonstrating the utilization
and effectiveness of kno@@ nagement is crucial, as it serves as evidence of its practicality as an
organizational tool. %{uation is not a mere luxury; it serves as a primary source of information about
both knowled@ nagement and the organization's overall job performance. Evaluation underscores
the signifi e of the knowledge infrastructure within the organization, facilitates its redesign, and

ultimately shapes the organization's principles®*.

The initial mode of assessment, termed summative evaluation, focuses on the value, or in corporate
terms, the return on investment (ROI), of the knowledge infrastructure. Knowledge infrastructures are

intentionally structured to enhance the organization as a whole and the individual members within it35.
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Recognizing the dual purpose of knowledge infrastructure is critical, as an organization whose
members are dedicated to self-improvement enhances its chances of success. Each dollar invested in a
well-structured knowledge infrastructure can contribute to cost savings, improved efficiency, and
enhanced overall capabilities. These savings, efficiencies, and capabilities should exert influence at
both the organizational and individual levels. The secondary mode of assessment, referred to as
formative evaluation, pertains to the design of the knowledge infrastructure as a Wholb\ ell as the

specific knowledge services it offers®. Evaluation and feedback drive inquiries 1@ effectiveness

of these services, prompting continual refinement and redesign of the serv1ce‘$

2.1.4 Knowledge Process Capability . ‘\&%'\

Knowledge Process Capability (KPC) represents a dynamig @)ntinuous series of processes and
methodologies ingrained within individuals and also@d into group dynamics and physical
infrastructures. Within any given organizational@ext, individuals and groups may engage in
various facets of the knowledge process si u@e}vusly. As such, it is imperative to view knowledge
process capability as a sequence of activifigssdnd occurrences, encompassing the generation, retention,
transmission, and application of kn ledge, all culminating in outcomes related to knowledge
management?’.

KPC encompasses th gﬂzatlonal abilities that govern knowledge, which is often structured in the
form of estabh%@eratmg procedures and routines, disseminated across the entire organization.
KPC is d of four key phases: sharing tacit knowledge, conceptualizing ideas, validating
concepts, and facilitating the cross-level dissemination of knowledge3.

An alternative four-stage KPC model, which includes knowledge acquisition, transformation,
application, and protection, consolidates processes identified in various empirical studies. This
knowledge management process framework, in turn, comprises four stages: creation, storage/retrieval,

transfer, and application. The essence of KM capabilities lies in three interconnected processes:
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acquisition, conversion, and application. These metrics are grounded in the knowledge process
capability theory. Knowledge is not just a critical resource for organizations; it serves as a
foundational wellspring of competitive advantages®*. Consequently, knowledge management
capabilities pertain to an organization's capacity to cultivate and employ knowledge internally. These
capabilities revolve around three core processes: acquisition, dissemination, and application.

The Knowledge Acquisition Process entails the exploration of knowledge sources® al to the
organization and the creation of new knowledge through the interaction betw &wly acquired
knowledge and the existing knowledge within the organization. This prﬁ%enriches innovation
development and enhances organizational effectiveness. Acquisiti()\(&%%tes the organization's
aptitude to identify, access, and gather both internal and exter@@owledge indispensable for its
operations40. Knowledge acquisition arises from thiﬁg&,involvemem of individuals and the

interplay among tasks, technologies, resources, § ersonnel within specific contexts. The

externalization and capture of knowledge by@?})}‘l

productivity and profitability*!. ’6

n“need of it can significantly boost the firm's

The Knowledge Dissemination ProCegs %gnds as a pivotal facet of knowledge management capability
within organizational settings inVolves the transmission of knowledge to locations where it is
required and can be effe@ut ized. Organizations must judiciously transform tacit knowledge into
explicit knowledge; @e to do so may result in the loss of valuable tacit knowledge?.

DisseminatiorQef s to the capacity of businesses to convert knowledge into a form that can be
assimilat@d readily accessed within the organization. When enterprises successfully transform tacit
knowledge into explicit and codified forms, they can harness this explicit knowledge more efficiently
and effectively to foster innovation and enhance their overall performance. The effective utilization of
knowledge in a business context necessitates the conversion of acquired knowledge from both internal
and external sources into organizational knowledge*’. These transformations, occurring within the data,

information, and knowledge cycle, are transient and must evolve data into information, and
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information into organizational knowledge to maximize the advantages of this process. The
Knowledge Application Process denotes the utilization of knowledge within the organization. Key
process characteristics associated with the application of knowledge encompass storage, retrieval,
application, contribution, and sharing**. This application process is defined as the manner in which
knowledge is employed within the organizational context. Processes such as the sharing and
distribution of knowledge play a pivotal role in knowledge management. With th(;\ istance of
information technology such as an intranet, database systems, or non- informati@?ﬁnology tools
such as brainstorming sessions and research collaboration, enterprises ca‘n%})it the knowledge
within the organizations®. Knowledge application involves activities!\@gﬁbw that the organization
is applying its knowledge. A statistically significant correlati?'}b%s been observed between the

€ (A Q

knowledge process Capability and job performanc th@@ and Ikeja Electricity Distribution
Companies in Lagos State, Nigeria. Three distinct @ries of knowledge exist, namely Explicit
knowledge, Embedded Knowledge, and @ﬁ\ﬁowledge. Nevertheless, the most pivotal
differentiations pertain to explicit and taci ledge. Explicit knowledge is codified and is typically
stored in books, files, folders, docuﬁ&databases, and how-to guides. It can be easily accessed and
managed through a knowledge afement system*6.

In contrast, Tacit know@g% aracterized by its intuitive nature and is rooted in experience and
practical know-how contributing to long-term goals. The transfer of this type of knowledge is
challenging, a@%des within an individual. Unlike explicit knowledge, extracting tacit knowledge
is not straightforward, necessitating the knowledge-holder to transcribe it or create a video recording.
[lustrative examples of tacit knowledge encompass recognizing the opportune moment to initiate a
sales pitch and developing leadership skills.

Embedded knowledge, on the other hand, is ingrained within systemic processes, routines, manuals,

organizational structures, and corporate cultures*’. It is incorporated formally through managerial

initiatives or informally as organizations apply the other two knowledge categories. While embedded
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knowledge may occasionally be traced back to explicit sources, it is not always immediately apparent
why specific practices are vital for business*®.

A knowledge management system functions as a type of content management system that serves as a
repository for organizational knowledge, commonly referred to as a knowledge base. It facilitates the
presentation of information to users in various formats. Knowledge management yields benefits such
as reducing operational costs and enhancing employee productivity. This is achieved thr@\%h reducing
the duplication of existing knowledge, as individual and collective knowledge 4 &umented and
readily accessible in one centralized location, providing easy access t \rmation for users,
eliminating the need for extended rounds of communication to o%ﬁaﬁswers to their queries,
minimizing errors and mistakes*. As individuals disseminate %‘&mﬁon, they navigate through
various processes to prevent the recurrence of the same e o@moting standardized procedures.

A comprehensive repository of processes and proto é stored within a system accessible to all,
enhancing employee onboarding and training. @?\)}é safeguards information integrity, averting the
deterioration of processes over time a%’@tering increased collaboration®®. With users sharing
knowledge in a communal space, %@ation for process enhancement becomes more convenient.
Organizations should refrain fi oVerwhelming employees with a sudden influx of new knowledge
management processes @%y tems. Instead, businesses should carefully strategize a gradual
implementation ooffering thorough employee training at each phase to ensure their comfort
with the new @te and its utilization. Managers should incentivize employees through rewards and
bonuses @active participation in the new knowledge management system, thus encouraging
knowledge sharing over hoarding?. In cases where clarification or additional information is needed
concerning materials read or viewed, individuals are aware of whom to contact. It is imperative to
establish a formal knowledge exchange policy, especially when employees leave a company. Rather

than losing valuable information along with the departing employee, this information is now

disseminated to other employees, ensuring knowledge retention.
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Prior to implementing a knowledge management framework, it is essential to have a well-structured
plan in place. Businesses can follow these steps to ensure a seamless implementation: Define program
objectives: Leadership should pinpoint which business processes, such as training and onboarding,
require attention and document both short-term and long-term objectives, involve employees in the
implementation process® ; employees must familiarize themselves with the new proce %and adapt

o

"champions" to facilitate this transition, inspiring others to share knowledge‘z%})wding feedback to

their approach to knowledge sharing. Businesses should designate knpw, management
the implementation team. Develop comprehensive procedures; ﬂ@g&)mpasses the methods
businesses employ to capture, organize, and disseminate knowlép%,including the creation of best

practices for knowledge management®’. Assess techn. requirements; bbusinesses should
0

determine their technological needs based on progra% jeCtives. They must also evaluate the current

technology used by employees, discerning v@

rKs and what doesn't, and why. Organizations
should confirm that existing technology a@with their business needs. Construct a roadmap; at this
stage, it is crucial for the busine@afﬁrm leadership's support for this initiative, along with

securing program funding. ‘%'\

This strategic plan m@o pass an extended timeframe, spanning months or even years:

Implementing thé @gram. Once businesses have established their processes, technology
dad

infrastructure@ dressed the organizational culture, it becomes opportune to launch the knowledge
managemenginitiative. Measuring Success and Continuous Improvement. The launch of a knowledge
management program does not signal the conclusion of the effort. It is imperative for businesses to
gauge the program’s success and strive for ongoing enhancements to optimize efficiency. This can be
achieved by developing scorecards that assess performance, quality, compliance, and value. The

tangible benefits may not manifest immediately, but the organization will witness progressive results

over time.
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Knowledge management involves the harnessing and cultivation of an organization's intellectual assets
to accomplish its strategic objectives®. These assets encompass both explicit and implicit knowledge.
The practice of knowledge management encompasses the creation, manipulation, storage, and
dissemination of knowledge among members of a community of practice. It is a crucial mechanism for
directing knowledge flows within an organization. To enhance organizational performance and gain a
competitive advantage, it is imperative to incorporate and implement effecﬁ@nowledge
management strategies®®. Organizations proficient in knowledge management Iegqo owledge as a
form of human capital and have established organizational principles aﬁ%lues that encourage
knowledge generation and sharing>’. . \\\‘%'\

Knowledge Management Capability (KMC) serves as an intentio%ﬁanizational mechanism for the
continual generation of knowledge within the organiza 'o@itionally, infrastructural capabilities
and process capabilities in Knowledge Manag Q

effectiveness>®. C-j\\"

It was argued that an organization must 1 ’@e its existing knowledge management capabilities and

(KM) directly impact organizational

apply the knowledge in its operatiﬂiﬂgasustain competitiveness. With regard to previous research,

KMC is divided into two cat: icS: knowledge infrastructure capabilities and knowledge process

capabilities. ‘ Q)

WV

A number of 1% have addressed knowledge management processes; they divide knowledge
managew@@o several processes. They have identified many key aspects to this knowledge
management process such as capture, transfer, and use; acquire,collaborate, integrate, and experiment;
create, assemble, integrate, and exploit, transfer, anduse>. The four knowledge processes including
creation, storage, transfer, and application. Knowledge process capabilities is cluster into four broad
dimensions of process capability which are; acquiring knowledge, converting it into a useful form,

applying or using it, and protecting it. Knowledge creation process, and they adopt the SECI
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(socialization, externalization, combination, internalization) process model to explore knowledge
creation. Knowledge management processes by four categories including generating and accessing,
facilitating and representing, embedding and usage, and transferring and measuring. Knowledge
management processes presents generating new knowledge, accessing valuable knowledge from
outside sources, generating and accessing process; facilitating knowledge growth through culture and
incentive and representing knowledge in documents, databases,and software embeddiﬂ&k'@wledge in
processes, products or services and using accessible knowledge in decision maki d transferring
existing knowledge into other parts of the organization and measuring the @}f nowledge assets

and impact of knowledge management®’. . \ i

. QQ}
2.2 Theoretical Review Q,Q\

2.2.1 Campbell Model of Job Performance - @

There exist eight distinct behavioral di@ons of performance that adequately characterize the
uppermost levels of the concealed hierarchy. However, it's important to note that these eight facets
exhibit dissimilar characteris "%f.ﬁey exhibit diverse patterns of sub-general factors, and their
content demonstrates Va@i}ns across different job roles. The following list outlines the eight models:
Job-specific task jency pertains to an individual's competence in performing tasks that constitute
the core @@1 prerequisites of a particular job and distinguish it from others. Non-job-specific task
proficiency éhcompasses an individual’s capability to execute tasks that are not exclusive to the job in
question but are essential in most, if not all, organizational roles. Written and oral communication
evaluates an individual's ability to communicate effectively through writing and speaking, irrespective
of the audience’s size. Demonstrating effort measures an individual's dedication to job-related tasks

and the degree of persistence and intensity with which they engage in those tasks. Maintaining
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personal discipline assesses the extent to which an individual refrains from engaging in negative
behaviors, such as alcohol misuse, rule violations, and absenteeism. Facilitating team and peer
performance evaluates an individual's capacity to support, assist, and nurture peers, contributing to the

effective functioning of the group as a unified entity.

A partial assessment of Campbell's model was conducted via confirmatory factor analysis. A
measurement instrument comprising 59 items, constructed in accordance with Cam'@s SiX non-
task-related performance factors, was employed. Participants included U.S. Air F%&echnicians and
their supervisors. Respondents were asked to rate the relevance of each item“to their current or most
recent job roles®®2, Three models underwent testing via conﬁrmat'o@)tgr analysis: Model 1: A
single latent performance factor with the 59 items serving as r@st indicators. Model 2: Six latent
performance factors, each representing Campbell's non-t \ors, with roughly 10 items as manifest
indicators for each factor. Model 3: Campbell's six pﬁ)r ance dimensions were treated as first-order
latent factors, with a general performance @n as a second-order latent factor. The results
indicated that Model 2 exhibited signi@ improvements in fit compared to Models 1 and 3.
Nonetheless, overall fit for ModMas relatively weak, suggesting that while Campbell and
colleagues' model may provid@@h depiction of job-related latent structures, it was anticipated that
future empirical invest@% would necessitate adjustments to their theory®’. Campbell did not
specifically menti %amples of behavioral episodes with varying levels of expected organizational
value. It is OQf icult, however, to imagine what they might be from the definitions he provided for
the beha& categories. For example, in the first dimension (job-specific proficiency), behaviors that
represent quick, error-free task execution would carry positive expected value, and at the other end
behaviors that represent very slow or incomplete task execution would carry negative expected value®,
Similarly, in the sixth dimension (facilitating peer and team performance), behaviors that represent

generous help and support for coworkers in need would carry positive expected value and behaviors
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that represent indifference toward coworkers in need, or hostile and hurtful acts toward coworkers
would carry negative expected value®. Thus, performance in each of the behavioral areas described
in Campbell’s model can be defined accordingto the expected values of all the behaviors that fall
under the same behavioral category. For example, performance on the factor job-specific task
proficiency can be defined as the sum of the expected values of all behaviors related to job-

specific task proficiencythat an individual carries out over some standard period of tmfe%b,

practice in the area of employee selection tended to focus only on a part of the performance domain

The difference between task performance and contextual performance out of§%ﬁtresearch and
and tended to exclude or downplay another part that is also importan ég&\pr anizational effectiveness.
To explain how these two parts of the performance domaiP @ hey suggested that the part that
tended to be most frequently recognized and targeted ction research and practice refers to
activities like those that usually appear on forma.ll K descriptions®®. They called it task performance
and suggested that it might take either @ forms. One involves activities that directly
transform raw materials into the good services that are the organization’s products. Such

activities include selling merchatw in a retail store, operating a production machine in a

manufacturing plant, teachmg@sﬂhool performing surgery in a hospital, and cashing checks in a

bank®’. Q)Q

The second fon‘@k performance involves activities that service and maintain the technical core
by replend ts supply of raw materials, distributing its finished products, or providing important
planning, coordination, supervising, or staff functions that enable it to function effectively and
efficiently. When these task activities are performed effectively, they are behavioral episodes with
positive expected organizational value because they facilitate the production of organizational goods
and services. When performed ineffectively, however, they can have negative expected value because
they might hinder the production of organizational goods and services®. Thus, the domain of task
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performance includes behavioral episodes that represent task activities that are performed well and
behavioral episodes that represent task activities that are performed poorly, with corresponding
variability in their expected organizational value. They argued that the part of the performance
domain that was relatively ignored in selection research is also organizationally valuable, but for
reasons different from those that explain the organizational value of task performance. They called it
contextual performance because they defined it in terms of behavior that contributes m(ﬁ@nizational
effectiveness through its effects on the psychological, social, and organizati.on% text of work.

Individuals can contribute through the context of work in several different w‘a%

One approach involves influencing fellow colleagues within the orga@ ?0 increase the likelihood
of them engaging in valuable organizational behaviors them.sel&@br instance, when an individual's
actions foster a positive atmosphere, defuse conflicts, a ote interpersonal trust, they contribute
positively to the organization's expected Value.. §< actions enhance the social dynamics of the

workplace, improving communication, cooper@nd the coordination of interdependent tasks’.

Additionally, actions demonstrating exc@nal commitment to tasks or the organization can serve as

models for others, inspiring simil r&vior. These actions also contribute positively to the expected
'\

organizational value by 0@ others to exert greater effort in achieving organizational goals.

These effects extend iei the individual level and impact group characteristics, such as cohesion,

teamwork, and%% which, in turn, influence the performance of group members (71). These

influenc Qrmeate the organization as a whole by shaping organization-wide norms, culture, and

climate, ultimately impacting the performance of individuals throughout the organization.

Conversely, behaviors like consuming alcohol or drugs during work hours have a negative expected
value, as they reduce an individual's readiness to perform effectively. On the other hand, actions that
actively resist the adverse effects of stressful work situations and proactively engage in valuable

organizational activities, rather than passively responding to situational demands, fall under the
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category of behaviors with positive expected value. These behaviors enhance an individual's readiness

to contribute to organizational objectives’.

A third avenue for contributing to the work environment is through actions that impact the
organization's tangible resources. Actions such as tidying up meeting rooms after use, utilizing
personal resources like family vehicles or personal computers for organizational purposes, and
conserving electricity by switching off lights upon leaving an office, all hold positive{(@éted value

due to their effects on tangible aspects of the organizational context’*, . @

Conversely, actions like theft, sabotage, and the wastage or destruction of, orgahizational resources or

[ } q
facilities have negative expected value, primarily due to their advers@c on tangible aspects of the

A\

organizational context. These three broad categories of mu@l performance highlight various

facets of the psychological, social, and organizational d@ns within the workplace’.

The first dimension emphasizes contextual fact rs){@ssing on the psychological states of others and
the characteristics of groups and the d&i& tion as a whole. Behaviors that impact these
psychological states and correspondin@‘up or organizational traits can have either positive or

negative expected outcomes, a‘sﬁey influence the likelihood of others undertaking actions that

'\
contribute to organizatiofﬁ&

ness’®.
The second dimensio?%enters on contextual elements, specifically an individual's own readiness to
contribute. Behawor$ that influence an individual's readiness can result in either positive or negative
expected’@)mes, depending on whether they enhance or diminish the probability of the individual

engaging in subsequent actions that contribute to organizational effectiveness’’.

The third dimension deals with tangible organizational resources. Behaviors affecting these resources
can yield either positive or negative expected outcomes, contingent on whether they preserve or

deplete organizational resources’®.

Conversely, it is evident that organizational behavior at the lower end of these contextual dimensions
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can pose significant challenges for organizations. Employees who disregard established procedures
when it inconveniences them, defy reasonable organizational rules, consistently question their
supervisors' judgment, or disparage the organization to colleagues and external individuals

unquestionably contribute to issues and can severely undermine organizational effectiveness’.

The researchers conducted a comprehensive review of behavioral patterns found in the original
taxonomy, discussions of organizational behavior and pro-social organizational behavi@ well as a
model of soldier effectiveness. They deconstructed these patterns into 27 distinect %mral concepts.
Expert judges were then tasked with categorizing these 27 concepts based on'their behavioral content.
Through various analytical techniques, including factor analysis, m @%Sional scaling analysis,
and cluster analysis of these judgments, they identified underlyi imensions, which they labeled as
interpersonal support, organizational support, and job-ta @ientiousnessgo. While these definitions
explicitly address effective behaviors, it is essential te, not€ that they encompass ineffective behaviors
as well. The distinguishing factor between t@% contextual performance lies in the underlying
rationale for behaviors within each d@!\, which can lead to either positive or negative
organizational outcomes®!. This rawe can either contribute to the production of organizational
goods and services or enhan [')Eychological, social, and organizational context of work. Some
behaviors, however, m@e expected value for both these reasons, creating complexity when
categorizing the @m job performance. Certain behaviors can simultaneously impact the
production f@o s and services, thereby contributing to task performance, while also influencing the
social, org@ational, or psychological context of work, thus contributing to contextual performance®?.
The behaviors outlined in the definitions of contextual performance dimensions serve as prototypes for
behaviors with anticipated value in maintaining or enhancing the psychological, social, and

organizational work environment.

47



It is worth noting that the implications of these behaviors for task performance are sometimes evident,
particularly in the conscientious initiative dimension®. In this context, task performance can be
defined as the cumulative expected value of an individual's behaviors over a standard time frame,
focused on the production of organizational goods and services. On the other hand, contextual
performance can be defined as the cumulative expected value of an individual's behaviors over the
same standard time frame, aimed at preserving and enhancing the psychologiimk cial, and
organizational context of work. These definitions acknowledge that certain b %}rs may have
consequences both for the production of goods and services and for enh@%g}éi?e psychological,

social, and organizational context of work®*, \ﬁ'\

If we consider no other reasons for a behavior to have po 41@?5& negative organizational value
beyond the distinction between task and contextual perft X the behaviors encompassed by these
two dimensions collectively encompass the realm of4ob performance. If we assume that Campbell's
multifactor model can describe the underlying @uj\me of all job roles, it implicitly covers the entirety
of job performance®. Therefore, these t@xonomic frameworks pertain to the same domain of
performance behaviors, with their&@‘ﬁrence lying in how they partition the behavioral domain.
Campbell's model appears t %)g'(;rize behaviors primarily based on their content, whereas the
distinction between task@rf mance and contextual performance categorizes behaviors based on their

organizational S@ences, acknowledging that some behaviors may have implications for both

types of COfS@enCGS%.

It’s worth noting that this study has specifically adapted three metrics from Campbell's model—task
proficiency, demonstrating effort, and personal discipline—which align closely with the subject of
discussion in this research work. While Campbell's model also includes other metrics such as written

and oral communication, facilitating team and peer performance, supervision and management, and
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administration, the three adapted metrics are deemed more pertinent to the researcher's work®6.

2.2.2 Frischmann's Infrastructure Capability

Infrastructure is a combined set of hardware, software, networks, facilities which include all of the
information technology in order to develop, test, deploy, operate, monitor, control, maintain and

support the delivery of IT services.

The infrastructure capability is the IT capability system which functions to req@:omputing
equipment, middleware, IT platforms, IT storage, IT networks and IT secu 'fy\%structure’”. The
purpose of the infrastructure capability is to enable and assure the abilities of the IT infrastructure of
the enterprise. Infrastructure management is the IT capability \T@?ﬂt of the infrastructure
capability. The purpose of infrastructure management is tqQ %@ and assure the management and
abilities of the IT infrastructure capabilities of the en&ﬁrj&e controlled, balanced and aligned to
the mission and needs of the enterprise as a whol@gﬁ\’

The IT manager role is responsible for i ra@}ue management of the infrastructure capability.
Infrastructure management work prodl@; clude infrastructure management ideas, requirements,
plans, risks, opportunities, reviews,}&s‘lons and action items. The infrastructure architecture is the IT
architecture of infrastructureQa :ment of the infrastructure capability. The IT manager role uses
the infrastructure archite to supportinfrastructure management responsibilities and activities. The
purpose of the i@ture architecture is to provide a management structure to enable and assure the
infrastruc %ability of the enterprise is controlled, balanced and aligned to the mission and needs
of the enterprise as a whole. The structure includes computing equipment, middleware, platforms
(databases), storage, networks and security infrastructure®®. The IT architect role is responsible for
architecting the infrastructure architecture in support of the infrastructure management responsibilities

of the IT manager role. Infrastructure architecture work products include infrastructure architecture

concepts, descriptions, models, views, viewpoints, specifications and analyses. Knowledge
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infrastructures include individuals, organizations, routines, shared norms, and practices. Key to the
infrastructure perspective is their modular, multilayered, rough-cut character. Infrastructures are not
systems, in the sense of fully coherent, deliberately engineered, end-to-end processes®. Rather,
infrastructures are ecologies or complex adaptive systems; they consist of numerous systems, each
with unique origins and goals, which are made to inter-operate by means of standards, socket layers,

social practices, norms, and individual behaviors that smooth out the connections amor@‘\%mm.

This adaptive process is continuous, as individual elements change and new OEes'@Sﬁroduced and it

is not necessarily always successful. The current situation for knowledge infrastructures is
characterized by rapid change in existing systems and introduction.@%,e ones, resulting in severe
strains on the elements. knowledge infrastructures operatir.lg ﬁ@;&inultiple disciplines consistently
run headlong into this problem. Such infrastructures @al to solving key issues of our day:
effective action on biodiversity loss or clima:[e nge depends on sharing databases among
disciplines with different, often incompatibl@}logy. If the world actually corresponded to the
hopeful vision of data-sharing proponer% e could simply treat each discipline’s outputs as an
“object” in an object-oriented data%g;)(to use a computing analogy)®?. Discipline X could simply
plug discipline Y’s outputs i@g'&wn inputs. One could thus capitalize on the virtues of object-

N

orientation: it would not\natter what changed within the discipline, since the outputswould always be

the same. Unfc@y, this is unlikely perhaps even impossible for both theoretical and practical

reasons%.QQ

Frischmann's infrastructure theory demonstrates how open access to infrastructure resources generates
significant value for consumers and society. His theory suggests that the benefits of open access and
the corresponding costs of restricted access are significantly greater. Infrastructure includes
transportation systems, communication networks, sewage, water, and electricity systems®®. Projects
related to infrastructure improvements may be funded publicly, privately, or through public-private
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partnerships. Two main categories of infrastructure are hard and soft infrastructure. Soft
infrastructures are the institutions that make up an economy, like healthcare systems, law enforcement,
financial institutions and educational systems®. A knowledge infrastructure is established upon three
interrelated pillars: culture, technology, and processes, all of which should encompass specific shared

cultural assumptions. The Knowledge Infrastructure is a set of measures and facilitiesaimed at

securing a continuous transfer of knowledge between all players involved in th struction,
operation and use of the infrastructure®®. . Q?

'\

Professor Brett Frischmann identifies the unifying characteristics of thiﬁira tructureresources and,
e the current open access

from this analysis, develops a theory of infrastructure that promises {%ﬁ‘e‘
versus private control debate. Largely basing his theory ondem@k ide economics, he brings new and
important considerations to the current debate. Frisch@ﬁnfrastructure theory demonstrates how
open access to infrastructure resources generates k%k)ﬁcant value for consumers and society’’. His
theory suggests that the benefits of open a& d the corresponding costs of restricted access are
significantly greater than reflected in c@l‘t debates. Frischmann supports his theory by example,
demonstrating how private contrgl o'f arious infrastructure resources-lakes, basic scientificresearch,
and the Internet-may pr V@Q‘%i y from realizing the full value of these resources®®. This study
thereby adopted metrng‘ the theory propounded as follows: information technology, knowledge
structure and k\@e culture.

Informah'@%mlogy is a fundamental component of the structural dimension required to mobilize
social capital for knowledge creation. The technological aspect encompasses various facets crucial for
effective knowledge management, including business intelligence, collaboration, distributed learning,
knowledge discovery, knowledge mapping, opportunity generation, and security®”. It is well-
documented in literature that information technology plays a pivotal role as a foundational knowledge

management infrastructure, facilitating essential knowledge activities such as knowledge generation,
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dissemination, and application. From a knowledge management perspective, the technical capabilities
of knowledge management can expedite the acquisition, storage, and exchange of knowledge,
facilitate the mapping of internal and external knowledge sources, integrate organizational knowledge
flows, and apply existing knowledge to foster innovation'®,

The technical knowledge capability, specifically the adept use of information and communication
technology (ICT), is a critical attribute in any knowledge-centric organization. I t\ ursuit of
effective knowledge management, comprehending the stages of ICT development &cognizing the
fundamental issues and factors influencing technology adoption or rejection‘%&ramount. Equipping
employees with tools that enhance their ability to share knowled% ﬁilessly with colleagues,
regardless of time or location, is essential'®!. Such technolo%ﬁave the potential to augment
knowledge management by enabling collaborative kno%@tion involving multiple individuals.

i

The cultivation of a Knowledge Culture is a supp% apability that fosters the appreciation of

organizational knowledge and fosters an interaé\:%b

organization. Organizational culture is a lex amalgamation of values, beliefs, behaviors, and

lfaborative environment among members of the

02 Therefore, a

symbols that significantly impac(ﬂ@%edge management within organizations'
positive knowledge culture st out as a critical determinant influencing knowledge management
practices and the utili@@o knowledge outcomes. Organizational culture attributes such as
customer focus, ex@ quality, informality, and innovation exhibit substantial associations with
organizationa@er rmance. Consequently, organizational culture represents a substantial impediment
or cataly@success in the realm of knowledge management!'®.

Within the framework of infrastructure capabilities, three key components are discerned: cultural,
structural, and technological. Knowledge Infrastructure (KI) comprises a collection of measures and
resources designed to facilitate the seamless transfer of knowledge among all stakeholders engaged in

infrastructure development, operation, and utilization. In the context of organizational knowledge

management, the knowledge management infrastructure encompasses five major constituents:
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knowledge culture, knowledge structure, knowledge information technology infrastructure, common
knowledge, and physical environment'%4,

Knowledge structure exerts a considerable influence on knowledge management dynamics and
outcomes. This study emphasizes a significant structural factor - centralization, which is
acknowledged as a pivotal variable underpinning the structural construct. Furthermore, the impact of
centralization on knowledge management within organizations is widely acknowle 195 In the
pursuit of successful knowledge management, organizational culture emerges %&most critical
determinant. Organizations must establish a conducive culture that motivate‘s%wlduals to create and
disseminate knowledge within the organizational context!'%, . \\\‘%'\

2.2.3 Mark Burgin Knowledge Process Qb)&%

Numerous concepts, models, and various theories have e@pposed within the realm of knowledge
processes. The entire domain of activities related to edge can be delineated into three distinct
categories as per the classification provided Q.B)!}k urgin. These categories include Knowledge
Studies (both theoretical and experimenta @owledge Engineering, and Knowledge Utilization and
Management. It is worth noting thwgatter two categories fall under the umbrella of knowledge
technology. Knowledge Engi g primarily deals with the technology associated with knowledge
production, organizatio@s rmation, management, preservation, capture, and acquisition. In
contrast, Know% flization delves into the examination of how individuals and organizations
employ know@ge, while also devising novel techniques and approaches for such endeavors'?’.

The classifieation of knowledge theories can be further broken down into three categories:
Philosophical theories, which are housed within the philosophical discipline known as epistemology.
These philosophical theories are concerned with three fundamental inquiries: the definition of
knowledge, which seeks to elucidate what knowledge truly entails and how it can be distinguished

from mere beliefs; the boundaries of knowledge acquisition, which explore the limits of what is

possible to know; and the mechanisms of knowledge creation and acquisition, investigating how
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knowledge is obtained!®.

Mathematical theories encompass areas such as mathematical logic, offering formal means for
knowledge representation and formation; the theory of algorithms, which provides mechanisms for
knowledge transformation and preservation, often centered on procedural or operational knowledge;
and mathematical linguistics, which delves into the study of informal knowledge representation and
formation'?, . \(b,,
Empirical theories, on the other hand, are oriented towards the practical as &of knowledge
functioning. These encompass theories from various disciplines includf%‘liﬁcial intelligence,
knowledge management, knowledge bases, knowledge acquisition, °<{&$s\% psychology, cognitive
neuroscience, cognitive anthropology, cognitive sociology, é\;%tion, and the sociology of
knowledge!'°. '.Q\

The exploration of knowledge through experimentation”dates back to ancient times. A notable
example of such experimentation can be fou@ﬁ’la o’s dialogue, Theztetus, where Socrates and
Theaetetus engage in a dialogue to investi '%he essence and nature of knowledge. Over time, mental
experiments became a common ﬁ%ﬂgﬁ for studying knowledge'!!. With the advancement of
technology, computer experi ‘have become pivotal in fields like Artificial Intelligence and
knowledge managemenQAPti nally, researchers have conducted various experiments involving
physical carriers @Nedge. For instance, psychologists, educators, and sociologists have organized
experiments t@ca ine how people acquire, store, and disseminate knowledge!''?.

Research@e domain of knowledge can be categorized into three distinct directions:

Structural Analysis of Knowledge: This direction seeks to comprehend how knowledge is constructed
and its inherent properties. It serves as a foundational tool for the system theory of knowledge,
knowledge bases, and artificial intelligence! ™.

Axiological Analysis of Knowledge: This approach aims to explain the fundamental features that

define knowledge as a social and technological phenomenon. It plays a central role in the fields of
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philosophy of knowledge, psychology, and social sciences, including the sociology of knowledge,
which investigates the interplay between human creativity and its social context'!4,

Throughout history, the importance of knowledge has steadily increased, and active knowledge assets
have become indispensable. This holds true across all strata of society, as basic knowledge has become

115

essential for individuals to function effectively in contemporary society''>. Many organizations

recognize the necessity of efficient knowledge management to remain competitive\(lyreasingly,
individuals and organizations alike are recognizing that the optimal generatiﬁgatquisition, and
application of knowledge are key factors for success. ‘@

While the role of knowledge in the economy is not a recent develom@t@ significance has grown
both quantitatively and qualitatively in recent years due to adv@nts in information processing
and communication technologies!!S. Knowledge is now r C%N&Qed as a primary resource, product, and
constraint. In advanced industries such as co § technology, communications, software
development, and other knowledge-intensive @&e&li e pharmaceuticals, knowledge is the primary
source of wealth ''7. Moreover, knowled@tbduction and creation are rapidly gaining importance,
with governments and organizati(@esting increasingly in this endeavor''®, Knowledge has
evolved into intellectual prope}@,%ﬁributed to individuals or groups and safeguarded by copyright or

on.

other forms of social r@i

valued and rewa e@ the realms of research, communication, and education'’®. As the result,

As an economic commodity, knowledge and its production are

knowledge h ed to the social overhead investment of society in the form presented in books,
articles, &ts or computer programs, written down, printed or recorded at some point for
transmission and utilization'%’,

Our civilization is based on knowledge and information processing. In contemporary knowledge-
driven economy, organizations ultimately gain their value from intellectual and knowledge-based
assets rather than material commodities. That is why it is so important to know properties of

knowledge and how to work with it. For instance, the principal problemfor computer science as well
55



as for computer technology is to process not only data but alsoknowledge!?!. Knowledge processing
make problem solving much more efficient and are crucial if not vital for big companies and
institutions. In order to accomplish this objective, it is essential to differentiate between knowledge
and the process of acquiring knowledge to comprehend the patterns within the structure, operation,
and progression of knowledge. This distinction is integral to the development of software. Numerous
intelligent systems explore knowledge domains, which are either explicitly or implicitly @‘mined by
the selected knowledge acquisition process. Consequently, the knowledge acquisiti rocess plays a
significant role, serving as a substantial influencing factor!'??. People ‘%asingly rely on Al
processing systems, which in turn, depend on their software, while* ifo ation is processed in the
search of knowledge. Sophisticated safety-critical software is @%ded in a diversity of systems

across most industry sectors, ranging from automotive in@;ospace to energy and maritime. This

situation once more demonstrates importance of knowledge because software is a form of operational

knowledge process'?>. ( ‘\\d

In contemporary society, the signiﬁcanq@' knowledge has rapidly expanded alongside societal
progress. The 20th century witnessewansformative development with the introduction of computers,
elevating knowledge to a fo@?.ﬁt of scientific inquiry. Nevertheless, grasping the concept of

knowledge is a forrmda@

definitions124. @mplexny is evident in the myriad inquiries posed by philosophers and

t is often characterized as an elusive notion, replete with numerous

intellect%@bi g the very nature, unique attributes, functions, and societal roles of knowledge.
These inquiries span the spectrum from theoretical contemplations to pragmatic applications!?>.

All basic questions about knowledge are related to the way in which we organize and direct the
development and application of knowledge on different levels from individuals through companies

and organizations through the whole society!?®. For instance, in many organizations, knowledge

management has come to occupy a central place in their functioning. It is a role that makes great
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demands on an organization’s strategic insight, problem solving ability, and successful development.
A wide variety of technologies have to be invoked in providing support for knowledge requirements,
ranging from the acquisition, modeling, maintenance, transmission, dissemination, retrieval, reuse, and

publishing of knowledge!'?’

. Knowledge is a valuable asset and resource. So, any tool set capable of
providing support for operating with knowledge would be valuable as its effects can percolate down to
all the application domains structured around the domain representation. . (b,,

N
Q}ganization to

Knowledge process capability theory is among those capabilities and it enahle%
capture, reconcile and transfer knowledge in an efficient manner. '\ends the scope of
organization-specific knowledge by accumulating it internally and‘\(&‘%&sr'ﬁally through creation,
collaboration, feedback, sharing and benchmarking. Q’)&%

Organization-specific knowledge helps an organizati%n@gning need-specific innovations and

adjustments'?®

. This theory has it that process capability helps an organization in organizing,
combining and coordinating knowledge in a @)\Eg ul and structured manner which subsequently
enhances the usability of knowledge for dpé%n— making and strategy formulation. Simply, it may be
seen as an ability to handle changes, through creating options and choices. Process capability that
creates right knowledge wil %Rce the portfolio of a firm’s options and choices. Similarly,
knowledge integration ;Qmpective that focuses on three types of integration which are efficiency,

scope and flexibili integration that has been found to broaden the firm’s portfolio of strategic

options a @c s!2, Cross-functional exchange of knowledge helps an organization in quickly
understa& the changing environment and sponsors reengineering and customization of
organizational priorities, actions and plans accordingly'*®. Availability of “right knowledge™ at the
right time reduces error in decision-making; hence, the quality ofoptions and decisions are largely
dependent on how an organization stores and distributesits knowledge. In addition, an organization’s

ability to protect its knowledge from illegal theft, leakage and use is also positively related to its
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competitiveness'?!. An organization should protect its knowledge when stocks and significance of
knowledge are critical. It is pertinent to propose that knowledge process capability enhances the
availability of right knowledge and enables an organization to react or act towards opportunities or
threats. Knowledge process capability through integrating the KPC and business planning processes,
developing reliable and innovative applications that complement organizational needs and predicting
future business needs of the organization'*?. Organizations’ capability to procc@nowledge
effectively reduces the impact of environmental uncertainty and leads to & elopment of
effective business plans. The SECI model (Socialization, Externalization, C(@ion Internalization)
served as the foundation for investigating the knowledge creation @{% Within the realm of
knowledge management, processes emerged that involved gener@%nd accessing valuable external
knowledge, nurturing knowledge growth through cult ra@g&ntlves and representing knowledge
through documentation, databases, and software applications. Additionally, embedding knowledge
into processes, products, or services and 1nc€p5§fn accessible knowledge into decision-making

processes were key aspects of this endeav?b

Knowledge Process Capability (KPmeprised four pivotal steps: the sharing of tacit knowledge,
concept creation, concept vali «%ID and cross-leveling knowledge facilitation. Another four-stage
KPC model encompass@quisition, transformation, application, and protection, synthesized from
various empirica t@es. A broader framework for knowledge management processes consisted of
four stages: o@ti n, storage/retrieval, transfer, and application. These frameworks underscored the
importan@ acquisition, conversion, and application processes in knowledge management, as they

were adapted from knowledge process capability theory!'34.

Knowledge is not merely a valuable resource for organizations; it stands as a fundamental source of

competitive advantage.

The Knowledge Acquisition Process focuses on obtaining knowledge from external sources and
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fostering the creation of new knowledge through the interplay between fresh insights and existing

organizational knowledge. This process ultimately enriches innovation development and enhances

organizational effectiveness. Acquisition, in this context, signifies an organization's ability to identify,

access, and gather both internal and external knowledge pertinent to its operations'?>. The Knowledge

Acquisition Process emerges from individual involvement and interactions among tasks, technologies,

resources, and individuals within a specific context'3®. When knowledge is extemalizb@d captured
&>

by those in need, it can significantly boost a firm's productivity and proﬁtability137q0

The Knowledge Dissemination Process assumes a pivotal role in g%;ltional knowledge
management capabilities by facilitating the efficient transfer of know, %tg where it is needed and
can be utilized. Organizations must carefully navigate the tr&léﬁ%nation of tacit knowledge into
explicit knowledge to prevent the loss of valuable insig s®he KM process plays a pivotal role in
ensuring that knowledge enhances a company's “competitive edge. Organizational knowledge
management is founded on the principle th@%ﬁelements contributing to superior performance,
creativity within the organization, operati ficiency, and product and service quality are enhanced
when knowledge is not only made«r&%l)% available but also utilized skillfully. This underscores the
significance of the knowledg ‘%aaement infrastructure, often regarded as the backbone of KM!%,
This assertion aligns @Qw earlier observation that virtually every successful organization
implementing %@ognizes the necessity and significance of a well-defined and supportive
infrastruct e@facilitate KM practices. Thus, it is widely accepted that the effective implementation
of KM necessitates a robust and fitting KM infrastructure, comprising four key components:

technology, organizational culture, organizational structure, and intellectual capital'4°.

The ability to generate and disseminate knowledge throughout the organization is acknowledged as a
critical strategic capability for gaining a sustainable competitive advantage. The unique abilities of

organizations in creating and sharing knowledge are increasingly recognized as central to their
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competitive edge. In the literature, four distinct KM process capabilities emerge clearly: acquisition,
conversion, application, and protection'*!. These KM process capabilities empower organizations,
including firms, to harness knowledge resources and achieve superior performance in areas such as
enhancing service flexibility through a superior service operations strategy!'4?.

23 Review of Empirical Studies

2.3.1 Knowledge Infrastructure Capability and Job Performance &
An increasing number of organizations, spanning various sizes, scope fit models, are

recognizing the imperative nature of knowledge management (KM). ?({\‘ uﬁ;ntly, the KM landscape,
encompassing consultants, experts, technologies, and applicationiggxperiencing rapid growth!®,
Throughout history, both individuals and organizations have'i@cnly practiced what could be termed
knowledge management. Early inhabitants learned to @%their surroundings, nations honed their
strategies for warfare, and agricultural commu 'ti@‘imized their land utilization. These examples
highlight the diversity of knowledge mana@gmethods, some innate and automatic, while others
are acquired and applied'*. In ¢ nte\@élry times, KM transcends mere documentation within

organizations; it encompasses d 'sign-support systems, artificial intelligence, process re-engineering,

and numerous other pro@& have become buzzwords, including various "e-" terms!%,

A knowledge inf s@ﬁre plays a pivotal role in connecting different members of an organization
with diverse sgc of both internal and external knowledge, significantly impacting job performance.
Formal knowledge interactions take the form of libraries, bulletin boards, CEO letters, employee
manuals, standard operating procedures (SOPs), email systems, and intranets. Informal knowledge
interactions occur through spontaneous gatherings, whiteboard sessions, chance meetings, feedback
mechanisms, and similar avenues. In its full-fledged form, a knowledge infrastructure constitutes one
of the organization's core assets, akin to a nervous system, linking various tools and functions'#6. A

robust knowledge infrastructure enhances an organization's capabilities, while its absence results in
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reduced operational efficiency. Constructing a knowledge infrastructure mirrors the process of
building any other infrastructure, beginning with the planning phase, where KM leaders establish the
necessary foundations. Subsequently, the second phase involves actual system implementation. With
systems in place, the organization proceeds to the often overlooked third phase: evaluation, which, in
turn, leads to plan refinement and system enhancement. A knowledge infrastructure rests on three

complementary pillars: culture, technology, and processes, all of which enhance an{@mzatlons
overall job performance'#®, Q?

Cultivating a culture of knowledge is the first foundational step before an orgamization can effectively
practice KM. These three pillars—culture, technology, and processe ﬁmmal during the planning
stage of constructing a knowledge infrastructure. The aim of, th%&érwces aligns with the overarching
goal of the knowledge infrastructure: to make knowl%%‘re accessible and valuable. The initial
construction phase is modest in scale and expandg q@re knowledge users and services are integrated.
Subsequently, the knowledge 1nfrastmcture,&c§_;)}ased on necessity, expectations, and evaluations,

particularly in the third phase!®.

In the modern business lands Co knowledge stands as one of the most invaluable assets for
organizational survival ly managing this asset necessitates continuous adaptation by
organizations and de%{t'ds that employees strive to enhance company work processes. Organizations
strive to integrate‘their unique knowledge with traditional methods and innovative approaches, seeking

130 Consequently, managing

to transf(@wm into superior resources compared to their competitors
the knowledge asset has become a critical concern for contemporary organizations, with knowledge
management representing a viable solution. Knowledge management is a multifaceted process
encompassing knowledge identification, acquisition, development, distribution, utilization, and storage.

However, many studies have limited their focus to fragmented or restricted aspects of knowledge

management. To enhance the effectiveness of knowledge management, it is imperative to address both
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qualitative and quantitative challenges that underpin effective knowledge management within

organizations'!,

The original framework lacked the inclusion of incentives, widely acknowledged as a primary
motivator in facilitating the knowledge management process. This study rectifies the omission by
emphasizing the importance of incentives within the knowledge management framework. Additionally,
the study identifies the relationship between organizational performance, as View.&?&rough the
Balanced Scorecard framework, encompassing customer-related aspects, int 'ak%%)ness processes,
learning and growth, and perceptual financial dimensions in the conte t‘%(orean businesses! 2.
Furthermore, the study explores the relationship with objective ﬁ%‘éﬁal erormance. Lastly, this
study conducts a comparative analysis of larger and smaller %&tions, as well as manufacturing
and non-manufacturing firms, within the realm of @% management. Since the study was
conducted in Korea, the original instrument ung@&ent translation into Korean using the back-
translation technique. The wvalidity and rteg)}[y of the instrument were assessed through
confirmatory factor analysis (CFA ”é()b» o identify the relationship between knowledge
management capabilities and organiZational performance, structural equation modeling (SEM) and
multiple regression analysis @ .;1ducted. A Student's t test was conducted to examine the mean
differences. The resuL}QQMis study indicated that there is a positive relationship between effective
knowledge ma%@t and organizational performance. However, no empirical evidence was found

to sugge Qmwledge management capabilities are linked to the objective financial performance,

which remains a topic for future review.

In addition, the findings indicate that the size of an organization influences knowledge management,
while the type of organization does not'*. These study results offer valuable insights into the
establishment of a valid and reliable survey instrument. They also provide compelling evidence that

knowledge management capabilities play a pivotal role in enhancing current organizational

62



performance and offer significant recommendations for future research endeavors.

The concept of knowledge management capabilities refers to an organization's ability or routine in
recognizing, creating, transforming, and disseminating knowledge!®. It can be categorized into two

dimensions: Knowledge Infrastructure Capability and Knowledge Process Capability.

Knowledge Infrastructure Capability: This dimension pertains to the infrastructural epv'kglment that
supports knowledge creation and sharing capabilities. It encompasses aspects suQﬁs} technology,

organizational structure, organizational culture, and the incentive system. @

Knowledge Process Capability: This facet primarily involves the® @Rty to acquire new and
essential knowledge, as well as effectively maintain it to su@&mployees‘ efforts in performing

optimally. This includes activities related to knowl@@uisition, conversion, application, and

protection !¢, %

Organizational performance is the outcome of\warious business factors, including work processes,
team communication, corporate cult@olicies, leadership, and an environment that fosters

'\

innovation, creativity, and lo‘}&Nhe Balanced Scorecard is a tool used for measuring
performance'”’. It aims t s the limitations of traditional performance measurement tools by
lixf

balancing both ﬁnanq& non-financial indicators. It evaluates organizational performance across

four perspective%a cial, customer-related, internal business, and learning and growth.

Q

Tobin’s q atio that compares a company's market value of stocks with the value of its equity book
value'8, If Tobin’s q exceeds 1.0, it may suggest that the market value reflects unrecorded or
unmeasured company assets, which can include intangible assets. Conversely, a ratio below 1.0
indicates that the market value of assets is lower than the recorded value. Tobin's q is frequently used

in research related to knowledge management due to its intangible and forward-looking nature'>°.
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In the contemporary business environment, characterized by constant adaptation and change,
knowledge management is of paramount importance. Employees must continuously strive to enhance
their company's work processes, as their roles have become more intricate, spanning various parts and
levels of the organization. Management also requires more complex decision-making'®.

In today’s society, rapid changes in global markets and customer demands, along Wi@g@cgdbreaking
technological advancements, challenge managers to anticipate and res ly. Knowledge
sharing within organizations is crucial for survival in an environmegt@ogl by rapid technological
shifts and intense competition'®!. Knowledge is power, and throu%@rledge sharing processes, this

power and potential spread throughout the organization. n@hermore, organizations must align

knowledge-oriented processes, technologies, and o‘#%%ional structures with their business

strategies to maintain a sustainable knowledge é\}@y

However, contemporary organizations Qf@mployees grapple with information overload and a
shortage of time for knowledge shw Employees find themselves overwhelmed by an excessive
amount of information, leadi Continuous and costly cycle of searching, sorting, and evaluating

information'®2, Accordit@e nternational Data Corporation (IDC), Fortune 500 companies suffer

N

annual losses of l%t $31.5 billion due to inadequate knowledge management. Nevertheless, both

businesses :n@o ernments invest substantial resources in knowledge management technology and

yielding limited or no results!®?

systems, 0 . In 2002, businesses spent $2.7 billion on new systems,
which escalated to $4.8 billion in 2007. The U.S. government increased its investment by 35 percent
between 2005 and 2010 in three segments: equipment, software, and professional services. While
managers clamor for additional staff, resources, software, and training, these investments may provide

only temporary solutions and may not address the underlying issues'®4.
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Organizations typically strive to blend and synchronize their unique knowledge with traditional
resources, procedures, and capabilities in novel and distinctive ways, thereby transforming them into
innovative resources superior to those of their rivals. As has been indicated, "knowledge can be
considered the most pivotal strategic asset, with the capacity to acquire, integrate, archive, disseminate,
and apply it being the foremost competency for establishing and perpetuating a competitive edge"'%.
Knowledge, especially tacit knowledge, is commonly ingrained within intricate® @nizaﬁonal
processes and routines that are challenging to mimic. Hence, competitors are c.oer%é% to partake in
similar experiences, demanding time and effort to attain analogous knov@. Consequently, the
capacity to identify, assimilate, and leverage knowledge becomes par%&sﬁo a company's strategic
triumph'%®. When a company's workforce absorbs and accumulat%@wledge from their experiences
and then applies it outside their primary competencies in @ directly linked to the organization's
product or service, the company attains a strategic aﬁge. It is crucial to comprehend the art of
harnessing information and data to facilitate t@ ssion of knowledge from an individual to the
organization'®’. The most invaluable rese@of knowledge resides within an employee's mind and
can be easily forfeited when that ﬁ@al departs from the organization. Therefore, a knowledge
management system emerges a”wiable resolution to the predicament of capturing individual
knowledge, preserving Qv@n an organizational memory bank, disseminating it across the entire

organization, andgu@bently harnessing it for generating fresh knowledge. Knowledge management

encompasses @ deavor aimed at managing knowledge, encompassing collection, storage/retrieval,

application,‘sharing, and creation.

Moreover, it encompasses any technique devised to systematically and routinely facilitate the
management of what employees, others, teams, and organizations know, as well as what they must
know, with respect to work processes, technological infrastructure, and the culture of knowledge-

168

sharing'®®. The challenge of preserving and managing extensive volumes of data, information, and
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knowledge gives rise to inefficiencies, ill-informed decisions, and duplicated efforts. Even when two
organizations possess comparable workforce sizes and financial assets, their success may diverge
based on their investments in effective knowledge management. Knowledge management advocates
that an organization undergoes a subtle yet profound shift from relying on its historical experience or
knowledge to relying on its competencies and resourcefulness for shaping its future. The significance
of knowledge creation and dissemination in all organizations must adapt dynamically® changing
environment'®®. Previously, information processing and problem-solving skills redominantly
employed to navigate a static environment. In today's rapidly evolving l@we, this approach is
insufficient to address intricate customer requirements and provide°i% te services. Organizations
must metamorphose and innovate to contend with intrica@@i swiftly changing business
circumstances'*. It has been posited that "innovation is b;@\understood as a process in which the
organization identifies and frames problems, then &y cultivates novel knowledge to resolve

%porary organizations is the ability to generate

them." One of the paramount survival skills fgr c&é

and propagate their knowledge, which em@vs them to innovate!”,

Q

Knowledge creation is the exclusivwiew of individuals, while an organization serves as a vehicle
for knowledge integration, @;\Ze of whether it has an official knowledge management system.
An organization can OKI, ass a limited amount of knowledge from individuals in an explicit format,
such as manu@%%.lct specifications, or scientific formulas, which can be advantageous within
informati ms. Once this knowledge is explicitly articulated, organizational information systems
can readily disseminate it to others within the organization!”'. While an individual's knowledge may
have limited impact on an organization, the act of sharing knowledge can extend its reach to other
individuals and cultivate innovation within the organization. Through feedback, inquiries,
enhancements, and adaptations, original knowledge can be enriched. Put simply, when things go well

or encounter challenges, valuable lessons can be gleaned and shared. If these lessons have

66



applicability to future situations, the organization stands to gain significantly!’?>. In essence,
knowledge-sharing behaviors can stimulate learning among organizational members, empowering
them to apply solutions to similar past problems, thus enabling the organization to swiftly respond to

customer demands and a competitive environment.

Typically, the processes of knowledge creation and sharing are not entirely distinct; they often occur
in tandem!”3. When these processes are dichotomous, their benefits remain limited. Kr@&ge created
but never shared only benefits the individual who generated it. Conversely, shg‘m@wwledge without

enhancing its value leaves the organization stagnant and devoid of competitive advantages.

[ } q
Knowledge creation is defined as an ongoing process where one tr@ds individual boundaries and

the constraints imposed by past information and learning @ning new perspectives on the world
and acquiring fresh knowledge!”. Naturally, knowled@rmg fosters learning, which is the conduit
for acquiring or creating knowledge. Knowledy Kcg;e tion is intrinsically linked to organizational
innovation, offering the potential for the oguzation to outshine its competitors by nurturing more
innovation'”. Innovation is wide a%%wledged as a prerequisite for business survival, with
continuous product and process ji Q%/ation serving as essential components for sustained competitive
advantage!”. Sharing a @f%g knowledge within an organization often encompasses expertise
sharing on product d@ppment, best practices, discoveries in process improvement, and insights into
customer needs, aviors, and attitudes, all of which constitute the capacity for innovation. Within
this con@he processes of knowledge sharing and creation are closely tied to organizational

performance and innovation!’¢.

Nevertheless, knowledge-sharing processes can be intricate, as organizations frequently struggle to
recognize their own knowledge or encounter difficulties in locating internal knowledge from the past.
Many organizations grapple with maintaining the flow of internal data, information, and knowledge,

and failing to do so can result in inefficiencies, an uneven distribution of knowledge within the
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organization, ill-informed decisions, and redundant efforts!”’.

Research has demonstrated that effective knowledge management enables organizations to create and
share new knowledge significantly faster and more extensively than their competitors who do not
prioritize knowledge management. Knowledge management empowers organizations to capture,
codify, and disseminate their knowledge, thus enhancing the effectiveness and efficiency of their
operations. The implementation of knowledge management can yield benefits for busﬁ‘&s, such as
overall cost reduction, improved efficiency in business processes, faster re 'ar\ d development

cycle times, heightened service quality and consistency, and enhanced customebrelations'7®,

. |

Nonetheless, the definitions and concepts surrounding knowledﬁ%nagement remain somewhat
ambiguous, often being conflated with information technoh{. At this juncture, it is beneficial to
establish clear definitions for "knowledge" and ”know@managemen " and delve into strategies for
implementing the latter to enhance organizati 'L@gtivenessm. Efforts to define knowledge have
persisted since ancient Greek times, rev@ng its abstract and multifaceted nature. Generally,
knowledge can be characterized as c@%ite concept encompassing experience, expertise, insight,
information, and capabilities. It 5%@ distinct from mere data and information; data represents factual
descriptions of events, ej @%titaﬁvely or qualitatively, and when these data points are interpreted
within a meaningful %Q;ext, they transform into usable information. Additionally, knowledge can be
categorized into two primary types based on its modes of expression: tacit and explicit!®’. Tacit
knowled@?eeply ingrained in action, commitment, and engagement within specific contexts,
encompassing both cognitive and technical aspects. In contrast, explicit knowledge is codified or
visually represented in a clear language format, often referred to as information'®!. Importantly, these
two forms of knowledge are not isolated states; instead, they are mutually dependent and
complementary qualities. Tacit knowledge serves as a foundational backdrop for shaping the structure

that underpins the development and comprehension of explicit knowledge'®?. Both categories of
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knowledge hold value for organizations, yet tacit knowledge frequently remains unarticulated and
unshared. Consequently, it has been acknowledged that effective management of both tacit and

explicit knowledge is essential to harness intellectual assets that can enhance an organization's value.

Knowledge management is a multifaceted process encompassing the identification, acquisition,
development, distribution, utilization, and storage of knowledge that bears significance for
organizations. This process pertains not only to explicit knowledge but also to tacit k&dgem. To

elevate organizational performance and generate value, an organization must bs@ahe capability to
systematically and specifically manage both forms of knowledge. This invof\%:quiring, organizing,
sustaining, applying, sharing, and renewing both tacit and explicit kn@. Various researchers and
practitioners have approached the definition of knowledge, r@ement from diverse perspectives.
Broadly, three predominant trends exist in defining kng@@management: it can be viewed as a set
of work processes or activities, as a technological‘{&%structure, or as a set of behavioral norms and
practices often referred to as organizational cu@. Nevertheless, these definitions share a common
objective: to facilitate effective knowl 'Qanagement within an organization, promoting greater
flexibility, swift responsiveness to (Mng market dynamics, innovation, enhanced decision-making,
and increased productivity. @;tions that prioritize knowledge management often emphasize
collaboration, organi;<t'§nﬂl learning, the adoption of best practices, workflow optimization,
intellectual prop%gnagement, document handling, a customer-centric approach, and the effective
utilizatio @a]g? An ideal knowledge management system efficiently organizes and disseminates
knowledge while fostering the creation of new knowledge. It harnesses collective knowledge and

encourages responsiveness and innovation by connecting individuals to pool diverse experiences and

perspectives.

Knowledge management assembles individuals with diverse viewpoints to address specific challenges,

facilitating the sharing of knowledge and the discovery of superior solutions. In organizations lacking
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a formal knowledge management framework, valuable practices may go unnoticed, errors could be
repeated, and insights from employees, customers, partners, or competitors might be overlooked—
resulting in missed opportunities for improvement, sharing, and reuse'®. Knowledge management
capabilities have been widely discussed in various organizations. Many organizations have invested in
knowledge management projects, but a significant number of these initiatives have remained focused
on information management rather than contributing to innovation in products and sel’v@ Effective
knowledge management encompasses the recognition, creation, transformatiQn, %istribution of
knowledge. These capabilities can be classified into two main categories: '}e ge infrastructure
capability, which includes technology, structure, and culture, and kn Qe processing capability,
which involves acquisition, conversion, application, and proteQ;ig%. The original framework of
knowledge management capabilities emphasizes the imp rt@gof knowledge providers in facilitating
knowledge sharing. This process demands resources i és of funds, effort, and time, and incentives,
whether monetary or non-monetary, play a ;C\;(i)m%e in motivating and encouraging knowledge
sharing. This study seeks to enhance the @al knowledge management capabilities framework by
incorporating incentives'®. The %ed framework, known as Measuring Organizational
Performance, takes into ac “warious business factors, including work processes, team

communication, corpor@tu e, policies, leadership, climate for innovation, loyalty, and the

economic and busi @nvironment“”.

Organizaft Qnstantly strive to improve their performance. Traditionally, performance assessment
relied he& on financial data. However, financial metrics primarily reflect past actions and are
typically reported at the conclusion of projects, providing little immediate feedback when issues arise.
A single financial performance metric is inadequate for supporting continuous improvement and
innovation within an organization. Research has shown that traditional financial measures such as

return on investment, earnings per share, or return on assets have limitations in promoting continuous
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improvement and innovation'®. The introduction of the Balanced Scorecard marked a significant shift
in performance evaluation methods, incorporating four key perspectives: learning and growth, internal
business processes, the customer perspective, and the financial perspective!®!. By integrating financial
and non-financial indicators, organizations can connect long-term strategic goals with short-term
actions, enabling managers to consider various interrelationships and causal effects. The Balanced
Scorecard is widely regarded as a reliable tool for assessing diverse aspects of @nizaﬁonal
performance. However, it should be customized to align with each organizati 1que mission,

strategy, and culture, rather than applied universally as a one-size-fits-all ten@.

Nevertheless, it's important to note that this adaptability also leads @xzistencies, making cross-
company comparisons challenging. Since the Balanced Sco.re@ tailored to the specifics of each
organization, it doesn't offer a standardized, industry—&ﬁis@rspective with clear recommendations.
Additionally, because it focuses on an organizati.o@engths, areas in need of improvement may be
overlooked'??. Therefore, comparing organjg ns using their respective Balanced Scorecards is not
meaningful. Instead, a standardized pe@mnce measurement tool is essential for evaluating the
impact of various business initiativN comprehensive view of organizational performance requires
194

'\
considering multiple persie(@ d the Balanced Scorecard stands out as a potent tool for achieving

strategic alignment by\l, ating financial and non-financial aspects of performance'™*. This goal
necessitates sta@d organizational performance metrics. Hence, for the present study, we have
borrowe anept of the four performance perspectives and have made an effort to develop a

generalized organizational performance measurement tool.

To assess the impact of knowledge management capabilities on an organization's performance, it is
essential to standardize the metrics used in conjunction with key organizational performance
indicators!®. Knowledge Management's Influence on Organizational Performance Every private

enterprise anticipates favorable outcomes from its investments. The primary objective of investing in
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knowledge management is to enhance organizational performance, which is directly correlated with
profitability through the enhancement of organizational efficiency, innovation, and communication.
Establishing a connection between knowledge management and organizational performance, as well as
profitability, serves as a compelling incentive for senior management to prioritize knowledge
management by highlighting the advantages it can bring to the organization's financial performance.
KPMG conducted research on knowledge management in 1998, 2000, and 200 ascertain
organizations' perspectives on knowledge management, their objectives in im.plw%}%lg it, and the
advantages they gained from its adoption196. For the 1998 knowledge m@ent report, KPMG
surveyed CEOs, CFOs, CMOs, and individuals responsible for know}ed\gwéga;hagement in 100 leading
UK corporations. According to the 1998 report, the following p%%iges of organizations achieved
the benefits outlined through knowledge management ir@men‘[ation: enhanced decision-making
(86%), cost reduction (70%), quicker response to criti&gues (67%), sharing of best practices (60%),

creation of new/additional business oppoﬂu@

market share (42%)'’. In the 2000 repor{_b" imilar survey was conducted among executives in 423

a
8%), increased profits (53%), and augmented
companies worldwide, revealing t\ﬁ\kﬁvledge management played an "extremely significant" or
"significant" role in enhanci ompetitive advantage in various categories: marketing (75%),
improved customer orie@@( %), product innovation (64%), revenue growth (63%), profit growth
(63%), employe d@pment (57%), improved decision-making (71%), faster response to key
business deci@s 68%), and improved customer handling (64%). In the 2003 report, organizations
reported expetiencing synergies among units (83%), accelerated innovation (63%), increased customer
value (74%), cost reduction (67%), improved quality (70%), and reduced exposure to risk (26%)
through the adoption of knowledge management'®®. Half of the total respondents reported tangible
financial benefits and returns. It is highly plausible that there exists a positive correlation between

knowledge management and organizational performance.
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2.3.2 Knowledge Process Capability and Job Performance

Knowledge process capability (KPC) represents a dynamic and continuous array of procedures and
methodologies ingrained within individuals, groups, and the physical structures of organizations.
These capabilities play a pivotal role in driving innovation performance. Companies that cultivate
superior knowledge process capabilities tend to excel in innovation'®®. The Dynal@apabﬂities
viewpoint underscores the significance of contextual factors in the developm: %@abilities, which
cannot be overlooked?®. %

Numerous scholars have underscored three principal factors L@Eﬂg knowledge process
capabilities and their impact on organizational performan,ce@ ledge management capabilities
encompass organizational mechanisms for the perpetu% tion of knowledge'®!. They encompass
the promotion of knowledge acquisition, safeguag@of knowledge, and facilitation of knowledge
sharing within an organization. These OQe-d}e management processes can be perceived as

structured coordination efforts aimed ctive knowledge management®"!

. In order to compete
effectively, enterprises must hamMeir existing knowledge while concurrently creating new
knowledge that strategically@r?s them within their chosen markets. Achieving this necessitates
the development of th‘e\c‘ ity to utilize prior knowledge to recognize the value of new information,
integrate it, ané@ it to create novel knowledge and capabilities?®. Several researchers have
proposed, %)abilities influencing knowledge management serve as prerequisites or organizational
assets fo&ctive knowledge management?®. Empirical investigations have examined the mutual
relationships between various knowledge management practices designed within organizations to

support the creation, storage, and transfer of knowledge, all of which can enhance organizational

performance.
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In particular, five approaches have been presented, including formal employee training, the
establishment of knowledge repositories, informal knowledge-sharing events for employees, the
fostering of communities of practice, and the integration of knowledge management into ongoing

204

projects, as ways to enhance organizational performance"*. It is also emphasized that knowledge

management encompasses both the processes involved in managing knowledge and the enablers that

support these processes?*

. These knowledge management enablers encompass organizatignal culture,
structure, human resources, and information technology support?%,

Numerous studies have delved into knowledge management processes and hawesubdivided knowledge
management into several distinct phases. These studies have identified mumerous critical facets within
the knowledge management process, including knowledge capturey transfer, and utilization. Four core
processes have been delineated, encompassing knowledge gseation, storage, transfer, and application.
While a company's value hinges on intangible assets“such as knowledge and brand, traditional
financial metrics rooted in the industrial eral contiffu€ to be employed in evaluating a company's
performance in knowledge management and\job performance®®. Performance measurement assumes a
pivotal role in management activities, WHat an organization chooses to measure significantly impacts
its outcomes. Performance meastsement serves as the foundation for formulating and achieving future
strategies, effectively conveying the company's vision and strategic goals to all stakeholders, including
CEOs and employee§SNt*plays a crucial role in streamlining internal business processes. Nevertheless,
it is worth ackngwledging that conventional performance measurement, reliant on financial reporting,
yields objeétive performance outcomes that facilitate comparisons among companies®’.

Nevertheless, short-term and past-oriented financial indicators cannot become unique indicators that
can evaluate company’s performance. Therefore, various attempts to measure organizational
performance in knowledge management have been conducted. Measurement of the performance of

intangible assets such as human capital, structural capital, and market capital as they relate to

intangible assets as plain and simple; categorizes intellectual capital by employee capability, internal
74



structure, external structure; and uses three performance indicators of growth/innovation (change),
efficiency, and stability, respectively, in these categories as a strategic performance measurement
framework including financial indicators as well as nonfinancial indicators is a strategic learning
system that can amend business theory and organizational strategy through monitoring a company’s
performance from its knowledge management activities®%8,

The improvement of organization knowledge, the creation of new knowledge or inddwvation, and
improved employee job based on extended collaboration. Construction of aknowledgel repository and
activations of communities of practice has been suggested to suppQft™overall knowledge
management®”. The knowledge management activities can achieve X{lie\ objectives of knowledge
management; knowledge management does not actually contpibute” greatly to the organizational
performance?!®, The evaluation of knowledge management, performance to address its limitations
involves assessing a range of indicators. These indicators’ gauge a company's success, profitability,
growth rate, innovativeness, business size, dnd marKet share in relation to its competitors. The
assessment is conducted from a subjective petspective, allowing for the development of performance
metrics that encompass both financiakand*operational aspects?!!.

Knowledge management is a praetice that fosters collaboration and integration among employees. It
introduces a Knowledgé, Management Scorecard (KMSC) model for the measurement of knowledge
management perfermance (212). This model encompasses various knowledge management processes,
including knowledge generation, access, facilitation, representation, embedding, utilization, transfer,
and measurement of knowledge assets?!>.

Our approach involves measuring the performance of companies using KMSC and adapting relative
performance indicators to make them universally applicable across all organizations?'*. While
financial performance metrics like Return on Investment (ROI) offer a realistic assessment, connecting
knowledge management initiatives to metric financial performance proves challenging for Korean

companies. The short adoption period of knowledge management practices and the difficulty of
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standardizing performance indicators across diverse business sectors led us to employ cognitive
measures, such as relative financial performance compared to key competitors, instead of metric
financial data®'>
In the second measurement model, we scrutinize the relationships within the knowledge management
process measures. Parameter estimates, fit indices, and observed residuals collectively suggest that the
knowledge management process effectively represents the covariance among the T@ptive item
measures. Notably, Model X appears non-significant and rather substantial. Simjla g;\&evious models,
high values for GFI, AGFI, NFI, and NNFI indicate a strong model fit, undef%'i\g its reliability?!®,
Our third measurement model delves into the relationships Pnowledge management
performance measures. Fit measures, along with parameter est%@, affirm the suitability of this
model for assessing organizational performance based 0@@ observed covariance in the sample.
gcluding unidimensionality, concentration

Confirmatory factor analyses confirm construct Valf{ )

validity, and discriminated validity?!”. \

2.3.3 Knowledge Infrastructure Capap@'and Knowledge Process Capability on Job

Performance \)Q)

A Knowledge Infrastructure @os’trategically planned, executed, and assessed using an analytical
framework within the @s’m%tive of Knowledge Infrastructure Strategy?'®. Organizational vision
encompasses an ization's strategic direction, its core competencies, inherent limitations, its
market po 'i@'ng, and its competitive landscape. Becoming a knowledge-centric organization is

aimed at ad¥ancing the organizational vision by enabling the organization to harness the value of

knowledge utilization, the benefits of knowing, and mitigating the drawbacks of ignorance?!®.

A knowledge-centric organization is one that acknowledges knowledge as a pivotal strategic asset and
equips itself with the necessary tools for effective knowledge utilization. Often, in the face of rapidly

evolving market dynamics, the emergence of new market players, and the increasingly sophisticated
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and discerning consumer base, organizations not only experience heightened competition but also
recognize the unprecedented speed of today's world. Swiftness and precision are indispensable for an
organization's sustainability, deeply rooted in its capacity to leverage internal knowledge assets and
acquire essential knowledge from external sources®?°. So, what exactly is knowledge management
(KM)? It can assume various forms and interpretations for different individuals, all centering around
activities such as collecting, storing, and leveraging knowledge. The operational deﬁm'@,employed
here is as follows: KM constitutes the art of performing knowledge-relate ities such as
organizing, inhibiting, filtering, archiving, collecting, disseminating, and ufﬁ%g knowledge entities
like data, information, experiences, evaluations, insights, wisdom,{i%iﬁitiatives. Though these
entities are not identical, from the perspective of KM, they are a@&ents to be effectively managed
221 In essence, KM is the execution of knowledge-relat d@ies upon knowledge resources. The
rise of the knowledge-based economy has significantly=transformed the economies of developed
countries from managed economies into entr@%ri 1 economies, which deal with knowledge as
both input and output. Consequently, dge has become a key asset for organizations and
knowledge management is one of \ﬁé&ing forces of business success. One of the most important
challenges faced by enterpris dy is to manage both knowledge assets and the e-collaboration
process between know@@w rkers??2. Critical business knowledge and information is often
contained in m 1@ tructured documents in content management systems. Therefore, content
management %%n knowledge perspectives is crucial for organizations®?*, especially knowledge-
intensive@nizations. Enterprise Content Management has evolved as an integrated approach to
managing documents and content on an enterprise-wide scale. This approach must be enhanced in
order to build a robust foundation to support knowledge development and the collaboration process. A
knowledge infrastructure based on the perspective of knowledge components that could help
enterprises create more business value by classifying content formally and enabling its transformation

into valuable knowledge assets??.
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Knowledge Management is defined as the product of Knowledge Actions multiplied by Knowledge
Objects (225). However, it's important to note that providing a working definition is only the
beginning and should not replace the ongoing discussion regarding the various types of knowledge
actions and knowledge objects. Some scholars have already embarked on efforts to discern the
distinctions between knowledge, information, data, wisdom, and even luck. Meanwhile, others
advocate for differentiating between tacit and explicit knowledge or between espoUse\GU,heory and

practiced knowledge. While these theoretical discussions hold value, their practica%ﬂ cability in the

organizational context is somewhat limited®?>. ‘@

[ } q
Real individuals working in actual organizations are often swamp@%htheir daily tasks, such as

sales, development, and survival, and are primarily conc.er@rlth knowing what they need to
accomplish specific tasks??. Consequently, organizatig@@t\fvely manage their knowledge through
a dedicated knowledge infrastructure, which funqtig&ﬂ a vital tool. Analogous to the nervous system,
a robust knowledge infrastructure intercon cthj}us members of the organization with internal and
external knowledge sources®?’. Without Q) nt knowledge infrastructure, an organization operates at

reduced capacity, but with one in?ﬁp%, it can efficiently plan, execute, and assess its knowledge
'\

management endeavors. Q‘Q

Just as any infrastru%g requires careful planning during its initial phase, the first step in knowledge
management involves laying the necessary foundations??®. It is the responsibility of KM leaders to
discern their investments in time, finances, and personnel will yield the most significant
benefits. Three fundamental pillars—culture, technology, and processes—play a pivotal role in the
planning stage of establishing a knowledge infrastructure?”. Rushing into KM without adequate

planning can jeopardize the integrity of the entire operation, as these foundational aspects are crucial.

Once these foundations are firmly established, the organization is well-prepared to implement its

knowledge management operations, which chiefly involve the active connection of three main
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components: the users of the knowledge infrastructure, who access knowledge services through a
central knowledge switchboard?*?. The architecture of the infrastructure systems underscores that
knowledge users are primarily individuals who practice KM, although it is worth noting that machines
and systems can also engage in KM activities, though this is a distinct subject within the realm of

conventional information technology?3!.

Beyond the scope of internal organizational personnel, knowledge users encompass cl@ suppliers,
and various stakeholder groups. The organization places a significant emphasi 'O\Q%I)Jiting users and
actively supporting them throughout the knowledge utilization process. This emphasis is crucial, as the
effectiveness of Knowledge Management (KM) is fundamentally r@?ﬁ\”the extent to which the
system is embraced and employed. Knowledge utilization euc%&es various actions, including but
not limited to gathering, selecting, updating, sharing, q@@buting to knowledge repositories?32. It
is imperative for users to comprehend the natu.rs'&hese actions and when to employ them. The
technical mechanism facilitating users' kn wl@ﬁ}elated activities is referred to as the 'knowledge

switchboard." This component must op® seamlessly, akin to a 'transparent' black box from the

user's perspective. It must be both s€edre and user-friendly while efficiently executing knowledge-

'\
related tasks without imposi@ndue burden on users233.

The concept of a kn dge service can be likened to a 'service' that confers benefits to specific user
groups. A knowledge service plays a dual role: housing the requisite knowledge for users and
providin{@ context for various knowledge-related activities, such as adding, sorting, viewing,
updating, and deleting?**. Knowledge services are inherently dynamic, evolving, expanding, or

contracting to align with the evolving needs of users and the organization.

In this analogy, knowledge services may be envisioned as a house, wherein knowledge resides, and
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where knowledge actions are executed. Knowledge users are akin to guests who can enter, stay, and

eventually influence the configuration and content of its rooms, and even its overall design®*>.

The second phase of the KM process, implementation, involves the construction of KM systems.
Initially, this infrastructure is developed on a limited scale and gradually expands as more knowledge
users and knowledge services are integrated. Subsequently, the growth of the knowledge infrastructure
is determined by the evolving requirements, expectations, and assessments, occu&i{}&' the third

phase?®. : '\QO

Knowledge culture is a manifestation of the people within the organizatiO%,s/h ed and propagated by
'}

individuals entrenched in the organizational ecosystem??’. This &b encompasses not only

knowledge users but also the ‘key of value,” which mga he organizational and personal
significance of individuals within the context of the @ge infrastructure, especially during the
evaluation phase. The top-row keys not only focus g\d dividual contributions but also assess the value
that specific knowledge services bring to t OQqﬁ}ation. The organizational processes, the types of
knowledge acquired and disseminated,@t;%e judicious use of knowledge all revolve around the
organization’s self-perception. TheMiduals (knowledge users), their contextual surroundings, and

'\
the organization itself cons&% e primary focal points within the framework of knowledge

management—capabilig(‘
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2.4 Conceptual Model

Knowledge Management Capability comprises a broad, overarching variable encompassing both

Knowledge Infrastructure Capability and Knowledge Process Capability. These components draw

inspiration from Frischmann’s Infrastructure Theory and Mark Burging’s Knowledge Process Theory

Independent Variables
Knowledge Management Capability

Knowledge Infrastructure
Capability

e Information
Technology Use

e Knowledge Structure

e Knowledge Culture

Hol

Dependent Variables
Job Performance

Knowledge Process
Capability

e Acquisition

e Storage

e Dissemination
e Application

Ho3

Ho2

A 4

Job Performance

o, Task Proficiency
e Demonstrating Effort
e Personal Discipline

Figure 24: Gonceptual Model Source: Researcher’s work 2023

2.4.1 Discussion on the Conceptual Model

Knowledge Management Capability and Job Performance of administrative staff of Eko and Ikeja

Electricity Distribution Companies, Lagos State, Nigeria is the focus of this work. The Job

Performance measure which was the dependent variable was adapted from Campbell Job Performance
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The main independent variable ‘Knowledge Management Capability’ is sub-divided into Knowledge
Infrastructure Capability and Knowledge Process Capability which was imbibed from knowledge
management capability theory. This study adapted only task proficiency, demonstrating effort and
personal discipline which were found relevant to the subject of discussion in this research work. Other
metrics according to Campbell (written and oral communication, facilitating team and peer
performance, supervision and management and administration) are inline but the thred jadapted are
more relevant to the researcher’s work. The Knowledge Infrastructure Capabilifg.dneasures were
adopted from Frischmann’s Infrastructure Theory. The measures are informiation technology use,

knowledge structure and knowledge culture?®.

The Mark Burgin Knowledge Process measures were adapted based on relevance to the independent
variable; knowledge process capability. The measures are.knowledge acquisition process, knowledge
storage process, knowledge dissemination process, and knowledge application process. The influence
of knowledge infrastructure capability on jobNperformance of administrative staff of Eko and lkeja
Electricity Distribution Companies inJ'agos State, Nigeria will be examined as shown in the
framework. The influence of knowled@e process capability on job performance of administrative staff
of Eko and Ikeja Electricity Distribution Companies in Lagos State, Nigeria will be examined as
shown in the framework./ The combine influence of knowledge infrastructure capability and
knowledge proeess.capability on job performance of administrative staff of Eko and Ikeja Electricity

Distributief®Cempanies in Lagos State, Nigeria will be examined as shown in the framework.

2.5 Summary of Literatures Reviewed

As the era of knowledge-based economy is emerging, the importance of knowledge management is
gradually increasing. The question of how the organization influence on theknowledge management is
becoming increasingly relevant. Literature upholds that knowledge management capability is of

highly importance in the job performance of organization. Thus, this has resulted in research interest
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in this field. Several scholars have conducted research on different aspects of knowledge management
capability which are infrastructure capability and process capability on job performance of Electricity
Distribution Companies*. Effects on customer knowledge management and performance, Customer
relationship building, The role of brand attractiveness and consumer brand identification, Influence of
innovation capability and customer experience on reputation and loyalty, Customer portfolio
management for improved job performance, Customer involvement capability and éﬁyice firm

&S

performance. Findings revealed that customer involvement as a relationship wi performance

and that firms should learn both infrastructure and process capability of k‘r%;}ge management to

enhance job performance. . %'\
S

The definition of knowledge has been a topic of discusaioQ&ﬁ:e ancient Greek times, with no
universally accepted single definition. Knowledge is a ,@%l notion that lacks a direct counterpart
in the tangible world, characterized as a complex q@ultifaceted concept with layers of meaning. In
the broader investigation, it was establi eg‘,_}:)} the capacity of knowledge infrastructure and
knowledge processing significantly infl the job performance of administrative personnel at Eko
and lkeja Electricity Distribution Conipanies, thus impacting their productivity. However, a lingering
inquiry in this context peﬁ@ I?e degree to which infrastructure capacity and process capacity,

serving as indicators ‘({‘Qp\vledge management capability, affect the day-to-day execution of their

contractual resp@ies by administrative staff, a question that remains unanswered.

Hence, t@gy is examining the knowledge management capability a big umbrella variable for
infrastructure capability and process capability on job performance of administrative staff of Eko and

Ikeja Electricity Distribution Companies, Lagos State, Nigeria.
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Chapter Three

Methodology

This chapter presents the method that will be used to carry out the study. The methods to beemployed
include: the research design for this study, the study population, computation of sample size, sampling
technique adopted, description of research instrument, validity and reliability oﬁ\&‘@, research

instrument, distribution of the research instrument as well as method of data ana,lys'Qg)

D>
3.1 Research Design
. 6'»

A cross-sectional survey research design will be used for this sK@D\o empirically investigate the
influence of Knowledge Management Capability on Job Pe'rfﬁ\'l;lance of Administrative Staff in Eko
and Ikeja Electricity Distribution Companies, Lagos S@?igeria. This research design will ensure
the collection of data from different individua 'a&%ygle point in time. This design is considered
appropriate for this study because it save%g!,) expenses and the amount of quality information
yielded is valid and reliable, while&h)&ry(b;archer’s bias is reduced because respondents complete

identically worded self-reporte ug\stionnaire. More so, it is less cumbersome than a longitudinal

survey design, and sever@% ave found it appropriate for studies of similar nature!.

3.2 Population of @

The pop@%f this study covers Two Hundred and Sixty-Four (264) Administrative staff in Eko
and Ikeja Electricity Distribution Companies in Lagos State, Nigeria. The reason for using the two
Head Offices is because the perceived gaps which form the aim of this study have been traced to exist

there?.
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Table 3.1: Population of EKEDC Administrative Staff

ADMINISTRATIVE STAFF CADRE
S/N EKO ELETRICITY DISTRIBUTION COMPANY TOTAL
(EKEDC)
1 Administrative Officer 31
2 Higher Executive Officer 48
3 Executive Officer 76
4 Confidential Secretary 20 . %
SUB TOTAL (175) Z)&\
L
IKEJA ELETRICITY DISTRIBUTION COMPANY N \\39
(IKEDC) ‘é
1 Administrative Officer 22
N
2 Higher Executive Officer i \<E 29'
3 Executive Officer &;Q 25
A )
4 Confidential Secretary N 13
A AN
SUB TOTAL A \S4 (89)
TOTAL . o 264
Source: Researcher’s work: 2023 ‘ )

3.3 Sample Size and Sampling Techniques (b"é

Q

This study has a total of two hun and sixty four (264) total population which is the total
'3
enumeration of the populati@wﬂl be used for the study which made up of administrative staff

cadres (Administrati\{i‘g,ﬁﬁcer, Higher Executive Officer, Executive Officer and Confidential

Secretary) in Ek@(eja Electricity Distribution Companies in Lagos State, Nigeria.

QQ
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3.4 Description of Research Instruments

The instrument to be used is tagged Knowledge Management Capability and Job Performance Scale
(KMCIJP scale). A structured questionnaire will be used to gather data from the respondents because it
easily analyses the structured questions and responses easily to achieve the study objective. The study
will also adopt the Likert scale design which allows the researcher to list options where respondents

QO

choice come from. The instrument is made up of three sections, which are as follows: .&\

Section A: This contains the demographic information of respondents whi &developed. The

Bio-data of respondents will be measured through four (4) factors, nam\ gender, age, qualification,
and years of experience. »&%\

Section B: This section constitutes the Job Performance SC%QI(II 15-items. The items were adapted
from existing literatures®. The Cronbach Alpha valu ﬁbe recorded. The scale will use a 4-point
response format of 4 = Very High Extent (V@%ﬁ igh Extent (HE), 2 = Low Extent (LE), 1 =
Very Low Extent (VLE). Examples of ques@ on task proficiency are; to what extent would you say

you are very fit at every task given@md to what extent is your attitude to work better than other

workers. ® ®

Demonstrating effect unti9us are: How often do you seek clarification about unclear assignment and

to what extent ca @nﬂuence other workers to embrace the trend in technology to their work.

Personal di e questions are: To what extent do you set an expectation for your dayand stick

to it and to what extent do you start a challenging task and able to stay focused onit until is completed.

Section C: This is Knowledge Management Capability with 15-items. The items were adapted from
existing literatures on Knowledge Management Capability*. The Cronbach Alpha value will be
recorded. The response options provided in this questionnaire followedthe 4-point response format of

4 = Strongly Agree (SA), 3 = Agree (A), 2 = Disagree (D), 1
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= Strongly Disagree (SD).
Examples of questions are: My company has clear rules for formatting or categorizing its product

knowledge, my company has clear rules for formatting or categorizing its process knowledge.

Examples of questions on knowledge process capability are: My company has processes for
generating new knowledge from existing knowledge, my company has processes for acquiring

knowledge about our customers. :&

3.5 Validity of Research Instrument : QO

The items for the instrument will be gathered through related litera}@igw and adaptation from
questionnaires that were previously used by other researchers. Face&@ontent validity will be done
with the input of the supervisor and other experts in .@%)eld of Information Management.
Corrections will be made and incorporatedin construc@u final questionnaire which will be given

out to the respondents for the study. C.J\\%

3.6 Reliability of Research Instrument '6

The researcher will subject the quesﬁé‘?re to a reliability test to check the internal consistency of all
items measuring each variablef=th® study. The reliability of theinstrument will be tested through a
pilot study using thirty ( opies of the questionnaire which will be administered to the
administrative st @‘adan Electricity Distribution Company (IBEDC), Dugbe, Ibadan which is not
part of the st@%a obtained was subjected to Cronbach’s alpha reliability test to establish internal
consister@f the items. The result has it that majority of the administrative staff opined that
knowledge infrastructure and process capability has a great influence of job performance of the

administrative staff of their unit.
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3.7 Method of Data Collection

Data will be collected to address the objectives of the study through a structured questionnaire in line
with existing literature. This instrument is appropriate with a cross- sectional survey design mainly

because it supports the collection of data regarding the opinions and perceptions o@bndents at a

°
point in time on current issues. . E QO

A letter of introduction will be obtained from the Head of Departme %Iﬁformation Management,
Lead City University, which will be addressed to the man%&%'}f Eko and lkeja Electricity
Distribution Companies (EKEDC and IKEDC) by introduc@ survey and the researcher. The letter
will describe the reasons for the survey and soliciting t@ninistrative staff to help fill and return the
questionnaire. The copies of the questionnaire '.l%a inistered by the researcher and with the help
of two trained research assistant, who wi%pdergo a day training, to ease the administration and

retrieval of the questionnaire. \)Q)

3.8 Method of Data Analysis 4%05

The researcher will ana@g%e data using the descriptive and inferential statistic. The use of the
descriptive statisti @s appropriate because it helps to describe and summarize datain terms of
frequency 's@ution, mean, standard deviation, and percentage of response about variables under
study, tl&/ answering the research questions. To test the hypotheses formulated, inferential
analysis will be used to analyze null hypotheses one to three using multiple regression analysis. All
hypotheses in the study will be tested at level of 0.05 significance. The data collected for the study will

be analyzed using Statistical Package for Social Sciences (SPSS), Version 24.
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Chapter Four: Results and Discussion of Findings

This chapter presents various findings drawn from the study. The following results presented are based
on the research questions and hypothesis raised, which the study has sought to answer.

4.1 Demographic Characteristics of Respondents

This segment presents the descriptive statistics of age, gender, educational qualification and year of

work experience. . @

Table 4.1: Percentage Distribution of Respondents by Age . é
NN

Age Frequency Percentage

25-35 years 212 81.5%

36-50 years 48 18.5%

Total 260 100

Source: Field Survey, 2023

N
Table 1 reveals the percentage distribution 0f<r651®\ts by age. Out of 260 respondents, 81.5% of

the respondents are 25-35 years old while @ of them are within the age range of 36-50 years. This

implies that the majority of the respﬁéﬁ are within the age range of 25-35years.

4

m 25-35 years W 36-50 years

Fig. 1: Pie-chart showing the percentage distribution of respondents by age
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Table 4.2: Percentage Distribution of Respondents by Gender

Gender Frequency Percentage

Male 139 53.5%

Female 121 46.5%

Total 260 100

Source: Field Survey, 2023 N

Table 4.2 reveals the percentage distribution of respondents by gender. Out of Z60%§>ndents, 53.5%

of the respondents are males while 46.5% of them are females. This impl@the majority of the

respondents that partake in the study are males. ° \%"
LN

H Male ® Female

\Y
Fig. 2: Pie-chaﬂ%&g the percentage distribution of respondents by gender.

Table 4.@ntage Distribution of Respondents by Qualification

Qualification Frequency Percentage
HND 141 54.2%
B.SC 41 15.8%
ND/NCE 78 30.0%
Total 260 100
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Source: Field Survey, 2023
Table 3 reveals the percentage distribution of respondents by qualification. Out of 260 respondents,
54.2% of them are HND qualified, 15.8% of respondents are B.sc holders, 30.0% are ND/NCE

qualified. This shows that majority of the respondent are HND holders.

&

%\%
\'w

® HND ® B.SC ® ND/NCE

NP
ib \:

Fig. 3: pie chart showing the percentage dis ion of respondents by qualifications.

P

Table 4.4: Percentage DistributioMespondents by Work Experience

AN
Work Experience Frequency Percentage
1-10years 202 77.7%
11-20 years 58 22.3%
Total 260 100%

Source: Field Survey, 2023

Table 4 reveals the percentage distribution of respondents by work experience. Out of 260 respondents,
77.7% of respondents have 1-10 years experienced in their field of work while 22.3% have 11-20years
work experience. By implication, respondents who have between 1-10years experience participated in

this study than their counterparts.
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&

Y\. )
m 1-10years ® 11-20 years

. ”
Fig. 4: Pie chart showing the percentage distribution of respondents b@experience.

4.2 Presentation of Research Questions . AQ)
Research Question One: What is the level of job pe@ce of administrative staff of Eko and

Ikeja Electricity Distribution Companies in Lag@te Nigeria?

Administrative Staff of Eko and Ikeja El city Distribution Companies in Lagos State Nigeria?

3o

S/N  Task Proficiency \) HE HE LE VLE Mean St. Dv

Table 4.5: Showing Frequency Distribugoer’ﬁe Respondents Based on Job Performance of

1 2 3 4

ﬁ'»
1 To what extent ou&u say 148 96 11 4 3.5346 .88026

you are V. ry@at every task (56.9%) (36.9%) (4.2%) (1.5%)
given todos

2 To extent is your attitude to 87 155 18 3.2654 57854
work better than other workers (33.5%) (59.6%) (6.9%)

3 To what extent did health 59 119 62 20 2.8346 .86522
problems limit the kind or (22.7%) (45.8%) (23.8%) (7.7%)

amount of work you could do
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To what extent 1is your
concentration on the job

To what extent did you find
yourself not working as carefully

as you should.

Mean

Demonstrating Effect

6

10

To what extent do you seek
clarification =~ about  unclear
assignment

Do you think population of staff
influence your frequency of
participation in the work place.

To what extent can you influence

102

(39.2%)

78

(30.0%)

3.2

105

(40.4%)

78

124
(47.7%)
84

(32.3%)

96

(36.9%)

11

22 12 3.2154 78583
(8.5%)  (4.6%)
73 22 3.3231 4.50434

(28.1%) (8.5%)

&

57 2 ‘%\3.1692 79223

(21.9%) [0 %)
@\ﬁ?

RS
3 @ 59 3.0115 .79808
(30.0%) (@ (54.0%) (28.0%)

S
@Q 7

43 7 3.4769 2.73181

other workers to embrace‘%;(e46.5%) (33.5%) (16.5%) (2.7%)

trend in technology to thgitswork.

To what extent @ ursue
common @for individual

staff Q
To@t extent are staff carried

along on day-day activities of
your office

Mean

123

118

14 5 3.3808 .67870

(47.3%) (45.4%) (5.4%) (1.9%)

103

121

30 6 3.2346 .74224

(39.6%) (46.5%) (11.5%) (2.3%)

33
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Personal Discipline

11

12

13

14

15

To what extent do you set an
expectation for your day and
stick to it

To extent do you come early to
work everyday

To what extent do you start
challenging task and able to stay
focused on it to completed

To what extent are used up
material get replenished in your
organization
To what

extent can people

21 110 22 6 34115 1.42098
(46.5%) (423%) (8.5%) (2.3%)
141 93 16 10 3.4038 77259
(542%) (35.8%) (6.2%) (3.8%) ®
113 116 26 5. dgg&z 72516
(43.5%) (44.6%) (10.0%) (1.@%\

.\%w
100 115 396&%\6 3.1885 70522
(38.5%) (4%@.0%) (2.3%)
162@@ 1 7 3.5269 70522

depend on you to do the work @A)) (30.8%) (4.2%) (2.7%)

you promise you will do \;b

Mean @w
\C)Q

Grand mean

Decision rule

QQ

Source: Field Survey, 2023

3.4

33

If mean ranges from

1-2.4=Very Low Level
2.5-2.9 =Low Level
3.0 -3.5 = High Level

3.6 — 4.0 = Very High Level.
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Table 4.5 reveals that based on the task proficiency, 56.9% and 36.9% agreed very high extent and
high extent that they are very fit at every task given to them. 59.6% and 33.5% agreed high extent and
very high extent that their attitude to work is better than other workers. 45.8% and 23.8% agreed to a
high extent and very high extent that health problems limit the kind or amount of work they could do.
47.7% and 39.2% agreed that their concentration on the job is to a high extent and very high extent.
32.3% and 30.0% agreed to a high extent and very high extent that they find themse‘l@yorking as
carefully as they should. Base on the demonstrating effect, 40.4% and 36.9% a hat they seek
clarification about unclear assignment to a very high and high extent. 43.5‘%} 30.0% agreed to a
high extent and very high extent that population of staff influence thel&\“e%&e'ﬁcy of their participation
in work place. 46.5% and 33.5% agreed to a very high and hig%@t that they can influence other
workers to embrace the trend in technology to their work. @) and 45.4% agreed that they pursue
o

common goal set for individual staff to a very high 2%1 extent 46.5% and 39.6% agreed to a very

high and high extent that the staff are carrie( al&

personal discipline, 46.5% and 42.3% to a very high and high extent that they set an

day-day activities of their office. Based on

O
expectation for their day and stick @.2% and 35.8% agreed to a very high and high extent that
they do come early to work ey, ay. 44.6% and 43.5% agreed to a high and very high extent that
they start challenging ta@l@ar able to stay focused on it to be completed. 44.2% and 38.5% agreed

to a high exten@'high extent that used up material get replenished in your organization. 62.3%
d

and 30.8% ag@ a very high and high extent that people can depend on them to do the work they
promise & that they would do.

The table above also reveals that self-competence job performance of administrative staff in Eko and
Ikeja Electricity distribution companies are high (G.M= 3.3). The measure of task proficiency (M=3.2)
is relatively lower compare to measure of demonstrating effects (M=3.3) and personal discipline
(M=3.4). However, the performance level is not at the optimum as there are rooms for very high level.

Also among other, the table reveals that health problems limit the kind or amount of work employees
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engages in the organization. Employees felt that population of their organization influences their
frequency a work.

Research Question Two: What is the level of Knowledge Management Capability of
Administrative Staff of Eko and Ikeja Electricity Distribution Companies in Lagos State Nigeria?
Table 4.6: Showing Frequency Distribution of the Level of Respondents Based Knowledge
Management Capability of Administrative Staff of Eko and Ikeja Electricity (Distribution

&

Companies in Lagos State Nigeria

S/N  Knowledge infrastructure SA A D SD ‘%ean St. Dv
capability 4 3 2 . )\&%"

1 My company has clear rules for 15 93 Q’)&Cq 52 3.5269 .60504
formulating or categorizing its (5.8% @%) (58.5%)
knowledge %

2 My organization uses 7 ( &}ﬂ 111 109 3.2615 78158
technology that allows its (27%) (11.9%) (42.7%) (41.9%)

monitor her competitors aﬁ&)

customers :‘%'\

3 My organiza 'onQ uses 5 27 136 90 3.2192 71526

technology; éﬂt allows (1.9%) (10.4%) (52.3%) (57.3%)

employ@ t

otherN\staff members in the

collaborate with

organization
4 In my organization, employees 9 30 130 91 3.1654 .76074
understand the importance of (3.5%) (11.5%) (50.0%) (35.0%)

knowledge to corporate success
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5 In my organization, high levels 3 16
of participation are expected in (1.2%) (6.2%)
capturing and transferring
knowledge

6 In my organization ,employees 2 32

are encourage to explore and (0.8%) (12.3%)

experiment

7 There is on-the-job training and 14 18
learning in my organization (5.4%) (6.9%)
Mean 33

Knowledge Process Capability

8 My organization has processes
(3.1% %

for generating new knowledge

from existing knowledge @

9 My organization has procesﬁ&) 138

for acquiring knowledg it (2.3%) (53.1%)
our customer C)QQ

10 My organi @ as processes 2 23
for d'ﬁib ting knowledge (0.8%) (8.8%)

thr@out the organization.

11 My organization has processes 2 28
for benchmarking performance  (0.8%) (10.8%)
12 My organization has teams 5 20

devoted to identifying best (1.9%) (7.7%)

115

138 103 3.3115 .63903

(53.1%) (39.6%)

101 123 3.3500 .73298

(38.8%) (47.3%) . @

. %?
109 119 ‘%}.2 08 .81611

(41. 9%) 8%)

6@

Q

100 129 3.3462 .76821

(38.5%) (49.6%)

116 3.4231 53978
(44.6%)
124 111 3.3231 66594

(47.7%) (42.7%)

107 123 3.3500 .70066
(41.2%) (47.3%)
108 125 3.6808 3.62664

(41.5%) (48.1%)



practices
13 My organization has processes 5 14 111 128 3.7154 3.61835

for transferring organizational (1.9%) (5.4%) (42.7%) (49.2%)

knowledge

14 My organization uses 4 9 108 139 3.4692 .64201
knowledge to improve (1.5%) (3.5%) (41.5%) (53.5%) . \(b,
efficiency . Qg)

15 My organization uses 2 8 117 133 ‘%}.4654 59822
knowledge to adjust strategic (0.8%) (3.1%) (45. 0%) ‘%)

direction Q’)&%
Mean 3.5 Q
Grand mean Q
Decision rule If me{n r&ﬁ from
= Very Low Level

& —2.9=Low Level

“  3.0-3.5=High Level
C)QQ 3.6 —4.0 = Very High Level.

Source: Field Su V@023

Table 4.6 re@at based on knowledge infrastructure capability, 58.5% and 35.8% strongly
disagree@ disagreed that the company has clear rules for formulating or categorizing its knowledge.
42.7% and 41.9% disagreed and strongly disagreed that their organization uses technology that allows
its monitor her competitors and customer. 57.3% and 52.3% strongly disagreed and disagreed that
their organization uses technology that allows employees to collaborate with other staff members in
the organization. 50.0% and 35.0% disagree and strongly disagree that in their organization,

employees understand the importance of knowledge to corporate success. 53.1% and 39.6% disagree
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and strongly disagree that in their organization, high levels of participation are expected in capturing
and transferring knowledge. 47.3% and 38.8% strongly disagreed and disagreed that in their
organization, employees are encourage to explore and experiment. 45.8% and 41.9% strongly
disagreed and disagreed that there is on-the-job training and learning in their organization. Based on
the knowledge process capability, 49.6% and 38.5% strongly disagreed and disagreed that in their
organization there are processes for generating new knowledge from existing know\ e. 44.6%
disagree that their organization has processes for acquiring knowledge about thej &mers. 47.7%
and 42.7% strongly disagreed and disagreed that their organization has @es for distributing
knowledge throughout the organization. 47.3% and 42.2% strongly di dand disagreed that their
organization has processes for benchmarking performance. 48.1%&;}%41.5% strongly disagreed and
disagreed that their organization has teams devoted to i@@{ymg best practices. 49.2% and42.7%
strongly disagreed and disagreed that their organizﬂ%ﬁs processes for transferring organizational

knowledge. 53.5% and 41.5% strongly disagre@é&“ﬂ

to improve efficiency. 51.2% and 45.0% ly disagreed and disagreed that their organization uses

iSagreed that their organization uses knowledge

knowledge to adjust strategic directiﬁv%

The table further reveals that Tedge management capability of administrative staff of Eko and
Ikeja Electricity Distri@tijg mpanies are high (G.M= 3.4). In comparison, the measure of
knowledge infra management (M=3.3) is lower than the measure of knowledge process
management @ce s (M=3.5).

Furthermoreythe table reveals that the organizations lack clear rules for formulating or categorizing its
knowledge, does not use technology that allows monitoring of competitors and customers, fail to use
technology that allows employees to collaborate with other staff members in the organization, there is
no room for experimentations on the part of employs. Coming from measure of knowledge process
capability, the organization lacks process or generating new knowledge from exiting knowledge,

process for distributing knowledge throughout the organization, process for benchmarking
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performance and for transferring organizational knowledge.

4.3 Testing of Hypotheses

Hypothesis One: There will be no significant influence of Knowledge Infrastructure Capability onjob
performance of administrative staff of Eko and Ikeja Electricity Distribution Companies in Lagos State,
Nigeria. ¢ \(b.,

Table 4.7: PPMC Summary Showing the Relationship Between Know,le%nfrastructure

Capability and Job Performance. \
Variables N Mean  St.Dv dfn-2) R . r?

Job Performance 260 49.4959 7.13318 258 0.;\ 20.01  0.06
Knowledge 260 23.2301 2.61592 258 Qh)&%
Infrastructure .Q\Q

Capability Q

Source: Field Survey, 2023 ( ©

Table 4.7 reveals that there is a signiﬁcagé.'%ationship between knowledge Infrastructure Capability
and job performance r(209) = 0.244@ 1, r*= 0.06. Thus, the null hypothesis is rejected. This table
further reveals that increase '@fdwledge infrastructure capability will lead to increase in job
performance. Effect size@@@ suggested that knowledge infrastructure capability account for 6% in

the variation of ¢ Il%l‘\l job performance. Other factors job performance are beyond the scope of this

study. Q
Hypothesis Tg: There will be no significant influence of Knowledge Process Capability on Job
Performance of Administrative Staff of Eko and Ikeja Electricity Distribution Companies in Lagos

State, Nigeria.
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Table 4.8: PPMC Summary Showing the Relationship Between Knowledge Process Capability and
Job Performance.

Variables N Mean St. Dv df(n-2) R Sig.
Job Performance 260 49.4959  7.13318 258 0.018  >0.05
Knowledge Process 260 27.7686  5.91348 258

Capability

Table 4.8 reveals that there is no significant relationship between knowledge Process Capability and job

performance r(209) = 0.018, p>0.05. Thus, the null hypothesis is accepted.

Hypothesis 3: There will be no significant combined influence of Knowlédge Infrastructure Capability
and Knowledge Process Capability on Job Performance of.Adniinistrative Staff in Eko and Ikeja
Electricity Distribution Companies in Lagos State, Nigerta,

Table 4.9: Summary of Regression for the Joint Contributions of Independent Variables to the
Prediction of Job Performance.

R =.246

R Square =.060

Adjusted R square =.053

Std. Error =6.94105

Sum of
Model Squares df Mean Square F Sig.
1 Regression 796.692 2 398.346 8.268 .000P
Residual 12381.804 257 48.178
Total 13178.496 259

Table 4.9 reveals significant joint contribution of the independent variables (Knowledge Infrastructure
Capability and Knowledge Process Capability) to the prediction of Job Performance. The result

yielded a coefficient of multiple regression R = .246 and multiple R-square =.060. This suggests that
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the two factors combined accounted for 5.3% (Adj.R>= .053) variance in the prediction of job
performance. The other factors accounting for the remaining variance are beyond the scope of this
study. The ANOVA result from the regression analysis shows that there was a significant effect of the

independent variables on the job performance, F (2259) =8.268, P<0.05.

4.4  Discussion of Findings

This segment presents the findings of the study and its convergence with prev1ous

Research question one examines the level of job performance of admlmstrat af of Eko and Ikeja
Electricity Distribution Companies in Lagos State, Nigeria. The result )QAS@ that job performance of

administrative staff is high. However, given the peculiarity of tk@éﬂizaﬁon as the one engaged in

rendering of essential services and the volume of s&s allocated to that sector, the job
performance of administrative staff is supposed to Qher. The measure of task proficiency is
relatively lower compare to measure of dem nstﬁ)}‘l effects and personal discipline. Also, among
others, employees felt that population E@eir organization influences their frequency at work.
Employees are the bloodline of an}&;ﬁzation and their Job Performance determine the continuous
existence of the organization. “proficiency is dwindling it will result in least performance. Also,
if the organization is cofiges ith employees who are lacking in task proficiency, this will mar the
overall performa e@ finding is in tandem with! who found that where task proficiency is lacking,
performance will be retrogressing.

The rese@question two examine the level of knowledge Management Capability in Eko and Ikeja
Electricity Distribution Companies in Lagos State, Nigeria. The findings reveal that the job
performance of administrative staff in Eko and Ikeja Electricity Distribution Companies are high. In
comparison, the measure of knowledge infrastructure management is lower than the measure of

knowledge process management process. The findings also reveals that the organizations lack clear

rules for formulating or categorising its knowledge, does not use technology that allows monitoring of
120



competitors and customers, fail to use technology that allows employees to collaborate with other staff
members in the organization, there is no room for experimentations on the part of employs. Coming
from measure of knowledge process capability, the organization lacks process or generating new
knowledge from exiting knowledge, process for distributing knowledge throughout the organization,
process for benchmarking performance and for transferring organizational knowledge.

Consistently, hypothesis one examines the influence of Knowledge Infrastructure C‘a@,}ity onjob
performance of administrative staff of Eko and Ikeja Electricity Distribution Com[@n Lagos State,
Nigeria. The result reveals that there is statistically significant influence of '}edge infrastructure
capability on job performance of administrative staff of Eko an&\@)aﬂElectricity Distribution
Companies in Lagos State, Nigeria. This finding is corroborated %evious researcher who reported
that knowledge management helps organizations to ¢ egs\,nd share new knowledge noticeably
quicker and more extensively than its competitors &o not manage knowledge well, enables
organizations to capture, codify, and dissemilet.e-)%i knowledge to improve the effectiveness and
efficiency of its operation, and impleme %vknowledge management may benefit a business in the
areas of overall cost reduction N%ing business process efficiency; faster R&D cycle time;
enhancing service quality an for consistency; and improving both employee and organization
performance?. Q)Q

In another study; edge infrastructure connects different members of the organization with
different sour@‘%ntemal and external knowledge which influence employees job performance.’ A
powerfu@wledge infrastructure strengthens the capabilities of the organization without which an
organization perform at diminished capacity.* In tandem, reported that there is a positive relationship
between effective knowledge infrastructural capability and overall organizational performance.
Additionally, findings showed that knowledge management is affected by organization's size, but not
by type of organization’. The results of this study are valuable in establishinga valid and reliable

survey instrument, as well as in providing strong evidence that knowledge management capabilities
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are essential to improving organizational performance currently and making important
recommendations for future research.

Also, the second hypothesis inquiry into influence of Knowledge Process Capability on job
performance of administrative staff in Eko and Ikeja Electricity Distribution Companies in Lagos State,
Nigeria. The findings reveal that there is no significant influence of knowledge process capability on
job performance. ¢ (b,,

In consonance, the third hypothesis probe the combined influence of Know, Efrastructure
Capability and Knowledge Process Capability on job performance of adml‘n%{}/e staff in Eko and
Ikeja Electricity Distribution Companies in Lagos State, Nigeria. The'r% cveals that the two factors

combined explained 5.3% in the variation of change of em job performance. In term of

magnitude, knowledge infrastructural capability is %@\predictor of Job Performance while
knowledge process capability predicting tendencies ﬁl

statistically significant. From the previous
studies, Knowledge process capabilities are @; associated with innovation performance. Firms
which develop better capabilities in pl@ing knowledge can innovate better’. The Dynamic
Capabilities view states that the eﬂ‘b& contextual variables on capability development cannot be
ignored’. Many researchers h \phasized three major factors for knowledge process capabilities
and organizational perf@. owledge management capabilities are organizational mechanisms
for generating kn. continuously®. It can encourage acquiring knowledge, protecting knowledge,
and facilitating, kriowledge sharing in an organization. To compete effectively, companies must
leverage@existing knowledge and create new knowledge that favorably positions them in their
chosen markets. To accomplish this, companies must develop the ability to use prior knowledge to
recognize the value of new information, assimilate it, and apply it to create new knowledge and
capabilities. The improvement of organization knowledge, the creation of new knowledge or
innovation, and improved employee job based on extended collaboration. Construction of aknowledge

repository and activations of communities of practice has been suggested to support overall employee
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performance.’

Previous studies argue that the rise of the knowledge-based economy has significantly transformed the
economies of developed countries from managed economies into entrepreneurial economies, which
deal with knowledge as both input and output. Consequently, knowledge management capability has
become a key asset for organizations and knowledge management is one of the driving forces of
business success and which drives employee performance. Yet, another study subhiK at critical
business knowledge and information is often contained in mostly unstructured (%bi&lentsin content
management systems. Therefore, content management based on knowledge‘%ectlves is crucial for
organization performance. Knowledge management capacity involvesibri 'hg together people with
various perspectives to look at specific problems, and by encoqéé people to share knowledge, a
better solution can be found. In general, orgamzatlon§: al knowledge management will use

numerous good practices, does not repeat mistakes e what employees learn from customers,

partners, or competitors to improve their perfo‘ma&
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123



G.Mehralian, J.Nazari, , G. Nooriparto, & H. Rasekh, “TQM and organizational performance using
the balanced scorecard approach”, International Journal of Productivity and Performance
Management, Vol. 66 No. 1, 2017, pp. 111-125.

T. Bolat, & O. Yilmaz, The relationship between outsourcing and organizational performance,
International Journal of Contemporary Hospitality Management, Vol. 21 No. 1, 2009, pp. 7-23.

T.S. Kiessling, R.G. Richey, J.Meng, & Dabic, M., “Exploring knowledge management to
organizational performance outcomes in a transitional economy”, Journalof World Business, Vol.

44 No. 4, 2009, pp. 421-433.

D. O. Kaldenberg, & B. W. Becker, Test of the Korman hypothesis: Performance, se é&% m, and
knowledge process among dentists. Psychological Reports, 69, 1997, 201-202.

R. A. Katzell, D. E. Thompson & R. A. Guzzo. How knowledge process an@wformance are and
are not linked. In C. J. Cranny. P. C. Smith, & E. F. Stone (Eds.) to JOb sa fact on 1992, (pp. 195-
217). New York: Lexington Books.

W. K. Kirchner, Relationships between general and specific amt@wam’ work and objective job
performance for outdoor advertising salesmen. Journal of App& ychology, 49, 1965, 455-457.

M. T. Matteson, J. M. Ivancevich., & S. V. Smith, Rel@&?g3 ype A behavior to performance and
satisfaction among sales personnel. Journal of Vocgl ehavior, 25, 1984, 203-214.

S.Im, & J.P Workman, “Market orientat on ivity, and new productperformance in high-
technology firms”’, Journal of Marketing, Ké No. 2, 2004, pp. 114-132.

employees. Journal of Applied Psy Y, 63, 1978. 263-265.

8

WV

C. Orpen, Relationship between job {sc{iﬁb’on and job performance among Western and tribal Black
ol

Chapter Five: Conclusion

124



This chapter presents and discusses the summary of findings, conclusions and provides useful
recommendations, contributions to knowledge and suggestions for further studies.

5.1 Summary of Findings

The aim of this study is to investigate the Knowledge Management Capability and Job Performance of
Administrative Staff of Eko and Ikeja Electricity Distribution Companies in Lagos State, Nigeria. The
study has five chapters so as to achieve its main objective. Chapter one presented the @ground to
the study which introduced that Job performance is the ability of enterprises.toé%;&er products or
services to customers using economical processes. It has become widely acc '\as a critical success
factor for companies across many industries. It is best described as the i% at' which all business units
in an organization work together to achieve core business goals.Q I%)%@edge management is defined as

the process of creating, storing, transferring, applyin saving organizational knowledge.

Knowledge management process developedemploye%r rding the increment of their knowledge

regarding the job performance activities a@
management. (b’ué

Literature Review of existing rele‘w%ﬁ:dies on the concept of job performance and knowledge

management capacity was don ‘%'\
Knowledge managemer@it:y

performance hi@ anization’s and employee ability to creating, storing, transferring, applying
i

as support to achieve the goal of knowledge

in this study is an important evidence which identifies that job

and saving or% zational knowledge for specific and general organizational tasks.

To be competitive in the digital age, employees and organization needs to be proficient in crating,
storing, converting and creating new knowledge from information gathered to be used for
organizational advantages. Performance was measured with task performance, demonstrating effect
and personal discipline while knowledge management capability was measured with knowledge
infrastructure capability and knowledge process capability. The empirical review was done to capture

the interaction between knowledge management capability and job performance in Eko and Ikeja
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Electricity Distribution Companies in Lagos State, Nigeria

Conclusion

In an organization with core objectives of providing essential services which has to be continuous in
nature and volatile nature of employees in recent time, managing organizational knowledge becomes
sacrosanct for continuity and optimum job performance. Knowledge management capability will help
employees store, retrieve, convert and use knowledge effectively thereby improving jo ormance.
Job performance which is a catalyst to organizational performance does not.co@ accident but
through constant efforts to up skill the basic knowledge that employee broﬁ%'}o the organization,
document it and retrieve for organizational uses when needed even in@gﬂsence of employee who
store the knowledge in the first. The basic knowledge possessed %ﬁloyee are not robust enough to

enhance competence and performance, hence there is neei %\qlowledge management capability. The

study concludes that knowledge management capabili
5.3 Recommendations ( )\\"

The goal of every research is to add t body of knowledge and promote society’s general

s a key role in enhancing job performance.

development by producing fresh in@on that will either improve the current situation or provide
new ideas and techniques fo@ﬁg problems. Based on the findings in this study, the following
recommendations were @%
1. Administr i@ ff should be trained on the job on how to be proficient in their tasks.
2. Knowledgermanagement capability procedures should be well enshrined into the organization
f(@ter performance.
3. Knowledge storing, retrieving, retrieval and usage skill should be inculcated into training
routine of administrative staff.
4. Knowledge infrastructure capability should be emphasised and implemented among
administrative staff so as to improve their competencies for better performance.

5. Task proficiency performance should be enhanced so as to improve overall organizational and
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employee performance.
6. Organization should leverage on technology in managing knowledge sharing among the staff
and for monitoring customers as well as staying ahead of competitors.
7. Organizations should device a custom-made approach for categorising and storing knowledge
for organizational uses so as to maintain competitive advantage and adjust accordingly when a
AL
8. Organizations should have clear rules for generating new knowledge a.ndd%)%uld be well

understood by employee. ‘@
. 6'\

5.4 Contribution to knowledge

skilful employee exit the organization.

This study offers significant contribution to literature concept@theoretically, and empirically.

Conceptually, the study focused on identifying gaps inli@@gpeﬁaining to knowledge management

capability and employee performance. The conc& framework of this study equally offers

conceptual contribution as it was constructe@

literature. Being the first model to comb(@ependent (job performance), and independent variable

e“researcher to analyse the gaps identified in

(knowledge management capabilit ith*measures ranging from dimensions of job performance such
as task proficiency, demonstratifigieffects and personal discipline. knowledge management capability
was measured with knowledge infrastructure capability and knowledge process capability respectively.
The model also ¢ @apted to suite future studies.

Empirically, t@st dy is able to add to literature on the knowledge management capability and job
performa@which could be a basis for reference for future study on knowledge management
capability. Moreover, the study provides findings which scholars can use to buttress the empirical
submissions in their studies. Overall, these above-mentioned points lay emphasis on the fact that this
study offers significant contribution to knowledge and has practical implication for the management

and administrators in the service-oriented organization.
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5.5 Areas of Further Research

This study investigated the influence of Knowledge Management Capability and Job Performance of

Administrative Staff of Eko and Ikeja Electricity Distribution Companies in Lagos State, Nigeria.

Nevertheless, to further broaden the frontiers of knowledge, the following areas of studies are

suggested for further research.

1.

3.

The present study was carried out in Eko and Ikeja Electricity distribution co y, further
studies in the area of knowledge management capability can be carried%) n production-
oriented organizations. ‘%\

This study investigated knowledge management capability of\ 1Strative staff in Eko and
Ikeja electricity distribution company, other variables tha@“@ influence performance can be

explored. Q&

A survey design was used in the course of the $tddy, and this means evidence of causality
cannot be established. Hence, further s@})\)}! consider longitudinal survey design to explain

causality over a long period of r quasi experimental design in other to manipulate

O
variables that might inﬂuené&'qu)erformance.

This study employed pri ata for collection of information from the administrative staff in
Eko and Ikeja el@ istribution companies, same study may be carried out in the nearest

future usi @condary data for collection of information.
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Appendix
Appendix I:
Questionnaire

A Sample of the Research Instrument

Lead City University, Ibadan
Faculty of Communication and Information Sciences,Department of Infonm n

Management
S
Dear Respondent, ‘\QO

I am a Post graduate student in the above-named institution. I am gathering'data for an academic
research titled “Knowledge Management Capability and Job Pertﬁanpe of Administrative
Staff in Eko and Ikeja Electricity Distribution Companies Is% State, Nigeria”. The
questionnaire is strictly meant for academic purpose. Kindly res onestly to the questions as
this will assist the researcher a great deal. To the best of th % archer ability, all information
provided shall be treated with utmost confidentiality. &

Thank you for your cooperation. Q

Yours faithfully, C")\‘\%

Q)‘b

Researcher
%w
SECTION A: Q) -data of Respondent
Instruction: Qe, tick (V) the appropriate answers to the questions asked below:

Gender: Q Male () Female ( )

. Age: 25-35years (), 3650 years (), 51 years and above ()

Qualification:. ND/NCE ( ), HND( ), B.Sc.( ), M.Sc.( ) Ph.D.( )MBA()
Others ()

. Work Experience: 1-10 years (), 11-20years ( ), 21 years and above ( )
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SECTION B: Job Performance

Please indicate the extent at which you agree or disagree with each statement in relation toJob
Performance in your company.

4 = Very High Extent; 3 = High Extent; 2 = Low Extent; 1 =Very Low Extent

S/N[To what extent do you agree with the following statement? VHE | HE | LE
4 3| 2
Task Proficiency
A

1. [To what extent would you say you are very fit at every task given to '&

you? . A@ I
2. [To what extent is your attitude to work better than otherworkers? Q\:‘O

N

3. [To what extent did health problems limit the kind or amount of wor oy, "

could do? "N
4. [To what extent is your concentration on the job? @" .

A

5. [To what extent did you find yourself not working as cés@lyas you

should? AN\

Demonstrating Effect \> v

A
6. [To what extent do you seek clarification aWar assignment?
A )

7. Do you think population of staff inﬂﬁ@ﬁour frequency

of participation in the work place? (b,

<

8. [To what extent can you inﬂuen&»ojber workers to embrace thetrend in

technology to their work? A

Q"

9. [To what extent do . u@%e‘common goal set for individual

staft? < )
10. [To what ext t%@taff carried along on day-to-day activities

of your ofﬁ%

Persc@:cipline
11. [To what extent do you set an expectation for your day and stickto it?
12. [To what extent do you come early to work everyday?
13. [To what extent do you start a challenging task and able to stay focused on

it until it is completed?
14. [To what extent are used up materials get replenished in your

organization?
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15. [To what extent can people depend on you to do the work you promise you
will do?

SECTION C: Knowledge Management Capability

Please indicate the extent at which you agree or disagree with each statement in relation to the
level of Knowledge Management Capability.

4 = Strongly Agree (SA); 3= Agree (A); 2 =Disagree (D); 1= Strongly Disagree (SD)

S/N [To what extent do you meet up to the following statement? SA | A | D
4 | 3|2
Knowledge Infrastructure Capability ) A;'O‘
o)

1. My organization has clear rules for formulating or categorizing its ) -~
knowledge. é‘\r

[ ) ﬂ
3. My organization uses technology that allows its monitor her \é )
competitors and customers. %

Y

4. My organization uses technology that allows ernploy,eeJQtK)y
collaborate with other staff members in the organization,\_

5. [In my organization, employees understand the ir@ﬁé of
knowledge to corporate success.

6. [[n my organization, high levels of partici ﬁ@gre expected in
capturing and transferring knowledge. (83 \

7. |In my organization, employees are encequraged to explore and
experiment. ,\%

8. [There is on-the-job training and lea@Q‘ in my organization.
)

Knowledge Process Capabil& "y

9. My organization has pr; s*for generating new knowledge
from existing knowledges

10. My organization i@%cesses for acquiring knowledge about our

customers.;\Q

11. My  organization  has processes for distributing
knovM@hroughout the organization.

12. [My otganization has processes for benchmarking performance.

13. My organization has teams devoted to identifying best practice.

14. My organization has processes for transferring organizationalknowledge
to individuals.

15. My organization uses knowledge to improve efficiency.

16. My organization uses knowledge to adjust strategic direction.

Thank you.
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A: Personal Data

Name:

Date of Birth:
Nationality/State of Origin:
Marital Status:

Phone Numbers:

E-mail Address:

CARANE ol g ol

B: QUALIFICATIONS AND EXPERIENCES

1. INSTITUTIONS ATTENDED WITH DATES

Lead City University

The Polytechnic, Ibadan
The Polytechnic, Ibadan
The Polytechnic, Ibadan
Lagelu Grammar School

Mount Olivet Grammar School

Baptist Primary School

Bio-data

Tobi Emmanuel, OLAYANJU
Oth August, 1984

Nigeria/Oyo State

Married
08058526930/07018532028

olayanjutobi4christ@ gmail.cor@
4

%\%

B

2019
2012

2. ACADEMIC QUALIFICA@TAINED WITH DATES:

Office and Information Man

N

Q)‘b

ent

Office Tec@@%nd Management

Q retarial Studies

Prelim Management Business Com.
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B.Sc

First Class (Distinction)
Lead City University
Ibadan

2019

Higher National Diploma (HND)
Upper Credit
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2012

National Diploma (ND)

Upper Credit
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2008

Pre-ND

Statement of Result
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mailto:olayanjutobi4christ@gmail.com

National Examinations Council NECO
Community High School
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2004

West African Examinations Council WAEC
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2003

Junior Secondary Certificate Examination JSCE ) %
Mount Olivet Gramm hool
Ibadan ° QO
2000 ‘@
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'6' 2009 to date
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%" 2008-2009
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2008

Vice President I

National Association of Secretarial Students
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2008
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E: PROFESSIONAL QUALIFIC

Professional Membe
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g l—égons Computer Learning Centers
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Class Representative
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