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The present study aims to propose a model for knowledge management training
in ISACO automotive after-sales service companies. The research method is
applied in terms of objectives and exploratory mixed-method (qualitative-
guantitative) in terms of data. In the qualitative dimension, it is a self-emerging
grounded theory, and in the quantitative dimension, it is a cross-sectional
survey. The research field includes several experts (individuals introduced by
professors, holding a PhD and conducting research in the field of knowledge
management) in this domain, and in the quantitative section, all company
employees (holding a bachelor's degree or higher and familiar with knowledge
management) totaling 140 people. The sampling method in the qualitative
section was purposive and snowball sampling, with 18 experts selected,
reaching theoretical saturation at the 15th expert. In the quantitative section,
based on the Morgan formula for sample size determination, 106 people were
selected as the sample size. In the present study, after open and axial coding,
the measurement tool was developed in the form of a questionnaire, which was
sent to the experts for selective coding and validation. Consequently, a
researcher-made questionnaire was designed and distributed randomly among
the stratified sample. The collected data were analyzed using descriptive and
inferential statistics, and finally, a model consisting of 7 dimensions, 26
components, and 138 indicators was identified. The identified dimensions,
within a homogeneous structure, support the constructs of the proposed
knowledge management training model in automotive after-sales service
companies. According to this model, companies in this industry can progress
toward the enhancement of knowledge management training. The proposed
model can be used as a framework for organizations to define improvement
and development actions.
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Introduction

Knowledge management (KM) has become a critical strategic asset for organizations aiming to
maintain a competitive edge in today's rapidly evolving business environment. Effective KM practices
enable organizations to harness collective expertise, foster innovation, and enhance operational efficiency.
In the context of automotive after-sales service companies, KM plays a vital role in ensuring that service
personnel are equipped with the latest knowledge and skills to meet customer demands effectively (walton
& Guarisco, 2007). However, implementing a robust KM system requires a structured approach, particularly
in training and development programs. This study proposes a model for implementing knowledge
management training within ISACO automotive after-sales service companies. The proposed model aims
to provide a comprehensive framework that integrates various dimensions of KM, ensuring that employees
can continuously acquire, share, and apply knowledge in their roles.

Methods and Materials

The research employs an exploratory mixed-method approach, combining both qualitative and
quantitative data collection and analysis techniques. In the qualitative phase, the study utilizes a grounded
theory methodology to develop the initial framework of the KM training model. Data were collected
through in-depth interviews with 18 experts in the field of KM, selected using purposive and snowball
sampling methods. The sample reached theoretical saturation after 15 interviews, ensuring that the data
were rich enough to inform the model's development.

In the quantitative phase, a cross-sectional survey was conducted among 140 employees of
ISACO, all of whom held at least a bachelor's degree and were familiar with KM concepts. The sample
size was determined using the Morgan formula, resulting in 106 respondents. A researcher-made
questionnaire, validated through selective coding by the experts from the qualitative phase, was used to
collect data. The questionnaire measured various dimensions of the proposed KM training model using a
seven-point Likert scale. The data were then analyzed using descriptive and inferential statistics, including
factor analysis and structural equation modeling (SEM), to validate the model's structure and identify the
key components that influence the effectiveness of KM training.

Findings and Results

The study identified a seven-dimensional KM training model comprising 26 components and 138
specific indicators. The dimensions include needs assessment, organizational culture, knowledge
structure, technology, educational capabilities, learning groups, and training evaluation. Each dimension
was found to be interrelated, forming a cohesive structure that supports the overall KM training
framework.

The findings from the qualitative phase highlighted the importance of a systematic approach to
KM training, where each dimension plays a crucial role in enhancing the overall effectiveness of the
training program. For instance, the needs assessment dimension ensures that the training content aligns
with the organization's strategic goals and the employees' skill requirements. The organizational culture
dimension emphasizes the need to foster a learning environment that encourages knowledge sharing and
continuous improvement. Similarly, the technology dimension focuses on the tools and platforms



necessary for effective KM implementation, while the educational capabilities dimension highlights the
importance of skilled trainers and appropriate training methods.

The quantitative analysis further supported the qualitative findings, with factor analysis revealing
that each dimension significantly contributes to the model's overall effectiveness. The SEM results
indicated that the proposed model has a good fit, with all paths showing significant relationships between
the dimensions and the components within them. The model's predictive validity was also confirmed,
suggesting that it can be effectively used to guide KM training initiatives in automotive after-sales service
companies.

Discussion and Conclusion

The proposed KM training model offers a comprehensive framework that automotive after-sales
service companies can adopt to enhance their KM practices. The model's multi-dimensional approach
ensures that all aspects of KM training are addressed, from assessing the needs of the organization and its
employees to evaluating the effectiveness of the training programs. By integrating dimensions such as
organizational culture and technology, the model not only focuses on the content of the training but also
on the environment in which the training takes place, ensuring that the knowledge gained is effectively
applied in practice.

The study's findings align with existing literature on KM and training, which emphasizes the
importance of a structured approach to KM implementation (Bagherizi, 2021; Karimi, 2016; Rashid Alipour,
2019). The identification of 138 specific indicators provides a detailed roadmap for organizations to follow,
ensuring that each aspect of the KM training is carefully planned and executed. Moreover, the model's
validation through both qualitative and quantitative methods enhances its reliability and applicability in
real-world settings.

However, the study acknowledges several limitations. First, the research was conducted within a
specific context—ISACO automotive after-sales service companies—Ilimiting the generalizability of the
findings. Future research could extend the model's application to other industries or geographic regions to
test its robustness. Additionally, while the study provides a comprehensive framework for KM training, it
does not address the potential challenges organizations may face in implementing the model, such as
resistance to change or limited resources. Further research could explore strategies to overcome these
challenges and enhance the model's practical applicability.

In conclusion, the proposed KM training model represents a significant contribution to the field of
KM, offering a structured and validated approach to training in automotive after-sales service companies.
By adopting this model, organizations can ensure that their KM practices are effectively integrated into
their operations, leading to improved service quality, employee performance, and overall organizational
success. The model's emphasis on a holistic approach to KM training, incorporating multiple dimensions
and specific indicators, provides a valuable tool for organizations seeking to enhance their competitive
advantage through effective KM practices.
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