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Abstract

This study examines holeaders and managers can influekoewledge managemenki)
among front line hospitality employeeSor this purpose, this study investigates knowledge
oriented leadership (KOL), supervisory orientations, and Leader Member Exchange (LMX), as
antecedents of KM. Thithesisalsoexamines the mediating effeat employee work attitudes,

i.e. affective comntiment, creative sekfficacy, and employee work engagement in the
relationship of KMwith KOL and LMX. It also discusses employee goal orientations including
learning orientation, and performance orientation as mediator in the relationship of KM practices
with supervisory orientations. This study also explores the right combination of leadership
behaviours with different personality traits of employees i.e. which leadership behaviour works
best with which personality trait in order to predict KM among eygés. Furthermore, this
thesisemphasisesn the importance of KM ithehospitality sector by discussing service quality,
service quality efficacy, and employee innovative work behaviour (IWB) as service outcomes of
KM among employees.

Furthermorehis study explores the factdardluencingthe use of information systeftg) to
create knowledge, through qualitative research methods. The qualitative findings can help the
leaders and managers to take the actions accordingly in ordecdarage empjees tocreate
knowledge. To identify the types of knowledge workers in the hospitality industry, cluster
analysis is also conducted, to divide the employees into the clusterg pbtential knowledge
workers, loyal learners, moderate knowledge workgessonality driven knowledge workers,
and high potential knowledge workerQualitative findings of the study are based on semi
structured interviews of hospitality employees.

For the quantitative study, this study collects primary data from 330 liree hospitality
employees. To test the impact of leadership and managerial styles on KM, and to test the service
outcomes of KM, this study uses SPSS, Smartpls, and AMOS graphics to apply structural
equation modelling. For the cluster analysisrdrdical clustering is employed using the wards
method and Euclidian distance measure, which is folldwel-Mean clusteringExpectation
maximization (EM) technique is applied to replace the missing vahuethermorethe
role ofthedemographics in detaining the cluster membership is also examined.

Thisresearctiound thathere is positive association i @OL with KM, creative seHefficacy,
affective commitmentand employee work engagemefurthermore,these werk attitudes
partially mediatehe relationship of KOL and KM practices among employddss study also
found the positive and direct effect of supervisory end result and capability orientation on
employee learning orientation. However, results do not support the negaitivence of
supervisory activity orientation on employee learniggal orientation. Supervisory end result
orientation does not affect employee performance orientation significantly, however supervisory
activity orientation is positively associated, and supervisory d#yadrientation is negatively
associated with employee performance orientation. Results also found the positive association
between employee learning goal orientation and KM practices, but no association is found
between employee performance orientat@odl KM practices. Finally, supervisory end result
orientation and capability orientation are found to have positive indirectsdie&M practices,
buttheindirect negativeassociation ofctivity orientatiorandKM practices is not supported by
the resilts. Results also indicate that LMX significantly and positively affects knowledge
management, directly, and also indirectly through employee affective commitment, work
engagement, and creative sefficacy. Then this study examines the effect of KM a@rvce
outcomes, and reveals a positive direct effect of KM on employee and service quality efficacy.
Furthermore, KM indirectly and positively affedsrvice qualitythrough employee and service
quality efficacy. Results also support the direct posigffect of Service quality efficacy, and
employee orservice quality Through qualitative data analysis this study explores different
reasons why employees Usgo analyse multiple information in order to create new knowledge.



Furthermore qualitative m¢hodology is also used to confirm the quantitative findings with a
different approach.

Qualitative results categorize the factortoithree major categorie®rganizational, job
related, and employee personal factors. Results of cluster analy=sastreat employee attitudes,
personality traits, and goal orientation plays a crucial role to differentiate the knowledge workers.
Furthermoredemographic factors including gender, education, and work experience are crucial
in determining the cluster memiship. Compariso of clusters through MarAwhitney test
indicates that cluster of high potential knowledge workers is most suitable for knowledge work,
and loyal learners are the least suitable. Krugkallis test shows that cluster membership plays
a sgnificant role in influencindKkM among employees.

This thesiscontributes to the existing knowledge ibyproving andextending the construct
of KOL, andalso by examiningthe role of KOL in predicting KM, for the first time in the
hospitality sectorlt investigateshe creative sekefficacy, and work engagement as predictor of
KM among hospitality employeedt also examinegmployee affectivereative seklefficacy,
commitment, anémployeework engagement as mediators in #ssociatiorof KOL andKM,
for the fird time. Hospitality researchers mainly discuss knowledge sharing, which is only one
element of KM , other practices like documenting, and applying need further research. This study
considers the whole construct of KM which is the combamatof knowledge acquiring,
transfering, documenting, and applying the knowled@gxaminationof indirectassociatiorof
supervisory orientationwith KM, through the mediation of goal orientatimone of themain
achievement andontribution of thisresarch thesisAnother contribution of this study is the
ranking of the given set of leadership behaviours according to personality trait of employees,
which provide a framework of leadership behaviour in accordance with employee personality
trait to posiively influence KM.it also contributes bystablishing the connection between four
different concepts in a single model i.e. KM, employee IWB, emplegedce quality efficacy
andservice qualityExisting hospitality literature does not investigate itidirect effect of KM
on service qualitythrough IWB, andservice quality efficacyThis study fills this gapin the
broader perspective it is the first study to discuss the use of IS for knowledge creation, especially
in the hospitality sectoBy explaing the factors influencing the IS use, this study also propose
enhancements in the existing technology acceptance model (TAM) which incorporates very few
factors. This study goes a step further than the technology acceptance, as it discusses the use of
IS specificallyto create knowledgd-urthermore this study categorise the factors influencing the
IS use for knowledge creation as organizational factors, personal factors, and job related factors.
Clustering of hospitality employees as low potential kremigle workers, loyal learners, moderate
knowledge workers, personality driven knowledge workers, dagt potential knowledge
workers is also a major contribution, whichn be used by hospitality managers for number of
purposes.

Key words:Knowledge managment(KM), Knowledge oriented leadersh{gOL), Employee

work attitudes, Employee goal orientatioBsipervisory orientationd.eader Member Exchange
(LMX), Employee personality traits, Employee innovative work behaviour, and Service quality,
Informationsysten(lS), Clustering,
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1. Introduction

Knowledge isknown as one of the mostportant strategic assetor organizations
(Uriarte, 2008aBock et al., 2005Dong et al., 201 Huge amount of money and time

is being investedhto knowledge managemerK), to facilitate collectingstorageand
dissemination of knowledge, but despite of this investment, fortune 500 companies are
losingapproximately$31.5 billion annuallydue to failure of KM plangBabcock, 2004
Shamim et al., 2017blt indicates that there is need to investigate the ways to improve
the KM. Knowledge based theory of the firm, also emphasises on knowledge creation,
integration, and its application, and cmess it as the basic function of an organization
(Grant, 1996Kogut and Zander, 1992This theory is rooted ithe resource based view

of the organizationDonate and de Pablo, 2Q1%vhich considers strategic assets as the
key source of competitivenegdmit and Schoemaker, 199p3Knowledge based view
considers knowledge as the main strategic asset and resource of the organization which
enableshie firm to create valu@ack et al., 2000 The knowledge exists in a firm either
implicitly or explicitly, andthe firm is the knowledge bearing ufi€ogut and Zander,
1992. The problem of many organizations striving for competitive advantage is that, they
put more efforts in identifying knowledge than in understanding hovetderretain, and

share knowledg@Argote and Ingram, 2000

When employees leave the organization, rangfer to other departments, their
knowledge and talent also go with them. If these employees do not convert their
knowledge into organizational knowledge i.e. by transferring, and storing it in
organizational memory, then in the circumstances of empltweever organizations
can face | oss of human <capital. That 0s
knowledge of employees into organizational knowledge, in this way knowledge of the

employees would be decoded into the intellectual asset ofghripationgYang, 2004.
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Particularly in the hospitality sector, which faces the problem of high employee turnover
(Shamim et al., 2017hit becomes more important to retain the knowledge of outgoing
employees, and to frequently create new knowledge in order to maintain thiedge

base of organization. Hospitality researchers emphasize that it can be done by promoting
KM among employees at the individual le¢¢im and Lee, 2018 KM can take place at

both individual and organizational levels, but all the levels of KM need individual

participation(Yang and Wan, 2004

This study investigates that how the KM can be promoted among hospitality
employees. For this purpose this study emphasises on the following broader themes,
which are discussed in more detail individuallynegxt sections:

- Leadership and managerial practices to promote KM

- Use of information systemI§) among employee® create knowledge

- Employee personal factors i.e. work attitudeersonality traits and goal

orientation.

- Clusters of knowledge workers imé hospitality sector based on personal

attributes

At the initial stages this study focuses on the identification of leadership and
managerial behaviour which can influence the KM among employees. For this purpose
a novel and extended constro¢ knowledge oriented leadership (KOL) is designed and
validated. Supervisory orientations are akscaminedas influencer of KM among
employees, because leaders play a crucial role in supervision of employees as well, and
their supervisory style signdantly affects employee outcom@ohli et al., 1998. Role
of leader member exchandeMX) to influence the KM among employees is also
exanined by applying structural equation modelling (SEM). Following the contingency

theories of leadership, which suggest that leaders should adapt their leadership behaviours
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in accordance with follower and situation, this study analyse that which individual
leadership behaviour is more suitable with different personality traits among employees.
Leadership is also important to discuss in the hospitality sector, because it has the
potential to reduce the employee turnover intenfiéaudet and Tremblay, 201 7This

study is not limited to the identification of leadership and managstyés;it also
highlights the peral and organization factors which can play important role to promote
KM. So that leaders can work on those attributes and select the behaviours and managerial
action accordingly. In order to lead the employees effectively for KM, it is important to
know that what kind of knowledge workers are there in the industry, and why different
employees perform the knowledge work. For this purpose this study conducts the cluster
analysis and divides the hospitality employees in different clusters, which indicates th

reason and motivations for their knowledge work.

KM includes creation, acquisition, transfer, storage, and application of knowledge
(Nonaka and Takeuchi, 1995However, knowledge creation is not included in the
quantitative investigation of this study. Reason for not examikitgyviedge creation
quantitatively is the limited research on knowledge creation, and available studies mainly
focusing on knowledge creation through high tech research and development in
knowledge intensive and high tech firms. Due to different charauotsrisf hospitality
industry existing research on knowledge creation is not relevant to hospitality. Therefore
this study explores the factors influencing the knowledge creation through qualitative
technique. The findings of qualitative analysis can hHedgg¢aders and managers to match

their leadership and managerial strategy accordingly.

Hospitality sector is selected for this investigation because of very high employee
turnover, which leads to loss of knowledge and intellectual capital. This daggynot

discusghe issue of employee turnover buhitestigateshat how to retain the knowledge
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of outgoing employee to maintain the intellectual capital and knowledge base of the
organization. For this purpose it is very important to convert thelogmag tacit
knowledge into the organizational explicit knowledge, which can be done by promoting
KM among employeeéShamim et al., 2013bThis study also investigates the factors
affecting the use df for knowledge creation, because in the situation of high employee
turnover and talent loss, it is importantftequentlycreate new knowledge. Another
reason for selecting hospitality sector is the scarcity of reséarbbspitalityin this
context.Literature also suggests that in the hospitality settomeet the challenges of
increasing customer expectations, enhaseevice quality, and maintain customer
satisfaction and loyalty, hospitality firms must work to enhance the KM at the individual
level (Kim and Lee, 2018 It is also crucial in case of front line hospitality employees
because the front line staff is the face of the firm and they act as a bridge between the
customers and the hotg@erry, 200%, and their job is to provide customized and high
quality services to the clien{&uo et al., 2012 So, their capability and expertise of
providing services play a key role in the success of service ind(lsteg;, 208).
Furthermore hospitality researchers also emphasize on the initiation of KM, from the

initial service encountgiYang, 2004.

1.1Research questions

Following are the broader research questions address@d study

i. How can leaders and managers promote the KM among front line hospitality
employees at individual level by adopting appropriate leadership and supervisory
styles?

ii.  What is the role of employee personal factors including personality traits, work

attitudes, and goal orientation to enhance KM among employees?
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How doeskKM at individual leves, helpthe employee to serve the customer in
better wag?

What are the factors affecting the usel®famong employees for information
analysis and knowledge ctam?

What type of clusters of knowledge workers do exist in the hospitality sector?

1.2Research gaps
Literature review reveals several gaps in the existing literature in the context on this

study. Thighesisfills the following researclgaps in the existinliterature

Among the leadership behaviour only mentoring, facilitating, and innovative role
modeling has been discussed in relation to Rng, 2010, other leadership
behaviours like, supportive leadership behaviour, Stimulating knowledge
diffusion, delegatingandconsulting etc need to be investigated as influencers of
KM practices.

Donate and De Pablo, (2015) combines transformational and dtamsa
leadership style to design construct of KOL, but a comprehensive construct of
leadership style, especially designed for KM is missing.

Researchers did not investigated the association between leadersihp, employee
work attitudes, and KM, especially itme hospitality sector, there is lack of
research to investigate that, how leadership styles can influence KM practices
among employees through employee work attitudes.

Creative self efficacy and work engagement have not been discussed in relation

to KM. Especially in hospitality sector.
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Vi.

Vil.

viii.

Xi.

There is lack of research on thkapic of supervisory orientatiorand the rare
existingresearch on the topic is limited to the sales manage(iehli et al.,

1998 Anderson and Oliver, 1987

In the hospitality research, employee goal orientations are discussed only with
knowledge sharing, which is only one component of KM, whole constfidvio
needs further investigation.

Influence of supervisory orientation on KM is not discussed in the existing
literature.

Existing literature does not answer the question that which leadership behaviour
works better with which (employee) personality trait

There is limited research on service outcomes of KM in the hospitality sector, e.g.
Service quality efficacy has not been diseasas an outcome of KM

Most of the existing studies are limited to the discussion of factor affecting the
use of technologyput none of them discusses the use of technology (i.e.
information system in the given context) for knowledge creation, especially in the
hospitality sector.

Existing literature does not provide any information on the clusters of knoweldge

workders in thénospitality sectar

1.3Aim of the study

The aim of this study is to investigate that how the KM among hospitality emp]ogees

be enhanced.

1.40Dbjectives of the study

This study answers the research questions by investigating the following objectives:
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Vi.

Vii.

viii.

To extand the construct dKOL developed by Donatand De Pablo (2015) by
incorporating additional leadership behaviours including supportive, consulting,
delegating, stimulating knowledge diffusion, facilitating, and mentoring.

To investigatethe influence of KOL on KM among front line hspitality
employees, directly and through employee work attitudes.

To analyse the indirect effect of supervisory orientation on KM, through employee
goal orientation.

To examinghe influence of LMX on KM, directly and througimployee work
attitudes.

To analyse that which leadership behaviour is more suitable with which employee
personality trait.

To analyse the influence of KM on employee service outcomes, including
employee innovative work behaviour I(\VB), service quality eftacy, and
employee service quality.

To explore the factors affecting the usel®8ffor knowledge creation, through
qualitative investigation.

To categorize the hospitality employees as clusters of knowledge workers based

on their personal attributes, ugihierarchical and ¥nean clustering technique.

To investigate these issues, this sttallows three different strategies of enquity

examines the influence of leadership and supervisory orientations on the KM, through the

mediation of employee ovk attitudes and employee goal orientatibg using

guantitative techniques of data analyses, particularly Sk&vwice outcomes of KM are

also investigated through quantitative data analyses using 3idrder to strengthen

the arguments,hese quantdtive findings are then further explained and validated

through a qualitative approach as well, based on semi structured interviews.
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Qualitative method of enquiry based on semi structured intervadwsospitality
employees is usetb explore the faors affecting the use dS among employee to
analyse different information in order to create knowledg&ough this qualitative
enquiry this study categorized the factors affecting the u® fof knowledge creation

as organizational, personal, anth jelated factors.

Finally this studyconducts the cluster analysis, and divides the hospitality employees
in different clusters of knowledge workehs.order to enhance the KM among hospitality
employees, it is important to know that what typekrafwledge workers are there in the
industry.The conceptual model of the study is shown in figutewhich is explained in

more déail in each respective section.

Analyzing the impact
of leadership and
supervisory
orientation on KM
through employee
personal attributes by
applying structural
equation modelling

—

Leader related
factors

Leadership
style

—

Employee
related factors

Work attitudes

Supervisory
orientation

Leader member
exchange

Personality
traits

Goal
orientations

A 4

Outcomes

Service
outcomes

Innovative
work behavior
Service quality

Service quality
efficacy

I

Factors influencing the use of

Clustering of employees as
knowledge workers on the basis of
employee personal factors

information system for information
analysis and knowledge creation

Cluster analysis Qualitative study

Figure 1.1. Conceptual model
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1.5Thesis structure
After introducing the topic and presenting the agenda in chapter 1, this study presents a
review of literature in chapter 2. Chapter 2 presents the literature on the KM, antecedents
of KM, KM and hospitality sector, service outcomes of KM; factors affecting thefuse

IS to create knowledge, and attributes of knowledge workers.

After literature review, methodology is explained in the chapter 3. Quantitative, and
qualitative techniques used in this study are explained in chapter 3. Sampling strategy,
data colletion strategy, scales and measures, and data analysis precadesplained
in detail. Chapter 4, 5, and 6 presents the main findings of this study based on quantitative
and qualitative data analysis. Chapter 4 maéigiains the results of SEMei impact or
KOL on KM throughwork attitudes, impact of supervisory orientati@msKM through
employee goal orientation, effect of LMX on KM through employee work attitudes, role
of personality traits, and service outcomes of KM. These results are alsde@lidrough

qualitative method, which is also explained in chapter 4.

Chapter 5 explains the results of qualitative study based on semi structured interviews
of hospitality employees. It enlists the organizational, personal, and job related factors
affecting the use dfS for knowledge creation. Results of cluster analysis are explained
in chapter 6. Finally chapter 7 presents the discussion of results, implications, limitation

and future research aremntribution,and theconclusion
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2. Literatu re review

Declaration: Parts of this chapter are published in journalghich is the original work of the
author for this PhD thesis. Othep-authors have important supervisory role in producing these
publications Detail of publications is as follows:

Shanim, S., Cang, S., & Yu, H. (2017). Supervisory orientation, employee goal

orientation, and knowledge management among front line hotel employeesational
Journal of Hospitality Managemer@2, 21-32.

Shamim, S., Cang, S., & Yu, H. (2017). Impa&nofvledge oriented leadership on
knowledge management behaviour, through the employee work attitoidesational
journal of human resource managemer81l

Shamim, S., Cang, S., Yu, H., & Li, Y. (2017). Examining the Feasibilities of Industry

4.0 fa the hospitality Sector with the Lens of Management Pradiicergies 10(4), 499.

Shamim, S., Cang, S., & Yu, H. (2016). Influencers of information system usage among

employees for knowledge creation. A future research agenddlOtin International
Conference on Software, Knowledge, Information Management & Applications (SKIMA),
2016(pp. 134141). IEEE

Submitted/Under review journal papers:
Clustering of hospitality employees as knowledge workers, Journal of knowledge management,

The literature review is divided into thrgmrts; firstly the literature relevant to the
antecedents and service outcomes of KM is discumseéthypotheses are develop&te

focus is on the leadershigupervisory style, personality, attitude and the goal
orientations. Service outcomes including innovative work behavieemvice quality
efficacy, and service qualigrealso discussed in this section. Then the literature on the
use of IS for knowledge teation is discussed which categorises the factors as
organizational, personal, and job related factors affecting the usfof knowledge
creation. Finally the attributes of knowledge workers are discussed for the cluster

analysis.

2.1 Antecedents and serice outcomes of knowledge management
Despite of theaecognisedsignificanceof KM, a lot of employeesdo not practicé<M.
Thisescapingausesoss of the intellectual capiteld case oemployee turnovegiShamim

et al., 2017h There are many untapped potential remediggrature suggests that
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leaders can play a vitable in promoting KM among their employe@dguyen and
Mohamed, 201,1Donate and Guadamillas, 2QT1ong et al., 201)7 They can provide a
psychological environment to the employees, which allows them to exercise their KM
skills, enables them to gain knowledge from organizational resources and contribute to
organzational knowledge by sharing their own tacit knowledge within the organization
(Crawford et al., 2003Politis, 2002 Bryant, 2003. On the other hand leaders can also
create barriers to exercise KM by adapting inappropriate behay®oiits, 2002 Von

Krogh et al., 201R In investigation of a leadership style that can encourage KM among
employees, Donate aride Pablo (2015) combine the transformational and transaction
style of the leadership to develop a n€®L style, and find a positive association with

KM. The transformational ldae r s hi p t heory discusses var
behaviour, like idealized influence which means serving as a role model, inspirational
motivation to communicate a stimulating vision, intellectual stimulation to stimulate the
follower to thinkmoreinnovatively and individualized consideration to emphasis on the
development of the followdBass, 1985alLater on personal recognition as a dinens

of the transformational leadershipaddedRafferty and Griffin, 2004 This dimension
explains that how leaders can recognieeperformance of followers. On the other hand
transactional leaders are task oriented and push employees to accomplish organizational
and personal goal@Vang et al., 2011 In case of the transactional leadership where
leaders contingently reward and panelise the subordination and follow the approach of
management by eeption, motivation of employees is extringleranco and Matos,
2015. This study extends the construct of tK®L by incorporating some other
leadership behaviours including, supportive, consulting, delegating, stimulating
knowledge diffusion, facilitating, and mentoring. As the existing construct consists only

on the combination of transformational and transaefideadership styles, whereas
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literature suggests that there are several more behaviours having the potential of
influencing KM e.gmentoring, facilitating, and innovative role modeli¥ang, 2010,
supportve, delegating, and consultingsingh, 2008 There is consensus among
researchers that knowledge is the main source of competitive advéAtadeet al.,

2009 Shamim et al., 2017bShamim et al., 2016b So it is important to have a

comprehensive construct of KOL, to strengthen the influence on KM.

Despite the recognized importance of the leaderséggarcherexpress grief for the
lack of research on leadership specific to the hospitalitysing(Pittaway et al., 1998
Tracey and Hinkin, 1994 Majority of research within the hospitality industry is limited
to identifying the leadership importanfieadkin and Weber, 20)1They further argue
that the hospitality industry has its own specific characteristics and needs a specialized
research in the field of the leadership. Tthissisteststhe interactio of KOL, after
extending the awstruct of KOL, with KM. Furthermore, discusses thmediatsationof
work attitudes. Affective commitment is used as a mediator in this study because it is the
most frequently discussed mediator in literature in relattolkKM among employees
(Hashim and Tan, 2015Matzler et al., 2011 CameleOrdaz et al., 20)1 Work
engagement and creative sefficacy are used as a mediator because both involve
cognition(Kahn, 1990 Wood and Bandura, 1989wvhich needs information processing
which ultimately leads to KMUriarte, 2008a Furthermore, there are evidences in
literature that leadership styles can influence employee work attifydaDierendonck

et al., 2014Avolio et al., 2004h

Another prominentdctor which has the potential to influence KM is employee goal
orientation(Kim and Lee,2013, which can be influenced by supervisory orientation
(Kohli et al., 1998 Employee goal orientation in any organization can barnleg

orientation, and performance orientation i.e. some employees consider learning as
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achievement and some prefer to show perform@deeck, 198. Kim and Lee (2013)
argue that employee learning goal orientation is positivelyaeliat knowledge sharing
behaviour, where performance orientation negatively affects employee knowledge
sharing behaviour. Therefore consistent with Kim and Lee (2013), if organization or
management encourages and prefers learning orientation over pederonig@mtation, it
can lead to better KM among employees. So if an organization wants to promote KM
among its employees, it is important to know the factors having the potential to influence
employee goal orientation, as it can be influenced by the diffesikuations in the

organizationButton et al., 1996

Kohli et al. (1998) explain how the supervisory orientations can influence employee
goal orientation. They argue that different types of supervisory orientations (end result,
activity, and capability) have different effects on employee goal orienta8onif
supervisors want to stimulate and encourage learning or performance goal orientation
among employees, they need to adopt supervisory orientation accordingly, and by
stimulating desired goal orientation among the employees, they can ultimatelgenhan
KM among employees. So this study investigates how managers can influence KM by

stimulating desired employee goal orientation.

LMX also has the potential to influence the KM among employbes,igh employee
work attitude. Literature also suggetitat LMX can positively affect desired employee
work attitudesand behaviouréLiden et al., 1993Gaudet and Tremblay, 20l Despite
of acknowledged importance, LMX still has some research gap in the context of this
study, such as ihas not been investigated with KM through the mediation okwor
attitudes among hospitality employed@dis study fills this research gap by investigating

the impact of LMX on KM, through employee work attitudes.
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Although, main purpose of this study is to investigate the antecedents of KM among
hospitality emjoyees, but additionally this study goes in further depth by investigating
that, which leadership behaviours are more suitable with which personality trait. As
according to path goal theory of leadership, leader can achieve desired employee
behaviours andattitudes by adapting appropriate leadership behaviour in different
situationgHouse, 197 Following this argument of path goal theory, it can be assumed
that different leadership behaviours can have different effect on employees with different
personality traits. Employee personality traits are also discussed in literature as antecedent

of KM (Matzler et al., 201,1Matzler et al., 2008

After analysing the antecedents of KM, tldkaptersheds further light on the
importance of KM amondront line hospitalityemployees by discussing the service
outcomes of KM, such arvice qualitywhich is very importat for thehospitality firms
as it has the potential to influence the revisit intension of the customer by increasing the
level of customer satisfaction and loyaftyan and Hyun, 2013 u et al., 2015Shi et
al., 2014 Chen, 2013Ahrholdt et al., 201} In the hospitality sector, organizational
performance significantly depends service qualityMin et al., 2002Pizam and Ellis,

1999. So it is important to highlight the factors that can @aytical role in increasing

the service qualityof hotel employees, as Kimand Lee (2103) argue that process of
providing high quality service in hospitality sector in not simple and guest interfaces are
also complex, andervice qualityis heavily dependent on the ability to manage the
knowledge(Bouncken, 200R Furthermore, this study also considéB as antecedent

of service qualityand outcome of KMas research also revealed thagchieve the high

levd of service qualityhospitality firmsshould work @ enhancing their
IWB, and they camo it by promoting KMamong employeefHallin and Marnburg,

2008. When it comes to employee performance in any specific areseevige quality
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role of selfefficacy is very important, which means believing own capabilities and feeling
confident while performing any specific taskBandura, 197) In the hotels where

empl oyees are required to provide high gt
skills, expertise, and capabilities to provigervice qualitysuccessfully, to meet the
expectation of cstomers is referred aservice qualityefficacy. So this study also
investigates the effect of KM on employservice qualitythroughthe mediation of

employeeservice qualityefficacy.

2.1.1. Knowledge management

The concept of KM is rooted in the resource bagew (Donate and de Pablo, 2Q15
Edith, 1959Barney, 199)and the knowledge based view of the organizgtmgut and
Zander, 1992Grant, 199%. According to the resource base@wij the main source of
competitiveness for any organization is its stratagget¢Amit and Schoemaker, 1993
and the knowledge based view considers knowledge as the na@ystresource, and
asset of the organizatioilKnowledge can comerdm the resourcesike operational
systems, knovinow, local abilities, and activities involved in solving day to day business
issues and problems in the fiflRamadani et al., 20L#irms can exploit the knowledge
resources through proper KM, in order to create v@daek et al., 2000 Researcher and
practitioners consider KM as an important determinant of implementation and
formulation of organizational strate¢ipayan et al., 2007 KM can be descr il
process of knowledge acquisition, organizing knowledge, knowledge leverage,
knowl edge sharing, aModakacandgTakeucts, d99Rowlay, me mo
2000).

Knowledge creation/acquisition is explorative in nature as it aims at creatohg
acquiringnew knowlede, and knowledge sharing, sige/documenting, and application

are exploitative in nature as they aim to exploit and leverage the knowledge resources
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(Grant, 1996March, 199). Knowledge acquisition means acquiring new knowledge, or
replacing the existing implicit or explicit knowledge of the organizatidlavi and
Leidner, 200L When organization creates or acquires new knowledge, there are chances
of forgetting the acquired knowledge, and the knowledge may(Adaei and Leidner,
200]). So it is important that acquired knowledge should be properly stored in the
organizational memory either as manual documents, electronic databases, or it can be
codified into the pocedures and stored in an expert system. Knowledge storage refers to
the structuring and organizing the knowledge resources, to develop the organizational
memory (Alavi and Tiwana, 2003 Zack 1999. Sharing and disseminating the
knowledge by the organizational members are referred as knowledge transfer. It refers to
the task information availability, and to share the information and knowledge to
collaborate with the members in order to sothie problemsindgenerating new ideas
(Cummings, 2004 In this way employees in the organizations share their knowledge,
skill, and experience with the other members in the orgaois(isvetlik et al., 200§
Finally the knowledge application involves the integration, utilizatimwh a&pplication of
the knowledge resources, in order to provide an effective and easier solution for complex
problems(Grant, 1996Zack et al.2009. In this way it enhances the capabilities of the
employees in the organization by developing the mechanisms such as norms, procedures,
and decision makinfGrant, 1995

Existing literature acknowledgebe important role of KM in the success of the
organization, by discussing the number of important and positive outcomes like higher
employee participatignmproved communicatigrefficient problem solvingbetter team
performanceand improved financialgrformance(Alavi and Leidner, 2004 financial
performance and competitivene&chiuma et al., 2032 firm performancgPalacios

Marqués and José Garrigds Simon, 208&raresi et al., 20)2innovation capability
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(Séenz et al., 20)2job performancéMa s a 6 d e h  )eetc. Saitl is importrit to 7
consider the factors that can enhance KM in the organizations. The numbers of
organizational and personal antecedents of KM are identified, for example, Kim and Lee
(2013) find goal orientation as a predictor of knowledge shjaimong employees of five

star hotels, which leads to service innovative behaviour. Hashim and Tan (2015) argue
that affective commitment has the potential to influence intention of knowledge sharing.
Social media interaction can enhance the level of Kiibag tourism professionals
(Sigala and Chalkiti, 20)5Personality traits and commitmeate also identifieés the
predictor of KM (Matzler and Mueller, 20)1 According to Yang (2010) attitude to
sharing, attitude to learning, organizatiorsalpport, and leadership roles have the
potential of influencing KM among the employees of tourist hotels. Singh (2008) also
argues that leadership roles are important in enhancing the KM in the organiZagon.

and Rowley (2017) also have the view theddership can influence the knowledge
creation, sharing and transf&@amadani et al. (2017) also argues that the use of KM is
dependent on the leadershifM is widely considered by the researchers during the past
decade but there are very few studieliie focuson the hospitality sector.

The most common method of investigating the association of leadership, work
attitude, and goal orientation with KM in the existing literature is through quantitative
techniques particularly through SE&lg. (Donate and de Pablo, 2Q1soohang et al.,

2017 Kim and Lee, 2018 Among the leadership styles, transformational leadership style
appears to be the most accepted antecedent of KM, in the existing literat(Roltig,
2001, Birasnav, 2014Crawford, 2005Dong et al., 201) Commitment self-efficacy,

and work enggement appeared as mediators in number of studigslagihim and Tan,
2015 Hsu et al., 2007 Tanaka, 2016 However none ofthese work attitudess

investigated as mediator in the relationship of leadership style andSikbktially the
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hospitality sector lacks research in this context. T@blepresentsthe summary of

relevantexisting literature on antecedents of KM

Table 2.1. Antecedents of KM

Study

Antecedent

Mediator/Moderator

Population

Methodology

(Kim and Lee,
2013

Goal orientation

Employees of five
star hotels in Korea
(Sample = 418)

Quantitative,
survey based,
structured
guestionnaire,
SEM through
AMOS 7.0

(Donate and de

Knowledge

Senior manager of

Quantitative,

Pablo, 201% oriented leadershif Spanish survey based,
manufacturing structured
companies guestionnaire, PLY

SEM through
(Sample = 802 firms) SmartPLS 2.0

(Hashim and Satisfaction Affective commitment | 50 Online Quantitative,

Tan, 201% Identification trust communities, and structured
220 respondents guestionnaire, web

based survey, SEM

(Politis, 200) | Self-leadership employees of Quantitative,

Transformational manufacturing structured
leadership, companies of guestionnaire,
Transactional Australia survey, SEM
leadership
(Sample = 227)
(Birasnav, Trandormational Service firms of Quantitative,
20149 leadership, Bahrain survey based,
Transactional structured
leadership (Sample = 119) guestionnaire,

hierarchical
regression through
SPSS

(Matzler et al.,
2008

Personality traits

(agreeableness,

Employees of one

engineering company

Quantitative,

Structured
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conscientiousness,

openness to

of Germany (8mple
=124)

guestionnaire, PLY
SEM through

experience) SmartPLS
(Matzler et al., | Agreeableness, Affective commitment | Employees of Small | Quantitative,
201) conscientiousness and medium structured

companies in utility

sector of Austria

guestionnaire, PLY
SEM through

(Sample =150) SmartPLS

(Yang, 2010 Attitude to sharing, Top level, middle Quantitative,
Attitude to level and front line structured
learning, employees of tourist | questionnaire,
Organizational hotels in Taiwan. SEM through
suppot, LISREL

Sample = 1500 ,
Leadership roles ( P

. 20% top managers,
(mentoring,
o 40% middle

facilitating,
. . managers and 40 %
innovative role

front line employees
modelling) ployees)

(Singh, 2003 Leadership style Workers of one Quantitative
(Supportive ), software firm in India| structured
directive €), guestionnairg

. (Sample = 331) . .
consulting, Multiple regression
delegating) analysis through

SPSS

(Bell DeTienne | Organizational Review of
et al., 2004 culture literature
Organizational
leadership
Technology Chief
knowledge officer
(Crawford, Transformational | Organizational position Students in graduate| Quantitative
2005 leadership degree program Survey based
Structured
(Sample = 1046) guestionnae,
Regression
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analysis through
SPSS

(Yew Wong, Management Review of
2005 leadership and literature
supporf culture
IT, strategy and
purpose
Measurement
organizational
infrastructure
Process and
activities
Motivational aids
HRM
(Noruzy et al., | Transformational | Organizational learning Senior managers of | Quantitative
2013) leadership large and small scale| Survey based
companies Structured
guestionnairg
(Sample = 280) SEM through
LISREL 8.52
(Birasnav et al.| Transformational Review of
201 leadership literature
(Bryant, 2003 | Transformational Review of
leadership literature

transactional

leadership
(Lee et al., Knowledge builder| Leader trustteam trust | Members of Quantitative and
2010 role engineering project | Qualitative
teams in large
. Strudured
automotive
L . guestionnairg
organizations in
. interviews
Australia
regression analysig
(Sample = 166)
(Hislop, 2003 | HR practices Commitment Review of
organization literature

citizenship behaviour
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motivation trust,

fairnessjob
satisfation
(Analoui et al., | Transformational Managers of ICT Quantitative
2012 leadership organizations in UK | Structured
Transactional guestionnairg
leaderkip (Sample = 111) Multivariate
regression analysig
(Garciz Transformational CEO of Spanish Qualitative and
Morales et al., | leadership firms guantitative
2008 Interviews and
(Sample = 408) structured
guestionnairg
SEM through
LISREL 8.30
(Okumus, Information Review of
2013 technology literature
(De Vries et Charismatic and Employees of Dutch | Quantitative
al., 2010 human oriented Government Structured
leadershipleader organization Questionnairg
communicabn Regression
style (Sample = 279) analysis
(Carmeli et al., | Leader supportive Employees of Quartitative,
2013 behaviour manufacturing and | survey based

norrmanufacturing

organizations
(Sample = 350)

Employees of
organizations
providing utility

services

(Sample = 130)

structured
guestionnairg

regression analysig
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(Koohang et

Leading

Trust

Employee of public

Quantitative

al., 2013 organization and private Internet survey
Leading people organizations in USA| Structured
Leading self guestionnairgPLS
(Sample = 223)
SEM
(Van Den Communication Commitment Dutch organizations | Quantitative case
Hooff and De | climate, Computer and employees study, Structured
Ridder, 20034 | mediated guestionnairg
o (Sample =6
communication SEM through
organization and 444
AMOS
employees)
(Hsu et al., Trust Self-efficacy Virtual communities | Quantitative
2007 of profes#onal Online survey
societies Structured
guestionnairg
Sample = 274
( P ) SEM through
LISREL
(Lee Endres et| Co-worker model Review of
al., 2009 behaviour literature
. Self-efficacy
persuasion and
praise from ce
worker, Supportive
environment
(CHEN et al., | Experienced Work engagement Employees of Quantitative
201 meaningfulness software companies | survey based

experienced safety

Experienced

in China

(Sample = 139)

structured

guestionnairg

availability SEM through
LISREL
(Tanaka, 201p | Job demandob Work engagement R&D engineers in Quantitative

resource

Japan

(Sample = 400)

survey based
structured
guestionnairg

regression analysig
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(Kim and Park,
2017

Organizational

procedural justice

Work engagement

Full time employees
in south Korean

organizations

(Sample = 400)

Quantitative
survey based
structured
guegionnaire
SEM

(Mooradian et

Personality trait

Interpersonal trust in

Employees of

Quantitative

al., 2006 (Agreeableness) | peerinterpersonal trus| software firms survey based
in management structured
(Sample = 64) questionnairePLS
SEM through
SmartPLS
(Ve Incentives, Employees of higher| Qualitative,
Ramjeawon Qualification and education institutes ir| Interviews,
and Rowley, experience, digital Mauritius thematic analysis
2017 facilities
(Sample=11)
(Dong et al., Team focused Employees of highly | Quantitative,
2017 transformational technological survey based,
leackership, companies in China | structured
individual focused guestionnaire,
transformational (Sample = 171) CFA, hierarchical
leadership linearmodelling
(Khan and Big data text Review of
Vorley, 2017 analytics literature
(Yang and Culture of KM Employeeof hotels | Qualitative, Semi
Wan, 2004 in Taiwan structured
interviews, QSR
(Sample = 35)

N5 for coding

(Giampaoli et
al., 2013

Organizational

performance

Financial

performance

Creative problem

solving

Problem solving speed

Top Italian firms

(Sample = 112)

Quantitative,
survey based,
structured
guestionnaire,
SEM
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2.1.2. Knowledge management andhe hospitality sector

The lospitality industry mainly offers accommodation, food, and rest services to the
tourists and travellerChen, 2013 It is becoming a knowledge based istty and
allows the extensive knowledge transfer, use, reuse, storage, and c{égtioet al.,

2002. The topic of KM practices is emerged @an area of research interest in many
industries but with the exception of hospitality sect@s compared to other sectors
(Hallin and Marnburg2008. Tourism and hospitality researchers argue that the reason
for limited research on KM in hospitality sector is focus of researchers on manufacturing
firms and multinational perspective e.(Nonaka and Konno, 199&8\onaka and
Takeudi, 1995. Thatos why J|literature fails to

sector, based on inter organizational perspe¢kiadiin and Manburg, 2008

It is observed that KM practices exist in the chain hotels. For example, Bouncken
(2002) conducted a case study on Accor hotel group which has more than 13000, and
owns Novotel, Ibis, Formula one, and Sofitel, and reveals ¢batpary is using
knowledge based strategies and ialiso involved in KM practicegccorCorporations
managing the knowledge lexploiting the IT capabilitiesand by providing motivation
to use and create knowled(founcken, 200 Hilton Corporation is another example.
Hilton Corporation operates 2700 hotels worldwide. Hilton Corporation is establishing a
learning oriented culture, and phasizing on knowledge sharing and on the job
mentoring, for the competence development of its emplofRaisiwin-Evans, 2006
These example shows that firms in the hospitality sector are also trying to become
knowledge intensive firms, and promoting the culture of knowledge sharing and learning
in order to enhance the business, butetae very few examples like thidallin and

Marnburg, 2008
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Researchers acknowledge the issue of high employee turnover in thealitgspi
sector, and argue that innovative ideas in the hospitality firms start and end with the
individuals. Manager generates the idea, start working on it, and leave the job before full
implementation. In this way hospitality firms loses the ideas, skiltsexpertise. In this
situation hospitality firms need to work on efficient KM in order to store the knowledge,

skills, and innovative ideg¥ang and Wan, 2004

Existing research on KM in the hospitality sector reveaisber ofantecedents of
KM including information technologfOkumus, 2018 social media interactiofbigala
and Chalkiti, 2015 employee goal orientatidiiKim and Lee, 2018 employee attitudes

and leadership rold¥ang, 2010, KM culture (Yang and Wan, 2004

2.1.3. Knowledge oriented leadership

House (1971) conducts the prominent initial work on leadershiptingency theories

with the development of path goal theory of leadership effectiveness. According to path
goal theory a leader can achieve desired employee behaviours and attitudes by adapting
appropriate leadership behaviour in different situatiBagh goal theory is a contingency
theory, and proposes that effectiveness of leadership is contingent on the particular style
of behaviour adapted by leaders in any particular situation. This theory identifies four
types of | e aThesuppostie radérehiwonsidens needs of subordinates

and creates a friendly work environmdievine and Hogg, 20Q9 The supportive

| eadership involves being patient, hel pf
(De Jong and Den Hartog, 200Thedirective leadershimakes sure that subordinates
know the rules and procedures to get the work done, clearly explains what is expected of
each subordinate, and provides clear guidelilesvine and Hogg, 2009 The
participative leadershiipvolves subordinates in every neatand considers their opinion

and suggestion in decision makifigevine and tbgg, 2009. It involves consulting with
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people before initiating changes that may affect them. a¢levement oriented
leadershipsets challenging goals for subordinates, and puts emphasis on the excellence
of performance, and shows confidence that silihates can attain high work standards
(Levine and Hogg, 2009

Othermajor theories of leadership are transformational and transactional leadership,
servant leadership, and authentic leadership. Transformational leadership theory
considers various dimensions of a | eader
influence which means serving as a role model, inspirational motivation to communicate
a stimulating vision, intellectual stimulation to stimulate the followers to think out of the
box, and individualized consideration to emphasis on the development of followers.
Transactional leaders are task oriented and push employee accomplish organizational and
personal goal§Wang et al., 2011 In case of the transactional leadership where leaders
contingently reward and panelise the subordinates and follow the approach of
management by exception, the mation of employees is extrinsfEranco and Matos,
2015.

Research on KOL is still at initial phases anddsespecialized researdonate and
Guadamillas (2011 andDonate ande Pablo (2015) conduct theitial work on KOL
by combining the transformational and transactional leadership styles. In their stud
KOL is tested as antecedent of Kind they finda positive effect of KOL on KMA
knowledge oriented manager encourages learning, provides training, acts as a role model,
focuses on intellectual stimulation of employees, and provides incentives tothe
mechanism for knowledge transfer, storage, and applicdMitiams and Sullivan,
2011). Existing literature also suggests tlmaganizations and leadership should create
the environment where knowledge can be adequately managed by exercis{igii

and Goh, 200 In this way knowledge orientation of management becomes the dynamic
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capability of the organization, which promotes creation, sharing, storage and utilization
of the tacit and explicit knowledge in theganization(Wang and Ahmed, 20QZollo

and Winter, 200R Donate ande Pablo (2015) also state that firms focusing<@i.

are in a better position to exploit the tacit and explicit knowledge. In this study the
construct of KOL developed by Donated De Pablo (2015) is extended by adding some
other leadership behaviours i.e. supportive, consulting, delegating, stigulatin
knowledge diffusion, facilitating, and mentoringonsistent with William and Sullivan
(2011) this study defines KOL as a construct of leadership aims at encouraging the
sharing storage and application of knowledgé&xisting literature on outcomes ofQ{

is limited to KM. There isho study available in the existing literature, which discusses
the outcomes d{OL beyond KM. This study addsmployeework attitudes as outcomes

of KOL

2.1.4. Employee work attitudes

Attitudes reflect the feelings about somethindpichn can be either favourable or
unfavourable, while behaviours are normally followed by the attit@idebbins et al.,
2013. Attitude is the way we think, behaviour is the way we act. At the work place,
different attitudes are strong mediators of different behaviours in relation to different
variables (Robbins et al., 2013Harrison et al., 2006 Employee work attitudes,
specifically affective commitmer(Allen and Meyer, 1990 work engagementKahn,
1990, and creative sekfficacy(Tierney and Farmer, 20pare found as antecedents of
many organizational and behavioural outcomes in number of stfittstim and Tan,
2015 Matzler and Mueller, 2011Slatten and Mehmetoglu, 201Aryee et al., 2012

Agarwal et al., 201,2Slatten, 2014
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2.1.4.1 Affective commitment
Affective commitmentndicates the emotional attachmehtiee employee with thBrm
(Allen and Meyer, 1990 Highly committedemployeesre loyal to the organization and
consider the goals of organization as their own g@slishdi et al., 2014 It is an
emotional bond between organization and the empl@&eman and Winstaay, 2006.
It plays an important role in satisfying the basic psychological needs of the employees in
the organization and stimulates positive emotifRiskin et al., 201% Particularly in
case of knowledge workers, affective commitment can be influenced by mentoring, and
skills enhancement opportunitiefJayasingam and Yong2013 Lapointe and
Vandenberghe, 20).7Affective commitment is an established antecedent of employee
behavioural outcomes, and it can also reduce employee turnover, which is much needed
in the hospality sector(Gaudet and Tremblay, 20117

In the hospitality sector, importance of commitment is wellatistaed and discussed
by number of researchefSlatten and Mehmetoglu (2011) conduct a survey on front line
hotel employees and find a positive effect of commitment on creative thinking among
employeesCommitment of hotel managecsn alsdracilitates tkeir IWB (Ottenbacher
et al., 2005 Commitmentalso plays a mediating ralethe relationship of leader member
exchange andervice qualityamong hotel employeg$sarg and Dhar, 2034 In the
management literatu@mmitment appears to be an antecedeKtwfin several studies,
e.g. Hashim and Tan. (2015) find a positive relationship betwemmmitment and
intention of knowledge sharindJatzler et al. (2011) identify the mediating role of
commitment in the relationship of employee personality traits kit Affective
commitment can also mediates the relationship of KM and human resoanagment
practicedCameloOrdaz et al., 20)1 However there is lack of research on this topic in

the hospitality sector.
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Researchers also suggest that some leadership styles canelyositfluence
employee job commitment e.g. transformational leaderfign Dierendonck et al.,
2014 Allen et al., 201Y, authentic leadershigAvolio et al., 2004k, supportive
leadership(Mahdi et al., 201} servant leadershifpvan Dierendonck et al., 2014
Supervisory behaviours caalso affect the employee commitme(Brooks and Seers,
1991, Lapointe and Vandenberghe,120). However, leadership, affective commitment

andKM are not considered all together in one model in the previous research.

2.1.4.2Work engagement
Work engagemerttan be defined agmsitive stagt of mind at the work placé\ccording
to Kahn (1990) workengagemensit he harnessing of organi
to their work roleso. Kahn (1990) further
engagement express their efforts and engagement physically, cognitively, and
emotionally while pedrming any particular role.

There are many positive outcomes of work engagement reported by researchers such
as, it lowers the employee burna@chaufeli and Bakker, 20p4reduces employee
turnover(Saks, 2006Babakus et al., 20)and work stresBritt et al., 2003, employee
productivity, organization citizenship behaviour, financial performance, commitment,
customer satisfactio(Richman, 2006Saks, 2005 and employedWB (Aryee et al.,

2012 Agarwal et al., 2012 Work engagement caadsolead to contextual performance
and creativity, and it acts as a mediator in the relationship of seedsogrces with
creativity and contextual performan@d@emerouti et al., 2035

Research on workngagement in the tourism and hospitality sector reflects the
increasing interest of researchers. Several studipsrt positive outcomes of work
engagement in tourism and hospitality, for example work engagement among front line

hotel staff leads to sewe climate and customer loyal{balanova et al.2005.
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Hospitality literature alssuggests that work engagement can also lead to emp\baee

in the hospitality sectafYeh, 2013. Agarwal et al. (2012) argue that work engagement
can be predted by the leader member exchang&ark engagement among hospitality
employees can also be influenced by strategic attention, role benefit, and job autonomy
(Slatten andMehmetogly 2011). Job demands and resources aiso found as
antecedents of workngagemen{Mauno et al., 2007 Babakus et al. (2017) argue that
work engagement careduce theemployee turnover among front line hospitality
employee. However, the existing literature has not considered the role of work
engagement in predicting KM among employees which is a noticeable gap. As it has the
potential to positively influence KM. Employees avare engaged in the work can be in

a better state to perform KM activity.

2.1.4.3.Creative seHefficacy

TheCreative sekefficacyconcept is developed by Tierney and Farmer (2002), following

the inspiration and roots of creative sefficacy of Bandura (1997and Gist and

Mi chell s (1992) c onc e pefficaayl In ardertta voderstanfl wo
the concept of creative sadfficacy it is important to have knowledge of sefficacy in

general.

Self-efficacy is derived from social cognitivedory. Literature defines sedfficacy

as fAsomet hing that 6refers to beliefs i1
cognitive resources, and courses of acti
(Wood and Bandura, 1989 't i s Aa personds belief th

i n a part i(Bandlrsg1997p et t i ngo
Self-efficacy ranges from general to spec{f&tatten, 2013 Generalized sekfficacy
represents a personé6s oV e r-gficdcyidralatedtoany whi |

particular area or specific task capability. Creative-sHi€acy representthe contents
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and characteristics of empl oyee or any
creativity.Recent literature also provides evidences of the positive effect of creative self
efficacy on creativity, and also the mediating role of creatie-efficacy in the
relationship of supervisory styles and creatiy®u et al., 201}

In the hospitality sector, creative sefficacy is appeared as a mediator in the
relationship of transformational leadership and innovative behay®iatten, 2013
However, there is lack of research on creative-efiifacy in the hospitality sector,
especially in relation t&M. Literature suggests that a leader by adopting an appropriate
leadership style caimfluence employee creative selfficacy (Slatten, 2014 Self
efficacy in general positively affects employee beharab outcomes(Lee, 2014,
because it empowers employees with the confidence on their capabilities to perform any

specific tasKBandura, 197,/Gist and Mitchell, 199

2.1.5. Supervisory orientations

The origin of supervisory orientation is rooted in sales control system lite(Anderson

and Oliver, 1987Challagalla and Shervani, 199%ohli et al., 198, Jaworski, 1988
Supervisory orientation can be end result, activity, or capability orientation, reflecting the
concentration of supervisorodos behawd our .
achievement of end results, activity oriented supervisors tend to make sure that each
routine activity is being performed, and capability oriented supervisors pay more attention
to enhancé¢he capabilities of employeékohli et al., 1998Shamim et al., 201jbThese
supervisory orientations are not mutually exclusive, which means that supervisors can
have more than one of these orientations simultaneously. Furthermore supervisors can
also adjust the supervisory orientation according to the employee and sit@idtbh®t

al., 1998. Different supervisory orientations can have different effect on emplo

(Yang, 2010, i.e. supervisory orientation can effect employee goal orientation, and it also
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has an indirect effect on employee performan¢€ohli et al., 1998 This study
investigates the indirect effect of supervisory orientations, on KM among front line hotel

employees, through employee goal orientation.

2.1.5.1.End result orientation

Endresult orientation is rooted into the output control system litergAmeerson and
Oliver, 1987. End result orientated supervisors mainly emphasis on the achievement of
end results, and provide their feedback in accordance with end result achieved by
subordinates. The focus of their goal setting and monitoring is also directed towards the
end result. They are not concerned with the information like, why results are achieved o
why not achieved, or how results are achigfamhli et al., 1998 They are not concerned

with the methods of goals achievemeahey albw their subordinates to adopt whatever
strategy and style they are comfortable with, to achieve the end (&dwkr and

Anderson, 1994

2.1.5.2 Activity orientation

Corcept of activity orientation is originated from behavioural control systems in the sales
literature. Activity oriented supervisors are more concerned with the routine activities of
employees, they are not just concerned of the end result but they arantamsted in

the ways and methods to achieve the goals, like how much time an employee has invested
on a single customéKohli et al., 1998. They specify the activities to be followed by the
employees and maintain a close monitoring in order to make sure that employees are
following and performing the specified activities, and provide their feedback on the basis

of those activitiegKenneth, 198h
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2.1.5.3.Capability orientation
Supervisors with capabilitgrientation focus on enhancing the skills and capabilities of
employeesTheir priority is skills development of employees that enhances quality of
employee outputs, such as presentations, and customer dealing. They are more like a
coach for employees. €ly guide the employees on the way that they can perform their
tasks more effectively. They monitor the progress and provide feedback on the basis of
employee capabilityKohli et al., 1998. Based on the best of
there is lack of research on the topic of supervisory orientation, and the majority of
research on the topic is limited to the sales managgiKeht et al., 1998Anderson and

Oliver, 1987 Challagalla and Sherag 1996.

2.1.6. Employee goal orientation

The initial work on goal orientation is done by the educational psychol@mweeck,

1975 Eison, 197% Two different dispositional goal orientations exist in individuals, i.e.
some prefer learning orientation which refrsnastery as achievement, and some pursue
performance orientation which refers to showing the performance as achievement
(Dweck, 1986. Employees with learning orientation tend to be involved in challenging
tasks, because of the eage® to improve them, and they often compare their
performance with their own past performar{@tton et al., 1996 Individuals with
learning orientation emphasis on the development of a new set of skills, and seek mastery
(Kim and Lee, 2018 On the other hand, individuals with performance orientation prefer

to avoid challenging taskButton et al., 1996 Performance oriented individuals tend to
outperform other in performance, demonstrate their chpediin the shape of
performance, strive to achieve success by achieving goals, and they do not want to involve
in challenging situations, where they feel that they do not have the comp@enand

Lee, 2013. In contrast, learning oriented individuals view their capabilities as malleable
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(Dweck, 1986. That is thereason that learning oriented individuals strive for
improvement in task performance, but performance oriented individuals consider their
ability as a fixed entitfDweck, 1989, and unlike learning oriented individuals, their
focus ison proving the level of their competencies by showing performéfioe and

Lee, 2013. Button et al. (1996) argue that learning and performance goal orientations are
not contradictory to each other. Individuals may strive enhance their capabilities and
skills, and at the same time they may strive to outperform ofdersand Lee, 2013

which means that goal orientation of individuals can be both learning and performance
simultaneously. The origin of goal orientations is educational psychology literature, but
researchers have also applied this concept in organizational studies, and discussion on
goal orientation can be found in organizational literature as(&edwn, 2001 Kim and

Lee, 2013Kohli et al., 1998.

Goal orientatiorplays a crucial role in number of organizational decisions as it is
considered while making important human resource decisions including, recruitment
(Rynes and Géart, 1990, selection(Roberson and AlsuaPR2), performance appraisal
(VandeWalle and Cummings, 19%hd training Brown, 200). Literature also provides
evidences that employee goal orientation has behavioural outcomes such as feedback
seeking behaviourVandeWalle and Cummings, 1997selfregulatory behaviour
(VandeWalle et al., 1999knowledge sharing behavio(@¥atzler and Mueller, 2011
Swift et al., 201D Kim and lee (2013) also investigate goal orientation predicting
knowledge sharing behaviour of hospitality employees. Furthermore goahtinardan
also affect certain performance levels, such sales perform#uddi et al., 1998
VandeWalle et al., 1999 task performancgSteeleJohnson et al., 20Q0training
performanceBrett and VandeWalle, 1999However, little research is available on the

factors affecting employee goal orientation, especially in the hospitality sector. Kohli et
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al. (1998) argue that supervisors cafiuence employee learning and performance goal
orientation through the supervisory orientations, i.e. end result supervisory orientation
positively affects both learning and performance orientation, activity orientation of
supervisors negatively affectsearning goal orientation, and positively affects
performance goal orientation, where capability orientation of supervisors is positively
associated with both learning and performance orientation of empl{igekk et al.,

1998. This study considers goal orientation as a facilitator in the relationship of

supervisory orientation and KM among hospitality employees.

2.1.7. Leader member exchange

LMX refers to the quality of dyadic relationship betwdeaderand the subordinate
(Dansereau, 1995Its foundations can be found in social exchange th@iau, 1964
Graen, 1976Schriesheim et al., 1999The underlying conge of LMX is that during
work related exchanges, different kinds of relations develop between leader and
subordinatedGraen and Cashman, 197&raen and Scandura, 1987Some of the
followers may experience high quality of LMX relation and such followers can earn
favoured treatments by their leader in the shape of su@fraitmer et al., 2001 growth
(Graen and Scandura, 19&hd autonomy et¢Liden and Graen, 1980The amount of
resources, information, and support shared between leader and subordinates is dependent
on the LMX status among leader and subordinaiden et al., 199) Therefore
empl oyees tend to gain their supervisor?od
special efforts to attain organizational goals and object{&sarrowe and Liden, 1997
Wayne et al., 1997 Research suggests that employees, who experience high quality
LMX relationship, tend to reflect higher job performaiitartin et al., 2015

There are number of positive outcomes of LMX reported in the existing literature. In

a study on front line hospitalitemployees, LMX is identified as influencer of
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organization citizenship behaviour and turn over intention of empldi#®easg et al.,
2017. LMX can also positively influencgervice qualityf hospitality employee@Vang

et al., 201Y. LMX can also influence relative deprivation, effort behaviour, and service
sabotage in international tourist hotél3ai et al., 2015 Furthermore LMX has the
potential to influence job satisfactiqollins, 2007 Liao et al., 2009 Erdogan and
Enders, 200) work performancéMartin et al., 2016Harris et al., 2004.i et al., 2012,
commitment(Gaudet and Tremblay, 20L@nd psychological empowermef@ollins,
2007, Kim and George, 20055wynne, 20114 Wang (2016) also sheds light on the
importance of LMX in the bspitality sector and argues that LMX can positively affect
employee creativity, through task motivation, which ultimately leads to better

performance.

2.1.8. Personality traits

Personality is fian individual's cdviaur,act el
toget her with the psychological mechani
(Funder, 201p Personality is considered as one of the key determinant of individual
performance and behavio(Akrmstrong et al., 201,2.i and Armstrong, 2013Penney et

al., 201). The most widely accepted model of personality traits is the big five personality
model, and it is used in majority of the studies discussingopality traits e.qg.
(ChamorrePremuzic and Furnham, 20a9 and Armstrong, 2018Nang and Erdheim,

2007, Kvasova, 2015Vedel, 201%. Among the big five, this study is considering

extraversion, ageableness, conscientiousness and openness to experience, as these traits

are found to have positive influence on KMatzler et al., 2008Agyemang et al., 2036

2.1.8.1.Extraversion

Extraversion i ndi cates At he extent to w
energeti c, (McOrak amd Costp,d9Bbtgeters to the tendency of a person
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to be social, cheerful, and talkative. Extraversions are friendly individual and easily get
satisfied. While the opposite pole of extraversion is introvert, sugpl@are quit, shy,

and reserve@icCrae and Costa, 1985

2.1.8.2.Agreeableness

Agreeabl enetshse iinddicvaitdewsaliios | evel of emp
g ener MeCrdeyamd John, 1992Highly agreeable individuals generally have a
warm feeling forothea's; they have courtesy, good nature, empathy, cooperativeness, and

a soft heart. Individuals who are not agreeable are cold, rude, and inf(@4d@leae and

Costa, 198p

2.1.8.3.Conscientiousness

Conscientiousness refers to fithe tendenc
and thorough, showseffi sci pl i ne, and a d\c€raeeandtCostar ul e
1985. It is the degree of orderliness, organization, and discipline. Highly conscignti
individuals are organized, dependable, hardworking, careful, trustworthy, and
responsible, on the other hand individuals who are low in conscientiousness are normally

carless, disorganized and irresponsible.

2.1.8.4.0penness to experience

Opennesstoexperiemc descr i bes fithe breadth, dept h,
new ideas and refers to the extent to which a person is imaginative;rbnoded,
intelligent, an@cGaeand Casta, ¢983t ik also soenacted with v e 0
aesthetic appreciation and intellectual curioftirsh and Dolderman, 2007

Existing literature discusses number of variables which can be influenced by
employee personality traits, at the work place, mmgrd behaviour(Lonnqvist et al.,

2011, ecofriendly tourist behaviour(Kvasova, 201 academic motivation and
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learningKomarraju and Karau, 20Q5positive and negative work attitud@alaiou et
al., 2016, entrepreneurial abilitfleutner et al., 204 training success, sales, turnover,
selfratings of performance, promotion capacity, compensation, career development,
leadership efficacy, job performance, and team functiorfigunt et al., 1998Judge
and Bono, 2000Salgado, 1997Salgado, 200(arrick et al., 200,lJudge et al., 1999
Personality traits are investigated aseapdent of KM, especially knowledge sharing in
number of studiesPersonality isfound asan antecedent of knowledge sharing
behaviou(Cabrera et al., 2006 Wang and Erdhein{2007) argue that extraversion
personality positively effects learning goal orientation, and learning orientation positively
affects KM (Kim and Lee, 2018 Agyemang et al. (2016) also have the view that
personality traits can influee the knowledge transfer activilyatzler et al. (2008)ifd
conscientiousness, agreeableness, and openness to experience as predictor of knowledge
sharing (Jafri et al., 2016 In another stud.Matzler et al. (2011) arguethat
conscientiousness and agreeableness positively affect knowledge sharing and knowledge
documetation, and affective commitment. They further argue that knowledge
documentation, and affective commitment mediates the relationship of knowledge
sharing with conscientiousness and agreeabldMzzler et al., 2011

These inding in the literature supports the effect of personality on KM, but most of
the studies discusses the relationship of persoratity with knowledge sharingyhile
this study considers full construct of KM includikmowledgeacquisition, transfer,
doaumentation, and application. Furthermore, discussing the relationship of personality
and KM is not the primary purpose of thisvestigation;in fact this study aims at
investigating that, how personality traits affect the relationship of different Idwgolers
behaviours with KM. As literature is also evident thatgonality can moderate the

relationship of two variables i.e. proactive personality can moderate the relationship of
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emotional intelligence and creativifyafri et al., 2016 More specifically for this study,
literature provides evidence that personality srasthn moderate the relationship of

leadership styles and work outconfd®nzani et al., 20156

2.1.9. Service quality

Service qualityc an be described as fAthe differenc
service and their perceived exence of servigdurthermore, if the latter falls short of
the former the ¢ (Patsunrean st allp85e A semite aqualityy 0
model is three dimensional, including service product, service delivery, and service
environmeniRauch et al., 20)5which aims at satisfying the customers. In the service
sector like hotels, the employservice qualitys determined by performance of customer
interaction (Price et al., 1995

Considerableasearch has been conductedservice qualityand revealed variety of
important outcomes o$ervice quality like customer retention, customer switching
behaviour, customer satisfactifiian and Hyun, 201%.u et al., 2015Chen, 2013Liang
et al., 2013Bell et al., 2005Parasuraman et al., 198%arasuraman et al., 198&hiet
al., (2014) also shed lighdn customer satisfaction and loyalty as outcomeseofice
quality. Chenet al, (2015) argue thaservice qualitycan lead to customer loyalty by
stimulating positive emotionsn the hospitality industry the key to retain loyal customers
is to build afavourable image, which dependssmrvice qualityKandampully and Hu,
2007). Service encounter performance of employees positively affects customer
satisfaction, which leads to the development of trust and commitment among customers,
resulting in the desired behavioural intentions of customers in the hospitality (Sector
and Han, 2011 Furthermore customers who are satisbigdheservice qualityare more
likely to endorse the service providers in their social netw@ksaher, 1997Zeithaml

et al., 1995
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Literature discusses the number of antecedensemice qualityin the hospitality
sector, like leadership style, and organizational cu{@hen, 2013 Kim and Lee (2013)
argue that knowledge sharing behaviour can make employees capable of showing IWB.
Lee (2014) conducts a survey of frontline hospitality employees and finds that knowledge
persuasion, selihanagement, sense of cafji and customer orientation have the
potenti al t 0 eenicaquality Gaegand Dharf2@1é) @aduct a study
on hotel employees and find tHa¥X , perceived organizational support, and job stress
can affectservice qualitythrough organizatinal commitment. Employee customer
orientation, job satisfaction, commitment, personality traits, employee attitudes, and
employee behaviour are also identified as antecedenseroice qualityin a meta
analysis(Ranjan et al., 20)5Bouncken (2002) also reveals that hotels can enhance the
service qualitypy promoing KM among employees. This study investigates how KM
can influence employeservice qualityy n hot el s, t hserdce gualitye mp |

efficacy, and IWB. As it is a missing link in the existing literature.

2.1.10.Employee innovative work behaviour

IWB can bedef i ned as it he producti on or ad
implementation,it begins with problem recognition and the generation of ideas or

s 0| u t(Scatmarsl 8ruce, 1994t canalsobedescribe s Ai ni ti ati ve fr
concerning the introduction of new processes, new products, new markets or
combinations ofthesei nt o t he ¢Amg and iKavareid, a0@DHere it is
important to differentiate creativity and IWB, as creativity is limited to idea generation,
while IWB also includes impmentation of ideaéing and Anderson, 200Drucker,

1985 Basadur, 2004 The IWB construct is initially operationalized as a thstge

process namelyidea generation, coalition building and implementaiigKanter,

1988.Later on this construct is modified and extended as-$tage process namely
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Aopportunity exploration, i dea gen®e ati o
Jong and Den Hartog, 201&mployees with IWB, have the tendency to enhance the
aspects of their work outcomes whenever thieg bpportunity, and they adopihe
enhancements proposed biiers(Bos-Nehles et al., 2037

Drucker (1985) identifies seven sources of opportunity exploration namely,
Aunexpected succ,esasp,s fbaeitlwmereens fiomh ad v g rstos a
process needs in reaction to identificatof problems or failureshanges in industrial
or market structureschanges in demographjcshanges in perception®nd new
knowl edgeo. Process of i nnovation wusuall
which may be due to the occurrence of sopnoblems, opportunity of improvement,
realization of gaps in performance, or it can be due to the presence of threats in the
business environmefiDe Jong and Den Hartog, 2QBasadur, 2004

Idea generation can be in the form of a new product, service, or process, like entering
into a new market, finding a solution to a problem, or identifying new methods of doing
things (Amabile, 1988 Kanter, 1988 Unlike opportunity exploration, sources of ideas
are individuals(Mumford, 2000. New ideas can also face resistarimrause of
uncertainty about the benefits of the idea generated whether it can exceed the cost of
implementation or nofKanter, 1988 Thus the idea must be sold, as most of the novel
ideas are different than current practices and need to be promoted and defended among
colleagues in the organization, even if it fills some gaps in perforniBxecéong and Den
Hartog, 201 This process is known as idea championihgpcludes building coalition
and creating consensus among the mem{htowell et al., 200k The final stage of an
innovative process is the implementation of the idea, in this stage the idea is converted

into a real product, services, or pegs(De Jong and Den Hartog, 2010
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Researchers have identified a number of organizational and personal antecedents of
IWB, e.g. human resourcegmtices can influence IWB of hospitality employ@hang
et al., 201). Slatten (2014) in a study on front line employees of the hospitality sector
findcompanyés vision as a predictor of e m
transformational leadership, employee creative-eféifacy, and autonomy can play a
role in influencing IWB of hospitality employekim and Lee (2013) identify knowledge
sharing as a predictor of employee innovativeness in the hospitality sector. Chen and
Huang (2009) state that KM positively affects innovation performance, and there are
many moreike employee commitme€Chughtai, 2013Slatten and Mehmetoglu, 2011
VinarskiPeretz et al., 20)1work engagemerffryee et al., 201.2Agarwal et al., 201Q
empowermen{Slatten and Mehmetoglu, 201fluoh et al., 2014Afsar et al., 2014
leadership stylefAryee et al., 2012Mceldili et al., 2013Donate and de Pablo, 2015
LMX (Agarwal et al., 2012Aryee et al., 2012 KM also appears to be one of the most
prominent predictors of employee IWBg.(Donate and de Pablo, 2QHa et al., 2009

Kim and Lee, 2010

However, little research has been conddag the outcomes of IWB with focus on
the hospitality industry. Among few studies on the topic of outcomes of innovativeness
in hospitality, El-Said (2013) collects data from employees of hotels in Egypt and
analyses that, if there is a support for cregtiirom management, it can have a positive
effect on perceptions a&fervice qualityAnother study on travellers in USA finds that if
customers are being served innovatively in hotels it may increase the chances of

customer 6s hot elvatigedhodtedean Ri@etalf 2005 t he i nno

2.1.11.Service quality efficacy

~

According to Lee (20143ervice quality efficace an be defined as fis

self-confidence regarding capabilities, skills, and expertise to effectively perform service
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taskstomet cust omer expect adeaofsersce quality effcdca ct or
is derived fronservice quality literatur@Parasuraman et al., 19&erry et al., 200p6and
selfefficacy in organizational literaturéBandura, 1977 Gist and Mitchell, 199
Bandura (1977) describes selff f i cacy as Athe conviction
execute the behaviour required trehggmoduc
his/her own capabilities for performing any specific tdBandura, 197,7Gist and
Mitchell, 1999. Selfefficacy can range from general to spec{fitatten, 201% It can
be specific in performing a particular
capabilities toperform creative tasks is referred as creative-eféitfacy (Tierney and
Farmer, 200R another example of spedifiype of seHefficacy available in literature is
internetsefe f f i cacy, which is confidence in on
customers who poses internet sefficacy are more likely to accept electronic service
(Hsu and Chiu, 2004 Similarly service quality efficacys the confidence of service
providers i n oneods 0 wn secviaep quality (Laet 20B})s t o
Researchers mention selffficacy as an important variable affecting number of
organizational and behavioural outcomes like learning, performance, productivity, and
adoptallity (Lee, 2014.

Service quality efficacyamong front line employees of the service sector can be
discussed as functional and intdnae, as employees may feel confident operationally
i.e. accuracy of service provided by employees sandice quality efficacynay play role
in customer interactions as well as employees feel confident on their abilities to
understand the needs of thestomer, emotional responses, and in making long lasting
customer relationshigtee, 2014. This study testservice quality efficacgas amediator

in the relationship of KM wittservice quality
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2.1.12 Hypothesis development

2.1.12.1. Knowledge oriented leadership and knowledge management behaviour

In this study the construct of KOL developed by Donate & de Pablo (2015) is extended
by adding some other leadtip behaviours i.e. supportive, consulting, delegating,
stimulating knowledge diffusion, facilitating, and mentorifglitis (2002 argues that

the transactional leadership can faciliti&®!. Birasnav (2014) alsoofind a positive

effect of the transforational and transactional leadership on KRuthermore Yang
(2010) states that mentoring, facilitating, and innovating behaviour of leaders also have a
positive effect oilKM. Singh (2008)ihd a positive association of supportive, delegating,
and consultig withKM. Reward and recognition can influence the perceived supervisor
support (Bhatnagar, 2014 Stimulating knowledge diffusion mean, making
communication very open and transparent, making communication more supportive like
informal communicatiorand by doing this leaders can enhance employee innovativeness
(De Jong and Den Hartog, 200 Vhere there is such ldrof information and knowledge
diffusion, it makes creating, sharing, storing, applying knowledge more facilitating.
Therefore, it is logical to hypothesize that KOL as a construct has the potential to
positively affectKM among employees. Thus the progbbkgpothesis is as follows:

H1: There is a positivassociation between KOL and KM

2.1.12.2. Knowledge oriented leadership, employee work attitudes and knowledge
management

There are evidences in literature that leadership behaviours like supportive,
transformatioal and transactiaa style can influence commitment, which can lead to
improvement irKM. Therefore it is logical to assume that KOL can positively affect the
employee commitment because transformational and transactional styles and supportive

behaviour arenajor contributors in the construct of KOL. Where delegating behaviour
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may give a feeling of empowerment because of auton@eyJong and Den Hartog,
2007, and empowerment can lead to commitn{éwblio et al., 2004h Mentoring also
has a positive impact on employee commitnf@nbra and Rangnekar, 20113n case of
this study all these behaviours are used to design a construct of a leadership style
specifically forKM. Literature provides evidences of the mediating rolecofimitment,
number of studies are showing that commitment facilitates the impact of different factors
on KM (Hashim and Tan, 201&ameleOrdaz et al., 20)1Commitment enhances the
feeling of association with other colleagug&en, 2009. Literature alsosuggest the
mediation of commitment to enhance the durability of relationship with other members
(Goo and Huang, 2008This bond of relationship can motivate employees to share the
knowledge with each other to solve the business problems. There are empirical evidences
which show the role of commitment as a mechanism thredgch leaders and mangers
achieve the desired outcomes, hence providing the justifications for the mediating role of
commitment(Agarwala, 200 KOL can provide better psychological settings the
employee to practices KM, armdmmitment mediates the relationship of psychological
settings and KMThompson and Heron, 200@ased on the above arguments it is logical
to say that commitment can mediate the association of KOK&hdf a leader positively
influences emplgee affective commitment through KOL, it can leadki®l among
employees. Thus the proposed hypotheses are:
H2: There is a positive association between KOL and employee affective commitment
H3: There is a positive association beem affective commitmenid KM
H4: Affective commitment mediates the relationship of KOL and KM

Employees who are engaged in the work can be in a better state to perform KM
activity. Employees with the sense of work engagement express their efforts and

engagement, physicallognitively, and emotionally while performing any particular
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role (Kahn, 1990). Cognition involves information processing, which leads to knowledge
acquisition by understanding the pattern of informagldnarte, 2008 and stimulates
KM. Literature is also evident that employee work engagement can bencelidoy
leadership behaviour®/an Dierendonck et al., 2014Aryee et al., 201 If leaders
influence he work engagement positively, in this way they actually stimulate a cognitive
process involving the information processing leadindKkd. Furthermore hospitality
literature is also evident of the mediating role of work engagement towards behavioural
outcanes(Slatten and Mehmetoglu, 201 Dn thee grounds it can be hypothesized that
KOL can positively affect employee work engagement, leading to enh&hdted
H5: There is a positive association between KOL and employee work engagement.
H6: There is a positive association between employee work emgag and KM.
H7: Employee work engagement mediahesrelationship of KOL and KM

When an employee with a high level of creative -sffitacy, exerciseKM i.e.
exploring new knowledge by creation activities, and exploiting the existing knowledge
by applying it in different ways, he/she can do it with more confidence, and effectiveness.
Furthermore, the drive to produce creative outcomes can also motivate employee to
exerciseKM . Furthermore literature is also evident of the mediating role of ceeseif
efficacy in the relationship of leadership and employee behavioural out¢&hagen,
2014). Thus this leads tthe following hypotheses:
H8: There is a positive association between KOL and employee creatiedfisalfy
H9: There is a positive association between employee creativeffiedicy and KM

H10: Employee creative sedfficacy mediates the relationphof KOL and KM

2.1.12.3. Supervisory orientation and employee goal orientation

Supervisory end result orientation and employee goal orientation
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End result oriented supervisors usually adopt a laissez fair approach. Employees are free
to adapt the methods for achieg the goals, and they are responsible for achieving the
end results, and such supervisors provide the clear goals to be adfietécet al.,
1998. End result oriented supervisors are only concerned with the end result, they do not
provide the guidance on how to achieve the results. According to the goal and control
theory, provision of unambiguous and clear goals increase the focastamtibn of the
employees towards the task, stimulates the search for relevant information, and task
strategies that can help in the goal achieverfi@ein, 1989 Locke and Latham, 1990
In this way end result orientation might create tension which can be positive as it
encourages looking for information and strategies to achieve goals,eatytlenhance
the learning orientatiofKohli et al., 1998. End result oriented supervisors do not provide
information that is directly tevant to learning. Therefore it can push the employee to
investigate the reasons for bad or good performance. Literature also provides evidences
that individualistic feedback and goals can lead to employee learning goal orientation
(Ames, 198% (Harackiewicz et al., 1987 Therefore it is logical to argue that end result
orientation of supervisors can positively affect learning orientation of front line hotel
employeesTherefore
H1lla: Supervisory end result orientation directly and positively affects employee
learning orientation

On the other hand, employees with performance goal orientation consider
performance as the mean of getting extrinsic rewards. Perfiear@ientecemployes
are anxious about being judge aategood performer and tend to reflect the performance
by demonstrating their abiliti€gdmes and Archer, 1988End result oriented supervisors
evaluate performance on the basis of end result achievements, which is likely to

encourage an extrinsic orientation among employ@éstz et al., 1986 With an end
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result oriented supervisor, employees consider achievement of the end result as the test
of their competence, which may lead to performance goaitatien(Kohli et al., 1998
According to Weitzt al. (1986) strong emphasis on the end result, increases the extrinsic
orientation of emloyee. Therefore it can be assumed that the emphasising of a supervisor
on the achievement of the end result can increase the performance orientation of front line
hotel employees. Thus,

H11b: Supervisory end result orientation directly and positivelecidf employee
performance orientation

Supervisory activity orientation and employee goal orientation

Activity oriented supervisors pay attention to routine activities and strongly monitor
activities of the subordinates and their feedback is also basefompance of activities

(Kohli et al., 1998. Literature suggests that, for such routine activities subordinates do
not prefer strong motaring and supervisiofSchriesheim and Dé&si, 198)). In case of
unambiguas and clear activities, employees may perceive supervision as unnecessarily
close control and redundafiiouse and Dessler, 1974ohli et al. (1998) argue that

such strongnonitoring of day today activities might hinder the autonomy of employee,
which can negatively affect employee willingness to learn. Therefore

H12a: Supervisory activity orientation directly and negatively affects employee learning
orientation.

Activity oriented supervisors monitor and communicate with the subordinates very
frequently. Frequent communication and monitoring increase the sensitivity of
subordinates evaluated by supervisors, and increase their concern about being judged as
competent andjood performerLawler and Rhode, 1976This type of supervision

motivates emploges to do well by following the criteria set by the supervisors, because
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they want to be perceived as high performer by their supervisor, which can increase their
focus towards performan¢iohli et al., 1998. Therefore,

H12b: Supervisory activity orientation directly and positively affects employee
performance orientation.

Supervisory capability orientation and employee goal orientation

Sugervisors with capability orientation tend to be the coach and their focus is on
devel oping the capabilities of subordi na
about why they fail to achieve godlsohli et al., 1998 When supervisors emphasize on
subordinateds skills and abilities, by dc¢
better methods to perform the tasf¥eitz et al., 1986 Furthermore according to
cognitive evaluation theory, enhancing the competence level of subordinates by coaching
can positively gect intrinsic motivation and task interest among subordir(@esi and

Ryan, 2013 (Tyagi, 1989. Where task interest, and intrinsic motivation can lead to
learning goal oriemttion among employe€Kohli et al., 1998. It means that supervisory
capability orientation can have a positive impact on learning otientamong front line

hotel employees. Therefore

H13a: Supervisory capability orientation directly and positively affects employee
learning orientation.

When supervisors provide guidance to subordinates to enhance their skills and
abilities, it requres effort and time to evaluate the capabilities of subordinates, and it
makes supervisors aware of the strength and weaknesses of their subordinates. In this way
supervisors are in a better position to provide tips, knowledge and helpful suggestion to
the subordinates. This kind of interaction motivates the subordinates to perform well by
following the criteria set by the supervisors, and increases the sensitivity of the

subordinate towards the supervisory apprdisavler and Rhode, 1976which can lead
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to performance orientatiofiKohli et al., 1998. So it is logical to argue that supervisory
capability orientation can enhance the performance orientation among front line hotel
employees. Therefore

H13b: Supervisory cability orientation directly and positively affects employee

performance orientation.

2.1.12.4. Employee goal orientations and knowledge management

It is established in literature that employee goal orientation can affect knowledge
acquisition and knowledge transfee. learning orientation positively affects knowledge
acquisition and transfer, where performance orientation affects negdtiatiyier and
Mueller, 2011 Kim and Lee, 2018 Learning oriented employees are concerned about
the development of skills and knadge, not only for them but also for others in the
organization, by acquiring the knowledge, and donating their knowledge to others
(Matzler and Mueller, 2001 These findings are also empirically validated by Kim and
Lee (2013). When employees have high level of abilities, skills, and knowledge self
efficacy, they tend to enhance the efficiency and productivity éyuieng, and
transferring the knowledge to other colleag(®eck et al., 2005Kankanhalli et al.,
2005. Even though there is risk of losing knowledge pofavenport and Prusak, 1998
Kankanhalli et al., 20051t may also motivate them to convert their tacit knowledge into
explicit knowledgeby documenting and storing the acquired knowledge somewhere in
the organizational memory. Furthermore in order to prove their learned skills and abilities
they may also need to apply the learned knowledge. Based on these logical beliefs it can
be assumethat learning goal orientation can positively affect the whole construct of KM,
among the front line employees of the hotels. Therefore

Hl4a: Employee learning orientation directly and positively affects KM
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Kim and Lee (2013)ifd a negative effect foperformance goal orientation on
knowledge acquiring and transferring behaviour of hotel employees. Performance
oriented individuals tends to outperform other in performance, demonstrate their
capabilities in the shape of performance, strive to achieeess by achieving goals, and
they donét want to involve i n c¢hadthaen gi n
the competencg&Kimand Lee, 2018 As t hey dondét want to tr
tend to outperform others by performing the tasks in which they are experts, in this way
they dondt want t oapglythe nesv knowleuge inthe orgariizatioro r e ,
They might think that it hinders their promotion chances in the organization if they
transfer their knowledge to other employees in the same organifdliamte, 2008a
Bock et al., 200b On the bases of these arguments it can be argued that performance
orientation negatively affects KM among front line hotel employees. Therefore

H14b: Employee performance orientation directly and negatively affects KM.

2.1.12.5. Superviory orientation, employee goal orientation, and knowledge
management

Kohli et al. (1998) argue that supervisors can influence employee learning and
performance goal orientation by supervisory orientations, i.e. end result supervisory
orientation positivgl affects both learning and performance orientatiactivity
orientation of supetsors negatively affects learning goal orientation, and positively
affects performance goal orientation, where capability orientation of supervisors is
positively associateavith both learning and performance orientation of employees.
Research also revealed the positive association of learning goal orientation and negative
association of performance goal orientation with knowledge acquiring, and transferring
(Kim and Lee, 2013 It is also discussed in the previous section of this study that it is

rational toassume that goal orientations can influence whole construct of KM, including
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knowledgeacquiring, transferring, documenting/storing, and applying the knowledge.
Salesmanagementiterature provides the evidences that supervisory orientations can
affect thesales performance of employee, through employee goal orien{&idii et

al., 1998. This study assumes the indirect effect of superyiswientation on KM
through goal orientation, which means there is mediating role of goal orientation.
However no theoretical support is found in the existing literature to assume the direct
effect of supervisory orientation on KM. It means that if suigerg can influence
employee goal orientations, by adopting the supervisory style accordingly, they can
indirectly affect KM among employees. So it can be hypothesized that supervisory end
result and capability orientations can indirectly and positivégcaKM among front line

hotel employees and activity orientation is expected to have negative indirect effect on
KM among front line hotel employees, through the mediation of employee goal
orientation. Therefore

H15: Supervisory end result orientation sificantly, indirectly, and positively affects
KM, through the mediation of employee goal orientation.

H16: Supervisory activity orientation significantly, indirectly, and negatively affects KM
through the mediation of employee goal orientation.

H17: Supevisory capability orientation significantly, indirectly, and positively affects

KM through the mediation of employee goal orientation.

2.1.12.6. Leader member exchangemployee work attitudes, and knowledge
management
The amount of resources, information, and supmhared between leader and
subordinates is dependent on the LMX status among leader and subdiddeatest al.,
1997). Though literature does not provide evidence of direct effect of LMX&, but

availability of information can triggedkM activities, because knowledge can be created
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and acquired by understanding the pattern ofrmédion (Uriarte, 20083 Literature is
alsoevidentofpsi ti ve ef fect KM (Sidge 200%In lhigh qualityp p o r t
LMX situation, followers usually have the autonomy to wltkden and Graen, 1980
Autonomy is important f or(Koblinepdl.o0l998 dtéss wi |
logical to assume that employees with greater willingness to learn are more eager to
acquire and apply new knowledge. Kim and Lee (2013) fagb positive effect of

learning orientation oikKM among hospitality employees. So, it can be argued dkat,
providing resources, information, and support is integral characteristic of high quality
LMX, therefore logically LMX can positively affed{M among employees. Therefore

following is the hypothesis

H18: LMX positively and directly affectéM among empulyees.

Literature clearly suggests that affective commitment can positively affielct
(Hashim and Tan, 2018/atzler and Mueller, 2001 As many employees do not share
the knowledge because they think for theirspaial growth, and keep the knowledge to
themselves organizatiofUriarte, 2008a Bock et al., 200b This problem can be
overcome by enhancing the employee commitment, as employees with high level of
affective commitment are more loyal to the organization and considers the goal or
organization as their own personal go@ahdi et al., 201} On the other hand it is
reported in literature that commitment can be infludipeLMX (Garg and Dhar, 20}4
|t means that by positively affecting e
indirectly affectKM through employee commitent. So it can be assumed affective

commitment carries some effect of LMXKM . Therefore the hypotheses are:

H19: LMX positively affects employeebs aff

H20: Affective commitment positively affesi8l among employees.
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H21. LMX indirectly and positively affects KM t hr ou g h empl oyeed

commitment.

Agarwal et al. (2012) argue that LMX can positively influence employee work
engagement. High quality LMX motivates employees to work with more dedication,
vigour and absorption. Aotding to Kahn (1990) employees with higher level of work
engagement express their engagement physically, emotionally and cognitively, which can
create a psychological environment for them to pradtibé. Work engagement is
characterized by deep involvent@md thinking at work place, which might stimulate the
need to acquire, and apply the knowledge. Therefore, it can be argued that work
engagement can positively affeM among employees. So following are the

hypotheses:

H22: LMX positively affects empleg work engagement

H23: Work engagement positively affeiisl among employees.

H24: LMX indirectlyand positivelyaffectsKkM through employee work engagement.

Creative selefficacy refers to the belief and confidence of employee to perform the
creatve task(Slatten, 201% Autonomy and provision of information are among the
characteristic of high quality LMXLiden et al., 199} which has the potential of
boosting the confidence of doing creatiasks. Slatten (2014) finthat autonomy can
enhance the confidence of employees to perform creative tasks. It is also logical to assume
that availability of required information also increases the confidence to perform, as it
reduces ambiguity and uncertgi (Jones and George, 200%0, on the bases of these
arguments it can be said that LMX can affect employee creatfreficacy. Employee

with higher selefficacy in general are empower with the confidence on their capabilities
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to perform any particular tagBandura, 19970b When an employee with higher creative
self-efficacy tend to explore new knowledge, or apply new knowledge, or attempts to
convert the knowledge into codified procedures i.e. documenting/storing he/she can do it
with more confidace. Furthermore, the thrust to produce creative outcomes can motivate

the employee to exercigéV activities. Therefore it can be hypothesized that:

H25: LMX positively affects employee creative-sélicacy.

H26: Creative seHefficacy positively affesKM among employees.

H27: LMX indirectly and positively affeckdM through employee creative selffficacy

2.1.12.7. Knowledge management, employee innovative work behaviour, and Service
Quality

KM is one of the prominent predictors of employee I{I®nate and de Pablo, 20}

et al., 2009Kim and Lee, 2010Kim and Lee, 201Bbecause when employees tend to
acquire new knowledge there are more chances of idea generation, and applications of
the knowledge enhances the capability of the employee and provide new sd¢{bitaonts

1996. Consulting the explicit knowledge and information stored in IBeof the
organizations may also lead to anovative idea, because it increases the tacit knowledge
which can also help the employee in idea championing i.e. to defend the idea. The
application of the knowledge actually leads to a product, service or a new process, which
is the final stage of inn@tion proces¢De Jong and Den Hartog, 201t hotels, it can

be assumed that, if front line employees are eager to acquire new knowledge about the
customers, and they know enough about hotel capabilities, and are able to use their own
tacit knowledge and explicit knowledge of hotels, they can provide customized and
innovative services to the customers. In this way, innovative employees can use the

knowledge about customers, and hotel capabilities to serve the customer even better, as
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implementation of the idea is the integral dimension of 1B Jong ad Den Hartog,

2010. So, it can be assumed that innovative behaviour can enhance the erspiuigee
quality. Thus, based on these arguments and evidences in the existing literature, it is
logical to argue that, KM can positively affect IWB of fromtdihotel employees, which

leads to a bettegervice quality Therefore following are the hypotheses

H28 KM among hepitality employees positively affects their IWB.

H29: Employee IWB positively affectervice quality

H30: KM indirectly and positively &tctsservice qualitythrough employee IWB

2.1.12.8. Knowledge management, service quality efficacy, and service quality

Knowledge is considered as the power, and with the power of knowledge in mind,
employee feels more competitigdriarte, 2008aBock et al., 200b Feeling competitive

can increase the sadfficacy of employedWang and Netemyer, 2002vhich refers to
ithe confidence that one can successfull
out c o(Baedum 1977. Selfefficacy in general has the potential to positively affect
employee performance, adaptability, and behavioural outc@bees2014) because it

gives an employee the confidence on his/her skills, capabilities, and expertise to perform
specific task§Bandura, 197,7Gist and Mitchell,1992. Slatten (2014) states that self
efficacy can range from general to specific, so in case of providing quality services in
hotels, it is known aservice quality efficacylLee, 2014. It means that if the front line
employee of the hotel practices KM, it will increase his/her knowledge which leads to
service quality efficacyy building confidence in his/her skills and expertise. Thaan

be said that KM enhances tbervice quality efficacamong front line employees of the

hotels. Therefore, this leads to the hypothesis below

H31: KM positively affectservice quality efficacy
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When an employee is confident of his/her cai@dsl of performing a particular task,
he/she can do it in a better way, for example, creativeeffiedhicy can lead to better
creative outcomegTierney and Farmer, 20D2internet seHefficacy increases the
acceptance of electronic services among custofhistsand Chiu, 2004If anemployee
is confident enough on his/her skills of providing services, there are more chances that
he/she actually provides higiervice quality So, it is rationale to assume thseyvice
quality efficacy directly and positively affectservice quality while KM indirectly
influencesservice qualitypy enhancing employeservice quality efficacySo this leads

to the following hypotheses
H32 service quality efficacpositively affectservice quality

H33 KM indirectly and positively influenceservice gality, throughservice quality

efficacy.

2.2Influencers of information systemusagefor knowledge creation
Researchers frequently discussed the IS and KM in last few (@agan et al., 2011
Alavi and Leidner, 2001GarciaAlvarez, 2015Pehrsson, 20)7However, there exist a
noticeable confusion among information management and the KM. KM is a broader
concept as compare to information management and IS. Human factors are involved in
the KM process to a larger extent than that of information manageamehknowledge
purely belongs to human. In fact, IS is the facilitator of KM in the organiz@#iésquez
Bravo et al.,, 2014Dogan et al.2011). There are few studies available in existing
literature discussing the factors affecting the use ofPi@sanna and Huggins, 2016
Ahmadi et al., 2014.in, 2014. In general, Technology acceptance model (TAM) is most
widely used model(Davis Jr, 1986 Prasanna and Huggins, 201@avis Jr, 1986

Prasanna and Huggins, 201&nd in the context of this study the technology is IS. This
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study goes a step ahead, and discusses the IS usage specifically for knowledge creation.
It is not limited to use of IS to perform routine job, it also focuses on the concern that why
or why notemployees analyse different available information stored in the IS to create
new knowledge. It is due to the fact that employee can create new knowledge by analysing
and understanding the different information pattgtasarte, 2008h The review of

literature reveals a clear lack of research on this topic in the hospitality sector.

KM involves the creation, sharing, storage, and implementation of knowledge
(Nonaka and Takeuchi, 1993t is noticed that focus of the research is more towards
knowledge sharingShamim et al., 2017bKim and Lee, 2018 Furthermore the
knowledge creation is mostly discussed in the high tech and knowledge intensive firms
with an active R&D departmeriPeschl and Fundneider, 20Mu, 200§. This study
stresses on the idea that research on knowledge creation should not be limited to highly
tedhnological and knowledge intensive firms. As today in the knowledge based economy,
knowledge is the main strategic resource of any organization. Knowledge based theory
of the organization also suggests that the conversion of knowledge into commercial
outcanes is the most important purpose of any organizgang and Wan, 20Q8ock
and Kim, 200}, and this applies to low tech organizations as well. So this study
investigates the issue of knowledgeeation in the hospitality sector. Literature
acknowledges the important role of information and communication technologies (ICT)
in managing the organizational knowled@»otoc-Acosta et al., 2016 for example data
mining helps in corporate predictions and customer support. Some other examples of
technological applications supporting knowledge management are modelling, expert
system, and database applications @tiao, 2003. However, this study concerns with
the question that AWhat are the ajemmdn@r s h

empl oyees to analyse multiple inflleeremati o
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no answer to this question in the existing literature, especially in the comparatively low
tech sector like hospitalityThis study attempts to fill these gapad answering this
question by discussing the use of IS to analyse multiple information for knowledge
creation among hospitality employees. IS is more important in this context because it is
the main source and hub of information and it can be used fawl&dge creation.

Especially in the industries like hospitality which are not very high tech.

Here it is important to distinguish information and knowledge. Information basically
i's Adat a wlitte hnd Ray,2006 Ihigalso defined as the aggregation of data
to make decision making easy, and data is unprocessed and unorganiz@dvadtand
Ghaziri, 2004. Knowledge can be described as actionable informgliomana, 2002
Knowledge enables the interpretation of informatidawell et al., 2009 Uriarte (2008)
argues that analysis of different information and understanding the patterns of
information leads to the creation of new knowledge. So this study proposes a framework
of factors #ecting the IS use for knowledge creation. It means there are two things this
study attempts to connect, one is the uskS@nd other is knowledge creation through
information analysis. There is research available on the topic of use of technoltfgy i.e.
in the context of this study. TAM is most popular model for technology acceptance,
developed by Davis (1986). This model includes perceived usefusmelgerceived ease
of use as predictors of attitude toward use, which leads to behavioural intenssm
and actual system ugPavis Jr, 1985 Another model isunified theory of acceptance
and use of technology (UTAUT), which shows that performance expectancy, effort
expectancy, social influence, and facilitating conditions predicts the behavioural intention
and use behaviour, and user demographics moderatmttnaction(Venkatesh et al.,
2003. Prasanna and Huggins (2016) also argue that facilitating conditndoignation

quality, effort expectacy, and social influence affects the performance expectancy
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leading to symbolic adoption of IS. Lin (2014) adds cultural differences as influencer of
behavioural intention. All these studies discusses the acceptace to adopt and use the IS,
i.e. use of 1Sor performing routine task. For example use a single piece of information

to performe the current task in hand. This study looks a step ahead and discusses the use
of IS to analyse multiple information stored in the IS in order to create new knoweldge.
These information may not required to perform current task in hand or the routine job,
but it can also be additional and extra information available in the IS, analysis of which
leads to knowledge creatioiRReview of literature reveals that these factors ban
categorizes as organizational, perspaadl job related factrs. These factors are discussed

in more details below

221. Empl oyeebs personal factors

Literature revealse that there are sever.
of thinking, praessing, and learning. These factors belong to the individuals,
representing their unique way of thinking, perceiving, and behaving. This study relates
these factors with employee tendency to use the technology i.e. IS for knoweldge creation.
Literature suggests thdbllowing personal factorgan influencethe IS usageamong

employees tareate new knowledge by anlysingiltiple information:

2.2.1.1.Employee learning orientatiorand information systenuse for knoweldge
creation

Employees can have two distinc goakatations, which are learning orienation and the
performance orientation. Learning orientation considers mastery as main achievment,
whereas the performance orientation prefers the display of good performance instead of
ganing new skills and knowledgBweck, 1986 Shamim et al., 201JbEmployees with

high learning orientation like to do the challenging asisgnm&utsh employees prefer

to continiously improve their skills and abilities, and they often compare their own
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performance with their performance in the p@itton et al., 1996 Employees with
learning goal oreintation tend to collect knowledge from other colleaues in the
organization(Kim and Lee, 2013Shamim et al., 201jpwhich shows their desire for
knowledge. According to Uriarte (2008), information analyses and undertanding the
information pattern leads to knowledge creation. It can also be argued that employees
with greater thirst and eagerness of learning and knoweldge likes to acquire and create
new knowledge from mulitple resources. One of the major source of information in any
organizaiton is its IS which can facilitate knoweldge creation. So it is logical to thaue
employees with high learning orientaiton are in better psychological settings to use IS for
analzinginformation patternsas itfacilitates theknoweldge creatioifUriarte, 2008k

Their eagerness to learn and know about new things provides the mootivati
exploring, analyzing and understanding the pattern of information stored in the IS.
Literature also acknowledges the crucial role of IS in the process of knowledge creation.
Keenness of learning new skills and knoweldge also reflects a proactreacppf such
employees, and it can be said that such empoyees also show information proactivness.
On the other hand information proactivenss positively affects preceived usefullness and
preceived ease of use, which ultimately results in enhancing theet&ittitudgHwang

et al., 2015 On the basis of these argumeittss rational to assume that employee
learning orientation facilitates the use of IS for information analgsisder to creat new

knowledge.

2.2.1.2.Cognitive style and abilityandinformation systemuse for knoweldge creation

Cognition refers to the activés of thinking knowing, and information processing
(Armstrong and Hird, 20Q9/itkin et al., 1977. Differend individuals have different
style of carrying out these activities, which reflects cognitive style. Cognitive sytle of

individuals is more concerned with the type of cognitive activity and not the content. It
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can be defined as individual dissimilaritiesthe way individuals think, learn, percieve,

and solve the problen{8Vitkin et al., 1977. I n fact, it is the i
to process and organize the informati@®nnant, 2006 There are several cognitive
dimension discussed in the literature, but the main poles are analytical and intutive

cognitive style(Agor, 1986 Hammond et al., 1987

As cognition involves the activites of inforamiton prcessjagmstrong and Hird,
2009, so in the context of this study it is logical to argue that tendency of analyzing and
processing the informaiotn for knoweldge creation is higher among employees with
greater cognitive ability. Literature also suggests that cognition can play a vital role in
information seeking among individuakyrick, 2016. Further more purposefull
thinking also increases the imfoation literacy, which involves accesing and using
informaiton (Coklar et al., 2016 However, the tendecy to use the IS for infororati
analysis is also dependent on their cognitive style. Employees who follow an analytical

style, prefer systamatic and structured approach of investigatyoch, 1986.

Employees with an intutive congnive style are non confirmist and such indisidual
choose random techniques of exploratiiynch, 1986. Employees with intutive
cognitive style have greater propensity of converting their vision into the #C#oland
et al., 201% Unlike employees with analytical cognitive style, their tendency to analyze
explicit informatin is low. Such employees can be very creative and innovative but in the
context of this wdy, their propensity to use IS for information analysis to create
knowledge is less as comapred to employees with an analytical cognitive style. They
focus more on their own intutions. It is not the righ thing to say that employees with an
intutive cogniive style do not use IS for explicit information analysis, because they may
use it, for example for the validation of their thoughts and intutions. However the

frequency and tendency of using IS to process and analyze explicit information for
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knoweldge ceation is less in such employees as compared to employees with analytical

cognitive style(Shamim et al., 2016a

2.2.1.3.Employee work attitudeand information systenuse for knoweldge creation

There are evidences in the literature that employee work attitudes influences many other
variables at the work pla¢Robbins et al., 2013arrison et al., 2006 In this section of
the study, selefficacy and work engagement are discussed as attitofiiesncing the

use of IS for knowledge creation.

Selfef fi cacy means fAsomethi ngpedbbatcapabfek
mobilize the motivation, cognitive resources, and courses of action needed to meet given
situat i on(\WdodahedBaadora, §989 |t can al so be desc
belief that he or she can pe(@@Bénduranl9®)a cc e s
High level of selefficacy escalates the confidence of individuals on their capabilities
and skills to perform any particular tagglatten, 2014Bandura, 1997a When an
employee with high sekfficacy decides to do something he/she does it more confidently
(Slatten, 2011 Selfefficacy can range from general to specific for any particular task.

For example the confidence in skills and abilities to perform creative tasks is known as
creative sdtefficacy (Slatten, 201% Similarly confidence in skills and capabilities to
search and find information refers to g#ang selfefficacy, which increases the
tendency to look for informatiofMyrick, 2016, hence encourage the use of IS. Feeling

of confidence increases the perception of ease to do anything, whisb siggested in

the TAM i.e. that perceived ease of use increases the tendency to use the technology
(Davis Jr, 1985 Bandura (1997) argues that sefficacy includes the belief in the ability

to mobilize the cognitive resource, on the other hand cognition includes information
processingWitkin et al., 1977 Armstrong and Hird, 20Q9 By combining these two

things i.e. intention to use the technology due to perceptioassf, @and mobilizing the
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cognitive resources for information processing, it is logical to argue thaffieHicy can
increase the tendency of using IS to process and analyse information, which leads to

knowledge creation.

Work engagement canbedesc bed as At he harnessing o
selves to t (Kahn,rl99¢ &ahk (1990) further @rgues that at the work
place, employees with higher work engagement shweir efforts and engagement
physically emotionally and cognitively. High work engagement is a positive attitude
which involves vigourabsorptionand dedicatiorfSchaufeli et al., 2002According to
the Kahndés (1990) concept of work engager
and cognitive activity is characterized by information processing and thinking
(Armstrong and Hird, 2009 Employees who work with absorption and dedication may
need information for problem solving and to improve the quality of they are doing. Such
employee may also need information for the validation of some of their intuitive thoughts,
as work engagement involvédse cognitive activity as well which involves information
processing. So these things can encourage such employees to use IS to analyse the

information, which ultimately leads to knowledge creation.

2.2.1.4. Personality traitsand information systenuse for knowetige creation

Personality refers to fAan individual's ¢
behaviour, together with the psychological mechanisms hidden or not behind those
pat t @undesand Ozer, 20p7Personality is one of the weattcognised predictor of

i ndi vi dual (Brsstrbng ét aly 20%du and Armstrong, 2015Penney et a|

2017). The most acknowledged and established model of personality is the big five
personality traitg§Li and Armstrong, 201,3Chamorrcand Furnham, 200%edel, 201.

The big five model comprises of extroversi@greeablenessntrovert, openness to
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experienceand consciousness. Excluding theonert, all these traits positively affect

knowledge manageme(ilatzler et al., 2008Agyemang et al., 2036

To create the knowledge through the use obySanalysing multiple information
stored in it, openness to experience can be the potential influencer. Employees with high
openness to experience are imaginative, broad minded, have depth, breadth, and
variability for new ideas, and are intelligent as lwgicCrae and Costa, 1985
Intellectual curiosity is also high among employees with high operinessperience
(Hirsh and Dolderman, 2097and this curiosity can stimulate the desire for more
knowledge andinformation, which can encourage the employee to use the IS for
information analysis. They would use the IS more frequently because it is the hub of
information in the firm. As these kind of employees are also imaginative and have depth,
breath and varialiiy of new ideas, so it is also logical to argue that they might use the IS
for information analysis to validate their imagination and thinking, which leads to

knowledge creation.

2.2.2. Organizational factors

Review of the literaturalso identified several ganizational factor which can affect the
use of IS to analyse multiple information for knowledge creation. Most of these factors
are related to the way employees are being managed and lead in the orgafiraten.

factors are discussed in more detaiblkel

2.2.2.1.L eadershipand the use ofnformation systenfor knowledge creation

Leadership is the ability to influence and direct the followers to work for the vision and
achievement of the desired godRobbins et al.,, 20)3 Leaders can influence the
followers to act in a certain way by adapting the leadership style accor{ioglys and

George, 2006 Similarly, leadership style can also influence the knowledge creation and
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its management among thengloyees(Singh, 2008 Shamim et al., 2016Birasnav,
2014 Donate and de Pablo, 201®ne of the most discussed and appreciated leadership
style is the transformational leadership style, which has the potential of influencing
different employee behaviour atovk place, including creation and management of
knowledge (Birasnav, 2013 The constrat of transformational leadershipvolves
fintellectual stimulation individualistic consideration, inspirational motivation
Providing vision and idealized influence (Bass, 1985b Intellectual stimulation
encourage the employee to use the intelligence and analyse different information for
problem solving activityfBirasnav, 201} In the present context, through inspirational
motivation, leader motivates the employee to use the IS for information igrtalgseate
knowledge, by acting as a role mo@®Bhss and Riggio, 2006 Idealised influence and
providing a vision motivates the followers to take part in challenging assignment in
uncertain environmer(Keller, 1993. Broader vision, challenging tasks, and uncertain
situation may sthulate the desire for more information, and the central hub of

information is usually the IS in the organizati®@hamim et al., 2016a

Donate and Pablo (2015) highlight the need for creation of specialized leadership
construct for promoting knowledge management activities. By combining the
transactional and transformational leaderssiye, they developed the construct of
knowledge oriented leadership, and also found the positive influence of knowledge
oriented leadership on the knowledge creation. Construct of knowledge oriented
leadership can be further extended by incorporatingdagional leadership behaviour
including facilitating delegating mentoring stimulating knowledge diffusign
recognizing transparent communicatiprand supporting etc. Delegating adds more
responsibility on the shoulders of employee, and to fulfilatiditional responsibilities

employees may need additional information as well. Facilitating refers to provision of
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required resources. In the context of this study it can be information resources, which may
be the additional access to more informatiothie IS. Mentoring means coaching and
guiding the employee, along with the routine work activities. In the given context leader
can be a mentor to encourage employees to use the IS for knowledge creation by analysing
multiple information stored in the IS.0Sit is logical to argue that incorporation of
additional behaviours in the knowledge oriented leadership construct can enhances its

positive affect of the knowledge creation iengral and by using IS as well

2.2.2.2.0rganizational structureand use of informaibn systenfor knowledge creation

Flat organizational structure with fewer levels of hierarchy and decentralized approach of
decision making may influence the use of IS for knowledge creation. In this kind of
organizational structure, due to lesser nundbérierarchy levels, middle and lower level
employees have more authority of decision making as compared to tall strjdtumes
and George, 2006 When employees know that they are supposed to take their own
decision in routine matters and do not have to wait for the instructions from upper
management, the information availability becomes more crucial in dihistion.
Employees need information for decision making, and information is usually stored and
available in the IS of organization. this phenomenon may encourage the employees to use
the IS for information analysis and to understand the pattern ofriafam for effective
decision making, which ultimately leads to knowledge creafidnarte, 2008l
Furthermore due to lesser number of hierarchy levels, the closer contact and
frequent communication of employees with higher management may trigger theepositiv
tension of remaining up to date with the current business scemaoblems and
solutions, which requires the knowledge. Since IS is the hub of information, and analysis

of information leads to knowledge creati@hamim et al., 201§aSo it can be argued
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that flat organizational structure can stimulate the desire for information anabdisd

to knowledge creation.

2.2.2.3.Human resourcemanagemenpracticesand the use ofnformation systenfor
knowledge creation
Human resource (HR) practices play a vital role in transforming the skills, capabilities,
attitudes, and behaviours of the work foGellins and Clark, 2003 Learning andKM
can also be influence by adapting the suitable HR stratggiken and Huang, 209
HR practices having the potential of influencing learning among employees are staffing
training performance appraisand job desigMa Prieto and Pilar Peregantana, 2014

Chen and Huang, 20Rn9

Literature suggests thatganizations should arrange specialized training sessions
with the foas on the use if IS to analyse multiple information for knowledge creation.
As a first step, initial trainings should be focusing on providing the guidelines for the use
of IS, and then decision making using the informatiShamim et al., 2016aWhen
employees feel it easy to use, the propensity among employees to use the IS can be
automaticlly increased, as suggested in TAM as w@havis Jr, 1985 Then these
trainings should be followed by training sessions focusing on analysis of different
information and understanding the information pattern to create knowledge. First step can
train the employee to retrieve and utilise different available informatiche IS for
routine job, and the later trainings can facilitate the employees to use IS for analysing and

understanding the information pattern for knowledge cregBbamim et al., 2016a

Considering the fact that knowledge is one of the main sources of providing
competitive advantagdiferature also suggests thetecial considation is required in

the staffing processRecent research also shows that staffing pkagsucial role to
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influence the knowledge creation activities among employ&esr Ramjeawon and
Rowley, 2017. During the process of recruitment and selection, considerable importance
mu s t be given to the candi dat eods abili
creatiorfShamim et al., 2016alt is important because knowledge is main strategic
resource of the firm, ancceording to the knowledge based theory of the organization,
the basic purpose of the firm is to convert the knowledge into the commercial outcomes
(Zack et al., 2009 Sqg while evaluating the candidate for the job, selectors should
evaluate the candidatebdés capability to u
system should also be considered. Furtherrkesmness of employee to learning new
things should also be considered in evaluatonployees with high learning orientation
should be preferred. During the process of screening it can be evaluated, for example
through psychometric testing. Similarly catiyre ability, job attitudes and personality

traits should also be given consideration while evaluating the candidate for the job.
Applicants with high cognitive abilityhigh selfefficacy, tendency of work engagement

and high openness to experience stitnal given preference, because such employees are
in better psychological situation to use the IS for information analysis which leads to

knowledge creation.

Knowledge creation should also be linked with the overall objectives and
performance apprsal of employees. There should be some mechanism to measure and
evaluate the knowledge creation by employees. The mechanism can be either objective
or subjective in nature. It should be made very clear to employees that knowledge creation
by them has conderable weightage in the performance appraisal. This can encourage
them to create knowledge which requires analysis of information. Being the hub of
information, in this scenario use of IS becomes more important for employees. In this

way employees may aite knowledge by using IS for knowledge creation.
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Job desig is among the core functions ldR management. It is an important factor
having the potential of influencing the job outcomes and performance, and it refers to the
way tasks are organizedthin a job i.e. when and how to perform the ta@xsCenzo &
al., 2010. Organizations should design the jobs in such way that it involves the use of IS
and information as input. Job should involve variety of skills, high task identity, high task
significance, and high autonomy. To gain the skill variety, andctmmplish every
activity from beginning to end, would require lots of information and knowledge, which
can encourage the employee to go to the IS for information anéBfsésnim et al.,
20163. Similarly when employee knows that the task he is performing is highly
significant and he/she has the autonomy to take decisions, the tendenaeygdSusan
be increased. As for decision making employees need to analyse information which is
stored in the IS, and analysis of information and understanding the pattern of information

can lead to knowledge creati@riarte, 2008

2.2.2.4.Supervisory orientation and the use ofnformation systenfor knowledge
creation

Supervisors can be end result orienttivity oriented and capability oriented, and it
shows their preference of supervisory behaviour. End result oriented supervisors are
mainly concerned with # achievement of end result, instead of the means of
achievement. Supervisory activity orientation refers to the focus on steps and methods of
performing the tasks, this kind of supervisors are usually more interested in knowing the
methods and ways of aeling objectives. Capability oriented supervisors focus more

on the development of employee, to increase their set of skills and aliibiels et al.,

1998 Shamim et al., 2017b Literature suggests that end result orientation and the
capability orientation of supemsars can positively the learning orientation of employee

(Shamim et al.2017h, which has the potential of influencing the IS usage among
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employees for knowledge creati@®hamim et al., 2016aKohli et al. (1998) argues that
activity orientation negatively affects the learning orientation. Supervisors with an end
result orientation do not prefer to provide the direction to perform the task, in this situation
employees are supposed to think themselves about the ways of task accomplishment
(Kohli et al., 1998 which may push the employees to thiakd search for the
information for solving the problems and making decisions. In this way, they may use
the organizational IS to retrieve the required information, and employees with learning
orientation tends to analysis the information to understamdhformation patter, which

leads to knowledge creation. Capability oriented supervisors encourage employees to
gain new knowledge and skill, their emphasis on learning new skills and enhancing
capabilities makes the employee to think that they are goibg judged on the basis of
their capabilities, skills, and knowl edge
gaining new knowledge, may encourage them to analyse different information to create

knowledge(Shamim et al., 2016a

2.3Clusters of knowledge workers
Todaybés economy is consi deMaddnadeGuzmamet wl e d
al., 2016 Nielsen and Michailova, 200.7According to the knowledge based view of the
firm, the main strategic resource of the firmtihe knowledge, and the main purpose of
the firm is to create and apply the knowled@eant, 1998, i.e. to convert the knowledge
into commercial products and services. In this situation the role of individual employee
as knowledge worker becomes very important, because the process of KM requires effort
willingness and contribution of employees at individual leddng and Wan, 2004
Knowledge workers are the individual in the organization carrying the knowledge as
powerful resourcgDrucker, 2003 Drucker, 1989 They are motivated individuals

having the capacity to create new insights, and having the capability of coaching and
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facilitating the implementation of novel ide@gogt, 1995. Organizational success is
heavily dependent on the performance of these knowledge w@Rears and Liu, 2004
and theperformance of knowledge workers depends on their individual characteristics
(Lee et al., 2013Neck et al., 2006

Most of the research on knowledge workers is conducted in highly knowledge
intensive and high tech firnesg.(Joo et al., 20L8umar Singh et al., 20)6This study
emphasizeon theidea that knowledge work should not be limited to highly technological
and knowledge intensive firms. In the current era, where knowledge is the main
competitive advantage, and following the knowledge base theory of the firm, the main
purpose of the firmsito create and apply knowled@g&ang and Wan, 20Q4which is the
case with low tech firms as well. Sib is important in the current knowledge based
economy that each wier should work like a knowledge worker in low tech industries
as well. Literature also suggestiat research in this field should also be conducted in
service industryOrdoéiiez de Pablos, 200 his study chooses the hospitality sector to
analyse the clusters of knowledge workers, working in the hospitality ind@tingr
reason for choosing hospitality sector for this study is the high employee turnover in
hospitality sectofYang, 2004. When an employee leaves the firm, the knowledge also
goes with the employee. this way firm faces the loss of intellectual capital, Bds
important to identify the clusters of knowledge workers in the hospitality sector, to
manage them accordingly. I n the hospital
companyo6s cducsstaml seevices, opeatiomal procedures, competitors and job
as s o c (Yang argl dVan, 2004 In this scenario the role of front line staff as
knowledge carrier is veliynportant as they are people who collect flrand information
from customers. Literature also suggests that KM activity should be initiated from the

initial service encountefYang, 2004. Sq keeping ths in the viewthis study takes a
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different position as compared to existing studies by identifying the clusters of knowledge
workers among front line hospitality employees, instead of highly technological firms
and workers.

This thesiglivides theemployees of hospitality sector on the basis of their learning
orientation, affective commitment, and also on the basis of personality traits including
extraversion, openness to experience, conscientiousness, and agreeableness. Learning
orientation, comntiment and personality traits are found to have significant influence on
KM among employeeim and Lee, 2013Hashm and Tan, 2013Matzler and Mueller,

2011).

2.3.1. Knowledge management and Knowledge worker

Knowledge based view of the organization considers knowledge as the main strategic
resource, and suggests thhe tmain purpose of the organization is to convert the
knowledge resources into value i.e. product and ser(ZzeX et al., 200%. KM i s @At
process of knowledge acquisition, organizing knowledge, knowledge leverage,
knowl edge sharing, aModakacandgTakeuctd, d99Rowlay, me mo
2000. Knowledge creation/acquisition is explorative in nature as it creates new
knowledge. Knowledge sharingtorage/documenting, and application are exploitative,
as they leverage the knowledge resou(Grant, 199%.

Drucker (1989) coist he ter m O60Knowl edge wor ker 6 an
individuals who owrand carry the knowledge as powerful resout¢eowledge workers
are the individuals with good qualification and high intellectual akifityesson, 200
They are the people who are motivated and cacreate new ideas, and are capable of
coaching, facilitting, and implementing the novel ide@€ogt, 1995. There is an
acknowledge ambiguity in the existing literature to explain the concept of knowledge

worker, and some of the concepts appears docbntradictory(Alvesson, 1998
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According to Alvesson (1993) workers can carry different type of knowledge either it is
traditional knowledge, science, ratiormbblem solving, and subjective knowledge. It
requires the ability to deal with uncertainty and complexity, intuition, flexibility,
creativity and social skills as well. Highly knowledge oriented workers are in better
position to offer customized solutisrio their customer@/erbeke et al., 20)1Mostly
researchers associate tterm knowledge work with knowledge intensive and high tech
manufacturing firms e.dJoo et al., 20L& umar Singh et al., 20)6There is scarcity of
research in this field in low tech service companies. KM plays crucial role in the success
of hospitality industry for example it has a positive impact on employee innovative
senice behaviou(Kim and Lee, 2018 Importance of KM in hospitality sector makes

the rde of knowledge workers very crucial. Researchers have attributed number of factors
with the knowledge workers for example learning, intuition, and commit(iorivitz

et al., 2003 It is obvious by definition that knowledge workers practice KM activities

quite often which are acquiring, storing, transferring, and applying the knowledge.

2.3.2. Learning goal orientation as attribute of knowledge workers

Goal orientation is the force behind the persuasion of learning and performance goals
among individualgFisher and Ford, 1998t is well established in the existing literature

that knowledge acquisition and transfer activities can be influenced by employee goal
orientation i.e. learning goal orientation has a positive, and performance orieihizsio

a negative influencé&im and Lee, 2013Kohli et al., 1998. Learning goal orientation
refers to the desire of increasing competency, skills and mgdwryand Park, 2009
People with learing orientation are motivated for competence development and
challenging tasks, which fosters learnifi@weck and Leggett, 1988Literature also
suggests that the backgrouskills and traits of the knowledge workers influence the

process of knowledge acquisitiqMykytyn et al, 1999. Knowledge workers are
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characterised as knowledge cariiprucker, 1989, so learning goal orientation can be
associatedvith them, as it affects knowledge transfer and collection positively in the
hospitality sectoKim and Lee, 2018 Joo et al. (2016) also associdéarning goal
orientation with knowledge workers. Yang (2010) also has the view that the learning
attitude of hospitality workers can affect the KM. On the basis of these arguments it is
logical to consider learning orientation as an attribute of knowledge workers, for cluster

analysis.

2.3.3. Personality traits as attribute of knowledge workers

Personality is fian individual's charact el
together witht he psychol ogi cal mechani sms hidd:
(Funder, 201p Personality is comdered as one of the key determinant of individual
performance and behavio(Akrmstrong et al., 201,4.i and Armstrong, 2015Penney et
al., 201). In fact personality can affect the perception of empldq@serigdsSimoén et
al., 2008. The most commonly accepted model of personality traits is the big five
personality model, and it is used in number of the stuelgggChamorrePremuzic and
Furnham, 2009Li and Armstrong, 201,5Kvasova, 2015Vedel, 201$. Among the big
five, this study is considering extraversion, agreeableness, conscientiousness and
openness to experience, as these traits are found to have positive influence on KM
(Matzler et al., 2008Agyemang et al., 2036

Literature discusses personality traits atribute of knowledge worker®.g.
(Mykytyn et al., 1994 Huang et al., 2004 Number of empirical studies found a
significant effect of persmlity traits on KM. For exampl®latzler et al. (2008) argues
that consciousness, agreeableness, and openness to experiences positively affect

knowledge sharing behaviour of employees. Agreeableness and consciousness also

influence the documentation of kntedge(Matzler et al., 2011
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2.3.4. Affective Commitment as attribute of knowledge worker

Affective commitment is the emotional attachment of the employee with the organization
(Allen and Meyer, 1990 Employees with higher level of affective commitment show
high level of loyalty with the organization, and yheonsider organizational gaols as
personalgoals (Mahdi et al., 201 Affective commitment among employees can
stimulate positive emotion, by satisfying psychological needs of the empldye&m
et al., 2015

In the existing literature, commitment found to be an attribute of knowledge workers
(Horwitz et al., 2008 Hashim and Tan (2015) also argue that commitment can positively
affects the intention to share the knowleddgatzler and Mueller (2011)Iso state that
commitment can enhance the knowledge activities among employees. Bligh and Kohles
(2006) also suggest that commitment may lead to the more innovative knowledge work.
These arguments justify the consideration of commitment as an attribkinewkedge

workers, as they are the knowledge carriers, and perform the knowledge work frequently.

2.4Discussion and onclusion
This chapter presents the review of literature on KM, and its antecedents included in this
study. Initially, it discusses the literare on the concept on KM in general and the
antecedent of KM. It is revealed several antecedents of KM, along with the focused
antecedents i.e. leadership, work attitudes, information management and analysis. Then
research on KM in the hospitalisectoris discussed, and review of literature indicates
the lack of research on thigpic in the hospitality sectolhen the literature on factors
selected as antecedents for this study is gimetuding KOL, work attitudes, personality
traits, LMX, employeegoal orientations and supervisory orientations. After discussing
the antecedents, service outcomes of KM including innovative work behaviour, service

quality efficacy, and service quality are explained. Literature review reveals that this is
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the first stug to discuss KOL with work attitudes, and in hospitality sector. The latest
study available of supervisory orientation is of Kohli et al. (1928) it is never
discussed in relationship with KM. However literature suggests that there is relationship
between supervisory orientation and employee goal orientation. The review of literature
also indicates the lack of research on knowledge creation. There are few studies on
knowledge creation but these are in the context of highly technological and knowledge

intensive firms.

After discussing the literature on antecedents and outcomes of KM, this study presents
the literature on the use of IS for knowledge creation. It is revealed that the literature on
this topic is limited to the use of technology |I®.but there is no specific study available
on the topic of |IS use for knowledge cr e:
approach to explore the factors affecting the use of IS for knowledge creation, because
there is lack of foundation on #hiopic in the existing literature. Thiediontries to link
different behavioural and organizational factors which can motivate employee to create
knowledge through informaticemalysis. Following Uriarte (2008) this section builds the
arguments on théasis of the notion that analysis of multiple information leads to
knowledge creation. Finally the literature on the attributes of knowledge workers is also
presented in this chapter. Literature suggests that affective commitment, learning goal
orientation openness to experience, extraversion, and agreeableness are among the major
attributes of knowledge workers. Literature review indicates the lack of research on the

topic of clusters of knowledge workers in the hospitality sector.

2.4.1. Linking with research gapsand research questions
This review of literaturen this chaptewalidates the research gaps mentioned in chapter
1. It is stated in the chapter that anong the leadership behaviour only mentoring,

facilitating, and innovative role modeling has bekstussed in relation to KM practices
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(Yang, 2010, other leadership behaviours like, Stimulating knowledge diffusion,
supportive behaviour, delegat, and Consulting etc need to be investigated as
influencers of KM practice®onate and De Pablo, (2015) combines transformational and
transaction leadership style to design construct of KOL, but a comprehensive construct
of leadership style, especiallgesigned for KM is missingResearchers did not
investigated the association between leadersihp, employee work attitudes, and KM,
especially in the hospitality sector, there is lack of research to investigate that, how
leadership styles can influence Kiaptices among employees through employee work
attitudesCreative self efficacy and work engagement have not been discussed in relation

to KM. Especially in hospitality sector.

Supervisory orientation is an important factor having the potentiahftoence
different employee outcomes such as employee goal orien{&idri et al., 1998, but
there is lack of research on the topicsoipervisory orientationand the majority of
research on the topic is limited to the sales managdiKeht et al., 1998Anderson and
Oliver, 1987.In the hospitality research, employee goal orientations are discussed only
with knowledge sharing, which is only one component of KM, whole construct of KM
needs further investigationfluence of supervisory orientation on Klgl mot discussed

in the existing literature.

Furthermore, xsting literature does not answer the question that which leadership
behaviour works better with which (employee) personality tRatiew of literature also
acknowledge thathere is limied research on service outcomes of KM practices in the
hospitality sector, e.g. Service quality efficacy has not been discussed as an outcome of
KM practices Above mentioned issues are required to be investigated in order to answer

the research questiofis2,and 3 of this study, which are
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Research question 1: Havanleaders and managgesomote the KM among front line
hospitality employees at individual level by adopting appropriate leadership and

supervisory styles?

Research question 2: What is théerof employee personal factors including personality
traits, work attitudes, and goal orientation to enhance KM among employees?
Research question 3: HadoesKM at individual leves, help the employee to serve the

customer in better way

In the cantext of knowledge creation through the use of 18stof the existing studies
are limited to the discussion of factor affecting the use of technology, but none of them
discusses the use of technology (I®.in the given context) for knowledge creation,
especially in the hospitality sectdfurthermore this chapter also validates the research
gap mentioned in chapter 1 thatjsting literature does not provide any information on
the clusters of knoweldge workders in the hospitality sedtoese gaps ithe existing

literature hinders the explainaiton against research quedgtiand 5, which are

Research question ¥What are the factors affecting the usd®fmong employees for

information analysis and knowledge creation?

Research question 5: What &mpf clusters of knowledge workers do exist in the

hospitality sector?
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3. Methodology

Declaration: Parts of this chapter are published in journals, which is the original work of the
author for this PhD thesis. Other -@uthors have important supervisomyle in producing these
publications Detail of publications is as follows:

Shamim, S., Cang, S., & Yu, H. (2017). Supervisory orientation, employee goal

orientation, and knowledge management among front line hotel emplbyeesational
Journal of Hosjiality Management62, 21-32.

Shamim, S., Cang, S., & Yu, H. (2017). Impact of knowledge oriented leadership on
knowledge management behaviour, through the employee work attiboigesational
journal of human resource managemeBl

Shamim, S., Can S., Yu, H., & Li, Y. (2017). Examining the Feasibilities of Industry
4.0 for the hospitality Sector with the Lens of Management Pradoergies 10(4),
499.

Submitted/Under review journal papers:

Clustering of hospitality employees as knowledgekersy;, Journal of knowledge management,

A research can be a quantitative, qualitative or f@tiba and Lincoln, 1994This study
follows the mixedmethod approach for the instggation of different issues, using number

of data analyses techniques both quantitatively and qualitatively.
This study uses quantitative techniques to investigate the following:

1 Impact of KOL on KM, through employee work attitugdes

1 Impact of Supervisgrorientations on KM through employee goal orientations

1 Impact of LMX on KM through employee work attituges

1 Role of employee personality traits in the relationship of leadership behaviours
and KM,

1 To investigate the service outcomes of KM

1 Clustering ofhospitality employees as knowledge workers

Qualitative method bases on semi structumgerviewsandis used to explore the factors

affecting the use of IS for knowledge creation.
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3.1. Quantitative research
Quantitative research is systematic investigatiaich empirically observes the
phenomenon through mathematjcatatistica] or computational technique&iven,
2008. It is explanatory and develops hypothes&be paradigm of researchn
quantitative investigationis positivistic (Guba and Lincoln, 1994 This method of
research usesbservatiorto test thehypothesegMartin, 1994. Typically aqualitative

researchncludes the followings:

1 Generation of models and figtheses
1 Instrument development and measurement methods

1 Empirical data collection

=

Modelling and data analysis

Quantitative approach has number of strengths and weakn8ssagths include:

1 States the research problem in more specific terms

1 Variablesare specified very precisely and clegii§atveev, 200,

1 Follow the research goals very firmly by arriving objective findings, and testing
the hypothese@Matveev, 200},

1 Reliability of data is high due to controlled observations, laboratory experiments,
mass surveys, or other form of research manipulgtions

1 Minimize subjectivity(Kealey and Protheroe, 1996

1 Allows longitudinal measurgdatveev, 2002

Few weaknesseme:

1 Does nobffer information on thesettingof theresearch environment

1 Researcher is not able to control the environment
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1 Outcomes of quantitative research are usually very limited
1 Does not offes encouragement for evolving examination of the métiatveev,

2002).

This study follows the quantitative approach and tests hypotheses by quantitative data
analysis collected throiga field surveyThis thesisses hypotheses based on existing
theories literature, and logical beliefShe qiestionnaire is designed in order to collect
data through a field survefyhe quantitative techniques are used to test the impact of
KOL, supensory orientation, and LMX on KM, and to analyse the mediating role of
work attitudes and goal orientation, and role of personality tfaitdhermore cluster
analysis is also conducted to divide the hospitality employees in different clusters of

knowledge worker, based on their attributes.

3.2Qualitative research
The aim of qualitative research can be different in different disciplines, for example a
psychologist can conduct qualitative research to understahdith@n behaviours and to
know the reasons fqrarticular behaviour. The qualitative method fasmore on how
and why of decision making, and it is commonly used in social science research
(Alasuutari, 2010 Qualitative research is inductive in nature. In the qualitative research
data are mediated by human instead of questionnaires and machines. Qualitative
researchers gain the understanding through the words or pictures instead of nuotber wh

is the case with quantitative resed#dieno, 2009.

According to Atieno (2009) following are the strengths and weaknesses of qualitative

researb methodology.

Strengthf qualitative research are
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1 Not destroyinghe context and the complexity and it is very good at managing
and simplifying the data

1 Very effective in situations where pemptive reduction of data can hinders the
discovery

1 Very dfective method to understand the phenomenon deeply and i detail

1 Facilitates social analysis

71 Due to the subjective nature of qualitative data, it is difficult to use conventional

standards of validity and reliability.

The weaknesses of qualitative resbamethod are:

1 Lengthy process inada collection, analysis and interpretation is lengthy process
1 Presence of researcher at the time of data collection affects the subject of the
study,

1 Issues of anonymity and confidential{urns and Burns, 2008

To explore the factors influencing the use of IS among hospitality employees,
qualitativeresearch techniques based on semi structure interviews is applied. Qualitative
methodology is considered useful especially to explore the question about how
experience is given meanii@ephart,2004. Data is gathered through semi structured
interviews from a sample of hospitality employees using the IS for their routine job.
Interview protocol is intended to design in a way to explore the factors affecting the use
of IS for individual employe. Participants are asked about their experiences and

preferences about the issues emerging during interview which lead to sub questions.

3.3Population and samplingof hospitality employees

For the quantitative researclhjg study uses a survey based applofllowing cross

sectional research design. Primary data are collected from the front line employees of the
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four and five star hotels in London and Bournemouth, UK using structured questionnaire.
The front line personnel are the face of hotels and tloeyas a bridge between the
customers and the hotéerry, 2009, and their jobs are to provide customized higth
quality services to the guests of the hof{&lso et al., 2012 Thus their capability and
expertise of providing services play a key role in the success of this inflest;\2014.
Furthermore hospitality researchers emphasize on the initiation of KM, from the initial
service encountdiYang, 2004.

Populdion of the study comprises of employees of four and five star (4/5*) hotels in
the UK. According to the national statistics office (UK), 2,267,000 employesX in
the hospitality sector. As the exact number of employees working in 4/5* hotels is not
avdlable, this study uses this number to calculate the sample size at the 95% confidence
level. Furthermore this study only includes the employees who have worked with the
same current hotel for more than one year.

Summary of respondent backgroundiigen in table3.1. Table3.1 shows that 64.5%

of the respondents are females (214 out of 330). This percentage is very close to the
population distribution on the basis of gender, as according to the Labour Force Survey
(2009) UK, 65% of front line hotedmployees are females. In case of Age, 68.8% of
respondents are between 21 to 30 years (227 out of 330). Majority of respondents (251),
which are 76.1%, have 1 to 5 year work experience. 66% of the respondents hold a high
school diploma (225). All the rpendents are either front line employees (264) which are
80%, or front line managers (66) which are 20%. It is important to mention here that front
line managers (usually known as shift managers in hotels) are leaders for their team
members and they are playees as well at the same time, and they respond to the
guestionnaire as employee. This study includes front line managers, because they are also

in direct contact with the customers. Furthermore all the respondents have worked with
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their current boss fanore than 1 year, as this study does not include the respondents who
have worked with their current boss for less than 1 year. 67% respondents are working in

4* hotels, and 33% are working in 5* hotels.

Table 3.1. Responden 6 s i nf or mati on

Sample size 330 Sample size 330

Age Gender

Less than 20 years 6.1% Male 35.2%

21 to 30 years 68.8% Female 64.5%

31 to 40 years 19.4%

41 to 50 years 5.8%

Years of working in hotel industry Managerial Level

1to 5 years 76.1%  Front line staff 80%

6 to 10 years 17.0%  Front line manager 20%

11to 15 years 5.8% Hotel category

16 to 20 years 1.2% Four star 67%
Five star 33%

Education Year of working with current

Have not completi high school 9.1% boss 01 to 02 years 74.8%

High school diploma 68.2% 02 to 03 years 16.7%

College 17.0% 03 to 04 years 4.2%

Graduate degree 4.2% More than 04 years 4.2%

Master degree 1.2%

Above Master 3%

3.4Data collection strategy
This study uses a structured questionnaire as instrument for quantitative data collection,
through a field surveyAccording to the office of national statistics, there are 2,267,000

employees working in the hospitalitgctor. As the exact number of employees working
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in 4/5 star hotels is not available, so this study uses this number to estimate the sample
size. According to this number, the minimum requirement of sample size is 384
employees at the 95% confidence lewels i ng t he formula SS =
where SS is the sample size, Z is the Z Value (for example, 1.96 corresponding to 95%
confidence level), p =% of population picking a choice, C = confidence interval
(expressed as a decimal) (Asghar and Usmak8)20 his study focuses on employees of

4/5 star hotels only, which is the part of the hospitality sector. Thus, the minimum sample
size requirement should be less than 384 respondents as this study does not cover the
whole hospitality industry.

This study follows the cross section research design for data colleEtorthe
purpose of data collection, 77 hotels were contacted to participate out of which only 38
hotels gave the consent to participate in the suiestly, the database of contaettdils
of 4/5 starhotels is made. The list of hotels is availabe on the official website of AA

(www.Theaa.comn Contact details of each hotel is gathered from the official webkit

each hotelto make the database obntact detailsInitial contact was made through
email, and telephone call, which is followed by personal visigal 880 questionnaires
weredistributed to hotel employees by multiple personal visits, in different timmings to
involve maximum employeed\s there are different employees in different shifts (i.e.
Morning shift, and nigth shift). Here it is important to clarify that unit of analysis in this
study are the hotel employees in individual capacity, and not the hotel. Questionnaires
are given tadhe accessable staff, and the shift managers to pass them to other members.
Participants are requested to drop the questionnaire at the reception after completing it.
Questionnaires are collected from every hotel by multiple personal visits. Finally, 367
questionnairesverereceived in return, out of which 330 are usaBBié questionnaires

were rejected due to unappropriate responsesuestomissing values and the too much
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uniformity in all the responses including the revers itéfhg process of quatdtive data
collection took six months for completion. It started in April 2016, and ended in
September 2016.

Prior to actual data collection, a pilot study was also conducted. The questionnaire
was evaluated by acedemic and industrial expertswAgigestions are eliminated after
the feedback of the pilot study, and changes in the formating are made. On the basis of
feedback, quality of items is improved, i.e. wording issilresrder to reduce the common
method biase, items in the questionaire weredomized, and confidentiallity and

annonymity of responsesanemade sure.

Before starting data collection, instrument and process of data collection was
explained to the BU ethics committee to make sure that ethical standards are being
followed for data collection, and data are collected after the approval of ethics committee.
There are few limitations specifically in data colelction, i.e. this study includes only the
front line employees of hotels, and only covers four and five star hoteldK.
Furthermore, it is the genreal limitation of survey based quantitative research that
normally it does not control and consider the enviroagnsituation and context of the

respondent.

For the qualitative data collection, i.e. semi structun¢erviews, hotels are requested
to participate in the study through an email request initidfgr the interviews
participants are the employees of four and five star hotels in the UK. Emplaygees
approached by using tmeix snowball sampling techijue, in which researcher uses the
chain referrals, i.e. one participant refer to other potepaaicipant. In this wayl5
interviews form different hotels are finally record&uie to very low rgsonse on email
requrest, authgoersonaly visited hotels London, and Bournemouth and spoke to the

employees directly. Interview invitation letter is given to the employees which contains
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all the required information about the study, and incei#20 Amazon vouches also
offered to the participaniterviews were recorded by visiting the hotels according to the
appointmentsFinally 15 interviews are successfully conducted usingrihesnowball
sampling technigel. Interview questions are related to the use of IS, and information
analysis. Interviews att with general questions related to the nature of job and
involvment of IS, then gradually focusas shifted toward the issue of IS use for
knowledge creation. Each question leads to several sub questions depending on the
experience and opinion of paipants.Interviews were recorded with the consent of the
participants. All the interviews were kept anonymous, and participants were made sure
about the confidentiallity of information they providéithe process of qualitative data
collection i.e. interviers took four mounths for completion. It startred in Januray 2017

and ended in April 2017, with 15 rocorded interviews.

3.5Questionnaire design and measures
Questionnaire includes adopted, modified, and self developed items. There ar@liotal 1
close endeduestions in the questionnaire. The first section of the questionnaire consists
of 36 questions related to different leadership behaviours which make the constuct of
KOL. The second section is related to KM, consists of 12 items. Then employee
innovative workbehavior is measure by 5 quesitons, then 3 items for each sevice quality
efficacy and service quality are given. In the next section there are 9 items measuring
supervisory orientations. Then personality traits and leader meber echange is measure.
Job atitudes are measrue by 3 items for each affective commiment, creatieffiselfy,
and work engagement. Employee goal orientation is measure by 3 items for each learning
and performance orintation. Demographic section consist of questions about age, gende
work experience, eduction, managerial level, year of working with current boss, and hotel

category. Details of adopted, modified, and self developed items are as follows:
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Leadership behaviourgncluded in this study are supportive, consulting, latéual
stimulation, providing vision, recognition, stimulating knowledge diffusion, facilitating,
rewarding, innovative role modelling, delegating, and mentoiihgse behaviours are
used to design the construct of KOIhe supprotive behaviour of a leads measured
by aopting four itemgitems 1 to 4from literature(Euwema et al., 20Q7Literature also
provides bur items for intellectual stuimulatiqitems 5 to 8and three item@tems 9 to
11) for rewarding behavioufAvolio et al., 2004a One item(item 18)to measure
delegating behaviour is adapted framerature (Suutari and Riusala, 2001and two
(items 19 and 204re developed by the author. Similarly one itf@em 15)to measure
mentaing is adapted from Avoliet al.(2004), and twditem 16 and 17are developed
by the authordtems for consultindgitems 21 to 23)innovative role modellingtems 24
to 27) and providingvision (item 12 to 14,)stimulating knowledge diffusiofitems 34
to 36) recognition(items 31 to 33)and facilitating behavioutitems 28 to 30)are
developed by the authors. All items are measured by using the seven point likert scale
ranging from 1= never to 7= al ways, by
fol l owi ngo for exampl e, AGets others to |

KM is measured by 12 items, where, 6 itefitsms 37 to 42pare adopted from the
study of(vd van den Hooff and Hendrix0R5), 2 items(items 43 and 44are adapted
and modified from study qiHansen, 2002 and4 items (items 45 to 48) are developed
by the autharAll items are measured by using the sepeint likert scale ranges from 1
= never to 7 = always.

Employee work attitudesre measured by adopting reliable and valid scales ranges
from 1 = strongly disagreand 7 = strongly agree. Creative sefficacy is measured by
three items(items 85to 87) adopted from Tierney & Farmer (2002). Affective

commitment is measured by three itétems 88 to 90)adopted from Allen & Meyer
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(1990), work engagement is measured by three if@ems 91 to 93)adopted from
Schaufeli et al. (2002).

Supenvisory orientations are measured by modifying the 9 itemgd#worski et al.,
1993, where 3 itemgitems 60 to 62are for measumg end result orientation, 3 items
(items 63 to 65pare for activity orientation, and 3itenfisems 66 to 68are measuring
capability orientation.

Employee goal orientationsare measured by using the 6 itevh§Sujan et al., 1994
after required modification, where,it&@msare for each learnin{items 94 to 96jand
performance orientatiofitems 97 to 99) Supervisory orientations and employee goal
orientations are masured by using the seven point Likert scale ranging from 1 = strongly
disagree to 7 = strongly agree.

LMX is measured by adopting 5 itelfitems 81 to 84jrom the study ofLiden and

Maslyn, 1998.

Employee personality traits are measurieg using thdnternational Personality Item
Pool (IPIP) NEO short version. Whetkree items (items 69 to 71)are to measure
extraversio, threeitems (items 72 to 74)or conscientiousnesshreeitems are for
agreeablenesgtems 75 to 77), and thragems (items 78 to 80)re for openness to
experienceAll these items areneasured using seven point likert scale ranging from

extremely ésagree to extremely agree.

Service qualityis measured by modifying three iteffitems 54 to 56jrom the study
of Shiet al (2014), To measure service quality efficacy three itBrass 57 to 59are
adopted from Lee (2014), using seven poingrikscale ranging from 1= never to 7=

always.
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Employee innovative work behaviois measured by adopting five items (item 49 to
53) from the study of De jong & Den (2010). All items will be measured by using seven

point likert scale ranging from 1=emer to 7= always.

This study uses two different scales i.e. one ranges from strongly disagree to strongly
agree, and other ranges from never to always. However the direction of both scales is
same i.e. negative to positive. This is consistent withiver of studies e.gDonate and

de Pablo2015 Shamim et al., 2017b

3.6Data analysis

Dataareanalysed through number of quantitative techesqPSS is used for data input,
descriptive statistics, and reliability analysis through Cronbach .afid is conducted
for path analysis to test the hypothesis, and for validity anal$&b is employed by
using partial least squa®LS) method which folbws the variance based approach.

Covariance based approach is also used for analysis, dependirgresearch model.

3.6.1. Reliability analysis

Reliability is basically concerned with the consistency of measures of a concept. It
includes stabilityand internal reliability. Stability ensurethat themeasure is stable
overtime and resultef measures for articular sample will not fluctuate. Internal
reliability determines that whether or not the indicators are consistent. It indicates that
scores on one indicator tend to be related to the score of other ind{&torsaan and

Bell, 2015.

This study measures the reliability of the factors through Cronbach alpha, using SPSS
software package. Theale of Cronbach alpha greater than 0.7 is acceptable, i.e. it

reflects high internal consisten@@eorge, 2011
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3.6.2. Validity testing

Validity refers to the issue that, weather the measure or scale is gauging what it is
designed fo(Bryman and Bell, 2005 While applying structural equation modelling two

types of validity need to be established i.e. convergent validity, and discriminant validity

According to Fornell antlarcker (1981) convergent validity is established if, all
the factor loadings in the construct exceed 0.7, average variance extracted (AVE) should
be more than 0.5, and the composite reliability (CR) should be more than @stablish
the discriminant a&lidity, AVE of each construct should be higher than the squared

correlation between the construf®®rnell and Larcker, 1981

3.6.3. Structural equation modelling

SEM is usedto examine the structural associationscdmbinesfactor analysis and
multiple regression to examine the structural relationships between variables. It is
preferred by many researchers because it can estimate several interrelated dependen
in a single model. SEM can lag@plied through covariance based approach and variance
based approach, depending on the hypothesized model. This study used both the

approaches of SEM to test different hypothesis and conceptual models.

Variance basd approach of SEM which is also known as partial least square (PLS)
analysis(Reinartz et al., 20Q9is use to investigate the impactki®L on KM throudn
employee work attitude. It is preferable to use PLS SEM for prediction purposes and
theory developmern{Reinartz et al., 20Q09This study develops a new construck@il,
so PLS is used to test the impact akthewly developed construct on KM through
employee work attitude®LS is employed to analyse the model and hypotheses testing,
using the smartPLS 3.0 software pack&yeartPLS is most commonly used software to

apply PLS SEM e.dDonate and de Pablo, 2Q2esil and Sozbilir, 201,3ekoulou and
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Trivellas, 2017. The variance based approach is used because PLS enforces lesser
restrictions on distribution and sample si@hin et al., 2008 PLS is an SEM approach
which considers the measurement model and the theoretical structural model,
simultaneously(Chin, 1998. Furthermore PLS is an effective method to resolve the

issues of multicollinearityChin et al., 2008

Then path analysis is conducted to test the conceptual model and hypotheses.
Convergent vatlity and discriminant validity of the constructs are also evaluated by
factor analysis. Diagnostic indices from path analysis are used to evaluate the model fit
on the bases of factor loadings, Goodness of Fit Index (GFl), Adjustedrgssdf Fit
Index (AGFI), Comparative Fit index (CFI), Normed Fit Index (NFI) and Root Mean
Square Error of Approximation (RMSEAJactor loading value is acceptable if it is
greater than 0.68-ornell and Larcker, 198For GFI, AGFI, CFIl, and NFlI, the values
should be greater than 0.9 to signify the good model fit, and for RMSEA the model is

considered as a good fit if the value is less than (@@%g and Dhar, 20}4

3.6.4. Cluster analysis

Cluster analysis is performed to divide the hospitality employedgferent clusters of
knowledge workers. The most common methods used for cluster analysis are hierarchical
and nonrhierarchical kmean clustering. Numbers of researchers have suggested the
combination method, which firstly uses hierarchical clustetingetermine appropriate
number of clusters, and then apply #oararchical kMean techniqué@aker and Vural,

2016. Clustering is done on the basis of the attributes of kedgé workers including
learning goal orientation, personality traits, and affective commitment. Then Kruskal
Wallis test is used to test the role of cluster membership in determining KM among

employees.
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Clustering refers to the task of grouping tligeats in a way that objects in the same
cluster shows more similar characteristics to each other, as compare to that of other

clusters.

3.6.5. Interview interpretation

Firstly, all the comments of interviewees which are potentially relevant to use of IS for
knowledge creation, are identified. For this purpose all the interviews are separately
examined and then a comprehensive list of relevant statements is made. On the basis of
these statements initial concepts in the data are identified. In the next steitjahg i
identified factor are grouped together under a broader and relevant concepts, for example
leadership HR practices Personality traitsand goal orientation. Finally the broader
concepts are then categorised as organizational fagtonelatedactors and employee

personal factors.

3.7Discussion andconclusion
This chapter explains the methodologies used to investigate the research questions. Mixed
method approach is used to achieve the objectives and to answer the research questions.
Quantitativetechniques used in this study are SEM, and cluster anlayis. SEM in mainly
used for the impact study, i.e to test the impact of KOL, supervisory orientaiton, LMX,
work attitues, and goal orientaions on KM practices. Service outomes of KM are also
investicated through SEM. Cluster analysis is used to categorize the hospitality
employees as cluster of knowledge workers usisigdan cluster analysis technique and
hierarchical clustering. Qualitative study is based on the interviews of employees

working in hepitalty sectar
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3.7.1. Linking with research questions and objectives

The impact study using SEM technique is mainly used to answer research questions 1, 2,
3, and 4. Through SEM techniques this study achieves objectives 1, 2, 3, 4, and 5, which

are

Objectivel: To extend the construct of KOL developed by Donate and De Pablo (2015)
by incorporating additional leadership behaviours including supportive, consulting,
delegating, stimulating knowledge diffusion, facilitating, and mentoring.

Objective 2: To analysthe influence of KOL on KM practices among front line hotel
employees, directly and through employee work attitudes.

Objective 3: To analyse the indirect effect of supervisory orientation on KM practices,

through employee goal orientation.

Objective 4: D analyse the influence of Leader Member Exchange (LMX) on KM

practices, directly and through employee work attitudes.

Objective 6: To analyse the influence of KM on employee service outcomes, including
employee innovative work behaviour (IWB), service lgyaefficacy, and employee

service quality.

Regression analysis used to analyse the effect of different leadership behaviours on KM
among employees with different personality traits, which contributes to achieve objective

5, which is

Objective 5: To anabe that which leadership behaviour is more suitable with which
employee personality trait.
Qualitative study based on semi structure interviews, for the exploratif@actofs

affecting the use of IS for knowledge creation is conducted to answeaesharch
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question 5, and to amive objective 7 of this study. Research question 6 is investigated
by conducted the cluster analysis which contributes to achieve objective 8.
Objective 7:To explore the factors affecting the uséSfor knowledge creatim through

qualitative investigation.

Objective 8: To categorize the hospitality employees as clusters of knowledge workers

based on their personal attributes, using hierarchical ame&n clustering technique.
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4. Resultsof quantitative data andysisto examine the antecedents

and service outcomes of knowledge management

Declaration: Parts of this chapter are published in journals, which is the original work of the
author for this PhD thesis. Other-@uthors have important supervisory role in guzing these
publications. Detail of publications is as follows:

Shamim, S., Cang, S., & Yu, H. (2017). Supervisory orientation, employee goal

orientation, and knowledge management among front line hotel emplbyeeasational
Journal of Hospitality Maagement62, 21-32.

Shamim, S., Cang, S., & Yu, H. (2017). Impact of knowledge oriented leadership on
knowledge management behaviour, through the employee work attitoidesational
journal of human resource managemenBl

Data is analysed using quantitative techniques, particularly. JlaM chapter presents

the main findings of the data analysis, and also shows the summary of hypotheses testing.
It also links the resultaith the objectives of the studffurthermorefo strengthen the
arguments, qualitative validation and explanation is also given in this section, with the

help of semi structured interviews.

4.1Knowledge oriented leadershipwork attitudes, and knowledge

management
Impact of KOL on KM, through the mediation of employee work attitude is examined
through PLS.Extension of the construct dfOL is also explained in this section.
Examining the interaction oKOL, work attitudes and KM, contributetowards the
achievement of objectives 1 andiRalso answers the research question 1 and 2. Objective
1 and 2 are as follows
Objective 1:To extend the construct &OL developed by Donate and De Pablo (2015)
by incorporating additional leadership behaviours inclgdsupportive, consulting,

delegating, stimulating knowledge diffusion, facilitating, and mentoring.
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Objective 2:To analyse the influence &OL on KM practices among front line hotel

employees, directly and through employee work attitudes.

Affective Work
commitment engagement

Creative
self efficacy

Figure 4.1. Conceptual model (Solid line: Direct effect, Dotted line: Indirect effect)

Model presented in figure 4.1, is a part of the full model shown in figurelt
explains the relationship of leadership behaviours (KOL, lemittied factor), employee
work attitudes (employee related factor), and KM (outcome). The objectives are followed
by the following hypotheses listed in chap?er
H1: There is a positivassociation between KOL and KM
H2: There is a positive associatioetiveen KOL and employee affective commitment
H3: There is a positive association between affective commitment and KM
H4: Affective commitment mediates the relationship of KOLKavid
H5: There is a positive association betweddlLkand employee work engagere
H6: There is a positive association betweemployee work engagement and KM
H7: Employee work engagement mediates theioglahip of KOL and KM

H8: There is a positive association between KOL and employee creatredfisalfy

111



H9: There is a positivassociation between employee creative stfitacy and KM

H10: Employee creative seadfficacy mediatethe relationship of KOL and KM

4.1.1. Reliability, validity and descriptive statistics

Reliability is measured by the fo€Ceverymbach
construct is more than 0.7, which indicates a high level of reliability. According to George
(2003), the Cronbach alpha more than 0.7 is acceptable. Factor analysis is conducted to
establish convergent validity. According to Fornell and LarckK€¥8{) convergent
validity is established if, all the factor loadings in the construct exceed 0.7, average
variance extracted (AVE) should be more than 0.5, and the composite reliability (CR)
should be more than 0.7. Taldlel indicates that every factordding in each construct
meets the minimum requirement. Factor loadings in the KOL construct ranges from .928
to .951, forKM loadings range from .947 to .954. In case of creativeesftfacy,
affective commitment, and work engagement loading ranges.B6fto .961, .936 to

.957, and .956 to .980 respectively. AVE for every construct is also more than minimum
requirement of 0.5, i.e. AVE of KOL is .887, f&iM is .885, for creative seHfficacy

AVE is .903, for affective commitment it is .894, and A\ fvork engagement is .880.

CR for every construct is also more than the minimum requirement dfrthermore,

CR of each construct is greater than AVE. So the convergent validity is establieked.

items numbers table 4.Trepresents the items irgtlquestionnairaiven in the appendix.

Table 4.1. Convergent validity and reliability (N=330)

Factor

Construct Iltems Eigenvalue|AVE | CR
loadings
o Supl(item 1) .93
ﬁ Supportive Sup2(item 2) .97
E 3.81 90 | .94
he) Sw3 (item 3) .96
@©
3 Sup4(item 4) .94
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Is1 (item 5) .94
Intellectual
Is2 (item 6) .96
stimulation 3.79 .89 | .94
Is3 (item 7) .96
Is4 (item 8) .93
Rewl(item 9) .93
Rewarding
Rew2(item 10) .96 2.83 .87 | .93
Rew3(item 11) .92
Providing Pv1 (item 12) .95
vision Pv2(item 13) .97 2.86 90 | .94
Pv3(item 14) .94
Ment1 (item 15) .94
Mentoring
Ment2 (item 16) .97 2.87 90 | .94
Ment3 (item 17) .95
Dell (item 18) .94
Delegating
Del2 (item 19) .97 2.87 |.915| .948
Del3 (item 20) .95
Conl (item 21) .94
Consllting
Con2(item 22) .97 2.87 .915| .948
Con3(item 23) .95
Irm1 (item 24) .94
Innovative role|
Irm2 (item 25) .96
modelling 3.75 .883| .926
Irm3 (item 26) .96
Irm4 (item 27) .88
Facl (item 28) .96
Facilitating
Fac2(item 29) .97 2.89 .933| .958
Fac3(item 30) .96
Recl(item 31) .96
Recognizing
Rec2(item 32) .96 2.88 .923| .958
Rec3(item 33) .95
Stimulating | Skd1(item 34) .95
knowledge | Skd2(item 35) .96 2.85 .903| .947
diffusion Skd3(item 36) .93

113



Supportive(items 1 to 4
Intellectual stimulatiorfitems 5 to 8) %
Rewarding(items 9 to 11) %
Providing vision(items 12 to 14) %
Mentoring(items 15 to 17) .
KOL Delegating(items 18 to 20) Zz 075 s87| ogs
Consulting(items 21 to 23)
Innovative role modellingitems 24 to 27) .
Facilitating(items 28 to 3D .
Recognizingitems 31 to33) %
Stimulating knowledge diffusiofitems 34 .
.93
to 36)
KA1 (item 37) .93
KA2 (item 38) .94
KA3 (item 39) .94
KT4 (item 40) .93
KT5 (item 41) .92
KM KT6 (item 42) .91
10.63 |.885| .989
KD7 (item 43) .92
KD8 (item 44) .92
KD9 (item 45) .93
KAP10 (item 46) .93
KAP11 (item 47) .94
KAP12 (item 48) .93
Creative self CSEl(item 85) .96
CSE2(jitem 86) .97 2.78 .903| .991
efflcacy CSE3(item 87) .95
Affective AC1 (item 88) .95
AC2 (item 89) .96 272 .894| .988
commitment AC3 (item 90) .93
WEL1 (item 91) .95
Work
WE2 (item 92) .98 279 880! 991
engagement | wes(item 93) .95

This study also evaluates discriminant validity following the approach suggested by
Fornelland Larcker (1981). According to this approach the AVE of each construct should
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be higher than the squared correlation between the constructs. 4T2lpleesents the
square of correlation coefficient and AVE values, and AVE of each construct is higher
thanthe squared correlation among any constructs. AVE values are given in bold face
along the diagonals. So according to analysis shown in #ahldiscriminant validity is
also established. Descriptive statistare also presented in Table, 4ndicatingthe mean

values and the standard deviations.

Table 4.2. Discriminant validity and descriptive statistics (N=330)

Creative Affective Work
Mean SD KOL KM
self-efficacy commitment engagement
KOL 4.43 1.7 .887
KM 4.42 16 374** .885
Creative selfefficacy 4.51 1.66 465** .290%* .903
Affective commitment  4.41 161 .651** 467+ .558** .894
Work engagement 4.32 1.65 .346** .200** .650** 401 .880

**p < .01, AVE is given in boldface along the diagonals

Results of factors analysis, reliability, and validity testing reflect the quality of the
research model, furthermore the values-@iRare also meet the minimum requirements,
i.e. for affective commitmerR-square is .651, for creative seffficacy it is .464, foKM

itis .767, and for work engagemenisRuare is .347.

4.1.2. Path analysis and lypotheses testing

Path analysis is done using the partial least square method to test the proposed hypotheses.
Table4.3 and Figuret.2 show the highlights of path analysis. Hypotheses are tested in
number of steps. Firstly, the direct effects of KOL KN, and work attitudesare
examined. Then direct effects of work engagement, creativefiekicy, and affective
commiment onKM are givenFinally, the effect of KOL, orKM, through the mediation

of affective commitment, work engagement, and creativee$iitiacy are discussed.
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According to Table 8, there is a significant direct and positive effect of KOLKdv
o = .43, p < .005(pm, =af 8Oc¢t ipv e -ft@eshybt, mecmrt
= .68, p < 0.005), and work engagemégmt = . 58, p < .005). The
H2, H8, and H5. The results also acknowledge the positive and significant dfieett e
of employee work engagemdpt = . 11, p <-effic&chB ,=cr2atipmpe<
and affective commitmerfb = . 8 3, KM among éntployees. Therefore, H3,
H6, and H9 are accepted. For the mediatoalysis,the BaronandK e n n (1986)
mediation analysis procedure is adopted as it is the most widely used procedure to
examine the effect of a mediating variable, and it is suitable to use with the structural
equation modelling technigiielayes, 2009)Iin the analysis of mediatingfetts, p values
are obtained through bootstrapping. Following this approach, initially, work engagement
and creative seléfficacy are controlled, and affective commitment is entered into the
model to test the mediating effect of affective commitment éenréhationship of KOL
andKM. The results show that there is significant indirect effect of KOKMnthrough
the mediation of affective commitment (b
Then work engagement is entered into the model to test tbatmoea, and other two
work attitudes are excluded. The results indicate that work engagement significantly
mediates the interaction of KOLalkdls (b = . 06, p <.05). Thi
of H7. Similarly, mediation of creative se#fficacy is inwestigated by controlling the
effect of affective commitment, and work engagement, according to the results in Table
4.3, creative selefficacy also significantly mediates the relationship of KOL &l

among employees (b = . ®fndingpHlQis alsd &cbepteda nd |
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Figure 4. 2. Path analysis

Table 4.3. Path analysis

Direct Indirect
t- t-
Path effect P effect P Result
value value
(b) (b)
KM a KOL | .43 524 ** H1 Accepted
AC a KOL | .80 29.49 H2 Accepted
CSE a KOL | .68 16.71 ** H8 | Accepted
WE a KOL | .58 12.35 ** H5 | Accepted
KM a WE | .11 275 * H6 | Accepted
KM a CSE | .23 3.78 = H9 | Accepted
KM a AC | .83 5.88  ** H3 | Accepted
km & AC @ o 39 584 * | H4 | Accepted
km & WE & o 06 240 * | H7 | Accepted
km & CSE a o 15 354  ** | H10 | Accepted

Note: KM: Knowledge managemen€OL: knowledge oriented leadership, AC: Affective commitment, WE:

Work engagement, CSE= Creativefsdficacy,**p < .01,*p < .05
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4.2 Impact of Supervisory orientation onknowledge management

through employee goal orientation

This section analyses that, how supervisory orientations including end aesuity, and
capability orientation effecemployeegoal orientation, which ultimately affects KM
practices among employees, this chapter also discusses indirect effect of these
supervisory orientations on KM. In thisay, this chapter contributeshianswering

research questiari and 2 andachieving objetive 3.

Objective 3:To analyse the indirect effect of supervisory orientation on KM practices,

through employee goal orientation.

+ Supervisory orientations

Learning

H14b

Figure 4. 3. The conceptual model (dotted line: Indirect effect, Solid line: Direct effect).

The model presented in figure 4.3, explains the relationship of supervisory orientation
(Leader/manager related factor), employee goal orientation (employee related factor), and

KM practices (outcome), and is a part of full model shown in figure 1.1 in@hapt
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This objective is achieved by testing the following hypotheses

H1lla: Supervisory end result orientation directly and positively affects employee
learning orientation

H11b: Supervisory end result orientation directly and positively affects employee
performance orientation

H12a: Supervisory activity orientation directly and negatively affects employee learning
orientation.

H12b: Supervisory activity orientation directly and positively affects employee
performance orientation.

H13a: Supervisory capalty orientation directly and positively affects employee
learning orientation.

H13b: Supervisory capability orientation directly and positively affects employee
performance orientation.

H14a: Employee learning orientation directly and positively affedts K

H14b: Employee performance orientation directly and negatively affects KM.

H15: Supervisory end result orientation significantly, indirectly, and positively affects
KM, through the mediation of employee goal orientation.

H16: Supervisory activity orientaon significantly, indirectly, and negatively affects KM
through the mediation of employee goal orientation.

H17: Supervisory capability orientation significantly, indirectly, and positively affects

KM through the mediation of employee goal orientation.

4.2.1. Reliability, validity and descriptive statistics

Table4.4 presents the value of AVE, CR, and factor loading. All the values meet the

requirements of convergent validity. AVE of every construct is more tharC&R8of
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every construct is more than 0.9. Fackmadings also meet the criteria i.e. for KM
loadings range from 0.91 to 0.94, for end result orientation loadings are from 0.92 to 0.93,
for activity orientation it ranges from 0.92 to 0.95, and the minimum loading for any item

in the construct of capdlty orientation is 0.95. All the loading in the constructs of
learning and performance orientation are greater thanFoi8hermore,CR of each
construct is greater than the AVE of the construct. These findings indicate the adequate
level of convergenta | i di t y. Reliability is measure
indicates a high ré&lbility for all the constructs t he Cr onbachdés al ph
which indicates a high reliabilityfhe item numbers table 4.4refer to the items in the

guestionaire, given in the appendix.

Table 4.4. Convergent validity and reliability (N=330)

Factors ltems Factor loadings | Eigenvalue| AVE | CR
KA1 (item 37) .93
KA2 (item 38) .94
KA3 (item 39) .94
KT4 (item 40) .93
KT5 (item41) .94
KT6 (item42) .93
KM 10.47 .88 | .99
KD7 (item43) .92
KD8 (item 44) 92
KD9 (item 45) .93
KAP10 (item 46) .93
KAP11 (item47) 92
KAP12 (item 48) 91
EROIL (item 60) .93
End result orientation | ERO2 (item 61) .97 2.77 89 | .98
ERO3 (item 62) 92
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AO1 (item 63) 92
Activity orientation AO2 (item 64) .95 2.60 81 | .98
AO3 (item 65) .92
CO1(item 66) .95
Capability orientation | cO2(item 67) .97 2.78 90 | .99
CO3(item 68) .95
LO1 (item 94) .96
Learning orientation | LO2 (item 95) 97 2.82 93 | .99
LO3 (item 96) .94
PO1(item 97) .87
Performance
PO2(item 98) .97 2.59 .80 | .98
orientation
PO3(item 99) .83

Table4.5 shows the squared correlation coefficients and the AVE in bold at the diagonals.

For each construct, the value of AVE is greater than tlkarsg correlation among

constructs. It means that discriminant validity is established. Furthermore 4T&blso

presents the mean values and the standard deviations of the factors.

Table 4.5. Descriptive statistics ad discriminant validity evaluation

Mean SD ERO AO CO EPO ELO KM
ERO 431 1.508 .89
AO 4.09 1.419 -.011 .81
CO 4.44 1.731 749 -.00 .90
EPO 3.54 1.193 -.018 1477 -.0467 .80
ELO 4.52 1.623 707 .001 763" -.044™ .93
KM 4.60 1.666 .680™ .005 675" -.033" 785" .88

SD = Standard deviation, ERO = End result orientation, AO = Activity orientation, CO =

Capability

orientation, ELO = Employee Learning ontation, EPO = Employee performance orientation,
KM = Knowledge managemernt:p < .001, **p< .01, *p<.05
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4.2.2. Evaluation of model fit

To evaluate the model fitness with the data, confirmatory factor analysis is conducted
to measure factor loadj, and other indices including GFI, AGFI, NFI, CFIl, and
RMSEA. The results indicate a good model fit, as all the factor loadings meet the
requirements of model fithess as shown in Figude All the factor loading values are
acceptable as factor loadirsgconsidered good if it is more than O(6&ir and Anderson,
1998 Fornell and Larcker, 19810ther indices also reflect a good model fit as GFI =
0.93, AGFI =0.91, RMSEA = 0.047, NFI = 0.97, and CFI = 0.98, meet the requirements

of good model fit.

4.2.3. Path analysis and hypotheses testing

Strucural equation modelling is used for the path analysis to test the hypotheses.
Direct and indirect effects of exogenous variables on endogenous variables are examined.
The summary of path analysis using structural equation modelling is presented in Figure
4.4, and Tabled.6. Firstly, the direct effects of supervisory orientation (i.e. end result,
activity, and capability orientation) on employee goal orientations are examined, and then
direct effects of employee gaol orientation (i.e. learning and perfoar@ientation) on
KM are investigated. Finally, the indirect effects of supervisory orientations on KM are
examined. According to results shown in Tab® gupervisory end result orientation has
a significant direct and positive effect on employee |egrmrientationy = 0. 3 4,
.001), but the direct effect of supervisory end result orientation on performance
orientation is not significantb( = 0. 1 & Supegyvisory acti@tp orientation has
almost no effect on employee learning orientation 010, p < .00}, but a significant
direct positive effect on performance orientatidn ( = 0. 3 5). Supervisory . 00 1
capability orientation positively affects employee learning orientationé 0. 5h, p =

but it has a significant negative effectemployee performance orientatidn (-6.34, p
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< .05. These findings supporta, HL2b, and H3a, but the results are not supporting
H11lb, H2a, and #M3b. The results further reveal that employee learning orientation has a
significant direct positive eficton KM © =8, |0< .@), but the effect of performance
orientation on KM is not significanb( = 0 . 0 4.,0n the basesof tlese findings
H14a is supported by the results, butdH is rejected. After analysing the direct effects,
indirect efects are investigated, the significance level of indirect effects is calculated
through bootstrapping, and the results suggest that there is a significant indirect positive
effect of supervisory end result orientation on KM (= 0 . 3)4The resultdail to 0 5
support the indirect negative effect of activity orientatonon ®M (= 0. 1)pand p <

the indirect positive effect of supervisory capability orientation on KM is also significant

(b = 0. 5)3Thesgfindings.le@dlto the acceptanced 1B and H.7, but reject H6.
[KAT] @19
(eD)EROT, (KA Je—Gh)
@ w Endm |L01][L02|Los] w// R e—e)
@E & / @
Leammo (K15 J—20
O 1 :
e % A‘My ' r K@
P omnhbon a 022
@ onentatlon | K D8 | @
Q m » a7 9 \ 83 ,’ K D9 | @
(@) »{co2}= a—{ Copabiity po1 |[Po2][Pos KAPTOle—(2)
K APTila—ie2)
cos
K APT2le—2)

Figure 4.4. Path analysis
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Table 4.6.Path analysis

Indirec
Direct
Path t-value P teffect t-value P Hypothesis Result
effect( b )
(b)
ELO <--- ERO 34 4.47 Rk Hlla Accepted
EPO <--- ERO .18 1.22 .226 H11lb Rejected
ELO <--- AO .10 3.28 B H12a Rejected
EPO <--- AO .35 6.38 bl H12b Accepted
ELO <--- Cco .55 7.28 Fkk H13a Accepted
EPO <--- CO -.34 2.28 * H13b Rejected
KM <--- ELO .98 22.14 rhk Hl4a Accepted
KM <--- EPO .04 .966 .237 H14b Rejected
KM <--- ERO .34 2.46 * H15 Accepted
KM <--- AO .10 3.06 *x H16 Rejected
KM <--- CO .53 3.89 ok H17 Accepted

ERO = End result orientation, AO = Activity ientation, CO = Capability orientation, ELO =
Employee learning orientation, EPO = Employee performance orientation, KM = Knowledge
management,
#p <001, **p< .01, *p<.05
4.3Impact of Leader member exchange on knowledge management
through employeework attitudes
This section analyses that, how LMX affects KM among employees directly and through

the mediation of employee work attitudes. In tkiay, this chapter contributes in

answering research quest®i and achieving objective 4 of this study.

Objective 4:To analyse the influence of LMX on KM, directly and through employee

work attitudes.
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Figure 4.5. Conceptual model (Solid line: Direct effect, Dotted line: Indirect effect)

This objective is achieved by testingtfollowing hypotheses

H18: LMX positively and directly affeckdM among employees.

H19: LMX positively affects employeebs al

H20: Affective commitment positively affeiétd among employees.

H21: LMX indirectly and positively affects KM t hr ough empl oyeebd

commitment.

H22: LMX positively affects employee work engagement

H23: Work engagement positively affeétd among employees.

H24: LMX indirectlyand positivelyaffectsKM through employee work engagement.

H25: LMX positively &ects employee creative selfficacy.
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H26: Creative selefficacy positively affectsM among employees.

H27: LMX indirectly and positively affeckdV through employee creative selfficacy

4.3.1. Reliability, validity and descriptive statistics

Results indictes a very high level of internal consistency, as value of Cronbach alpha in
each case is greater thai.(Factor loadings in each case are more than the minimum
requirement of 0.7. In case of LMX loading range from 0.85 to 0.90, for KM loading
range fron0.88 to 0.95, creative sedffficacy shows loading from 0.95 to 0.96. Affective
commitment also reflects very good loading ranges from 0.92 to 0.96, and loading of
work engagement are ranging from 0.88 to 0.98 AVE is more than 0.5 for all the
constructsand CR for every construct is more than 0.7, and AVE of the consTiuet.

item numbersn table 4.7efer to the items in the questionnaire given in the appendix.

Table 4.7. Convergent validity and reliability (N=330)

Construct Items Factor loadings | Eigenvalue | AVE | CR
LMX1 (item 81) .85
LMX2 (item 82) .85

LMX 35 .73 .98
LMX3 (item 83) .90
LMX4 (item 84) .85
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KA1 (item 37) .93
KA2 (item 38) 94
KA3 (item 39) .95
KT4 (item 40) .88
KT5 (item 41) .95
KT6 (item 42) .95
KM 10.63 .88 .98
KD7 (item 43) .95
KD8 (item 449 .95
KD9 (item 45) .95
KAP10 (item 46) .95
KAP11 (item 47) .95
KAP12 (item 48) .89
CSE1(item 85) .96
Creative selfefficacy CSE2(item 86) .96
2.78 .90 .99
CSE3(item 87) .95
AC1 (item 83) .96
Affective commitment AC2 (item 89) .94 2.72 .89 .98
AC3 (item 90) 92
WEL1 (item 91) .88
Work engagement WEZ2 (item 92) .97 2.79 .88 .99
WE3 (item 93) .96

Table 4.8 presents the result of discriminant validity testing. Result indicates that
discriminant validity is als established, as result meets the requirement that AVE should
be greater than the squared correlation among constructs. AVE of the constructs is given
in bold face at the diagonal. Squared correlation is also given in4ahland in each

case AVE is geater than the squared correlations among consti@etsliscriminant
validity is established. Furthermore taBl& also presents the mean values and standard
deviations of the factors.
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Table 4.8. Discriminant validity testing and descriptive statistics (N=330)

Creative Affective Work
Mean SD LMX KM
Variables selfefficacy commitment engagement
1. LMX 446 1.73 73
2. KM 442 1.60 .323* .88
3. Creative selfefficacy 451 1.66 445 .288** .90
4. Affective commitment | 4.41 1.61 .666** .468** .558** .89
5. Work engagement 432 1.65 277 .185** A23** .399* .88
*p < .01

4.3.2. Evaluation of model fitness

Model fitness is evaluated by examining the factor loadings, GFI, AGFI, TLI, NFI, CFl,
and RMSEA. Factomadings for every item is showing a good result, as factors loadings
are considered as good if it is more than(Bafnell and Larcker, 1981Table4.7 shows

that every factor loading is more than 0.7. Other indices used for evaluating the model
fitness are GFI = .93, AGFI = .91, TLI = .99, NFI = .98, CFI = .99, and RMSEA = .034.

These indices also show the adequate level model fitness.

4.3.3. Path analysis and hyotheses testing

Results of path analysis are presented in tdlieand figure4.6 is also showing the
structural model. Initially direct of effect of LMX oM, affective commitment, work
engagement, and creative sefficacy is examined. Then the diteeffect of work
engagement, creative selfficacy, and affective commitment, &M is testedFinally,

the indirect effects of LMX oiKM through affective commitment, work engagement,

and creative sekfficacy are analysed, as shown in tadbl@ According to the results,

direct effectof LMXorKM (b = .89, p < .001), affectiwv
work engagement (b = . 9&f fipcacy. O(0bl )= .a9%Mme

positive and significant. It means that LMX has the potential to directly influ€hte
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