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ABSTRACT
This study aims to measure the effect of Knowledge Management on Organizational Performance onTuyil pharmaceutical company. The study used the questionnaire as a primary tool in order to collect the primary data from the study sample. Total number of respondents was 101 who work in three managerial levels. The statistical analysis employed SPSS Ver. 21 for testing the hypotheses through the multiple regression analysis.  The results showed that there was a significant statistical effect of Knowledge Management (Creation, Storage and Application) on Organizational Performance using the Balanced Scorecard Perspectives. Also there was a significant statistical effect of Knowledge Management Creation on Organizational Performance using the Financial Perspective, and there was a significant statistical effect of Knowledge Management Storage and Application on Organizational Performance using Customer Perspective. In addition to that there was a significant statistical effect of Knowledge Management Application on Organizational Performance using Internal Process Perspective. Finally, there was a significant statistical effect of Knowledge Management Creation and Application on Organizational Performance using the Learning Perspective. The researcher recommended private hospitals to pay more attention to knowledge management practices by holding training courses in how to exploit the knowledge available within the pharmaceutical company.


CHAPTER ONE
INTRODUCTION
1.1 Background to the Study
Knowledge is becoming increasingly more useful and important for organizations, it is recognized as a source for the organization to innovate and compete. The importance of knowledge lies in the value that it adds to the organization’s assets, and in its ability to improve effectiveness and efficiency of the organization. Development in Knowledge Management can help managers to improve their day-to-day work, decision-making processes, create new responses, and enable a set of competitive reactions to be augmented (Monavvarian et al., 2013). Knowledge implies the ability of people and organizations to understand and act effectively. It is managed by managers, coworkers, and proactive individuals (Wiig 1999). The main purpose of Knowledge Management practices in organizations is to ensure performance; by protecting critical knowledge at all levels, applying existing knowledge in all related circumstances, combining knowledge in a synergistic way, acquiring relevant knowledge continuously, and finally developing new knowledge that comes from internal experiences and external environment (Monavvarian et al., 2013). Knowledge Management can be divided to knowledge generation, knowledge sharing, knowledge storage and knowledge reuse (Li et al., 2012). It can also be divided to Knowledge creation and acquisition, Knowledge storage and retrieved, Knowledge sharing and knowledge application (Mhameed et al., 2013). Most of the organizations measure their Performance using financial reportingwhich does not reflect the need for customer-focused, process-oriented and learning organizations (Kuwaiti 2004). Organization Performance has to emphasize on what the organization does to improve efficiencies, how the organization plans to excel against the competition and how the organization plans for the future; to find out the gaps of performance occurrence (McGuire, 2006). In order to help companies looking forward instead of backward we need a measurement tool which helps organizations to translate their vision and strategy into action and provides a comprehensible overview of organizational performance. In the first period of financial development, assets acquired from nature are consumed. In the secondstage, substantial amount of cash is spent to help monetary improvement. In third stage, learning is deployed. It helps progression in specialized field which upgrades profitability. High efficiency encourages keeping up a high growth rate. Information administration exercises and corporate execution are interrelated. Operationalization of learning administration exercises influences an association's execution. So if associations execute exercises identified with knowledge management with in a better way, authoritative execution is likewise upgraded. knowledge management can improve at the same time information creation in subjective and quantitative terms. It can enhance reason of information worth (Thurow, 2000). knowledge management is in the blink of an eye comprehensively connected in many countries, both created and creating, which are at diverse usage stages (Asian Productivity Organization, 2005).Information administration is a to some degree novel noticeable reality and is at early stage of its execution in Pakistan. Only a couple of associations have purposely embraced learning administration into their structures.  Likewise, big multinational firms, local organizations, organizations working in development sector, banks and government establishments are dealing with information administration, yet the thought is bound to a few information structure wizards inside these affiliations. In its VISION 2030 venture, Pakistan Foresee building information based economy subordinate upon inventive society, learning, innovation and rivalry (Government of Pakistan, 2007). There is a consistent and quick advancement in data innovation which brought about another financial age. The administration of learning has become actually most important and most regularly talked about in some business groups in the twenty first century. Current economy dependent on learning has more significance of capacity to deal with its information. It is important to deal with its assets and if information administration is precisely connected it can be a wellspring of favorable position on rivals (Jennex, 2007).The essential legitimization of any association's vicinity and ability is to create, devolution and learning appliance with reasonability (Deeds andDecarolis, 1999).
1.2 Statement of the Problem
Organizations are viewing knowledge as the most valuable and strategic resource; they are realizing that to remain competitive they must explicitly manage this resource (Zack, 1999). According to that, organization has to enhance its Knowledge Management practices (Knowledge Creation, Knowledge Storage, Knowledge Sharing and Knowledge Application) and any gap in these practices will affect the Organization’s Performance and will have an impact on its productivity, profitability and improvements. Therefore, knowledge Management can be considered as the most important function on Organizational Performance. Kaplan and Nortan (1992) have designed logical tool for describing, implementing and managing strategy at all level. This tool is the Balanced Scorecard which measures Organizational Performance according to financial, customer, internal business process as well as organization learning. And by using Balanced Scorecard; organization can encourage and reward employees in achieving the organization's long-term goals. Rod Mack (general manager in US west Inc. in Denver) said that the Balanced Scorecard model can clarify roles and expectations at all corporate levels (Robin 2000). 
1.3   Research Questions
Research questions which will be addressed in this study are as follows: 
i. What is the effect of Knowledge Management (Creation, Storage, Sharing and Application) on Organizational Performance Balanced Scorecard Perspectives in Tuyil pharmaceutical company? 
ii. What is the effect of Knowledge Management on Organizational Performanceusing Customer Perspective in Tuyil pharmaceutical company? 
iii. What is the effect of Knowledge Management on Organizational Performance using Financial Perspective in Tuyil pharmaceutical company? 
iv. What is the effect of Knowledge Management on Organizational Performance using Internal Process Perspective in Tuyil pharmaceutical company? 
v. What is the effect of Knowledge Management on Organizational Performance using Learning Perspective in Tuyil pharmaceutical company?  
1.4 Objectives of Study
	The broad objectives of this study is to emphasize on Knowledge Management (Creation, Storage, Sharing Application and Perspectives (Financial, Customer, Internal Process and Learning) that will help pharmaceutical company in Ilorinto improve their Performance. Specific objectives are to: 
1. measuring the effect of Knowledge Management on Organizational Performance using the Balanced Scorecard Perspectives in Tuyil pharmaceutical company;
2. measuring the effect of Knowledge Management on Organizational Performance using Financial Perspective in Tuyil pharmaceutical company
3. determining the effect of Knowledge Management on Organizational Performance using Customer Perspective inTuyil pharmaceutical company. 
4. determining the effect of Knowledge Management on Organizational Performance using Internal Process Perspective in Tuyil pharmaceutical company. 
5. determining the effect of Knowledge Management on Organizational Performance using Learning Perspective inTuyil pharmaceutical company; and
1.5   Research Hypotheses
The following hypotheses were tested in this study;
H01: There is no statistically significant effect of Knowledge Management on Organizational Performance using the Balanced Scorecard Perspectives in Tuyil pharmaceutical company
H02: There is no statistically significant effect of Knowledge Management on Organizational Performance using Financial Perspective Tuyil pharmaceutical company
H03: There is no statistically significant effect of Knowledge Management on Organizational Performance using Customer Perspective Tuyil pharmaceutical company
H04: There is no statistically significant effect of Knowledge Management on Organizational Performance using Internal Process Perspective Tuyil pharmaceutical company
H05: There is no statistically significant effect of Knowledge Management on Organizational Performance using Learning Perspective Tuyil pharmaceutical company.
1.6    Significance of the Study
Organizations are facing different environmental challenges and they attempt to achieve their goals through improving their Knowledge Management which has a definite impact on the organization’s success, profitability and market share. Therefore, it is important to encourage organizations to develop and establish a self-evaluation system that may be used in monitoring and measuring their performance. This technique which will be measured from four perspectives  (Financial, Customer, Internal Process and Learning). On the other hand, the researcher did not find any work mainstreamed to the relationship between Knowledge Management and the Balanced Scorecard in pharmaceutical company sector. In addition to that Performance Measurement used in all pharmaceutical company is still based on financial measures including monthly and annual reports that focus only on what happened in the past and it does not provide a holistic view on customer, internal process and learning. Thus, this study aims to find out the effect of Knowledge Management (Creation, Storage, Sharing and Application) on Organizational Performance.
1.7 	Scope of the Study 
	The study will examine the effect of Knowledge Management on Organizational Performance in Tuyil Pharmaceutical Company, Ilorin. The study will collect primary information from both staff and management of the organization. The scope of the study covers area of operation function such as job analysis, job specification, job rotation etc. and managerial function such as planning, organizing, directing and controlling. The scope also covers area of recruitment, performance appraisal, industrial relation, wages and cost of living etc. Hence, Tuyil Pharmaceutical Company was chosen as the case study of this research work.
1.8   Organization of the Study 
This study comprises five chapters. Chapter one deals with the background to the study, statement of the problem, objective of the study, hypothesis of the study, research questions, and significance of the study, scope of the study, organization of the study, brief historical background of the case study and operational definitions of terms. The chapter two is made up of Literature Review and other relevant subheadings on the conceptual framework, theoretical framework and the empirical framework. Chapter three has the methodology of the study and organizational profile. Chapter four includes data presentation, analysis and discussion of findings. Chapter five focuses on the summary of findings, conclusion and recommendations.   
1.9   Operational Definition of Terms
This section includes definitions for concepts that will be utilized in this study: 
Knowledge: Is a collective of insights, understandings, beliefs, behavioral routines, procedures and policies which are concerned about markets, products, technologies and processes (Li et al., 2012). 
Knowledge Management: Is the entire set of practices and activities which are involved in manipulating the stocks and flows of knowledge in the firm, starting from how knowledge is created and continuing to how it is harvested, stored, shared and reused in new and related situations (Li et al., 2012).  
Knowledge Creation: It is the generation of new knowledge either from external acquisition from outside knowledge network or internal creation through accumulating and recombining existing knowledge from different sources inside the firm (Li et al., 2012). 
Knowledge Storage: It is the process of identifying, evaluating and capturing relevant and valuable knowledge from inter-firm interactions and preserving it in the depository of the knowledge network (Li et al., 2012). 
Knowledge Sharing: “It is the process by which individuals collectively and iteratively refine a thought, an idea or a suggestion in the light of experience” (Azudin, 2009, p142). 
Knowledge Application: It is an action, by which knowledge assets can be transferred into values and reflected in technical and management processes in the form of products and services (Wu et al., 2011).
Organizational Performance: Refers to what the organization does to improve efficiencies, how the organization plans to excel against the competition and how the organization plans for the future; to find out the gaps of performance occurrence (McGuire 2006).   
Balanced Scorecard:  Is a logical framework for describing, implementing and managing strategy at all levels of the  organization by linking through logical structure, objectives, initiative and measurement of an organization strategy. The Balanced Scorecard measures financial, customer, internal business process as well as organization learning (Abran et al., 2003).  
Financial perspective: This perspective relates to profit and measured by return on investment, return on capital employed and Economic Value added (Abran et al., 2003).  
Customer perspective: This perspective includes customer satisfaction, customer retention and market share in targeted segments (Abran et al., 2003). 
Internal business processes: This perspective includes the internal processes that have the greatest impact on customer satisfaction and on achieving organizational financial objectives (Abran et al., 2003). 
Learning: This perspective shows the method organization build and manages to create long term growth and improvement through people, systems and organizational procedures (Abran et al., 2003). 


















CHAPTER TWO
LITERATURE REVIEW
2.1	Introduction
The study of the possible effects of introducing KM in the firm has centered on determining whether it is able to carry out quantifiable improvements. As Davenport (1999) points out, although the relationship between KM and performance indicators has been discussed at length (exchange value, market value, balance sheet, etc.), few firms have been able to establish a causal relationship between KM activities and firm’s performance. Firestone (2001) proposes an intuitive approach to clarify the relation between KM, corporate objectives and benefits. He suggests an abstract model called ‘‘benefit global estimation’’. To estimate the benefit of a KM program, a conceptual perspective is required, as well as the use of tools and methods, rather than the ad hoc use of analytical approaches. To relate KM programs and firm performance, the previous analysis of corporate objectives and business processes is required. In this sense, KM is a business process that can help firms reach their goals. Firestone (2001) argues that a KM program is made up of tasks. These tasks have an impact on business processes and are compounded by different attributes which determine their present state. The difference between the present state and the objective state aids the understanding of how the introduction of a KM program influences a firm’s performance. One of the main problems of this model is the excessive simplicity of the effects deriving from the introduction of KM in the firm. There are variables related to human capital that the model does not include, such as the improvement of its capabilities or skills.Davenport (1999) relates KM activities with some intermediate activities that affect financial results. Progress in KM activities affects intermediate variables such as project performance measurements, indicators of the capacity of employees to carry out tasks related to knowledge, and finally, the generation of ideas and innovations. The generation of new ideas and innovations in the firm, due to a better use of knowledge, could have an effect on the improvement of processes. In the same way, an improvement in processes perfects employees’ capabilities. Wiig (1999) creates a cause and effect diagram depicting the effects of introducing a KM program. The added value of the model lies in introducing all the effects deriving from a program that encourages the creation and sharing of knowledge. Decarolis and Deeds (1999) study the impact of organizational knowledge on firm performance. Organizational knowledge is conceptualized through stocks and flows of knowledge (Dierickx &Cool, 1989). Knowledge stocks accumulate knowledge assets that are internal to the firm. Flows refer to all the elements able to modify the stock of knowledge. A suitable context for examining stocks and flows of organizational knowledge and its relationship with firm’s performance is a dynamic industry in terms of knowledge generation, so the authors are using the biotechnology sector for the empirical study.KM is a process that through creating, accumulating, organizing and utilizing knowledge helps achieve objectives and enhance organizational performance. KM also consists of strategy, cultural values and workflow. In order to maximize its value a change in strategies, processes, organizational structures and technologies needs to be made.One of the key benefits of introducing KM practices in organizations is its positive impact on organizational performance. The research conducted in Croatia suggests that KM positively affects organizational outcomes of company innovation, product improvement and employee improvement. According to (Fugate et al. 2009), results collected in a logistics operations context prove the existence of a strong positive relationship between a KM processes and operational and organizational performance. Also (Choi et al. 2008) show that combining the tacit-internal-oriented and explicit-external-oriented KM strategies indicates a complementary relationship, which implies synergistic effects of KM strategies on performance. The results of the study conducted by (Zheng et al. 2009) suggest that KM fully mediates the impact of organizational culture on organizational effectiveness, and partially mediates the impact of organizational structure and strategy on organizational effectiveness. Knowledge Management (KM) is widely regarded as the way an organization can leverage on the tacit and explicit knowledge of its employees, trading partners, and outside experts for the benefit of the organization. KM is about the collection of knowledge and connection of people. KM is also about the process of creation, sharing and use of knowledge within the organization. The foundation of KM is based on these processes; knowledge acquisition, knowledge conversion and knowledge application. Varieties of KM frameworks have been proposed and all of these KM frameworks are based on these three components. The success of the KM initiatives is dependent on the presence and interaction of all three components:
• Knowledge acquisition: deals with the processes of creating, generating, developing, building and constructing knowledge internally. These terms refer to the process of deriving new and useful insights and ideas.
• Knowledge conversion: is the process that deals with organizing and applying knowledge that has been created or acquired in ways that make it formalized and accessible.
• Knowledge application: refers to the processes of sharing, transferring, disseminating and distributing knowledge once it has been organized and stored. Knowledge that is kept solely in an individual’s domain is of little value to an organization. Applying and sharing knowledge means making it “more active and relevant for the organization in creating values”. An organization needs to generate new knowledge on a continuous basis, facilitate its sharing within the organization and apply knowledge to gain competitive advantage. Knowledge management processes assist an organization in acquiring, storing, and utilizing knowledge to support problem solving, dynamic learning, strategic planning, and decision-making. Academics and practitioners are recognizing that knowledge management processes are becoming prerequisites for success in organizations.
2.2CONCEPTUAL REVIEW
2.2.1	Concepts of Knowledge Management in Organizational Performance
Knowledge management is the process of capturing a company’s collective expertise wherever it resides, in databases, on paper, or in people’s heads, and distributing it to wherever it can help produce the biggest payoff. Knowledge management is a conscious strategy of getting the right knowledge to the right people at the right time and helping people share and put information into action in ways that strive to improve organizational performance.Knowledge management is a complex process that must be supported by a strong foundation of enablers. Theenablers for KM are strategy and leadership, culture, measurement, and technology. Each of these must be designed and managed in alignment with the other and in support of the process. The process usually involves several of the following stages or sub processes in the use of knowledge: create, identify, collect, organize, share, adapt, and use. Knowledge management represents adoption of collective knowledge in order to achieve Company’s business goals. In brief, knowledge management is a systematic effort to enable Information and knowledge to grow, flow and create value (O’Dell & Hubert, 2011) and has a role to ensure that people have right knowledge at the right place at the right time. The widest approach towards this concept is that the knowledge management is unity of three Components: people, processes and technology. Knowledge management (KM) also passes through the stages: knowledge creation, knowledge capture, and knowledge storing, sharing of Knowledge with the other people and knowledge application, and forming on that way its own life Cycle.Knowledge management concept presents “the ability to acquire necessary information in short term, which will provide that everyone can bring the best decision about conditions on the market, product, service, planning activities of the competition or any other actions which are important for the company’s success. In summary, knowledge management is process through which organization generates values of its intellectual assets based on knowledge (Santosus et al, 2012). Daud et al. define KM in the following way: KM addresses policies, strategies, and techniques aimed at supporting an organization’s competitiveness by optimizing the conditions needed for efficiency improvement, innovation, and collaboration among employees.‟‟, he also states that „it is the organized and systematic process of generating and disseminating information, and selecting, distilling, and deploying explicit and tacit knowledge to create unique value that can be used to achieve a competitive advantage in the marketplace by an organization‟‟(Daud et al., 2011). Chan et al. says “it is a conscious strategy of getting the right knowledge to the right people at the right time by putting information into action that strives to improve performance” (Chan et al., 2007). In order to maintain the effectiveness of the knowledge management process (KMP), being just in time is a key and a very important element and consequently it was frequently referred and emphasized in KM studies within the framework of four aspects: (right) knowledge, (right) time, (right) place and (right) person (Afrazeh, 2010). The concept of Knowledge Management (KM) has attracted the attention of researchers over the last decade since it is considered an important tool to achieve innovation and sustainable competitive advantages (Cooper, 2006). Nonaka, Konno (1998) noted that in highly uncertain economies the only sure source of lasting competitive advantage is knowledge (Nonaka, Konno, 1998). Severalstudies found that firms that adopt knowledge management practices perform better than competing firms that do not (Pathirage et al., 2007).Knowledge management practices have been implemented in a wide range of industries including manufacturing, consulting, tourism, and call centers (Koh et al., 2005). Knowledge management has become such a hot topic that it has been dubbed the business mantra of the 1990s (Halal, 1998). Knowledge management represents a logical progression beyond information management, information technologies, at long last, have demonstrated a notable impact on organizational performance. Many believe that the next generation of information technology/artificial intelligence (IT/AI) products will increasingly enable knowledge management, in contrast to information management, and, as such, will have a far bigger impact on organizational performance (Sveiby, 1997). Knowledge management can also be seen as representing a culmination and integration of many earlier organization development ideas (e.g., total quality, reengineering, organizational learning, benchmarking, competitive intelligence, innovation, organizational agility, asset management, supply chain management, change management, etc.). It encapsulates these concepts into a larger, more holistic perspective that focuses on effectively creating and applying knowledge (Amidon 1998).Finally Knowledge Management may be viewed in terms of:
• People – how do you increase the ability of an individual in the organization to influence others with their knowledge
• Processes – Its approach varies from organization to organization. There is no limit on the number of processes
• Technology – It needs to be chosen only after all the requirements of a knowledge management initiative have been established.
• Culture –The biggest enabler of successful knowledge-driven organizations is the establishment of a knowledge-focused culture
• Structure – the business processes and organizational structures that facilitate knowledge sharing
• Technology – a crucial enabler rather than the solution.
Performance within the organization is a persistent subject in the majority of management branches and there is a apprehension toward both instructive persons and additionally rehearsing supervisors. Performance idea has been usually perceived; however considering performance in examination setting is a testing problem confronted by specialists. It can be stated as money related efficiency, operational efficiency and productivity of an organization (Venkatraman and Ramanujam, 1986). Performance can be characterized as: "A measure of the accomplishment of organizations objectives"(Daft, 2012). Performance of an organization, from conventional perspective is typically alluded to as:" Financial performance where spending plans, resources, operations, items, administrations, markets and HR are serious to impact the general primary concern of an association" (Dixon, 1999). Monetary results of organizational efficiency are ordinarily connected to authoritative accomplishment(Thurbin, 1994). The idea of efficiency has more extensive measurements of clarifications by accentuation on knowledge gained by a firm and efficiency results connected with it, so there is a necessary to carefully manage it (Yeo, 2003). Another perspective about efficiency is that it is the reason of advantageon contenders and it can be market efficiency as business sector situating. While business sector situating is the aggregate arrangement of learning concentrated exercises which incorporates a sorted out accumulation of present and planned data identified with clients and contenders,composed examination of data for advancement of business sector information so it can be utilized for formulation of strategy,usage and adjustment (Hunt and Morgan, 1995). Another perspective has concentrated on HR and determined the significance of the HR commitment in performance, which incorporates all around sorted out brought together human capital resource base, capacity to learn, distinguishing proof and responsibility of a gathering, client and shareholder contentment(Rogers, 2001).
2.2.1	Knowledge Culture
Cultural issues are quite significant in KM and they directly impact KM success or failure. In fact they are the first barrier to success. As in TQM, in KM initiatives people tend to avoid or fight change and they prefer “the old way of doing things” in the company. With KM, there will be a new way of decision making in the organization and people have to share knowledge and “Know-how”. Knowledge being often associated with “power”, promoting knowledge sharing is not an easy task particularly if employees don’t see how they can directly benefit from it. Knowledge transfer can also take place among various organizations. Leadership then becomes critical and managing through a knowledge lens should become a priority. The cultural factors such as collaboration and trust are basic operation for managing knowledge effectively in a firm. Shaping cultural factors is crucial for a firm's ability to manage its knowledge effectively The basic assumption was that there was statistically significant difference in perception of KM for two groups of respondents for at least one KM process namely KM culture.
There are four dimensions of knowledge management culture including:
· Knowledge creating,
· Knowledge learning,
· Knowledge sharing, and
· Knowledge cooperating,
	One of the most important factors for effective project organization is to provide a “knowledge-friendly” culture and is also the most difficult constraint to deal with. In order to successfully implement knowledge management (KM), the most important thing for companies is to nurture the culture associated with creating, sharing, and utilizing critical knowledge. Culture is perhaps the most difficult constraint that knowledge managers must deal with, and it has several relevant components (Arsenijevi et al., 2009).
· First: one is the positive attitude and orientation to knowledge, in these aspects employees are self-motivated, curious about getting intellect and explore knowledge creation activities. In continuation with this the executives encourage these actions and provide some incentives to them to carry on this approach.
· Second: is the knowledge restrain in the culture, people are not willing to share their jobs knowledge and also indignant towards the company. They do so because executives do not provide such knowledge culture and make them feel about the consequences that will cost them their jobs.
· Third: component in making a fit of the knowledge management type with the existing culture So far theory in this study is concentrated on existing knowledge, its transfer and its management part.
· Now theory step further into the creation of new knowledge. Knowledge creation is a process through which the organization amplifies the individual knowledge and crystallizes it to form new knowledge. There are four modes in which organizational knowledge is created through the interaction and conversation between explicit and tacit knowledge:
· Socialization (Tacit-to-tacit): means sharing experience creates implicit knowledge such as shared mental models and technical skills. Socialization works to indoctrinate everyone into the “way we do things around here”.
· Externalization (Tacit to explicit): triggered by dialogue, implicit knowledge becomes explicit during a period of collective reflection through sharing of analogies, stories and models. These exchanges become carriers of knowledge, carriers that can transfer general principles.
· Combination (Explicit to explicit): is the process of combining or reconfiguring disparate bodies of explicit knowledge that leads to the generation of new explicit knowledge. This is a common type of knowledge transfer that typifies learning in schools and instructional programs. In organization, members combine their explicit knowledge by sharing reports, memos and other such documents. Businesses also use data warehousing and data-mining techniques to discover trends in the seemingly disparate data.
· Internalization (Explicit to tacit): is the process of actual learning by repetitively doing a task so that the explicit knowledge of applied principles and procedures becomes absorbed as implicit knowledge of the individual’s style and habit.
2.2.2	Knowledge Protection
Learning can be placed away in the firm in company's remembrance which can take the structure like printed records; masterminded material put away in electronic documents, ordered human information stockpiled in expert frameworks, composed authoritative practices. It likewise incorporates non-physical means furthermore frameworks outside the association (Zaim et al., 2007). Forms which shield the learning burglary and illicit use inside of an association fall in information security movement. To keep up favorable position on contenders it is important to secure authoritative information. Much the same as application procedures there is no extraordinary accentuation on learning insurance in the writing survey. There is a supposition that information can be ensured by licenses, copyrights, trademarks and so forth. Yet, all information can't be characterized by property laws and copyright laws (Liebeskind, 1996). Information insurance is troublesome so it ought not to be given less significance. Resources can be secured by motivating force arrangement, worker conduct parts or employment plans. Innovation can help associations to confine access to information. Despite the fact that information protection is troublesome however it is imperative for an association on the grounds that an advantage will be a premise of focused lead on the off chance that it is exceptional and testing to duplicate (Barney, 1991). For association learning wellbeing is the principle subject.To secure information requests impeccable and exhaustive techniques to affirm that information assets are innocuous unfailingly. It is expected to ensure that learning is protected and recovered by just endorsed personnel (Mills and Smith, 2011).
2.3	Knowledge Management and Organizational Performance
2.3.1	Knowledge Management Practices 
Lee and Yang (2000) have divided Knowledge Management to: knowledge acquisition, knowledge innovation, knowledge protection, knowledge integration and knowledge dissemination. While Alavi and Leidner (2001) combined knowledge acquisition, knowledge innovation and knowledge integration into knowledge “creation” process, and added knowledge “application”. Another definition for Knowledge Management which is by Cormican and O’Sullivan (2003); they recognized five generic knowledge management activities: knowledge generation, knowledge representation, knowledge storage, knowledge access and knowledge distribution (Li et al., 2012). It can be also divided to Responsiveness to knowledge, Knowledge acquisition, Knowledge dissemination and Knowledge utilization (Chen et al., 2008). “Whatever the names of the processes are, they all include processes to identify, create, define, capture, store, organize, transfer, disseminate, use, review, share and apply knowledge in an organization” (Al-Aama, 2014). Knowledge creation is generating new knowledge; it consists of internal creation through accumulating and recombining existing knowledge from scatters sources and external acquisition from outside of the knowledge network. Where these two ways supplement each other; knowledge acquired from external sources creates an opportunity for knowledge integration, at the same time; with more knowledge accumulated internally, firms increase their absorptive capability (Li et al., 2012). It is generating new knowledge through experimentation, lessons learned, creative thinking and innovation (Ranjbarfard et al., 2014). In addition to that, Knowledge acquisition is an ongoing and dynamic process that involves the capability to innovate novel ideas, insights and solutions and incorporate it within the organization (Jayasingam et al., 2012).  knowledge can be gained through individual learning, scanning of the external and internal environment and hiring new employee (Lim et al., 2000). Some researchers identify knowledge creation as the interaction between tacit and explicit knowledge which is presented by four modes of knowledge conversion: socialization, externalization, combination and internalization. Socialization is the process through which people transfer tacit knowledge to tacit knowledge, the externalization process converts tacit to explicit knowledge, combination is the process of merging different forms and sources of explicit knowledge like documents and computerized data, and Internalization is the process that converts explicit to tacit Knowledge (Sousa et al., 2010). Knowledge creation requires sharing and dissemination of personal experience; it takes place at two levels within the organization: between individuals and between the organizations. Sharing between individuals brings individual differences together and can be used to create new knowledge, while sharing between the organizations is the potential source of knowledge and it is important in knowledge acquisition (Gold et al., 2001). Knowledge storage is the process of identify, evaluating and capturing relevant and valuable knowledge and preserving it in the depository of the knowledge network, It involves three tasks: First harvesting knowledge from disparate locations, then presenting knowledge so that it will be available to all participants in knowledge network and finally coordinating data, storage location and storage mechanism. Certainly, stored knowledge becomes a valuable asset only when it is accessible and easily retrieves (Li et al., 2012). Knowledge sharing is the distribution of knowledge that already exists within the organization (Ranjbarfard et al., 2014). Knowledge sharing consists of collection and combination of ordinary expectation, share experience, tacit roles and social standard and norms that create attitude and behaviors (Gold et al., 2001). Sharing knowledge allows both parties to expand information through the exchange process. However it provides an opportunity to discuss know-what and know-how practices, to direct the organization towards future development and growth (Azudin et al., 2009). Knowledge can be shared through personal communication and training (Lim et al., 2000). It can be shared through broadcasting, searching, teaching and other social activities (Ranjbarfard et al., 2014). Knowledge Application process is a process oriented towards the use of knowledge to adjust strategic direction, solve new problems and improve efficiency (Gold et al., 2001). It is the process of retrieving and using knowledge in decisions, actions, problem solving and routine work (Ranjbarfard et al., 2014). 
2.3.2	Benefits of Knowledge Management 
Knowledge management has a lot of benefits; it provides employees in an organization with the knowledge they need to do their work effectively, it can empower innovation and drive competitive advantage, if implemented effectively, it can also reduce information bottlenecks, enhance governments’ competence and raise governments’ service quality (Al-Aama 2014). 
2.3.3	Barriers of Knowledge Management 
Knowledge management faces several barriers that impede Knowledge creation, storage, sharing, and application and these barriers are related to people, technology, organization, environment and knowledge characteristic. Certainly, lack of reward, shortage of technical support, lack of formal authority on the part of the innovator, and lack of fitness between knowledge and important organizational goals are the most important barriers (Ranjbarfard et al., 2014). 
2.3.4	Relation between Knowledge Management and Organizational Performance
The accomplishment of a given task measured against preset known standards of accuracy, completeness, cost, and speed. In a contract, performance is deemed to be the fulfillment of an obligation, in a manner that releases the performer from all liabilities under the contract. Organizational performance comprises the actual output or results of an organization as measured against its intended outputs (or goals and objectives). Or can be defined as results of activities of an organization or investment over a given period of time. According to Richard et al organizational performance encompasses three specific areas of firm outcomes: (a) financial performance (profits, return on assets, return on investment, etc.); (b) product market performance (sales, market share, etc.); and (c) shareholder return (total shareholder return, economic value added, etc.) (Richard et al. 2009). Also, Organizational Performance has been defined as the ability of an organization to fulfill its mission through sound management, strong governance and a persistent rededication to achieving results. Effective nonprofits are mission-driven, adaptable, customer-focused, entrepreneurial, outcomes oriented and sustainable. When assessing the relationship between knowledge management and organizational performance, it is important to know that the results depend on the used research methodology. Organizational performance alone could be gauged in many different ways, with financial or non-financial indicators. There are several approaches to organizational performance measurement which include different stakeholders‟ perspectives.The Balanced Scorecard (BSC) is a performance management tool for measuring whether small-scaleoperational activities of a company are aligned with its large-scale objectives in terms of vision and strategy and includes four perspectives: financial, customer, internal process and innovation and learning perspective. The financial perspective examines if company’s implementation and execution of its strategy contributes to bottom-line improvement. Some of the commonly used financial measures are economic value added, revenue growth, costs, profit margins, cash flow, net operating income etc. The customer perspective defines the value proposition that an organization will apply to satisfy customers and generate more sales to the most desired customer groups. The measures should cover both the value that is delivered to the customer which may involve time, quality, performance and service, and the outcomes that arise as a result of this value proposition, such as customer satisfaction and market share. The internal process perspective focuses on all the activities and key processes required in order for the company to excel at providing the value expected by the customers. The clusters for the internal process perspective are operations management (by improving asset utilization, supply chain management), customer management (by expanding and deepening relations), innovation (by new products and services) and regulatory & social (by establishing good relations with external stakeholders). The innovation and learning perspective focuses on the intangible assets of an organization, mainly on the internal skills and capabilities that are required to support the value- creating internal processes.
2.3.5	Knowledge Management and Employees Satisfaction
It is more likely that employees who learn new knowledge and skills will become more adaptable and responsive to changes in the business environment. Therefore, the stress that is caused by internal or external changes of business conditions which require new skills and knowledge become less likely to occur. Thus, employees will do their job more competently and completely as they successfully transition from their previous rigid skill and mindset to the new model that emphasizes continuous adaptability. However, Kameda and Nakanishi challenge the wisdom that states “social/cultural learning increase human adaptability through uncertainty reduction”. By using various simulation steps, their results indicate that at some point the agent has to switch between costly individual learning by trial and error and free riding or copying other individual behavior (Kameda and Nakanishi, 2003). We argue that employees‟ confidence and self-efficacy are more likely to be enhanced and increased by increasing knowledge and skills acquisition. Thus, their market value will also be increased within this environment as compared to those organizations with non-knowledge sharing. In this case, employees who are willing to learn or acquire new knowledge have gained the ability to solve semi-structured and unstructured business problems. Inturn, employees stay up to date with the latest knowledge and skills that enable them to deal with the continual environmental changes. Prior research has indicated that when employees are highly satisfied with their job, they are more creative, innovative, and willing to do their job effectively. Whereas, when employees are unsatisfied with their job, their moral and willingness to implement required tasks is very low. Although the current research benefits from prior studies in all its stages, these studies do not make a clear link between knowledge sharing practices and its implications, such as employees‟ adaptability, employees‟ learning commitments, and employees‟ job satisfaction. In addition, the current literature ignores the importance of knowledge sharing in enhancing an employee’s continuance learning and adaptability but rather focuses on contextual factors that impact knowledge sharing or facilitating individual knowledge sharing. Therefore, it is logical to deduce that if a continuous learning process has been established, employee adaptability would be guaranteed, and improved employee job satisfaction would be also ensured. From the above discussions, it seems that understanding the relationships between organizational knowledge sharing practices, employees‟ adaptability, employees‟ learning behaviors, and employees‟ job satisfaction is still in its infancy.Therefore, more theoretical and empirical explanations are needed. In fact, it is plausible to assume that organizational knowledge sharing to be considered as a catalyst of a dynamic employees‟ adaptability, and employees‟ learning commitments which in turns, increase over all employees‟ job satisfaction especially under accelerated technological developments and environmental changes, but this logic obviously lack of empirical root. This research tries to fill this void in the literature and make significant contributions to the prior theories of knowledge sharing.
2.3.6	Knowledge Management and Product Quality
The successful implementation of a KM system initially requires a knowledge audit to understand and map out individual staff competencies, process flow, information technology and explicit knowledge content within the organization (Levy et al., 2010).Several authors have adopted such a knowledge-based view of total quality management (TQM) and its potential to facilitate knowledge creation and sharing. In this regard, it has been noted that the implementation of quality systems is inherently linked to organizational learning. The adoption of quality principles and methodologies throughout an organization is recognized as a necessary pre-condition for the development of a modern and successful enterprise; similarly, it is acknowledged that a primary source of competitive advantage is constituted by a continuous process of knowledge creation. TQM would thus seem to have the potential to satisfy some fundamental organizational needs by facilitating the attainment of advanced levels of knowledgethat exceed actual operational needs and that can be translated into continuous improvement processes and innovative solutions. Despite the apparent affinity that exists between TQM and enhanced organizational knowledge, empirical studies of the link between quality systems and knowledge creation are scanty.
2.3.7	Knowledge Management and Customer Satisfaction
According to the dentition of CRM presented in the introduction, obtaining customer related knowledge is specified as the means to attain CRM objectives. Knowledge has been recognized as one of the main assets of organizations. KM, in particular, has been defined as the process of capturing the collective expertise and intelligence in an organization and using them to foster innovation through continued organizational learning. Since a major part of that expertise and intelligence refers to customers, it is concluded that CRM is strongly related to KM and especially to customer KM. According to Romano and Fjermestad companies should explore and refine CRM knowledge management methods in order to get value-added knowledge for themselves and their customers and understanding not only customer purchasing patterns and trends but attitudes and preferences as well. Customer related knowledge and level of customer service (Romano and Fjermestad, 2000). Customer satisfaction is an important topic for both researchers and managers, because a high level of customer satisfaction leads to an increase in repeat patronage among current customers and aids customer recruitment by enhancing an organizations marker reputation. Being able to successfully judge customers' satisfaction levels and to apply that knowledge are critical starting points to establishing and maintaining long term customer retention and long term competitiveness. Customer satisfaction brings many benefits. Satisfaction increases customer retention and customer retention is dependent on the substance of the relationship between parties which is also affected by the service delivered. Satisfaction is an "overall customer attitude towards a service provider", or an emotional reaction to the difference between what customers anticipate and what they receive, regarding the fulfillment of some need, goal or desire.For most products or services, aspects of performance can be objectively assessed. Although these attributes can be objectively measured, customers' assessments may not objectively reflect measured performance. Some clients may be taken to several homes that "fit" their criteria but are unsuitable to the clients' personal taste which leads to the client's assessment of the service as being unpleasant because they did not see listings that they liked. Developed a model to categorize the attributes of a product or service based on how well they are able to satisfy customer needs. Considering Kano's model, one sees how it may not be enough to merely satisfy customers by meeting only their basic and performance needs. In a highlycompetitive marketplace, organizations need to adopt strategies and to create product attributes targeted specifically at exciting customers and over-satisfying those. In real estate to excite or over satisfy customers, an agent would need to have a thorough and vast knowledge of all listings in the local area. In essence, it is the experience and attitudes of the individuals in closest contact with customers that are most likely to affect whether or not customers are satisfied and willing to return to the company. It is also the people in direct contact with customers who determine who the retained and satisfied customers are and their experience determines how they treat the customers (Hansemark and Albinsson, 2004) thus impacting on the service quality delivered.
2.3.8	Knowledge Management and Strategic Business Performance
McAdem emphasize innovation and competitive advantage as important factor. It is well recognized that effective knowledge management leads to improvements in business performance. Knowledge management has therefore assumed a great sense of importance and urgency as firms come to recognize the potential for competitive advantage that the firms' knowledge assets possess. Despite the value that knowledge management projects are expected to accrue to businesses, as many as 84% of knowledge management projects do not have a significant effect on the organizations that invest in these initiatives. Even if the projects are well-resourced and appear to have the support of top management, the researchers suggest that many are still predisposed to failure (McAdem, 2004).Notwithstanding these negative prospects, executives still believe that knowledge management systems are a key source of competitive advantage and business success. The researchers also argue that additional improvements in firm performance can be attained by linking knowledge management initiatives to the firm's business strategy. Indeed, argues that knowledge programs are unlikely to succeed unless they are closely linked to the business strategy. Thus, it can be argued that business strategy is not only a key factor impacting firm performance; it is also indispensable when it comes to maximizing the return on technology investments.
Although researchers have discussed the importance of linking business strategy to knowledge management (Clarke, 2001), there has been little research examining the link between business strategy and knowledge management For example, while many studies have shown that knowledge management capabilities significantly impact firm performance the role of business strategy vis-à-vis a firm's knowledge management capabilities has not been evaluated.Drawing on prior research that suggests knowledge management should be linked to business strategy (Clarke, 2001) and that knowledge infrastructure capability and knowledge process capability are additive and collectively determine the knowledge management construct, this study examines the role of business strategy as this relatesto knowledge management and organizational effectiveness. More specifically, this study addresses a gap in the literature by investigating a modified version of the Gold model of knowledge management capabilities, that incorporates business strategy as an antecedent of knowledge management capabilities and organizational effectiveness.
2.3.9	Knowledge Culture and Employee Satisfaction
There is a direct link between the organizational culture, employee satisfaction and between customer satisfaction and improved financial performance. Organization culture represents the internal work environment created for operating an organization. It represents how employees are treated by their bosses, how peers treat one another (expected treatment), with which vision and motivation an organization is working internally.Organization can have democratic culture, bureaucratic culture, esthetical (holistic) culture, learning culture (learning organizations). A learning organization always encourages new approaches in operating organization (with creative/new ideas). Such organization may call employs' inspired participation in using new ideas provided by employs as well as management. Organizational culture is a significant driver of employee engagement and includes management designing jobs well, providing support and setting goals for employees. Employee satisfaction is a key attribute of the engaged employee who embodies a high degree of motivation and sense of inspiration, personal involvement and supportiveness. Organizations bring people together. In order to work at their best, people need to be satisfied. The engaged employee is oriented to providing good service and answering customer questions, which gives the customer a voice inside the company. And a customer whose voice is heard inside the company drives profit by being a repeat customer and bringing in new customers by word of mouth, which has a high degree of credibility. The given in all this is that a company must start with a solid product.Organizations use incentives to attract and maintain employees. According to Rogers one of the most crucial factors in organization design is the type of incentives offered to induce contributions. It is imperative that an organization has the ability to inspire individuals to make significant contributions of time, effort and resources. In addition, the organization must inspire an individual’s loyalty to the organization rather in order not to lose the employee in the favor of a competitor (Rogers, 1995).


2.4	Information Communication
Knowledge transfer refers to transmitting knowledge from the place where it is stored to the situation where it is used, and vice versa. The concept itself is quite simple; the practical application is harder to manage. There are three types of transferrable: between individuals; between individuals and storage media; and, between different knowledge storage medium. The second type refers to both cases when individuals acquire knowledge from a storage media, and when individual’s stores knowledge in a storage media.Communication refers to information sharing process between individual/employees of the organization. Managers and practitioners use effective communication to enlist the support of other employees towards achieving organization’s objectives. Several studies noted that effective communication influence the organization to move systematically towards employees‟ involvement and customer satisfaction and improve organization performance (Ooi et al., 2007).
2.4.1	Education and Training
Knowledge management can be built and integrated into the structures and processes of Educational institutions to improve their performances. Knowledge management can benefit Educational institutions in at least five areas: research, curriculum development, student and Alumni services, administration, strategic planning, and traditional classroom enhancement. Kidwell argued that knowledge Management has several application areas in the curriculum development process. They are Curriculum design and revision efforts, knowledge of teaching and learning (with technology), Pedagogy and assessment techniques, student evaluations, etc. (Kidwell et al., 2000). Some of the benefits identified are to enhance the quality of curriculum, improve responsiveness to student evaluations, Leverage the best practices, improve teaching and learning, and monitor outcomes.Furthermore, Petrides and Nodine stated several implementation areas where knowledge management practices are useful in educational institutions. One of theareas is enabling educators to create and represent quality knowledge for students to advance and improve their learning (Petrides and Nodine, 2003). Training refers to the acquisition of specific skills or knowledge. Training programs attempt to teach employees how to perform particular activities or a specific job. Education, on the other hand, is much more general, and attempts to provide employees with general knowledge that can be applied in many different settings. The development of a sound education and training program requires systematically gathering data about the employees‟ or the firm’s needs. A good assessment includes an analysis of: How well the firm is achieving its goals; the skills needed by the workforce to accomplish these goals; and the strengths and weaknesses of the current workforce. A careful analysis of these items provides valuable information to design effective training activities. Investment in education and training is vitally important for ensuring the success of education and training programs. Training is the second most commonly used TQM implementation practice in the United States. Firms that implement TQM invest heavily in training for employees at different levels and the importance of properly training workers in performing their work. Otherwise, it is difficult to improve their work.
2.5	Organizational Performance and Knowledge Management
Performance within the organization is a persistent subject in the majority of management branches and there is a apprehension toward both instructive persons and additionally rehearsing supervisors. Performance idea has been usually perceived; however considering performance in examination setting is a testing problem confronted by specialists. It can be stated as money related efficiency, operational efficiency and productivity of an organization (Venkatraman and Ramanujam, 1986). Performance can be characterized as: "A measure of the accomplishment of organizations objectives"(Daft, 2012). Performance of an organization, from conventionalperspective is typically alluded to as:" Financial performance where spending plans, resources, operations, items, administrations, markets and HR are serious to impact the general primary concern of an association" (Dixon, 1999). Monetary results of organizational efficiency are ordinarily connected to authoritative accomplishment (Thurbin, 1994). The idea of efficiency has more extensive measurements of clarifications by accentuation onknowledge gained by a firm and efficiency results connected with it, so there is a necessary to carefully manage it(Yeo, 2003). Another perspective about efficiency is that it is the reason of advantage on contenders and it can be market efficiency as business sector situating. While business sector situating is the aggregate arrangement of learning concentrated exercises which incorporates a sorted out accumulation of present and planned data identified with clients and contenders, composed examination of data for advancement of business sector information so it can be utilized for formulation of strategy,usage and adjustment (Hunt & Morgan, 1995). Another perspective has concentrated on HR and determined the significance of the HR commitment in performance, which incorporates all around sorted out brought together human capital resource base, capacity to learn, distinguishing proof and responsibility of a gathering, client and shareholder contentment(Rogers, 2001). However, it was revealed that the highest impact was on the success of a new product, which is one of the OP dimensions, and the training was the strongest affecting dimension on OP.In order to help organizations including academic ones (e.g., Universities) to correctly choosing the strategies for investing in knowledge resources, an empirical study was conducted in the Isfahan universities in Iran, presented that knowledge management resources such as organizational structure and knowledge application are positively affecting OP while other resources such as technology and knowledge conversion are not (Monavvarian et al., 2007). It is likely to address that KM strategy could include knowledge transfer concentration, open mindedness orientation, skill sharing and integrated value knowledge (Mohammed, and Jalal 2011). The most significant positive relationships from the whole KM processes performance indicators are factor strategy and leadership, among knowledge management enablers. On the other hand, other similar studies were conducted to reveal the influence of KM resources on organizational performance with the same dimensions. The results were supported along with organizational structure and knowledge application and weren’t the case with as technology and knowledge conversion (Mills, and Smith 2010). With this in mind, we can induce that not all KM resources contribute directly or positively on OP, in other words, each resource is not linked to performance, rather as a composed. It has been found that a non-expected percentage of employees have no interest in knowledge sharing and retrieving, and most of them prefer to depend on their own knowledge and intuition. Since the culture can be considered as a practice of KM beside processes, human capital, and strategy, there is a strong need to construct the culture to ease the process of sharing knowledge between employees(Mills, and Smith 2010). 
2.5	Theoretical Framework  Knowledge  
Knowledge is a mix of experience, values, contextual information, and expert insight that forms the framework for new experience and information. It originates and applies in the minds of knowers. It is represented in the organization as documents, processes, practices and norms (Monavvarian et al., 2007). It can be generated and organized in an efficient way and it comes in two different forms that have an impact on the quality of decisions: tacit knowledge and explicit knowledge. Tacit knowledge is information that is gained through experience that is difficult to express, formalize and share, it can’t be described in words (Kreitner et al., 2010). It resides in the human mind, behavior and perception (Monavvarian et al., 2007). Tacit knowledge can be categorized into two types: first is the technical which is related to the depth of expert knowledge, and second is the cognitive dimension which consists of schemata, mental models, beliefs, and perceptions (Bourdreau et al., 1999). In contrast, explicit knowledge is the information that can be easily put into words and explained to others, it can be shared verbally or in documents or in numerical reports (Kreitner et al., 2010). 
Knowledge Management 
Knowledge management can be used to enable firms to have more effective decision-making processes and to enable firms to create new knowledge and to apply this knowledge to generate more innovations in products, strategy, and processes. It can be also used to enable firm to have greater and long term returns (Harlow 2008). Knowledge management can be classified into individual knowledge and organizational knowledge. individual knowledge is the knowledge that resides in an individual’s mind, while organizational knowledge is the knowledge that is formed through interactions between technologies, techniques and people (Monavvarian et al., 2007).  In reality, many knowledge management projects are information projects that yield to little innovation in products and services; which make management to develop structures that allow firm to recognize, create, transform and distribute knowledge (Gold et al., 2001). In order to use knowledge management, firms develop a specific knowledge system; which includes eight major processes: starting with generation of new knowledge; then accessing valuable knowledge from outside sources; using accessible knowledge in decision making; then embedding knowledge in processes, products and/or services; followed by representing knowledge in documents, databases, and software; facilitating knowledge growth through culture and incentives; transferring existing knowledge to other departments of the organization; and finally measuring the value of knowledge assets and/or impact of knowledge management (Harlow 2008). On the other hand, knowledge management process starts with capturing knowledge, followed by examining the tools for acquiring the knowledge (using techniques and technologies), then capturing knowledge, which is subsequently filtered, refined, analyzed, stored and shared; as knowledge is disseminated, new knowledge is created through knowledge utilization in the new production process and a new cycle of knowledge management process begins (Chen et al., 2008).     Some researchers presented a model for knowledge management containing four competencies; absorption, diffusion, generation and exploitation: Absorption is the process of obtaining new knowledge from outside the organization; diffusion is the process of distributing knowledge among the members of the organization; generation is the production of new knowledge; and exploitation is the use of knowledge in products and services. Other researchers divided knowledge management to undertake knowledge audit, create Knowledge, capture knowledge, store knowledge, use knowledge and review Knowledge (Al-Aama 2014).
2.6	Empirical Review
A study by (Ranjbarfard et al., 2014) entitled “The barriers of knowledge generation, storage, distribution and application that impede learning in gas and petroleum companies” This study identifies the most important Knowledge Management barriers in gas and petroleum companies in Iran and tries to categorize the barriers according to the Knowledge Management processes. Also the researcher ranks the “critical barriers” according to their contribution to the four Knowledge Management processes (generation, storage, distribution and Application). It has been found that there are many factors that impede Knowledge Management Processes, these factors are related to people, technology, organization, environment and knowledge characteristic. Furthermore, it has been found that the importance of knowledge generation and knowledge application barriers were significantly different among gas and petroleum companies. Also Knowledge Management barriers were ranked according to the number of their contribution to knowledge Management processes and the average mean of their importance in KM processes. Finally it has been found that the most important Knowledge Management barriers are lack of reward, lack of technical support, lack of formal authority on the part of the innovator, lack of fitness between knowledge and important organizational goals. A study by (Chang et al., 2013) entitled “Using the balanced scorecard on supply chain integration performance a case study of service businesses” This study aims to investigate supply chain integration and performance by three case studies (Mechanical Corporation, Technological corporation and Steel Corporation) from the upper level of the supply chain; adopting the concept of Balanced Scorecard that was defined by Kaplan and Norton (1993 and 1996), and Brewer and Speh (2000) to evaluate supply chain performance. First it described the barriers that were encountered by the three case firms when implementing a supply chain to serve the chain members and how they overcame it. Second, integration issues were studied after implementing the supply chain to understand the firm performance after the supply chain integration. Third, supply chain performance was explored from the four perspectives of a Balanced Scorecard (business processes, customer, financial, and innovation and learning perspectives). And lastly it investigated the different levels or positions in the supply chain in order to understand the potential influence of firm position when integrating the supply chain. The study found that the four dimensions of Balanced Scorecard reinforced each other and were reinforced by the company strategies. On the other hand, the researcher found that companies at different levels in the supply chain will assign different levels of importance to different types of supply chain integration. A study by (Jayasingam et al., 2012) entitled “Knowledge management practices and performance: Are they truly linked?” This study aims to provide empirical verification to support the link between Knowledge Management practices and performance outcomes for organizations. Where Knowledge Management consists of three main dimensions: knowledge Acquisition, Knowledge Dissemination and Knowledge Utilization. It has been founded that Knowledge acquisition (existing employee) had a positive influence upon strategic and operational improvement measures. On the contrary, knowledge acquisition (hiring) had no significant impact upon these performance measures, Knowledge dissemination only influenced strategic improvement and not operational improvement in organizations. Finally, knowledge utilization had a positive influence on strategic and operational improvement measures. A study by (Oluikpe 2012) entitled “Developing a corporate knowledge management strategy” This study explores the development and adoption of a knowledge management strategy at the Central Bank of Nigeria (CBN) using the payments system function of the Bank. The Bank is charged with the responsibility of administering the Deposit Money Banks and Other Financial Institutions. In order to ensure high standards of banking practice and financial stability through its regulatory activities as well as the promotion of an efficient payments system, the CBN has been performing major developmental functions focused on key sectors of the Nigerian economy (financial, agricultural and industrial sectors) and by understanding and applying Knowledge Management to business strategy it will increase knowledge flows that would leverage firm’s core capabilities. It found that it is important to have a logical and comprehensive coordination for specifying the various components of an organization’s knowledge. Delivering strategic knowledge will imply providing knowledge that is explorative in nature as opposed to exploitative. At support level, knowledge has to be exploitative, meaning that the performance of business processes can be enhanced by providing operational staff with knowledge relevant to their tasks. This does not preclude innovativeness and risk taking at the core and support levels, however, the idea is that since most business processes are already clearly defined, it is more beneficial focusing structured knowledge on these processes to drive the bottom-line. A study by (Muhammad 2012) entitled “Knowledge management processes and their impact on the achievement of competitive advantage” This study aims to determine the effect of knowledge management on achieving competitive Advantage, and it aims to find if that affect changes according to employee experience and function. The sample size was limited on the management board at Jordan Telecom Group. The results assured that there’s an effect of the knowledge management on achieving competitive advantage at Jordan Telecom Group and it differs according to the experience, but there are no differences on functions.  
2.7	Research Gap
When there is an improvement of knowledge management capacities association is in a superior situation to satisfy client needs by offering better services (Hunt and Morgan, 1995). Literature demonstrates that learning securing and information sharing inside of an association brought about improvement of profitability (Darr, 1995). Learning is the best huge variable for an association. Asset based perspective of association gives reasonable premise that how associations increase manageable utilizing so as to drive position learning based assets. Asset based view additionally expresses that driving organizations use their verifiable and unequivocal assets (Teece, 1998). It likewise demonstrates that the geographic area of a firm which is critical for information stream is additionally a vital benefactor to authoritative Performance (DeCarolis and Deeds, 1999). Learning based perspective of the association assumes that the information acquired by an association can make chances to end up a main association (Hendriks and Vriens, 1999). Much the same as whatever other source, viable information administration by building up the skills have to add to the key elements of efficiency (Andrew and Wayne, 2001). There has been observed that in expert administration business knowledge management framework has diminished the expense of the firm and expanded item excellence. It is additionally said that essentially allmanagement of knowledge framework's goal is to lessen expenditure by applying learning accessible in an association and to enhance administration excellence by empowering information conception (Ofek and Sarvary, 2001).It is fought that if learning administration is directed appropriately it can guide a firm to the vital outcomes as expanding firm yield which will prompt upper hand, expanding responsiveness (Wiig and Jooste, 2003), augmenting scholarly resources, sustaining client reliability (Housel and Bell, 2001), expanding development and producing worth for shareholders (Amidon, 1997).Knowledge assets add to produce esteem by their coordinated effort (Youndt et al., 2004) ,and cooperation among these components is fundamental in a manner that value of one constituent is broadened by the presence of different segments. Information assets positively affect authoritative execution (Carmeli, 2004). Writing demonstrates that efficiency is absolutelyinfluenced by management of knowledge. Learning attainment and dispersion does not have a specifically constructive outcome on efficiency of an organization. A large portion of the organizations assert that adequacy and productivity in learning administration procedures are useful to performance of an organization. Knowledge management is viewed as the originator of performance (Darroch, 2005). Information assets can connote imperative execution drivers and are at the establishment of an organization's quality creation basic powers (Cuganesan, 2005).Organizational capacities upgrades because of better administration of learning which brings about the type of enhanced business procedures and better execution to convey better to the partners (Schiuma et al., 2007). Associations need to utilize inventiveness as a hotspot for nonstop upper hand. Association's should have been be versatile and ought to give new answers for the business issues for enhancement in business performance. Associations can get by in business rivalry by depending on distinctive assets yet at last effective associations contrast in information. Information is the essential piece of any association and it can join relationship building abilities and additionally it can improve mechanical advancements. Learning can enhance auxiliary effectiveness of an association to deal with its information which is obligatory for an association to develop (Schiuma, 2012). Performance can be upgraded if hierarchical segments possess focal system positions which encourage access to crisp learning built up by different divisions inside of an association (Tsai, 2001). By recognizable proof of information advancement, learning application and learning utilizing and their distinctive impacts on performance, connections have been distinguished between learning and performance (Kalling, 2003). The asset basedhypothesis expresses that associations are in a position to pick up and keep up upper hand by the offer of special some assistance with firming assets that are significant, uncommon, hard to duplicate and can't be supplanted by different assets (Amit and Schoemaker, 1993). Writing demonstrates that learning obtaining and information sharing inside of an association brought about upgrade of efficiency (Darr, 1995). Knowledge management is comprehensively applied in many countries, both underdeveloped &developing, which are at distinctive levels of use stage (Asian Productivity Organization, 2005). However inPakistan, learning administration is a to some degree new discernible certainty and is in the first place periods of its execution. Only a couple of associations have purposely embraced information administration into their structures. Additionally immense multinational firms, neighborhood establishments, improvement division associations, banks and government foundations are taking a shot at information administration, yet the thought is bound to two or three information structure wizards inside these affiliations. In its VISION 2030 task, Pakistan Foresee building an information economy subordinate upon imaginative society, learning, innovation and rivalry (Government of Pakistan, 2007). Officially existing writing demonstrates that there is no much work done in Pakistan in connection of knowledge management practices and organizational. So there is a need to study effect of learning administration hones (information obtaining, information transformation, information application and learning insurance) on association execution. This study will fill this gap.











CHAPTER THREE
METHODOLOGY
3.1 Introduction	
	This chapter presents the procedures that were employed to collect data relevant to the objective of this study. This was be done under the following sub-headings:  research design, population of the study, sample size and sampling techniques, sources of data, research instrument, validity and reliability of the instrument, procedures for data collection, method of data analysis and model specification. 
3.2 Research Design
This study adopted a descriptive research design, which involve eliciting of effect of Knowledge Management on Organizational Performance in Tuyil pharmaceutical company, Ilorin. This design was adopted because it has the advantage of using questionnaires and a reasonable solution was professed to the earlier research problems. According to Orodho (2005) descriptive survey design is a method of collecting information by interviewing or administering a questionnaire to sampled respondents. This design is considered appropriate for this study since the opportunity to make generalization based on the information collected from the sample respondents would be possible.
3.3 Population of the Study
Adeniyi (2011) sees population as the total number of large habitations of people in one geographical area, for example, the population of a country. The targeted populations for this study are the employees in Tuyil pharmaceutical company, Ilorinwith the population of (150) employees who work in three managerial levels (top management, middle management and lowest management).
3.4 Sample and Sampling Techniques
This study focused on the employees of the Tuyil pharmaceutical company, Ilorin. A simple random technique was used to enable the member of the population to have equal chance of selection. The sample size of the population is 150.The population size was adopted as the sample size due to a small population in the Tuyil pharmaceutical company, Ilorin. However, questionnaires were administered based on the sample size.After distributing (150) questionnaires of the study sample, a total of (123) answered questionnaires were retrieved, of which (22) were invalid, Therefore, (101) answered questionnaires were valid for the study (response rate was 67%).   The researcher as personally served the questionnaires at the time of carrying out the research.

3.5 Research Instruments
A self-structured questionnaire developed by the researcher was used as an instrument to elicit information from the respondents which would be titled ‘Effect of Knowledge Management on Organizational Performance (EKMOP). The questionnaire would be divided into two sections A and B. Section A contains personal data of the respondents while section B contains 24 items that are needed to answer the research questions and validate the hypotheses raised in this study. The questionnaire was a closed-ended type in which response was limited based on five Likert type scale which ranges as follow: Strongly Agreed, Agreed, Undecided, Disagreed and Strongly Disagreed. The items are placed on a 5-point rating scale of strongly agreed (SA), agreed (A), Undecided (U), disagreed (D), and strongly disagreed (SD). The items were scored as follows: SA = (5), A = (4), U= (3), D = (2), SD = (1).
3.6 Method of Data Collection
The two method of data collection for this study are: primary source and secondary sources. Primary source of data collection entails the use of questionnaires in gathering information from the selected sample. It is data obtained from original source and the instrument used for the collection of primary data is mainly questionnaire. Secondary source are the available data gathered for the use of solving related problems in research work. Secondary source that were used are publication, textbooks, journal, reports, newspaper and internet.
3.7 Method of Data Analysis
The first three research questions from the data collected were answered using frequency count and percentage in analyzing them while the hypotheses were tested using the t-test statistical tool at 0.05 alpha level of significance. 
3.8 Validity and Reliability of the Instrument 
Ashaolu (2001) as the extent to which a measuring instrument measures, and how well it does so describes the validity of the instrument. For the validity of the research instrument, the face content validity methods was adopted. Using the face validity method, the researcher seeks the opinions of an expert (the supervisor) in the field to assure the intended measurement. The instrument was tested for reliability using test-retest method by administering sample of questionnaires on selected respondents from the banks. The instrument was administered twice within an interval of two weeks. The reliability coefficient of 0.64r was derived using Pearson Product Moment Correlation Coefficient to correlate result obtained from the two administrations

CHAPTER FOUR
DATA ANALYSIS AND RESULTS
4.1	Introduction
This chapter presents the results of data on Effect of Knowledge Management on Organizational Performance in Tuyil pharmaceutical company, Ilorin. Data collected were analyzed using frequency count for personal data while the hypotheses formulated were tested using Chi-square (2) inferential statistics at 0.05 level of significance. 
4.2. Demographic Characteristics
Table 4.1: Demographic variable of the Respondents
	Variable 
	Grouping 
	Frequency
	Percentage

	Age range
	25-35yrs
	62
	62.5

	
	35-45yrs
	24
	24.0

	
	45yrs and above
	15
	13.5

	
	Total
	101
	100.0

	Gender 
	Male 
	68
	68.3

	
	Female 
	33
	31.7

	
	Total
	101
	100.0

	Educational Level
	Diploma
	61
	61.5

	
	Degree 
	24
	24.0

	
	Master’s degree
	16
	14.5

	
	Total
	101
	100.0

	How long have you been working in this company
	Less than 3 years 
	58
	 57.4

	
	3 to 5years
	 29
	28.8

	
	Above 5 to 10 years 
	15
	13,8

	
	Total 
	101
	100.0

	How many years have you been in your current position
	Less than 3 years
	42
	58.33

	
	3 to 5 years
	28
	38.89

	
	Above 5 to 10 years
	2
	2.78

	
	Total
	72
	100.0


Source: Field Survey 2025
According to the result in table 4.1, for the demographic characteristics are presented as follows, 68.3% of the respondents are male while the other 31.7% are female. By implication, there are more male respondents. In addition, table 4.1 demonstrates diversity across age of respondents. This information collected can, therefore, be regarded as balanced and reliable for the purpose of this study. 62(62.5%) of the participants are 25 to 35 years old, 24(24.0%) of the participants are above 35 to 45 years old and the rest 14(13.5%) of the respondents are above 45 years old. When we come to educational attainment of the respondents 16(22.2%) of them have diploma, 42(58.3%) of the respondents have degree and 14(19.4%) of the respondents have master’s degree. When we see how long they have stayed in the company; 34(47.2%) of them have been working in the company for less than three years, 58(57.4%) of the participants have been working in the company for 3 to 5 years and 29(28.8%) of the respondents have been working above 5 to 10 years in the company. For duration of stay of the respondents in their current position is described as follows: 42(58.3%) of the respondents have been working in their current position, 28(38.89%) of the respondents have been working in their current position and the rest 15(13.6%) of the respondents have been working in their current position.
Table 2: Arithmetic mean, SD, one sample t-test, item importance and importance level of Knowledge Management dimensions
	No.
	Service Quality
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 1
	 Knowledge Creation
	4.100
	 0.520
	 21.250
	 0.000
	2
	 High

	2
	 Knowledge Storage
	 4.206
	0.512
	 23.645
	 0.000
	1
	 High

	 3
	Knowledge Sharing
	 4.049
	 0.592
	 17.790
	 0.000
	 3
	High

	4
	 Knowledge Application
	 4.023
	 0.581
	 17.677
	 0.000
	4
	High

	General Arithmetic mean and standard deviation
	4.096
	0.447
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3)
	The researcher used the arithmetic mean, standard deviation, one sample t-test, item importance and importance level as shown in Table 1. The table shows the importance level ofKnowledge Management dimensions, where the arithmetic means for dimensions range between (4.023 - 4.206) compared with general arithmetic mean amount of (4.096). We observe that the highest mean was for the "Knowledge Storage” with arithmetic mean (4.206), standarddeviation (0.512). The lowest arithmetic mean was for the "Knowledge Application” with a score of (4.023) and standarddeviation (0.581). In general, it appears that the Importance level of Knowledge Management in private hospitals from the study sample viewpoint was high.
Table 3:Arithmetic mean, SD, one sample t-test, item importance and importance level of Knowledge Creation 
	No.
	Knowledge Creation
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 1
	pharmaceutical management seeks to collect information about its competitors systematically 
	4.227
	 0.858
	 14.366
	 0.000
	 2
	 High

	2
	pharmaceutical management acquires information from patients and takes their opinions’ about services provided to them 
	 4.247
	 0.753
	 16.634
	 0.000
	1
	 High

	 3
	Pharmaceutical management acquires information from its employees 
	 3.960
	 0.823
	 11.718
	 0.000
	 6
	 High

	 4
	pharmaceutical management arranges for brainstorming meetings with its employees to generate new business ideas
	 3.930
	 0.696
	 13.429
	 0.000
	 7
	 High

	 5
	pharmaceutical management explores and creates new knowledge from existing one 
	 4.089
	 0.762
	 14.348
	 0.000
	 4
	 High

	6
	pharmaceutical management is always trying to seek information about new services offered by other hospitals
	 4.168
	 0.825
	 14.224
	 0.000
	 3
	 High

	7
	Customers’ opinions are considered as valuable source of knowledge creation 
	 4.079
	 0.783
	 13.845
	 0.000
	 5
	 High

	General Arithmetic mean and standard  deviation
	 4.100
	 0.520
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 	
Table 3 shows the importance level ofKnowledge Creation, where the arithmetic means for Knowledge Creation range between (3.930 - 4.247) compared with general arithmetic mean amount of (4.100). We observed that the statement " Pharmaceutical management acquires information from patients and takes their opinions’ about services provided to them” has received the highest mean score of mean (4.247), Standarddeviation (0.753). The statement " Pharmaceutical management arranges for brainstorming meetings with its employees to generate new business idea” has received the lowest mean score of (3.930) and Standarddeviation (0.696). Although the Importance levels for all aspects of this dimension were high, employee were not energized to activate their brains and create new business ideas.   
Table 4 Arithmetic mean, SD, one sample t-test, item importance and importance level of Knowledge Storage 
	No.
	Knowledge Storage
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 8
	Our Pharmaceutical management stores knowledge in comprehensive database 
	 4.158
	0.703
	 16.553
	0.000
	 5
	 High

	9
	Our Pharmaceutical management organizes knowledge in its database that can be easily retrieved  
	 4.237
	 0.709
	 17.538
	 0.000
	3
	 High

	 10
	Stored Knowledge is categorized according to administration operations and functional use 
	 4.198
	 0.721
	 16.690
	 0.000
	 4
	 High

	 11
	Our Pharmaceutical management has ability to identify the necessary knowledge  for its primary operations
	 4.118
	 0.803
	 13.992
	 0.000
	 6
	 High

	 12
	Our Pharmaceutical management has varied technological techniques for storing knowledge like computerized systems 
	 4.247
	 0.766
	 16.348
	 0.000
	 2
	High

	13
	The Pharmaceutical storing system allow users to retrieve information easily  
	 4.277
	0.694
	 18.481
	 0.000
	1
	 High

	General Arithmetic mean and standard  deviation
	4.206
	 0.512
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 	
	Table 4: shows the importance level of Knowledge Storage, where the arithmetic means for Knowledge Storage range between (4.118 - 4.277) compared with general arithmetic mean amount of (4.206). We observed that the highest mean for the "The pharmaceutical storing system allow users to retrieve information easily” with arithmetic mean (4.277), standarddeviation (0.694). The lowest arithmetic mean was for the "Our Pharmaceutical management has ability to identify the necessary knowledge for its primary operations” with Average (4.118) and Standarddeviation (0.803). In general, it appears that the Importance level of Knowledge Storage in Tuyil pharmaceutical company, Ilorin was high. 
Table 5: Arithmetic mean, SD, one sample t-test, item importance and importance level of 
Knowledge Sharing 
	No.
	Knowledge Sharing
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 14
	pharmaceutical management disseminates knowledge to all concerned employees 
	4.108
	 0.760
	 14.658
	 0.000
	 1
	High

	15
	pharmaceutical management encourages and  facilitates transferring knowledge among its different  departments 
	 4.099
	 0.741
	 14.892
	 0.000
	2
	 High

	 16
	pharmaceutical management sincerely encourages employees to share 
information among themselves 
	 3.910
	 0.872
	 10.487
	 0.000
	 5
	High

	 17
	pharmaceutical management spends most of its time in sharing and exchanging knowledge among its different departments 
	 4.029
	 0.865
	 11.956
	 0.000
	 4
	 High

	 18
	pharmaceutical management has an efficient mechanism for distribution of reports and results 
	 4.099
	 0.854
	 12.926
	 0.000
	 2
	 High

	General Arithmetic mean and standard  deviation
	4.049
	0.592
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 	
Table 5 shows the importance level of Knowledge Sharing, where the arithmetic means for Knowledge Sharing range between (3.910 - 4.108) compared with general arithmetic mean amount of (4.049). We observed that the highest mean for the " Pharmaceutical management disseminates knowledge to all concerned employees” with arithmetic mean (4.108), standarddeviation (0.760). The lowest arithmetic mean was for the " Pharmaceutical management sincerely encourages employees to share information among themselves” with Average (3.910) and Standarddeviation (0.872). In general, it appears that the Importance level of Knowledge Sharing in Tuyil pharmaceutical company, Ilorinwas high. 
Table 6: Arithmetic mean, SD, one sample t-test, item importance and importance level of Knowledge Application 
	No.
	Knowledge Application
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 19
	pharmaceutical management efficiently uses knowledge in its researches 
	3.950
	 0.841
	 11.356
	 0.000
	 5
	High

	20
	pharmaceutical management is effectively able to apply available knowledge in problem solving 
	 3.861
	 0.812
	 10.651
	 0.000
	6
	 High

	 21
	pharmaceutical management is capable to apply available knowledge to improve the 
efficiency of its services and operations 
	 4.029
	 0.727
	 14.227
	 0.000
	 3
	 High

	 22
	pharmaceutical management attempts to apply knowledge gained from its previous experiences
	 4.108
	 0.786
	 14.176
	 0.000
	 2
	 High

	 23
	pharmaceutical management applies knowledge to create and innovate new services 
	4.188
	 0.730
	 16.336
	 0.000
	 1
	High

	24
	pharmaceutical management applies knowledge to create and innovate new 
administration operations 
	 4.000
	 0.800
	 12.562
	 0.000
	4
	 High

	General Arithmetic mean and standard  deviation
	4.023
	 0.581
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 	
	The table shows the importance level of Knowledge Application, where the arithmetic means for Knowledge Application range between (3.861 - 4.188) compared with general arithmetic mean amount of (4.023). We observed that the highest mean for the " Pharmaceutical management applies knowledge to create and innovate new services” with arithmetic mean (4.188), standarddeviation (0.730). The lowest arithmetic mean was for the " Pharmaceutical management is effectively able to apply available knowledge in problem solving” with Average (3.861) and Standarddeviation (0.812). In general, it appears that the Importance level of Knowledge Application Tuyil pharmaceutical company, Ilorinwas high. 
Table 7: Arithmetic mean, SD, one sample t-test, item importance and importance level of Organizational Performance dimensions 
	No.
	Organizational Performance
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 1
	 Financial Perspective
	 4.247
	 0.514
	 24.384
	 0.000
	1
	 High

	2
	 Customer Perspective
	 4.110
	 0.511
	 21.811
	 0.000
	2
	 High

	 3
	Internal Process Perspective
	 4.076
	 0.461
	 23.423
	 0.000
	 3
	High

	4
	 Learning Perspective
	 3.878
	 0.583
	 15.117
	 0.000
	4
	High

	General Arithmetic mean and standard deviation
	4.057
	 0.393
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 	
Table 7: presents the importance level of Organizational Performance dimensions, where the arithmetic means for dimensions range between (3.878 - 4.247) compared with general arithmetic mean amount of (4.096). We observed that the highest mean for the "Financial Perspective” with arithmetic mean (4.247), Standard deviation (0.514). The lowest arithmetic mean was for the"Learning Perspective” With Average (3.878) and Standard deviation (0.583). This indicates that hospitals are not emphasizing on the Learning Perspective in enhancing the Organizational Performance.  
Table 8: Arithmetic mean, SD, one sample t-test, item importance and importance level of Financial Perspective 
	No.
	Financial Perspective
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 25
	Occupancy rate of beds in the pharmaceutical is high 
	4.346
	 0.639
	 21.167
	 0.000
	 1
	High

	26
	Profitability for our Pharmaceutical is better than the profitability of other pharmaceutical 
	 4.178
	 0.766
	 15.443
	 0.000
	4
	 High

	 27
	Return on investment for our pharmaceutical is better than return on investment of other pharmaceutical 
	 4.227
	 0.760
	 16.234
	 0.000
	 3
	High

	 28
	The financial department is always concerned for optimizing the financial wealth of the organization and shareholders  
	 4.237
	 0.826
	 15.050
	 0.000
	 2
	 High

	General Arithmetic mean and standard  deviation
	4.247
	0.514
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3)	
Table 8 shows the importance level of Financial Perspective, where the arithmetic means for Financial Perspective range between (4.178 - 4.346) compared with general arithmetic mean amount of (4.247). We observed that the highest mean for the "Occupancy rate of beds in the pharmaceutical is high” with arithmetic mean (4.346), Standarddeviation (0.639). The lowest arithmetic mean was for the "Profitability for our pharmaceutical is better than the profitability of other pharmaceutical” with Average (4.178) and Standarddeviation (0.766). In general, it appears that the Importance level of Financial Perspective in Tuyil pharmaceutical company, Ilorin was high. 
Table 9: Arithmetic mean, SD, one sample t-test, item importance and importance level of Customer Perspective 
	No.
	Customer Perspective
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 29
	The pharmaceutical has a comprehensive 
database about its patients 
	 4.316
	0.760
	 17.398
	 0.000
	 1
	High

	30
	The pharmaceutical updates its patients database regularly 
	 4.118
	 0.791
	 14.214
	 0.000
	3
	 High

	 31
	Pharmaceutical management collects information about patients satisfaction 
	4.168
	 0.813
	 14.438
	 0.000
	 2
	High

	 32
	pharmaceutical collects information from patients to know their needs  
	 4.108
	 0.691
	 16.119
	 0.000
	 4
	 High

	 33
	Management of pharmaceutical responds quickly to any complaint filed by its patients 
	 4.089
	 0.849
	 12.882
	0.000
	 5
	 High

	 34
	Pharmaceutical management attracts new 
customers through its competitive pricing 
	 4.019
	 0.871
	 11.759
	0.000
	 7
	 High

	 35
	Pharmaceutical management tries to provide good services to avoid dissatisfaction of customers 
	 4.079
	 0.744
	 14.576
	0.000
	 6
	 High

	 36
	Pharmaceutical management provides patients with needed services in the shortest possible time 
	 3.980
	 0.774
	 12.722
	0.000
	 8
	 High

	General Arithmetic mean and standard  deviation
	4.110
	0.511
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 	
The table 9 shows the importance level of Customer Perspective, where the arithmetic means for Customer Perspective range between (3.980 - 4.316) compared with general arithmetic mean amount of (4.110). We observed that the highest mean for the "The pharmaceutical has a comprehensive database about its patients” with arithmetic mean (4.316), Standard deviation (0.760). The lowest arithmetic mean was for the " pharmaceutical management provides patients with needed services in the shortest possible time” with Average (3.980) and Standard deviation (0.774). In general, it appears that the Importance level of Customer Perspective in Tuyil pharmaceutical company, Ilorin was high. 
Table 10: Arithmetic mean, SD, one sample t-test, item importance and importance level of Internal Process Perspective 
	No.
	Internal Process Perspective
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 37
	Pharmaceutical management continuously attempts to develop new services 
	4.227
	0.563
	 21.893
	 0.000
	 1
	High

	 38
	Pharmaceutical management continuously attempts to develop new administration processes 
	 4.148
	0.622
	 18.537
	0.000
	 2
	 High

	 39
	Employees at all levels are committed to improving the standard operating procedures 
	 4.099
	 0.670
	 16.463
	0.000
	 3
	 High

	 40
	Pharmaceutical management encourages employees to innovate new services 
	 3.831
	 0.800
	 10.437
	0.000
	 4
	 High

	General Arithmetic mean and standard  deviation
	4.076
	0.461
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 
	The table 10 shows the importance level ofInternal Process Perspective, where the arithmetic means for Internal Process Perspective range between (3.831 - 4.227) compared with general arithmetic mean amount of (4.076). We observed that the highest mean for the " Pharmaceutical management continuously attempts to develop new services” with arithmetic mean (4.227), Standarddeviation (0.563). The lowest arithmetic mean was for the "Pharmaceutical management encourages employees to innovate new services” With Average (3.831) and Standarddeviation (0.800). In general, it appears that the Importance level of Internal Process Perspective in Tuyil pharmaceutical company, Ilorinwas high. 
Table 11: Arithmetic mean, SD, one sample t-test, item importance and importance level of Learning Perspective 
	No.
	Learning Perspective
	Mean
	St.D
	 t- value
Calculate
	Sig
	Item importance
	Importance level

	 41
	Managers train employees in order to achieve better results 
	4.039
	 0.773
	 13.506
	 0.000
	 2
	High

	 42
	Pharmaceutical management empowers and supports its employees to experiment and learn 
	 3.910
	 0.825
	 11.085
	0.000
	 5
	 High

	 43
	Pharmaceutical management encourages employees to ask and inquire freely 
	 3.782
	 0.965
	 8.142
	0.000
	 6
	 High

	 44
	The existing of training programs covers all employees’ needs 
	 3.940
	 0.822
	 11.493
	0.000
	 4
	 High

	 45
	Pharmaceutical management encourages employees to attend training programs, seminars and conferences 
	 3.970
	 0.741
	 13.159
	0.000
	 3
	 High

	 46
	Pharmaceutical management is keen on education and training programs 
	 4.049
	 0.698
	 15.106
	0.000
	 1
	 High

	 47
	Pharmaceutical management applies rotation among managers so they can increase their scope of knowledge and learn 
	 3.455
	 1.136
	 4.029
	0.000
	 7
	 Median

	General Arithmetic mean and standard  deviation
	3.878
	0.583
	
	
	
	


t- Value Tabulate at level (α≤ 0.05) (1.645) 
t- Value Tabulate was calculated based on Assumption mean to item that (3) 
The table 11 shows the importance level of Learning Perspective, where the arithmetic means for Learning Perspective range between (3.455 - 4.049) compared with general arithmetic mean amount of (3.878). We observed that the highest mean for the " Pharmaceutical management is keen on education and training programs” with arithmetic mean (4.049), standarddeviation (0.698). The lowest arithmetic mean was for the " Pharmaceutical management applies rotation among managers so they can increase their scope of knowledge and learn” with score (3.455) and standarddeviation (1.136). In general, it appears that the Importance level of Learning Perspective in Tuyil pharmaceutical company, Ilorinwas high. 
4.3	Test of Hypotheses 
H01: There is no statistically significant effect of Knowledge Management on Organizational Performance using the Balanced Scorecard Perspectives in Tuyil pharmaceutical company.
	
	R
	R2
	F Calculated
	DF
	Sig*
	
	T Calculated
	Sig*

	
Organizational
Performance
	
0.813
	
0.660
	
46.641
	4
	
0.000
	Creation
	0.292
	3.500
	0.001

	
	
	
	
	96
	
	Storage
	0.197
	2.700
	0.008

	
	
	
	
	
	
	Sharing
	0.081
	1.045
	0,299

	
	
	
	
	100
	
	Application
	0.398
	4.484
	0.000


The impact is significant at level (α ≤ 0.05)
		Table (12) shows that Knowledge Management has a significant effect on Organizational Performance using the Balanced Scorecard Perspectives inTuyil pharmaceutical company. The regression model showed a high degree of fit, as reflected by “R” and “R2” value (0.813) , (0.660), which asserted that (0.660) of the explained variation in organizational performance in in Tuyil pharmaceutical company can be accounted by Knowledge Management . On the other hand, Table (12) for the data set indicated the slope value of (0.292), (0.197) and (0.398) for the regression line. This suggested that for a one unit increase in Knowledge Management the respective in Tuyil pharmaceutical company can significantly predict a (0.292), (0.197) and (0.398) increase in organizational performance. Also table (12) shows that the analysis of variance of the fitted regression equation is significant with F value of (46.641). This is an indication that the model is a good one. Since the p-value is less than (0.05), it shows a statistically significant relationship exist between the variables at (0.95) confidence level. The results also indicate that Knowledge Management actually affect on Organizational Performance using the Balanced Scorecard Perspectives inTuyil pharmaceutical company with a coefficient of (0.292) for Knowledge Creation, (0.197) for knowledge storage and (0.398) for knowledge application. Thus, Knowledge Management actually effect on Organizational Performance using the Balanced Scorecard Perspectives inTuyilpharmaceutical company. In fact, this supports the main hypothesis of the study. There is a significant statistical effect of Knowledge Management on Organizational Performance using the Balanced Scorecard Perspectives inTuyil pharmaceutical company at level (α ≤ 0.05).  
H02:There is no statistically significant effect of Knowledge Management on Organizational Performance using Financial Perspective inTuyil pharmaceutical company
	
	R
	R2
	F Calculated
	DF
	Sig*
	
	T Calculated
	Sig*

	
Organizational
Performance Financial Perspective
	

0.351
	

0.123
	

3.364
	4
	

0.013
	Creation
	0.393
	3.937
	0.004

	
	
	
	
	96
	
	Storage
	0.100
	2.851
	0.397

	
	
	
	
	
	
	Sharing
	0.017
	1.139
	0.890

	
	
	
	
	100
	
	Application
	0.191
	-1.336
	0.185


The impact is significant at level (α ≤ 0.05) Table (13) shows that Knowledge Management creation has a significant effect on Organizational Performance using Performance using Financial Perspective in Tuyil pharmaceutical company. The regression model showed a high degree of fit, as reflected by “R” and “R2” value (0.351) , (0.123) respectively, which asserted that (0.123) of the explained variation in organizational performance (financial Performance) in Tuyil pharmaceutical company can be accounted for Knowledge Management Creation. On the other hand, Table (13) for the executive data set indicated the slope value of (0.393) for the regression line. This suggested that for a one unit increase in Knowledge Management Creation the respective Tuyil pharmaceutical company can significantly predict a (0.393) increase in organizational performance (Financial Performance). Also Table (13) shows that the analysis of variance of the fitted regression equation is significant with F value of (3.364). This is an indication that the model is a good one. Since the p-value is less than (0.05), it shows a statistically significant relationship between the variables at (0.95) confidence level.  The results also indicate that Knowledge Management Creation actually effect on Organizational Performance using Financial Perspective in Tuyil pharmaceutical company with a coefficient of (0.393). Thus, Knowledge Management Creation actually effect on Organizational Performance using Financial Perspective in Tuyil pharmaceutical company. In fact, this supports the study hypothesis.There is a significant statistical effect of Knowledge Management Creation on Organizational Performance using Financial Perspective in Tuyil pharmaceutical company at level (α ≤ 0.05). 
H03:There is no statistically significant effect of Knowledge Management on Organizational Performance using Customer Perspective of the Balanced Scorecard in Jordanian Private Hospitals at level (α ≤ 0.05).
	
	R
	R2
	F Calculated
	DF
	Sig*
	
	T Calculated
	Sig*

	
Organizational
Performance Customer Perspective
	

0.804
	

0.646
	

3.775
	4
	

0.000
	Creation
	0.123
	3.937
	0.152

	
	
	
	
	96
	
	Storage
	0.478
	2.851
	0.000

	
	
	
	
	
	
	Sharing
	0.005
	1.139
	0.946

	
	
	
	
	100
	
	Application
	0.337
	3.717
	0.000


The impact is significant at level (α ≤ 0.05)
Table (14) shows that Knowledge Management creation has a significant effect on Organizational Performance using Performance using Customer Perspective in Tuyil pharmaceutical company. The regression model showed a high degree of fit, as reflected by “R” and “R2” value (0.804) , (0.646) respectively, which asserted that (0.646) of the explained variation in organizational performance (Customer Performance) in Tuyil pharmaceutical company can be accounted for Knowledge Management Storage and Application. On the other hand, Table (14) for the executive data set indicated the slope value of (0.478) and (0.337) for the regression line. This suggested that for a one unit increase in Knowledge Management Storage and Application the respective in Tuyil pharmaceutical company can significantly predict a (0.478) and (0.337) increase in organizational performance (Customer Performance). Also table (14) shows that the analysis of variance of the fitted regression equation is significant with F value of (43.775). This is an indication that the model is a good one. Since the p-value is less than (0.05), it shows a statistically significant relationship between the variables at (0.95) confidence level. The results also indicate that Knowledge Storage and Application actually effect on Organizational Performance using Customer Perspective in Tuyil pharmaceutical company with a coefficient of (0.478) for Knowledge Management Storage and (0.337) for Knowledge Management Application. Thus, Knowledge Management Storage and Application actually effect on Organizational Performance using Customer Perspective in Tuyil pharmaceutical company. This supports the study hypothesis. There is a significant statistical effect of Knowledge Management Storage and Application on Organizational Performance using Customer Perspective in Tuyil pharmaceutical company at level (α ≤ 0.05). 
H04: There is no statistically significant effect of Knowledge Management on Organizational Performance using Internal Process Perspective in Tuyil pharmaceutical companyat level (α ≤ 0.05).
	
	R
	R2
	F Calculated
	DF
	Sig*
	
	T Calculated
	Sig*

	
Organizational
Performance Internal Process Perspective
	

0.514
	

0.265
	

3.634
	4
	

0.000
	Creation
	0.212
	1.733
	0.086

	
	
	
	
	96
	
	Storage
	0.064
	0.600
	0.550

	
	
	
	
	
	
	Sharing
	-0.002
	-0.019
	0.985

	
	
	
	
	100
	
	Application
	0.337
	2.359
	0.020


The impact is significant at level (α ≤ 0.05)
Table (15) shows that Knowledge Management creation has a significant effect on Organizational Performance using Performance using Customer Perspective in Tuyil pharmaceutical company. The regression model showed a high degree of fit, as reflected by “R” and “R2” value (0.514), (0.265) respectively, which asserted that (0.265) of the explained variation in organizational performance (Internal Process Perspective) Perspective in Tuyil pharmaceutical company can be accounted for Knowledge Management Application. On the other hand, Table (15) for the executive data set indicated the slope value of (0.308) for the regression line. This suggested that for a one unit increase in Knowledge Management Application the respective Perspective in Tuyilpharmaceutical company can significantly predict a (0.308) increase in organizational performance (Internal Process Performance). Also table (15) shows that the analysis of variance of the fitted regression equation is significant with F value of (8.634). This is an indication that the model is a good one. Since the p-value is less than (0.05), it shows a statistically significant relationship between the variables at (0.95) confidence level. The results also indicate that Knowledge Management Application actually effect on Organizational Performance using Internal Process Perspective in Tuyil pharmaceutical company with a coefficient of (0.308). Thus, Knowledge Management Application actually effect on Organizational Performance using Internal Process Perspective in Tuyil pharmaceutical company. This further supports the study hypothesis.There is a significant statistical effect of Knowledge Management Application on Organizational Performance using Internal Process Perspective in Tuyil pharmaceutical company at level (α ≤ 0.05).
H05: There is no statistically significant effect of Knowledge Management on Organizational Performance using Learning Perspective in Tuyil pharmaceutical company at level (α ≤ 0.05). 
	
	R
	R2
	F Calculated
	DF
	Sig*
	
	T Calculated
	Sig*

	
Organizational
Performance Learning Perspective
	

0.725
	

0.526
	

3.595
	4
	

0.000
	Creation
	0.229
	2.324
	0.022

	
	
	
	
	96
	
	Storage
	-0.122
	-1.414
	0.161

	
	
	
	
	
	
	Sharing
	0.165
	1.814
	0.073

	
	
	
	
	100
	
	Application
	0.501
	4.772
	0.000


The impact is significant at level (α ≤ 0.05)
	Table (16) shows that Knowledge Management creation has a significant effect on Organizational Performance using Performance using Learning Perspective in Tuyil pharmaceutical company. The regression model showed a high degree of fit, as reflected by “R” and “R2” value (0.725), (0.526) respectively, which asserted that (0.526) of the explained variation in organizational performance (Learning Performance) in Tuyil pharmaceutical company can be accounted for Knowledge Creation and Application. On the other hand, Table (4-16) for the executive data set indicated the slope value of (0.229) and (0.501) for the regression line. This suggested that for a one unit increase in Knowledge Creation and Application the respective Tuyil pharmaceutical company can significantly predict a (0.229) and (0.501) increase in organizational performance (Learning Performance). Also table (4-16) shows that the analysis of variance of the fitted regression equation is significant with F value of (26.595). This is an indication that the model is a good one. Since the p-value is less than (0.05), it shows a statistically significant relationship between the variables at (0.95) confidence level. The results also indicate that Knowledge Creation and Application actually effect on Organizational Performance using Learning Perspective in Tuyil pharmaceutical company with a coefficient of (0.229) for Knowledge Creation and (0.501) for Knowledge Application. Thus, Knowledge Creation and Application actually effect on Organizational Performance using Learning Perspective in Tuyil pharmaceutical company. This supports the study hypothesis.  There is a significant statistical effect of Knowledge Management Creation and Application on Organizational Performance using Learning Perspective in Tuyil pharmaceutical company at level (α ≤ 0.05).  






















CHAPTER FIVE
SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATION
5.1	Summary of Findings
	This study examined effect of knowledge management on organizational performance a case study of Tuyil pharmaceutical company. This study specifically investigated the concepts of knowledge management on organizational performance; knowledge culture; knowledge protection; and knowledge management and organizational performance. Relevant literatures knowledge management practices; benefits of knowledge management; barriers of knowledge management; relation between knowledge management and organizational performance; knowledge management and employees satisfaction; information communication; education and training; organizational performance and knowledge management; theoretical framework; empirical review and research gap.  The population of the study includes staff of selected banks. Sample of 101 respondents participated in this study. Researcher-designed questionnaire was used an instrument of data collection and data collected were analyzed with percentages while the hypotheses were tested at 0.05 level of significance using multiple regression
5.2	Conclusion
	This study raised a number of questions, and developed hypotheses related to the study variables. The study results answered the study questions and came up with the following conclusions: There is a significant statistical effect of Knowledge Management on Organizational Performance using the Balanced Scorecard Perspectives in Tuyil pharmaceutical company, at level (α≤ 0.05). This result was consistent with the findings of (Muhammad 2012 and Mhameed et al., 2013). There is a significant statistical effect of Knowledge Management Creation on Organizational Performance using Financial Perspective in Tuyil pharmaceutical company, at level (α≤ 0.05). This result was consistent with the findings of (Mhameed et al., 2013). There is a significant statistical effect of Knowledge Management Storage and Application on Organizational Performance using Customer Perspective inTuyil pharmaceutical company, at level (α≤ 0.05). This significant statistical effect of Knowledge Management found in this study was supported by findings of (Al Fayez 2011 and Mhameed et al., 2013). There is a significant statistical effect of Knowledge Management Application on Organizational Performance using Internal Process Perspective inTuyil pharmaceutical company, at level (α≤ 0.05). This result was supported by the findings of (Al-Zwyalif2012 and Mhameed et al., 2013). There is a significant statistical effect of Knowledge Management Creation and Application on Organizational Performance using Learning Perspective in Tuyilpharmaceutical company, Ilorin at level (α≤ 0.05). This result came compatible to Chen’s study (2008) with regard to the contributions of Knowledge Management activities to organizational business performance. Knowledge Sharing has not direct effect on Organizational Performance and this is consistent with the findings of the (Jayasingam et al., 2012) that knowledge dissemination does not directly drive workers to consistently improve the system. It has effect only when the knowledge shared is relevant, it would encourage process improvement. Study reported the presence of the impact of knowledge management practices on organizational Performance using financial perspective, and this result agreed with the findings of the (Jayasingam et al., 2012), (Boumarafi et al., 2008) and (Mhameed et al., 2013) that knowledge management practices affect the financial Perspective and it improves its performance. The study reported the presence of the impact of knowledge management practices on organizational Performance using customer perspective, and this result agreed with the findings of the (Jayasingam et al., 2012, Boumarafi et al., 2008, Mhameed et al., 2013 and Kuwaiti 2004) that the practice of knowledge management affect the operational performance and strategic customers satisfaction. This indicates that traditional financial indicators is not enough to measure the performance and it does not give an adequate picture about the company's performance, because it depends on the performance measure in the past, it does not reflect the need for customer. While the non-financial indicators is used to measure future performance of the company. So it has to be the integration of traditional financial indicators and non-financial indicators to evaluate the performance of companies and to give a comprehensive picture of performance.The study reported the presence of the impact of knowledge management practices on organizational Performance using internal process perspective, and this result agreed with the findings of the (Boumarafi et al., 2008) and (Mhameed et al., 2013) that the practice of knowledge management positively affect the efficiency and quality of decision-making and action. Therefore, we have to use models of financial and non-financial performance in evaluating performance.
5.3	Recommendations
i. Due to the important role of knowledge management practices in improving performance at all managerial levels as it is the most valuable and strategic resource to remain competitive; pharmaceutical, have to pay more attention to knowledge management practices by holding training courses in how to exploit the knowledge available within the pharmaceutical and how their development to improve their performance. 
ii. Pharmaceutical must provide financial and moral support to knowledge management practices to improve performance through the use of the Balanced Scorecard. 
iii. Pharmaceutical must assess the impact knowledge management practices on performance using traditional financial indicators to measure the performance of current and non-traditional indicators to measure the performance of future. 
iv. Pharmaceutical must concentrate on Knowledge Creation because it has significant effect on Financial and Learning Perspective by collecting information from customers and taking their opinions’ about services provided to them and by arranging for more meetings and conferences for employees in order to generate more business ideas. 
v. Pharmaceutical must concentrate on Knowledge Application because it has significant effect on Customer, Internal Process and Learning Perspective by applying available knowledge in problem solving and in improving the efficiency of its services and operations.
vi. Pharmaceutical must pay more attention to Balanced Scorecard model that can clarify roles and expectations at all corporate levels.  
vii. To concentrate on Knowledge Application in order to enhance Organizational Performance. 
viii. Top management should pay more attention to use existing knowledge to create and innovate new administration operations. 
ix. Top Management should improve storing knowledge in comprehensive database. 
x. Top management should apply rotation among managers to help them increase their scope of knowledge and learn. 
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QUESTIONNAIRE
Department of Business Administration,  
Institute of Finance and Management studies,
Kwara Sate Polytechnic, Ilorin. 2025.
Dear Respondent,
LETTER OF INTRODUCTION
I am a final year student of the above mentioned institution conducting a research on topic titled “Effect of Knowledge Management on Organizational Performance in Tuyil pharmaceutical company Ilorin.”
Kindly assist by providing honest opinions on the various issues raised in this questionnaire. Your confidentiality is highly assured as the information given will be used for purely academic purpose. Thank you for the anticipated co-operation.

Yours faithfully,
   IJAODOLA AMINAT OMOBOLANLE
HND/23/BAM/FT/1013


















Part one: Demographic Questions
Please put (x) inside the given space 
1. Gender : Male (     )                  Female (    )
	
2. Age 	Under 25 years old (   )	25-35 years old (     )
	Above 35-45 years old (    )	Above 45 years old (   )
3. Educational Attainment : 
High school graduate/Technical school Diploma (    ) Degree (BA/BSC) (     ) Master’s degree (   ) Doctorate degree (    )
If any other, please specify……………………………………………….. 
4. For how long have you been working in this company? 
Less than 3 years (   )3 to 5 years (    ), Above 5 to 10 years (     ) Above 10 to 15 years (    ) Above 15 to 20 years (    )Greater than 20 years (      )
5. How many years have you been in your current position? 
Less than 3 years(   ) 3 to 5 years (    ) Above 5 to 10 years (    ) Above 10 to 15 years (     ) Above 15 to 20 years                  Greater than 20 years (    )

	S/no
	Statement
	Rarely 
	Sometimes
	Most of the time 
	always

	
	Knowledge Creation
	
	
	
	

	1. 
	Pharmaceuticalmanagement seeks to collect information about its competitors systematically
	
	
	
	

	2. 
	Pharmaceuticalmanagement acquires information from patients and takes their opinions’ about services provided to them 
	
	
	
	

	3. 
	Pharmaceuticalmanagement acquires information from its employees  
	
	
	
	

	4. 
	Pharmaceuticalmanagement arranges for brainstorming meetings with its employees to generate new business ideas 
	
	
	
	

	5. 
	Pharmaceuticalmanagement explores and creates new knowledge from existing one 
	
	
	
	

	6. 
	Pharmaceuticalmanagement is always trying to seek information about new services offered by other pharmaceutical
	
	
	
	

	7. 
	Customers’ opinions are considered as valuable source of knowledge creation  
	
	
	
	

	8. 
	Our pharmaceuticalmanagement stores knowledge in comprehensive database 
	
	
	
	

	9. 
	Our pharmaceuticalmanagement organizes knowledge in its database that can be easily retrieved  
	
	
	
	

	10. 
	Stored Knowledge is categorized according to administration operations and functional use
	
	
	
	

	11. 
	Our pharmaceuticalmanagement has ability to identify the necessary knowledge  for its primary operations 
	
	
	
	

	12. 
	Our pharmaceuticalmanagement has varied technological techniques for storing knowledge like computerized systems 
	
	
	
	

	13. 
	The pharmaceuticalstoring system allow users to retrieve information easily  
	
	
	
	

	
	Knowledge Sharing
	
	
	
	

	14. 
	Pharmaceuticalmanagement disseminates knowledge to all concerned employees 
	
	
	
	

	15. 
	Pharmaceuticalmanagement encourages and  facilitates transferring knowledge among its different  departments 
	
	
	
	

	16. 
	Pharmaceuticalmanagement sincerely encourages employees to share information among themselves  
	
	
	
	

	17. 
	Pharmaceuticalmanagement spends most of its time in sharing and exchanging knowledge among its different departments  
	
	
	
	

	18. 
	Pharmaceuticalmanagement has an efficient mechanism for distribution of reports and results 
	
	
	
	

	
	Knowledge Application
	
	
	
	

	19. 
	Pharmaceuticalmanagement efficiently uses knowledge in its researches     
	
	
	
	

	20. 
	Pharmaceuticalmanagement is effectively able to apply available knowledge in problem solving 
	
	
	
	

	21. 
	Pharmaceuticalmanagement is capable to apply available knowledge to improve the efficiency of its services and operations 
	
	
	
	

	22. 
	Pharmaceuticalmanagement attempts to apply knowledge gained from its previous experiences 
	
	
	
	

	23. 
	Pharmaceuticalmanagement applies knowledge to create and innovate new services  
	
	
	
	

	24. 
	Pharmaceuticalmanagement applies knowledge to create and innovate new administration operations
	
	
	
	

	
	Financial Perspective
	
	
	
	

	25. 
	Occupancy rate of beds in the pharmaceutical is high 
	
	
	
	

	26. 
	Profitability for our hospital is better than the profitability of other pharmaceutical
	
	
	
	

	27. 
	Return on investment for our pharmaceuticalis better than return on investment of other hospitals
	
	
	
	

	28. 
	The financial department is always concerned for optimizing the financial wealth of the organization and shareholders
	
	
	
	

	
	Customer Perspective
	
	
	
	

	29. 
	The hospital has a comprehensive database about its patients 
	
	
	
	

	30. 
	The hospital updates its patients database regularly 
	
	
	
	

	31. 
	Pharmaceuticalmanagement collects information about patients satisfaction  
	
	
	
	

	32. 
	Pharmaceuticalcollects information from patients to know their needs   
	
	
	
	

	33. 
	Management of hospital responds quickly to any complaint filed by its patients 
	
	
	
	

	34. 
	Pharmaceuticalmanagement attracts new customers through its competitive pricing 
	
	
	
	

	35. 
	Pharmaceuticalmanagement tries to provide good services to avoid dissatisfaction of customers 
	
	
	
	

	36. 
	Pharmaceuticalmanagement provides patients with needed services in the shortest possible time
	
	
	
	

	
	Internal Process Perspective
	
	
	
	

	37. 
	Pharmaceuticalmanagement continuously attempts to develop new services  
	
	
	
	

	38. 
	Pharmaceuticalmanagement continuously attempts to develop new administration processes  
	
	
	
	

	39. 
	Employees at all levels are committed to improving the standard operating procedures 
	
	
	
	

	40. 
	Pharmaceuticalmanagement encourages employees to innovate new services  
	
	
	
	

	
	Learning Perspective
	
	
	
	

	41. 
	Managers train employees in order to achieve better results
	
	
	
	

	42. 
	Pharmaceuticalmanagement empowers and supports its employees to experiment and learn  
	
	
	
	

	43. 
	Pharmaceuticalmanagement encourages employees to ask and inquire freely   
	
	
	
	

	44. 
	The existing of training programs covers all employees’ needs 
	
	
	
	

	45. 
	Pharmaceuticalmanagement encourages employees to attend training programs, seminars and 
Conferences
	
	
	
	

	46. 
	Pharmaceuticalmanagement is keen on education and training programs 
	
	
	
	

	47. 
	Pharmaceuticalmanagement applies rotation among managers so they can increase their scope of knowledge and learn 
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