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Designing and Explaining the Effectiveness Model of Knowledge
Management on the Effectiveness of Service Organizations: A
Mixed-method Approach
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Abstract: The present study aimed to identify the components of
knowledge management and examine their impact on organizational
effectiveness. For this purpose, a mixed-method approach was used. In
the qualitative stage, the knowledge management components were
initially determined by theoretical and empirical literature review;
afterward, the agreement among 11 experts on the extracted components
was obtained by the Kendall agreement coefficient (W), using the three
stages of the Delphi panel. In a quantitative stage, the knowledge
management questionnaire was developed based on the qualitative stage
results and administered, along with the organizational effectiveness
questionnaire, to 293 individuals, selected by convenience sampling.
The construct validity of both questionnaires was assessed by
confirmatory factor analysis, which showed good results. Furthermore,
the reliability coefficients of the knowledge management and the
organizational effectiveness questionnaires, estimated by Cronbach’s
alpha, were .96 and .93, respectively. Path analysis and structural
equation modeling were used to analyze the quantitative data. The
results revealed that knowledge management positively influenced
organizational effectiveness, and about %7.6 of its variance was
explained by knowledge management. Among the knowledge
management components, only knowledge creation, knowledge
retention, and knowledge application positively influenced
organizational effectiveness. It can be concluded that knowledge
creation, retention, and application need to be emphasized in achieving
organizational effectiveness.

Keywords: Knowledge management effectiveness, Organizational
effectiveness, Knowledge creation, Knowledge retention, Knowledge
application, Organizational effectiveness innovation, Organizational
effectiveness profitability
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