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Abstract:

This research attempts to establish a link between human resource management practices and knowledge management
processes in knowledge intensive service sectors. The key dimensions of these three research constructs have been identified.
Metric has been developed for the empirical investigation of the relationships between these constructs. Structural Equation
Modelling (SEM) using partial least square techniques has been used to test these hypotheses with a sample size of 491
knowledge workers (330 - Higher educational institutions and 161 from the IT companies) to investigate the empirical
relationships between the factors. Among 20 hypotheses being tested 14 were accepted and the rest were rejected. The
testing of the hypotheses enabled the identification of the key dimensions of HRM practices which have bearing on KM
processes. Implications of the study would enable the strategic planning managers to make their human resource
management practices more effective so as to enhance the knowledge management processes.
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1. Introduction

Two major knowledge intensive service sectors in India are Educational Institutions and the IT companied which contribute
significantly to the national GDP. Globalization has imposed a strict adherence to the international quality standards and Human
Resource Management (HRM) is now one of the major disciplines of both academic and research interest.

In the context of knowledge intensive service organizations, Human Resource Management Practices (HRP)have a major role to play
in the Organizational Performance. Many researchers have undertaken both qualitative as well as quantitative studies on the direct
impact of HRP on the KM (e.g. Chen & Huang, 2009; Camelo-Ordaz et al., 2011; Jimenez-Jimenez & Sanz-Valle, 2013 and Kesti &
Syvijarvi, 2015). Knowledge intensive service organizations in their group include: educational institutes, hospitals, software
industries, legal consultants, banks, marketing services, consultancy services etc. The major resources in such organizations will be
intellectual capital, or more specifically, the knowledge residing in the minds of the employees of such organizations. While
Knowledge Management (KM) is the enabler for tapping such knowledge which is stored in the minds of the people in the
organization and making it available for everyone to use for the organizational growth, neither the influence of HRP on the KMP nor
the influence of KMP on the ORP has been studied in depth to the extent required. This study is important because a lot of resources
have been invested on the development of KMP so there is a need for its worth justification and it can be only through the assessment
of its contribution to the ORP. It is under this backdrop of the importance gained by the knowledge as a ‘strategic asset’ in the
knowledge intensive service organizations, this research has been conducted to assess in quantitative terms the impact made by the
KMP as a mediator between the HRP and ORP.

2. Literature Review

2.1. Human Resource Management Practices (HRP)

HRP is a multi-dimensional construct which encompasses a large number of strategic processes and practices. It is a known fact that
HRM as such has been dealt by many authors as normative models (Ogedegbe, 2014). Owing to the challenges posed by IT revolution
where customers are very well informed and know what quality of service to expect for the price paid, the focus of research has
shifted mainly on the Organizational Performance, which is to be achieved mainly through human resources (Becker et al., 2006).
Thus, there have been many studies which have made attempts to test the significance of relationship between HRP and KMP (Bratton
& Gold, 2007; Wattanasupachoke, 2009; Ogunyomia & Bruningb, 2016).
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Identifying the dimensions which best represent the research construct of HRP is an ongoing process. Research literature is rich with
articles which propose many different dimensions and the selection of these dimensions are purely context based and time dependent.
Through the process of AHP a set of dimensions has been identified in this research for the research construct HRP, which are
presented below (Table 1).

Dimension

Author, Year

Description

Sample Item

1.Recruitment &
Selection

Shaw and Fairhurst, (2008),
Anantatmula & Shrivastav
(2012) and Valentine &
Powers (2013)

It is the complete process from identification of need for a
job to the attracting of the talent, screening, selection and

induction of the most suitable person for the job.

The recruitment processes in this
organization are impartial.

2.Compensation
& Reward

Armstrong (2005), Bob
(2011), Pearce (2010),
Anyebe (2003)

This constitutes measuring job values, designing and
maintaining pay structures, paying for performance,
competence and skill, and providing employee benefits

Our organization has an incentive
scheme for encouraging
employee participation in quality
improvement.

3.Performance
Appraisal

Randell, (1994), Armstrong
and Baron (2005)

It is a systematic evaluation of individual performance
linked to workplace behavior, requirements, objectives,
accomplishments, targets, and/or specific criteria of the
organization and is undertaken using a performance
management system.

Performance appraisal is done by
the immediate supervisor and
scrutinized by the higher
authorities.

4. Teamwork

Pitt (2008), Scarnati (2001),
Harris & Harris (1996),
Fisher, Luca & Tarricone
(2001)

Teamwork refers to the process of establishing and
developing a greater sense of collaboration and trust
between team members. Interactive exercises, team
assessments, and group discussions enable groups to
cultivate this greater sense of teamwork

There are specialized teams for
various tasks.

5. Training &
Development

Mayo (2001), Foley (2004),
Verma and Dewe, (2004),
Pearce & Robinson (2009),
Kougias et al. (2013).

This involves an expert working with trainees to impart
knowledge, skill, and attitude so that they become more

effective in their job with complete up to data knowledge.

Training and development
programmes are designed based
on the needs from time to time
and institutional objectives in
mind.

2.2. Knowledge Management Processes (KMP)

Table 1: The Dimension, Meaning, Literature Support, and the Sample Item - HRP

Learning is gaining an importance more than ever before because the World economy has shifted towards the concept of knowledge as
a strategic asset (Walczak, 2005). Ahmed et al., (2015) have observed that the most efficient strategic planners are on the lookout for
the most recent knowledge in their area of business research so that they can surpass the expectations of their customer.
Disappointments connected with past administration choices has inspired managers to look for the most modern information which
can be transformed into knowledge.
Intangible assets mainly in the form of intellectual capital play a key role in helping organizations achieve higher level of
organizational performance (Jimenez-Jimenez &Sanz-Valle, 2013). Knowledge has already taken over other forms of resources such
as land, labour, and capital (RaSula et al., 2012). While it comes to the measurement issue of KMP the following dimensions become
important in terms of the service sectors in general and the IT and higher Education sectors in particular (Currie and Kerrin, 2003;
Cabrera et al., 2006; Remco and Dennis, 2009 and Senge, 2012). Through the process of AHP a set of dimensions have been
identified for this research, which are presented below (Table 2).

Dimension

Author, Year

Description

Sample Item

1. Knowledge
Acquisition

Leonard-Barton (1992),
Ulrich et al., (1993),
Kim (1998), Senge
(2012)

Knowledge acquisition is the process the company uses
for obtaining new information and knowledge

Organization provides multiple
sources of information to enable
the faculty and the students to
acquire knowledge.

2. Knowledge
Distribution

Cabrera et al. (2006)
Koffman and Senge

It comprises the dissemination of acquired knowledge

This process is principally accomplished through

between different individuals or units within a company.

Organization has formal
mechanisms to guarantee the
sharing

(2012) informal interactions among the employees of the of best practices among different
company. fields of the activity.
Mmbaevg (2003), Processes required in order that information is All organization members share
3. Knowledge MacKenzie et al., .. . . .
. understood and assimilated by employees in order to the same aim to which they feel
Interpretation (2005) Remco and .. .
: transform it into a new common knowledge. committed.
Dennis (2009)
. . .. . The organization has databases to
. Walsh and Ungson It is both the tacit and explicit knowledge stored in the . .
4. Organizational . L . stock its experiences and
(1991), Currie and database of the organization and made available for the
Memory . knowledge so as to be able to use
Kerrin (2003) future use.
them later on.
Table 2: The Dimension, Meaning, Literature Support, and the Sample Item - KMP
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3. Research Objectives
The aim of this research is to study the dynamics of human resources management practices and knowledge management processes to
accomplish this aim, following objectives have been developed.

1. Identify the dimensions which constitute the human resources management practices and knowledge management processes
as relevant to knowledge intensive service organizations.
Develop a metric to measure above mentioned research constructs and validate it.
Develop a hypothetical model linking the various dimensions of the research constructs.
Obtain the empirical evidence for the inter-relationships between the dimensions of the research constructs.
Draw implications and make suggestions to the organizations to enhance the performance of human resources management
processes.

DAl

4. Research Methodology

4.1. The Hypothetical Research Model
As per the objectives of the research the hypothetical model to study the mediating influence of HRP and KMP is as discussed below.

4.1.1. Linking HRM Practices to KM Processes
Many researchers have attempted to seek relationship between HRM and KM (e.g. Soliman &Spooner, 2000; Hislop, 2003; Shih &

Chiang, 2005; Oltra, 2005; Scarbrough, 2003; Storey & Quintas, 2001; Khandekar & Sharma, 2005 and Lendzion, 2015). Learning in
the context of a knowledge intensive service sector demands assimilation of both external and internal data, information and
knowledge which could be acquired from within the company or from outside. The main determinant to learning is considered to be
the involvement and commitment of the employees of the process (Minbaeva, 2005; Jimenez-Jimenez, 2013; and Omotayo, 2015).
The challenge to learning lies in the ability to identify the knowledge-oriented HR practices. Active research has been on to identify
the processes which actually facilitate the processes of learning.

Jimenez-Jimenez (2013) starting with 34 items representing HRM practices and further reduced them to seven basic dimensions of
HRM which include job design, teamwork, staffing, career development, training, performance appraisal, and compensation. This
grouping is just the identification of the HRM practices which have a significant influence on KM processes, which are of interest to
this study. Literature review of KM and knowledge management has classified these contributing factors into individual and
organizational factors (Fong et al., 2011). The former refers to employee motivation, information ownership, benefits and ethics etc.,
whereas the latter refers to organizational culture, HRM practices, and leadership etc. There are certain HRM practices that are found
to be effective in encouraging knowledge sharing (Cabrera and Cabrera, 2005) which are discussed below.

1. Recruitment and Selection
Recruitment and selection are two activities of the staffing function of HRM carried out to acquire the right quantity and quality of
employees at the right time which involves the matching of the knowledge, skills and attitudes of the candidate, to the specifications
and requirements of the job (Chatman, 1991). Once the new employee recruited, high individual and team work performance is
expected (Goodman and Svyantek, 1999) through a proper knowledge utilization. In an organization that treasures knowledge sharing,
person to organization fit is significant because the original value and characteristics of the new recruit should embrace knowledge
sharing too, in order to strengthen the dominant culture of knowledge sharing focused in the firm. Currie and Kerrin (2003) through a
case study has proved that an inaccurate selection process results in poor knowledge sharing across functional units thus bringing
down form performance. On the contrary the right selection of the candidate who suits to the job requirement may facilitate
knowledge sharing which is a vital component of knowledge management (Taisir, &Tarhini, 2015). In this regard, recruitment and
selection are anticipated to be associated with KM processes. This forms the basis for the postulation of the following hypotheses
(alternative hypothesis).

— H;: Recruitment & selection has a significant influence on knowledge acquisition.

— H;: Recruitment & selection has a significant influence on knowledge distribution.

— Hj: Recruitment & selection has a significant influence on knowledge interpretation.

— Hy: Recruitment & selection has a significant influence on organizational memory.

2. Compensation and Reward
Compensation and reward have a proved influence on employee motivation towards work. Decenzo & Robins, (2008) have on the
basis of motivational theories proved that compensation and reward reinforce the motivation for improved individual performance by
employees through better learning, commitment and knowledge sharing. Further employees were found to repeat positive behavior in
anticipation of rewards and recognition by the firm. Compensation and reward programs implemented by firms, promoted knowledge
sharing (Zarraga and Bonache, 2003). With the right reward system installed, employees within a firm will be prompted to share
knowledge with one another (Ooi et al., 2009). It was also observed that employees were reluctant to share knowledge operate under
silos where information and knowledge hoarding took place (Goh, 2002), Clearly, this phenomenon works against knowledge sharing
practices in a firm (Fong et al., 2011). The company should rather establish a different form of compensation system, which focuses
on group-based compensation, in order to stimulate knowledge exchange and sharing within group members in an organization
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(Yahya and Goh, 2002). All these observations have been based on qualitative studies by these authors and there was no dimensional
level of empirical evidence. Hence, the following hypotheses were formulated.

— Hs: Compensation & reward has a significant influence on knowledge acquisition.

— Hg: Compensation & reward has a significant influence on knowledge distribution.

— H;: Compensation & reward has a significant influence on knowledge interpretation.

— Hjg: Compensation & reward has a significant influence on organizational memory.

3. Performance Appraisal
Performance appraisal is defined as a formal system of review and evaluation of individual or team task performance. An effective
appraisal system evaluates accomplishments of work performance and the information gathered can be used for recruitment, training
and development, compensation and internal employee relations (Mondy, 2010 and Nayeri, &Rostami, 2016). Konovsky and
Cropanzano (1991) have shown that when the employees in a company perceived that the performance appraisal is fair and just, the
employees would have a positive perspective of the firm, and this would increase their commitment towards the firm. Jaw and Liu
(2003) proposed that it is essential for firms to make known the results of the performance appraisal to the employees, and
consequently enforce remedial actions for the underperforming employees. Thus, a performance appraisal system can serve as a
positive pressure in stirring on employees to thrive for better performance, through greater knowledge sharing among themselves.
Hence, it is important to study the effect of performance appraisal on knowledge sharing behavior and hence the following hypotheses
have been formulated.

— Hy: Compensation & reward has a significant influence on knowledge acquisition.

— H,p: Compensation & reward has a significant influence on knowledge distribution.

— H;;: Compensation & reward has a significant influence on knowledge interpretation.

— Hj,: Compensation & reward has a significant influence on organizational memory.

4. Teamwork
Knowledge management is a team-based operation and does not work on individuals performing in isolation. As defined by
Katzenbach and Smith (1993), a team comprises a small assembly of people, possessing different skills that complement one another,
to attain a common goal in which the members hold themselves responsible. Knowledge sharing is about communicating information
and ideas from one employee to another and sharing of knowledge can be encouraged through forming working teams in
organizations. Lim and Klein (2006) opined that cohesive teams consist of members with similar norms, representing ideas or beliefs
about how members are expected to behave. In the context of knowledge sharing, cohesive teams with knowledge sharing value will
consider knowledge sharing as a “code of conduct” of the team. This self-regulated behavior in the team enables the team members to
share their knowledge with one another willingly.
For sharing of knowledge to happen within a firm, according to Goh (2002), the firm’s working environment should comprise team
members who are cooperative. Hence, it is essential for a firm to create and nurture various teams for sharing of knowledge
(Zarraga&Bonache, 2003). The researchers are confident that teamwork can be established through HRM practices which create an
environment that encourages behaviors leading to trust and overtime, enhances knowledge management in the organization and this
theoretical background has led to the postulation of following hypotheses.

— Hj;: Teamwork has a significant influence on knowledge acquisition.

— Hy4: Teamwork has a significant influence on knowledge distribution.

— Hjs5: Teamwork has a significant influence on knowledge interpretation.

— Hjs: Teamwork has a significant influence on organizational memory.

5. Training and Development
According to Noe et al. (2008), training is described as a planned effort designed by the organization in assisting its employees in the
learning process of job related competencies, such as knowledge, skills, or behaviors that are vital for the success of individual’s job
performances. Development refers to formal education, job experiences enhancement, assessment of personality and abilities that help
employees prepare for the future (Noe et al., 2008). Training and development activities are proven to give positive effect on company
performance (Valle et al., 2009). Training is important in the context of knowledge sharing as employees have an opportunity to
exchange information and ideas during formal training sessions or informal interactions between two or more individuals (Ipe, 2003).
Apart from formal training, informal training and learning is equally important in knowledge sharing, as described by Ramirez and Li
(2009) who found that external learning take place when employees communicate with supply chain and share ideas and assimilate
knowledge. Knowledge transfer could also occur via supplier when employees undergo training to use a new piece of equipment or
technology. The employees in turn will teach the customers, this is another example of teaching and knowledge sharing (Ramirez and
Li, 2009). The bottom line is that training can help to overcome some constraints in knowledge sharing, such as learner’s lack of
motivation, low absorption capacity and integration capability (Rhodes et al., 2008). Even though there are insufficient studies that
investigate the effect of training and development on knowledge sharing, it is anticipated that the relationship exists (Fong et al.,
2011). In order to clarify the relationship between the two constructs, the following hypotheses have been proposed.

— Hj: Training & development has a significant influence on knowledge acquisition.

— Hjg: Training & development has a significant influence on knowledge distribution.
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— Hjo: Training & development has a significant influence on knowledge interpretation.
— Hpy: Training & development has a significant influence on organizational memory.
The complete theoretical research model is depicted in figure 1.

Enabler Qutcome
HRM Practices KM Processes
Recruitment &

selection E\\_

H4
i Knowledge
acquisition
Compensation
& reward
HaEs Knowledge
distribution
Performance
appraisal HItoH12
Knowledge
M interpretation
Teamwork e
Organizational
H1T 10 H20 mEman

Training & V

development

Figure 1: Hypothetical Research Model

4.2. Development of the Questionnaire

The development of the questionnaire was through the standard procedure of skimming through the available scales and metrics,
consulting with the experts in the field, qualified respondents, and mainly through the literature (Chilisa, 2011). However, as the three
research constructs were of research interest to both academics and practitioners in service as well as product industries standard
questionnaires which were available and some of the items were readily usable with little or no modification to suit to the
requirements of this research. The dimensions used under each of the research constructs, the contributing authors, the descriptions
and the sample item of the questionnaire is given in the section Literature Review. The questionnaire had three distinct components of
primary data collection: the first was demographics, the second quantitative data through Likert 5-point scale, and the third qualitative
data through open-ended questions.

4.3. Sample Description

Considering the intensive use of knowledge and its application for the achievement of business goals and objectives the two sectors
chosen were Higher Educational (HE) Institutions and the IT Companies. Ease of access to the employees and data collection through
electronic means was also the inclusion criterion.

In Tamil Nadu State there are 21 state government universities, 14 central government institutions, 08 state & central government joint
support universities, 28 private universities (deemed to be universities) and there are more than 100 colleges affiliated to these
universities (MHRD, 2015). While obtaining the actual number of faculty in these institutes is beyond the scope of this research as the
number is ever growing an estimation was made to define the population size and it was found that about 25,000 faculty members are
working as Asst. Professor, Associate Professor, and Professor in these institutes. There are 238 IT parks and 1683 software exporting
units in Tamil Nadu and about 2,70,000 employees in IT industries in Tamil Nadu (Suresh, 2014).

As per the second generation statistical analysis of Structural Equation Modelling used in this research, sample size is not an issue as
long as the minimum sample size criterion of above 200 is satisfied. The software has the technique of bootstrapping through which
extrapolation into any sample size is possible. However, to be sure of the minimum sample size, the approach of specifying the
precision of estimation desired first, and then determining the sample size necessary to ensure it (Kothari, 2010) was adopted,
according to which, the sample size necessary is about 188, however, to get a better sample distribution the sample size chosen in this
research is 491 (HE institutions = 330; IT companies = 161). The main objective of this research is not the inter-sector comparison,
instead the study of the impact of the human resources management practices on knowledge management processes and hence
proportionate random sampling was not necessary and simple random sampling has been adopted. The sample size estimation is based
on the 2% defect in sample (based on pilot study) and an acceptable error of 2%. The target respondents were the teaching faculty
from HE institutions and managers from the IT companies.
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4.4. Method of Data Collection

Questionnaires were administered both on personal and electronic mode. Out of 600 questionnaires distributed, 520 completed
questionnaires were collected back after repeated pursuit (8§7% return rate). Informal interviews have also been conducted with the
employees during the field visits. The sample has been randomized across the knowledge workers in the HE institutes and the IT
companies in Tamil Nadu. The quantitative analysis through the questionnaire survey has been substantiated with the views of the
knowledge workers both through the questionnaires as well as field visits.

4.5. Pilot Study and Analysis

The survey questionnaire is then subjected to a pilot test for a sample size of 32 for the content, construct and criterion validity. It was
also subjected to confirmatory factor analysis and the original 51 items questionnaire is reduced to 30 items. This questionnaire is used
for the primary data collection for the sample size of 491. The data thus collected was subjected to analysis which included descriptive
statistics & inferential statistics using IBM SPSS 19, LISREL package for Goodness of Fit calculations, and SEM package SmartPLS
2.0 for constructing the measurement and structural model.

5. Results and Discussions

5.1. Demographic Details of Respondents

This section presents the demographic distribution for an understanding of the respondents’ characteristics and their distinct features.
As the descriptive provides an idea about the respondents details and background it provides strength to the inferences which are
drawn through the data. The respondents chosen for this research are the knowledge workers of the Higher Education (HE) institutions
and the IT sector. The total sample size in this research was 491 (HE institutions = 330; IT companies = 161). The majority of the
respondents happen to be male (67.6%) in this research. Majority of the respondents are in the age group of 20-30 years (40.5%)
followed by the age group of 30-40 years (27.5%). Educational qualification wise, majority of the respondents were post-graduates
(40.5%) followed by graduates (26.9%). In terms of experience, majority had five to 10 years of experience (58%). The majority of
the respondents were in the salary range of Rs. 20,000/= to 40,000/= (57.2%). Thus, the respondents are by and large normally
distributed across each of their characteristics and majority are from a group which is competent enough to provide the required
information both in qualitative and quantitative forms and are mature enough, adequately qualified, well-experienced, and are
competent enough to provide data and information for this research.

5.2. Measurement Model

The maximum likelihood method of estimation was chosen for conducting SEM analysis. Table 3 represents the Goodness of Fit
(GOF) indices for both the initial measurement models and final measurement model for all constructs. The last two rows represent
GOF results for the full measurement model and recommended values for acceptable GOF. The overall GOF measures for some of the
initial models did not meet the acceptable criteria, so the models were revised based on assessment of factor loading and suggestion
from modification indices. This resulted in reduction of 45 item original a priori metric, into 27 item scale which was subjected to
GOF test criterion. GOF results for both individual measurement models and full measurement models are within the acceptable range
with non-significant y2 (Chi-square) (>=0.05), goodness fit index (GFI), adjusted goodness fit index (AGFI) and Tucker-Lewis Index
(TLI) values greater than 0.9 and Root Mean Square Error of Approximation (RMSEA) value < 0.10.

Construct No. of e Df p 1*/Df GFI AGFI | RMSEA TLI
Items
RCT - Initial 5 62.35 4 0.05 3.3 0.96 0.94 0.53 0.93
RCT - Final 3 74 2 0.36 2.1 0.88 0.82 0.03 0.97
CMR - Initial 5 183.3 4 0.05 15.5 0.96 0.8 0.24 0.93
CMR - Final 3 4.74 2 0.75 1.3 0.86 0.84 0.02 0.93
PRA- Initial 5 2454 4 0.02 2.6 0.92 0.86 0.03 0.94
PRA - Final 3 2.5 2 0.15 0.5 0.95 0.94 0.07 0.98
KNA - Initial 5 123.2 4 0.04 30.6 0.94 0.84 0.13 0.84
KNA - Final 3 1.64 2 0.32 0.5 0.86 0.94 0.12 0.96
KND - Initial 5 121.3 4 0.04 20.4 0.92 0.94 0.06 0.93
KND - Final 3 2.6 2 0.68 0.8 0.84 0.94 0.03 0.92
KNI - Initial 5 85.5 4 0.004 10.8 0.92 0.97 0.04 0.97
KNI - Final 3 8.3 2 0.16 2.8 0.93 0.8 0.04 0.93
ORM - Initial 5 342.9 4 0.04 85.5 0.96 0.94 0.13 0.91
ORM- Final 3 6.4 2 0.66 1.8 0.95 0.87 0.08 0.92
>=0.05 <=3.0 >=0.9 >=0.9 <=0.1 >=0.9
Table 3: Goodness of test results for measurement models

Legend:

Recruitment & Selection (RCT) Knowledge Acquisition (KNA)

Compensation & Reward (CMR) Knowledge Distribution (KND)

Performance Appraisal (PRA) Knowledge Interpretation (KNI)

Teamwork (TMW) Organizational Memory (ORM)
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Training & Development (TRD)

To verify the reliability of the latent variables in the model, internal consistency reliability measure, item reliability measure and
composite reliability measures were calculated. Table 4 shows the Cronbach’s alpha coefficient and the composite reliability result for
the final model. The alpha coefficient has the acceptable value ranging from 0.6 to 0.9, indicating a moderate to high level of internal
consistency. The composite reliability estimate also ranges from 0.6 to 0.9 indicating moderate to high reliability values. The results of
the convergent validity assessed based on factor loading (> 0.6) indicate a strong effect of the factor on the variable of study (Table 5).
To test for discriminant validity, the square root of average variance extracted (AVE) for each construct was compared with the
correlation between the construct and the other constructs. Table 6 shows acceptable discriminant validity between each pair of

construct, with all AVE square roots greater than the correlation between the constructs.

AVE | Composite Reliability | R Square | Cronbach’s Alpha | Communality | Redundancy
CMR 0.67 0.8564 0 0.7424 0.67 0
KNA 0.63 0.8283 0.6387 0.6654 0.63 0.1157
KND | 0.7363 0.8924 0.668 0.8171 0.7363 0.4407
KNI 0.7451 0.8973 0.6849 0.8263 0.7451 0.2647
ORM | 0.8004 0.9231 0.4041 0.8749 0.8004 0.0996
PRA | 0.6867 0.8631 0 0.7663 0.6867 0
RCT 0.364 0.5757 0 0.6165 0.364 0
TMW | 0.4084 0.6272 0 0.8813 0.4084 0
TRD 0.74 0.8951 0 0.8248 0.74 0
Table 4: The Reliability Measures of the Data
CMR KNA KND KNI ORM ORP PRA RCT TMW TRD
CMR2 0.8943 0 0 0 0 0 0 0 0 0
CMR3 0.6426 0 0 0 0 0 0 0 0 0
CMR4 0.8928 0 0 0 0 0 0 0 0 0
KNA1 0 0.5134 0 0 0 0 0 0 0 0
KNA3 0 0.9535 0 0 0 0 0 0 0 0
KNA4 0 0.8469 0 0 0 0 0 0 0 0
KND1 0 0 0.8964 0 0 0 0 0 0 0
KND2 0 0 0.9326 0 0 0 0 0 0 0
KND3 0 0 0.7319 0 0 0 0 0 0 0
KNI1 0 0 0 | 0.8652 0 0 0 0 0 0
KNI2 0 0 0| 0.9273 0 0 0 0 0 0
KNI4 0 0 0| 0.7918 0 0 0 0 0 0
ORM1 0 0 0 0 0.8579 0 0 0 0 0
ORM2 0 0 0 0 0.8881 0 0 0 0 0
ORM3 0 0 0 0 0.9362 0 0 0 0 0
PRAI1 0 0 0 0 0 0] 09191 0 0 0
PRA4 0 0 0 0 0 0| 0.5743 0 0 0
PRAS 0 0 0 0 0 0 0.941 0 0 0
RCT1 0 0 0 0 0 0 0] 0.8219 0 0
RCT3 0 0 0 0 0 0 0| 0.7368 0 0
RCT4 0 0 0 0 0 0 0| 0.6308 0 0
TMW1 0 0 0 0 0 0 0 0 0.887 0
TMW4 0 0 0 0 0 0 0 0 0.7149 0
TMWS5 0 0 0 0 0 0 0 0 0.6262 0
TRD1 0 0 0 0 0 0 0 0 0] 0.8909
TRD2 0 0 0 0 0 0 0 0 0] 0.8463
TRD3 0 0 0 0 0 0 0 0 0| 0.8425
Table 5: Factor Loading after Reduction
CMR KNA KND KNI ORM PRA RCT TMW TRD
CMR 1 0 0 0 0 0 0 0 0
KNA 0.6564 1 0 0 0 0 0 0 0
KND 0.5985 0.8376 1 0 0 0 0 0 0
KNI 0.7599 0.632 0.5408 1 0 0 0 0 0
ORM 0.3052 0.2518 0.354 0.377 1 0 0 0 0
PRA 0.7249 0.6887 0.6422 0.6584 0.1916 1 0 0 0
RCT -0.4592 -0.4814 -0.5746 -0.4927 -0.2125 -0.3296 1 0 0
TMW 0.5024 0.575 0.5209 0.6053 0.5298 0.604 -0.2488 1 0
TRD 0.8557 0.7282 0.7216 0.7732 0.492 0.6549 -0.4758 0.635 1

Table 6: Inter-item Correlation and Discriminant Validity
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5.3. Structural Model

From the main hypotheses testing the causal relationship between the constructs of study was established and a differential causation
was observed for the research constructs. So, the next research question that was to be addressed was dynamics between these
constructs when these variables are interlinked through the theoretical models. The obvious solution was the Structural Model of the
SEM which has been described in the previous chapter. Structural model of the analysis gives the inter-relationships between the
exogenous and the endogenous variables of study. This is used for the hypothesis testing at the macro level of the latent variables. The
factor loadings after reduction, path coefficients, and R* are shown in Figure 2 and the t-values are shown in Table 7 and Figure 3. For
all the relationships established, the path coefficient values ranged from 0.03 to 0.6 and the R* values were up to 0.9 (Table 4) which is
quite adequate in comparison to the other research studies in this field (cut off 0.1) (Andriessen, 2004; Anantatmula, 2007; Fletcher
and Harris, 2011; Olubunmi, 2015). The strength of the relation is moderate and the percentage influence of the exogenous variables

on the endogenous variables as expressed by R” is acceptable.

LILILlyYy LIdldlilililily

The SEM indicated that the following hypotheses were supported:

H;: Recruitment & selection has a significant influence on knowledge acquisition.
H,: Recruitment & selection has a significant influence on knowledge distribution.
H;: Recruitment & selection has a significant influence on knowledge interpretation.
Hg: Compensation & reward has a significant influence on knowledge distribution.
H7: Compensation & reward has a significant influence on knowledge interpretation.

Hy: Performance appraisal has a significant influence on knowledge acquisition.

: Performance appraisal has a significant influence on knowledge distribution.
: Performance appraisal has a significant influence on organizational memory.
5: Teamwork has a significant influence on knowledge interpretation.
: Teamwork has a significant influence on organizational memory.

: Training & development has a significant influence on knowledge acquisition.

: Training & development has a significant influence on knowledge distribution.

: Training & development has a significant influence on knowledge interpretation.
: Training & development has a significant influence on organizational memory.

Following hypotheses are not supported:
H,: Recruitment & selection has a significant influence on organizational memory.
H;: Compensation & reward has a significant influence on knowledge acquisition.

Hg: Compensation & reward has a significant influence on organizational memory.
H,,: Performance appraisal has a significant influence on knowledge interpretation.
Hj3: Teamwork has a significant influence on knowledge acquisition.
Hy,: Teamwork has a significant influence on knowledge distribution.

Original Sample Standard Standard
Sample Mean Deviation Error T Statistics Hypothesis
0 ™) (STDEYV) (STERR) (IO/STERRI)
CMR > KNA -0.1307 -0.092 0.1657 0.1657 0.7888 Unsupported
CMR -> KND -0.3837 -0.3229 0.1456 0.1456 2.6352* Supported
CMR -> KNI 0.2969 0.2726 0.1066 0.1066 2.7863* Supported
CMR -> ORM -0.1606 -0.1589 0.1896 0.1896 0.8471 Unsupported
PRA ->KNA 0.3775 0.3626 0.1141 0.1141 3.3075* Supported
PRA -> KND 0.4044 0.384 0.0791 0.0791 5.1103* Supported
PRA -> KNI 0.1134 0.1345 0.0948 0.0948 1.1954 Unsupported
PRA -> ORM -0.3351 -0.3305 0.0896 0.0896 3.7392% Supported
RCT ->KNA -0.1797 -0.1503 0.113 0.113 1.6902*** Supported
RCT -> KND -0.3139 -0.2749 0.117 0.117 2.6821* Supported
RCT -> KNI -0.1518 -0.1297 0.1037 0.1037 1.6637*** Supported
RCT -> ORM -0.0224 -0.0186 0.0726 0.0726 0.3084 Unsupported
TMW ->KNA 0.0767 0.0739 0.0935 0.0935 0.8208 Unsupported
TMW -> KND -0.0209 0.0036 0.0961 0.0961 0.2172 Unsupported
TMW -> KNI 0.1898 0.1787 0.0717 0.0717 2.646* Supported
TMW -> ORM 0.4608 0.4775 0.1223 0.1223 3.7671* Supported
TRD ->KNA 0.4585 0.4467 0.1604 0.1604 2.8594* Supported
TRD -> KND 0.6491 0.6025 0.1312 0.1312 4.946* Supported
TRD -> KNI 0.2521 0.2661 0.1236 0.1236 2.0396** Supported
TRD -> ORM 0.5457 0.5194 0.1821 0.1821 2.9971* Supported

*#k% (0% significance; t>1.64); **(5% significance; t>1.96); * (1% significance; t>2.58).

Table 7: t-statistic of Hypothetical Research Model
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6. Findings and Implications to the Strategic Managers

Through literature review it was found that there were many research studies which have linked the human resource management
practices and human knowledge management processes. A number of theoretical models were available for establishing these
linkages. Nevertheless, there was no empirical model that had established the relationship between the specific dimensions of these
research constructs specifically in the context of IT sectors and Higher Education sectors. The identification of this research gap led to
the development of a hypothetical research model which formed the basis of this study. So, the first finding of this research is the
hypothetical model which links the dimensions of aforementioned three research constructs.

Through the Hypothesis testing it was found that Recruitment and selection had significant influence on Knowledge acquisition,
Knowledge distribution, and Knowledge interpretation. This finding is in consistence with the earlier research findings by a group of
researchers in different organizational settings (e.g. Hislop, 2004; Chiang & Chuang, 2011; Fong et al., 2011; Tan &Nasurdin, 2011;
Jimenez-Jimenez &Sanz-Valle, 2013; Obeidat et al., 2014). Knowledge workers hold the key to progress in the knowledge
(Decenzo& Robins, 2008) and acquisition of people with exceptional skills, knowledge, experience and attitude is a high priority task
in the knowledge driven organizations of today (Brindusoiu, 2013). Poor recruitment decisions can have long-term negative effects
such as high training and development costs to minimize the incidence of poor performance, disciplinary problems, disputes,
absenteeism, low productivity, poor service delivery to customers, and high turnover which in turn impacts on staff morale
(Brindusoiu, 2013). Thus, the managers and the policy makers of the service sectors should have detailed policies and procedures in
place to inform the objective, fair, equitable, consistent and responsible application of recruitment and selection practices.
Standardized methods and procedures must be developed and used to ensure compliance with the constitutionally prescribed values
and principles. Thoroughly consider what skills, knowledge, competencies, training and traits the employees require to fill the vacant
posts before advertising these. Valid selection criteria have to be used. Also, there is a need to constantly monitor the recruitment and
selection processes. These are the specific implications for the managers and the policy makers of the knowledge intensive service
sectors.

It has been found through hypothesis testing that Compensation and reward has a significant influence on Knowledge distribution and
Knowledge interpretation. This finding is in alignment with the outcome obtained by a group of researchers (e.g. Lengnick-Hall
&Lengnick-Hall, 2003; Scarbrough, 2003; Oltra, 2005; and Khandekar and Sharma, 2005; Lee & Ann, 2007). Compensation and
reward has to be considered as a strategic tool by the knowledge intensive service sector policy makers and the managers. Knowledge
distribution and knowledge interpretation are the key KM processes which are influenced significantly by the Compensation and
reward. It has been found by a group of researchers that these processes are vital for the very existence of the organization and sustain
the business (Gold et al., 2001 and Alavi and Leidner, 2001). However, it has also been observed that it is the very Compensation and
reward systems which prevent the knowledge distribution and knowledge interpretation by the employees as they operate in silos and
do not share knowledge due to internal rivalry (O’Dell & Grayson, 1998). Hence, the policy makers and the managers of the service
sector under consideration have to consider the issue of handling Compensation and reward with utmost care so that it motivates the
employees and at the same time does not develop professional rivalry.

Hypothesis testing indicates that Performance appraisal happens to be one of the important dimensions of HRM practices because it
influences the three dimensions of KM processes: Knowledge acquisition, Knowledge distribution, and Organizational memory. In
terms of the linkage between the Performance appraisal and KM dimensions many former researchers have obtained similar results in
the service and product based industries (e.g. Kamdar et al., 2002; Robertson and Hammersley, 2000; Soliman and Spooner, 2000;
Hislop, 2003; Hannula et al., 2003; and Shih and Chiang, 2005). Performance appraisal has emerged out to be one of the important
dimensions of KM processes because it influences Knowledge acquisition, Knowledge distribution, and Organizational memory. It is
observed that the knowledge management activities supporting individual performance are using individual knowledge for business
productivity, enriching the depth of business knowledge, building core competencies and creativity & innovation and hence it is
imperative that Performance appraisal must have a component which considers these aspects of an employee. Developing person-to-
person knowledge sharing, protecting knowledge, acquiring knowledge from other employees and enriching the breadth of business
knowledge also forms very important component of KM and the knowledge intensive service organizations must consider these
aspects also in the performance appraisal so that there could be one to one discussion of the employee with the immediate supervisor
on these aspects during the appraisal process.

Teamwork as revealed through the hypothesis testing has influence on the Knowledge interpretation and Organizational memory. This
is because, unless people work in groups and develop collective knowledge in the organizational context, knowledge interpretation
cannot be effective and the organizational memory cannot be expanded. This finding is in alignment with several other researchers
(e.g. Sydanmaanlakka, 2001; Chung et al., 2013). Traditional approach of working in isolation or even informal networking has been
replaced through teamwork in the knowledge driven economy and the classic case discussed by many researchers in the case of
Boeing company which is one of the leaders of KM (Guay, 2001). Another popularly quoted organization is Microsoft which is the
result of teamwork by all the employees (McCampbell et al., 1999). Soliman and Spooner (2000) postulate that KM teams are
required not only to improve the performance and standing of the enterprise but also to ensure the effectiveness of the KM
programme. Thus the revelation of hypothesis is in alignment of the earlier findings. This implies that the policy makers and the
managers of the knowledge intensive service sectors must have a clear plan for developing teamwork in their organization. One best
practice that can be shared in all the knowledge intensive service sectors is that the concept of ‘cross functional teams’ may be
introduced which consist of members from all the departments. When this team meets and discusses strategic issues ideas will come
from many different sections of the organization and it sets a direction for future organizational development. At the same time the
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team educates all the members on how to use knowledge as a strategic tool in various activities of the individual department. Best part
of the cross functional teams is that it ensures KM effectiveness and will be responsible for monitoring the progress of KM activities.
Training and development happens to be the only dimension which has influence on all the four dimensions of KM processes as per
the hypothesis testing. This result has been in consistence with the finds by earlier researchers (e.g. Napierala et al., 2005,
Chandavimol et al., 2013; Omotayo&Olubunmi, 2015). Today’s organizations are looking for a transformation towards Learning
Organization and to achieve it the employees should be constantly trained to learn about the company, the culture, the industry, the
market, and so on (Galagan, 2003). There is a systematic process in place in today’s successful organizations which links the Training
and development to the KM success. The ‘learning communities’ is the key which is supported through the Training and development
activities, which form the knowledge networks and contribute to the KM success (Allee, 2000). The organizational goals are identified
by the learning communities and it is discussed thoroughly on how increased knowledge can make the organization reach there
(Butschler, 2002). Analysis of training objectives provides taxonomies that may be used to characterize organizational knowledge
needs and the training programmes are designed accordingly (Gaines, 2003). Training and development had emerged out to be the
only dimension which influenced all the dimensions of KM processes and hence the policy makers and the managers of the knowledge
intensive service sectors have to consider this dimension seriously and channelize their resources to strengthen this dimension. First
and foremost, the top management must identify the leading trends in the service industries and how they intend to transform their
organization with the right kind of knowledge to go with the trend and also to identify the most critical competencies which need to be
developed to meet the challenges posed by the trend and plan for the training and development programme accordingly (Naughton &
Rothwell, 2013). It is imperative that in the knowledge intensive service organizations the competitive advantage is through service
differentiation, cost leadership, and superior performance and there is a need to provide an opportunity for the employees to develop
their competencies, skills and knowledge to aim towards these factors. Naughton & Rothwell (2013) also suggest that while planning
for a training programme it is very important to keep abreast of newer and emerging technologies, and make the trainers act more than
the deliverer to a facilitator, content curator, information and knowledge manager, and also builder of learning communities. It is also
worthwhile to establish a culture of connectivity and collaboration between the members of the team via mobile and social technology.
Knowledge management has emerged out to be a dimension which has a significant influence on organizational performance. So, one
of the most important implications to the policy makers and the managers of knowledge intensive service organizations is that the
most effective means to achieve better KM performance is through strengthening the HRM practices. It is implied that the managers
of the service sectors need to consider the four major critical success factors recommended by a group of researchers who have
extensively worked on the KM models and arrived at: the human based factors (leadership, culture, and people); organizational factors
(processes and structures); technology based factors (infrastructure and applications); management (strategy, goals, and metrics)
(Shin, 2004; Pawlowski and Bick, 2012; Bamgboje-Ayodele& Ellis, 2015; Salami and Ogbeta, 2015) all of which have bearing on the
performance of the human resources. It is a general observation that KM processes heavily rely on technology and the service
organizations need to invest on these technologies particularly the Information Technology (IT). A set of organizational changes are
strongly recommended based on the information gathered through the field visits and the extensive literature review in which the past
experience of the service organizations have been analysed. To have a positive impact on elements of knowledge, IT has to be
introduced in a phased manner. It is also necessary that IT is backed up by changes in people, organizational climate and
organizational processes. Organizational change helps an organization to optimize processes and define process oriented structure.
Further, a behavioral and cultural change has to be brought in the service providers to develop flexibility to adapt to the changing
situations. A strong culture, trust and transparency in all areas of the organization may be necessary to make the KM processes to be
effectively supported by the knowledge workers.

7. Conclusion

This research primarily focussed on the mediating influence of the dimensions of the HRM practices: recruitment & selection,
compensation & reward, performance appraisal, teamwork, and training & development on of KM processes: knowledge acquisition,
knowledge distribution, knowledge interpretation, and organizational memory. It was revealed through the hypothesis testing that
recruitment and selection had a positive association with knowledge acquisition, knowledge distribution, and knowledge interpretation
in the knowledge intensive service industries. Compensation and reward had a significant influence on knowledge distribution and
knowledge interpretation. Performance appraisal has been causally linked to knowledge acquisition, knowledge distribution, and
organizational memory. Teamwork was found to be causally linked to knowledge interpretation as well as organizational memory.
Training & development had a significant influence on knowledge acquisition, knowledge distribution, knowledge interpretation, and
organizational memory. All these results were in accordance to the earlier findings in various other contexts.

At the same time, surprisingly recruitment & selection and compensation & reward had no significant influence on organizational
memory, compensation & reward had no significant influence on knowledge acquisition, performance appraisal had no significant
influence on knowledge interpretation, teamwork had no significant influence on knowledge acquisition, and knowledge distribution,
and also, recruitment & selection, compensation & reward, teamwork, and training and development. These results are in
contradiction to the earlier findings of the researchers.

Analysis of the corroboration of the research findings with earlier research and the informal discussions with the knowledge workers
in the two knowledge intensive service sectors considered in this research led to the development of the strategic implications to the
managers of the knowledge intensive service industries which may be considered these organizations for enhancing their
organizational performance.
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The research has a few limitations which provide scope for future research. First of all, this is mainly a quantitative analysis and all the
limitations of the second generation statistical analysis are applicable to this research. Sample size has always been an issue in
empirical studies and in this research even though the standard formula has been adopted the assumptions in the formula act as the
limitation for the possibility of generalization of the results completely. Finally, this is a perceptions based study and has its own
methodical limitations. Future researchers may consider the possibility of studying the combined influence of knowledge management
as well as total quality management as the mediating variable. In this modern era based on knowledge economy this research is quite
timely and the implications to the managers drawn in this research may be of immense use in enhancing the organizational
performance through an effective set of KM processes developed by efficient human resource management practices.
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